
 

 P A G E  | 1 

 

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

 

 

1. Guest Name: the guest’s name as entered by the guest in the chat field. 
2. Room Number: the guest’s room number as entered by the guest in the chat field. 
3. Time: displays the time stamp when the guest shared the feedback in the chat 

field 
4. Description: displays the feedback entered by the guest in the chat field. This field 

may be empty when the guest decided not to share additional feedback. 
5. Rating: displays the smiley emoticon as the guest pressed it in the chat window. 

This field can be sorted. Smileys have a value of 1-5 assigned while 1 is the sad 
smiley and 5 is the happiest smiley face. 

6. Status: shows the current status of the captured feedback: 
a. If the request is just received, it will display the ”Open” text and blue color. 
b. Closed requests mean that they have been completed and feedback has 

been acknowledged and processed. It will appear in grey color.  
7. Resolution: shows the text that was entered by the agent to resolve / process the 

feedback. 
8. Agent Name: the name of the person who updated the status from open to close 

and updated the Resolution field. 

When you click on one of the rows, you will be able to see additional information that are 
specific to the feedback. There are three different information fields that will become 
visible: Guest Details, Change Status, 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. The information are asked during the conversation with the 

Capture Console - Navigation 

In this job aid, you will learn what information are available after guests have 
provided their feedback using the chatbot tool. 

1 2 3 4 5 6 7 8 



 

 P A G E  | 2 

 

chatbot and can be amended in the “Request Console. Please refer to the job-aid that 
covers this area of the dashboard” 

 

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

 
 
If you click on the “Close” button a new field will appear where you can enter 
information in regards to the resolution. This can become helpful to track the 
(monetary) service recovery that was offered to the guest or, if the guest left a 
positive comment, what you did in order to create a memorable experience to drive 
loyalty. 

 

 

3) 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. 


