ATLORIA

Managing Agent Conversations and Chat
History

Starting a Conversation with a Support Agent

If you already know how to open and use the chat experience, use this guide
alongside Chatting with Support Agents and Managing Conversations. Here, the focus
is on how conversations are created, tracked, and managed over time inside Atloria.

1. Open the support chat from the chat launcher or the Help or Support entry point
available in your current Atloria workspace. When the chat panel opens, look for
the active conversation area and the message box at the bottom of the panel.

2. Before you send your first message, check the top area of the chat panel for the
active support agent or support destination. If Atloria shows an agent name,
support queue, or thread header, confirm that it matches the help you want. This
matters when your team uses more than one support agent or different support
workspaces.

3. Click into the message composer and type your question. Keep the first message
specific so the new thread is easy to recognize later. For example, include the
project, page, or issue you are asking about if that information is relevant to your
work.

4. Use the Send action in the composer to post the message. After you send it,
Atloria creates a conversation thread and adds your message to the timeline.

5. Check the conversation list or history panel to confirm that the new thread
appears. You can usually identify it by:

o the latest message preview
o the most recent timestamp

o any unread marker or highlighted state

[SCREENSHOT: support chat panel showing the conversation list on one side and a
new thread selected after the first message is sent]

Once the thread appears in the list, you can return to it later without starting over.
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Following Replies and Understanding Conversation Context

After you send a message, stay in the selected thread so you can follow the reply in
the message timeline. Atloria shows the conversation as a running sequence of
messages, which helps you see what you asked, what the agent answered, and
whether extra context is affecting the current reply.

1. Read each response directly in the message timeline. Look for visible details
attached to each message, such as:

o who sent it
o when it was sent

o whether it appears as a normal reply, a pending response, or a notice

2. Check the conversation header or thread details area at the top of the chat panel.
This area helps you confirm which support agent is replying and whether you are
still inside the same active conversation. If you switch threads, the header should
change to match the newly selected conversation.

3. Pay attention to contextual cues that appear with the reply. In Atloria, a response
may reflect earlier messages in the same thread. If the reply seems to refer back
to a previous question, review the messages just above it before sending a follow-
up. This makes it easier to understand why the answer was phrased a certain way.

4. Distinguish the message types in the thread:

o Your messages show what you entered in the composer
o Agent messages contain the support response
o Automated or system notices may appear as informational updates inside

the same timeline

[SCREENSHOT: message timeline with user messages, agent replies, timestamps,
and a thread header showing the active conversation]

If a reply feels out of place, do not assume the answer is wrong right away. First
confirm that you are viewing the correct thread and that the agent is responding to the
most recent issue in that conversation.

Reviewing Earlier Chats and Reopening Past Threads

When you need to revisit an earlier issue, use the conversation history instead of
starting a new chat immediately. Atloria keeps past threads in the chat panel so you
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can reopen them, review what was already discussed, and continue from the same
place.

1. Open the chat panel and look for the conversation history or thread list. This area
shows your earlier chats in a scrollable list, usually ordered by recent activity.

2. Scan the thread details to find the right conversation. The most useful clues are:

o participant or agent name
o latest message preview
o last activity time

o unread or active state

3. Click the thread you want to review. Atloria reloads that conversation in the main
chat area so you can read the full message history in order.

4. Scroll through the timeline before replying. This is especially helpful if the thread
includes several rounds of back-and-forth messages. Reading the earlier entries
helps you avoid repeating information the agent already has in the same
conversation.

5. If the issue is still the same, continue in that thread by typing in the existing
composer and using Send. This keeps the full history together and makes it easier
for the next reply to reflect the earlier discussion.

[SCREENSHOT: conversation history list with several past threads, each showing a
message preview and last activity time]

Use a past thread only when the topic still matches. If the old conversation was about
a different document, project, or support issue, starting a separate thread is usually
clearer than adding unrelated messages to the older one.

Resetting or Restarting a Conversation

Sometimes a conversation becomes too mixed to be useful. If the current thread
includes outdated details, old troubleshooting steps, or replies that no longer match
your issue, restart the conversation instead of continuing to add corrections.

1. In the active chat thread, look for a control such as Reset, Clear chat, or Start
new conversation. The exact label may vary by workspace, but the purpose is
the same: remove the current reply context or begin a fresh thread.

2. Decide whether you need to clear the current context or begin a completely new
conversation. Use a reset when the existing thread is causing confusing replies.
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Use a new conversation when you want a separate history entry for a different

issue.

3. If Atloria shows a confirmation prompt, read it before continuing. A warning usually
means the current conversation state, active context, or selected thread will be
discarded from the chat panel view.

4. Confirm the action. After the reset, check that the chat area reflects a clean start:

o the previous message timeline is no longer the active focus
o the composer is ready for a new message

o the selected thread state has changed to a fresh conversation
5. Type your new request with the current issue only, then use Send to begin again.

[SCREENSHOT: chat panel showing a reset or start new conversation option and a
confirmation prompt]

If you are unsure whether to continue or restart, ask yourself one question: “Would
someone reading this thread understand my current issue without the older
messages?” If the answer is no, restart the conversation.

Keeping Chat History Useful for Ongoing Support Work

A clean conversation history makes Atloria easier to use for both you and anyone else
reviewing support activity later. The goal is not to save every possible detail in one
thread. The goal is to keep each thread understandable when someone opens it from
the history list.

o Keep one thread focused on one issue. If you change from a documentation
guestion to a project setup problem, start a new conversation instead of mixing
both topics together.

o Restart the conversation when replies begin referencing details that are no longer
relevant. This usually happens after several topic changes inside the same thread.

o Before you reply, check the thread preview and timestamp in the history list. This
helps you avoid posting into an older conversation by mistake, especially when
several chats have similar subjects.

o Use consistent wording for recurring issues. If your team regularly asks about the
same project area, document section, or support workflow, similar phrasing makes
the history easier to scan and compare.

Generated from Atloria docs - August 26, 2026

a/7



» Review the most recent messages before adding a follow-up. A quick reread often
prevents duplicate questions and keeps the thread shorter.

» When a conversation is still active, continue in the same thread rather than
opening multiple parallel chats about the same problem. This keeps the message
timeline complete and easier to follow.

[SCREENSHOT: thread list showing clearly named or easily recognizable
conversations with distinct message previews]

Well-organized chat history is especially helpful when you return to a conversation
after time away or when another teammate needs to understand what has already
been discussed in Atloria.

Fixing Common Problems with Agent Replies and Chat
History

Most chat problems in Atloria come from thread selection, old context, or reopening
the wrong conversation. When a reply looks confusing, use the visible chat controls
and thread list to confirm where you are before sending another message.

o Areply appears in the wrong thread
Check which conversation is selected in the history list. The highlighted thread and
the conversation header should match the discussion you expect. If not, open the
correct thread before replying again.

o Earlier messages seem to be missing
Reopen the conversation from the history list instead of relying on whatever
timeline is currently loaded. If you switched threads earlier, Atloria may be showing
a different conversation than the one you intended to review.

» The agent response seems unrelated
Read the previous messages in the timeline to see whether the reply is based on
older context from the same thread. If the answer is still off-topic, use Reset, Clear
chat, or Start new conversation, then resend your request with only the current
issue.

e A new chat does not feel like a clean start
Confirm that the previous thread was actually cleared or that a different fresh
thread is selected. The composer should be attached to a new conversation state
rather than an older message history.
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e You are not sure which past chat to reopen
Use the latest message preview and last activity time in the thread list to identify
the right one before clicking into it.

[SCREENSHOT: support chat with one selected thread in the history list and a visible
conversation header matching the open timeline]

If you continue to have trouble following where a reply belongs, keep the thread list
open while you work. Seeing the selected conversation and the active timeline
together usually makes the issue obvious.

Overview
o This guide explains how to manage support chat threads after you open the chat
experience in Atloria.

e You learn how to:

o start a new conversation from the chat panel
o recognize a thread in the conversation list
o read replies in the message timeline

o reopen older chats from conversation history

(¢]

reset or restart a conversation when the current thread is no longer useful
e The main areas used in this workflow are:

o the chat launcher or Help / Support entry point
o the conversation list or history panel
o the conversation header
o the message timeline
o the message composer
o the Send action
o any visible Reset, Clear chat, or Start new conversation control
e This document does not repeat the basics of opening the chat and sending

everyday messages. For that, refer to Chatting with Support Agents and Managing

Conversations.

¢ Use this guide when you need to keep support threads organized, return to earlier
discussions, or make sure replies are tied to the right conversation context.

e If you work with multiple support questions across projects or documentation
areas, these chat history habits make Atloria easier to navigate and reduce
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confusion in longer threads.

Prerequisites

e You can sign in to Atloria and access a workspace where the support chat is
available.

e You know how to open the support chat panel from the chat launcher or the Help
or Support entry point.

* You have already used the basic chat workflow covered in Chatting with Support
Agents and Managing Conversations.

e You can recognize the main chat areas on screen:

o conversation list or history
o active thread header

o message timeline

o message composer

o Send action

e If your Atloria workspace offers more than one support agent or support
destination, you should know which one you intend to contact before starting a
new thread.

 If you are returning to an earlier issue, it helps to know roughly when the
conversation happened so you can find it faster in the history list.

The next step is Managing Agent Conversations and Session Follow Up, which covers
what to do after a chat continues beyond the initial exchange.
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