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These are the items you will be able to see on the Requests console without clicking into 
the individual requests. It will give you an overview and understanding of the status on 
first sight: 

 

1. Accuracy: displays the accuracy percentage of the chatbot understanding and 
interpreting the guest’s request.  

2. Time Open: displays the time stamp when the guest made the request in the chat 
field 

3. Type: shows the type of the request the guest has made. Depending on the 
version, this typically displays request, booking, complaint, or F&B order. 

4. Room Number: the guest’s room number as entered by the guest in the chat field. 
5. Guest Name: the guest’s name as entered by the guest in the chat field. 
6. Agent Name:  
7. Verified: If the information of 1 Room Number and 2 Guest Name match the 

information on your PMS, the information are verified. Please review the Job Aid 
“Verifying Guest Name and Room Number” for more information. 

8. Item & Quantity: the item that the chatbot identified from the information that the 
guest entered in the chat field. It will also indicate the the requested quantity of 
the item identified, depending on what the guest entered in the chat field. 

9. Time Close: displays the time stamp when you, the hotel employee, handled the 
request and confirmed it to be delivered to the guest room. 

10. Status: shows the current status of the request. 
a. If the request is just received, it will display the ”Open” text and blue color. 
b. After a preset amount of time, the request will change the color and turn 

orange. This will display that the request is about to expire and an action 
by you, the hotel employee, is required. 

c. When it is overdue and outside of the standard delivery time, it will appear 
in red color. Closed requests mean that they have been completed and 
items been delivered to guest rooms. They will appear in grey color.  

Request Console - Navigation 

In this job aid, you will learn how to verify the guest’s details, review the 
chatbot’s accuracy and chat history, change the status, and take over with a 
live chat to the guest. 
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d. Closed requests mean that they have been handled and delivered to the 
guest room. They will change to a grey color: “Closed” will be displayed in 
the bubble. 

When you click on one of the request rows, you will be able to see additional information 
that are specific to the request. There are three different information fields that will 
become visible: Guest Details, Agent Details, and Chat with Guest. This is what tey 
contain in detail: 

1) Guest Details: In this information box, you will be able to view more information in 
regards to the guest. They may be used to verify the details with your PMS. 

 

 
2) Chat with Guest: You will be able to view the actual conversation from the guest and 

live-chat with guests using this information box. By clicking on the -Button, you 
will be able to translate any messages using the Google-Translate feature. This may 
be helpful for all guests that do not understand your language. Review the separate 
Job Aid to learn more about this feature. 

 

3) Change Status: You will be able to change the status of the request in this field.  

 


