ATLORIA

Managing Agent Conversations and Session
Follow Up

Starting a Conversation with a Support Agent

In Atloria, start from the support chat area you already used in Chatting with Support
Agents and Managing Conversations. When the chat panel opens, look for the main
message box at the bottom of the conversation area. This is where you type your
question. Nearby, you should see the Send control and the current conversation area
above it.

Before you send the first message, check the top of the chat panel. The header is the
easiest place to confirm whether you are in an existing thread or starting a fresh one.
If Atloria shows an assigned support agent in the header or participant area, that tells
you who is currently handling the conversation. If no earlier messages appear and the
composer is empty, you are likely creating a new session.

1. Open the support chat from the in-app help or support entry point.

2. Review the conversation header to see whether an agent name, participant label,
or session status is already shown.

3. Click into the message field and enter your request clearly.

4. If the conversation screen offers linked context, add it before sending so the agent
can understand the issue faster.

5. Click Send to create the session and post your first message.
After sending, watch the conversation area for status changes. A new session may
first appear as waiting for a response, then move into an active back-and-forth once

the agent replies. If Atloria marks the conversation as closed or resolved later, that
status usually appears in the thread header, history list, or near the latest message.

[SCREENSHOT: Support chat panel showing the message composer, send button,
conversation header, and assigned agent area]

Reviewing Messages and Conversation History
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When you need to revisit earlier support discussions, open the conversation history or
session list from the support chat area. Atloria separates current work from older
threads by showing each conversation as its own entry. The list is useful for spotting
which sessions still need attention and which ones have already been completed.

Open a conversation from the list and read the transcript from top to bottom. The
message timeline normally shows your messages, agent replies, and the time each
message was added. If Atloria displays status markers, you may also see labels that
show whether the conversation is active, resolved, or otherwise completed. These
markers help you decide whether to continue the same thread or begin a new one.

Use the visible details around the transcript to understand the session at a glance:

What to look for Where you may see it Why it helps

Status label History list or thread header Shows whether the session is still
open

Assigned agent Header or participant area Confirms who handled the request

Created date Session details area Helps identify older threads

Last updated time History list or details area Shows recent activity

Outcome or resolution Header, footer, or details Tells you how the conversation ended

label area

If you send another message from inside an existing open thread, Atloria usually adds
it to that same transcript. If the earlier session has already been closed, Atloria may
place your new message into a separate session instead. For a fuller introduction to
browsing and organizing threads, see Managing Agent Conversations and Chat
History.

[SCREENSHOT: Conversation history list with active and completed sessions, plus an
open transcript with timestamps]

Following Up on an Existing Session

A follow-up works best when you continue the same conversation instead of starting
over. In Atloria, open the support history list, select the earlier session, and check
whether the thread still accepts replies. If the conversation remains open, the reply
field should still be available at the bottom of the transcript.

1. Open the support history list.

2. Select the conversation you want to continue.
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3. Review the latest agent reply and the current status shown in the thread.
4. Use the reply field to add your update.

5. Click Send to keep the follow-up in the same thread.

When writing a follow-up, refer directly to what already appears in the transcript.
Mention the troubleshooting step you tried, the answer that did not solve the problem,
or the part of the guidance that needs clarification. This keeps the conversation
focused and makes it easier for the assigned agent to continue without repeating
earlier questions.

Atloria may handle follow-ups differently depending on the session state. If the thread
is still open, your new message usually updates the same conversation and refreshes
the last activity time in the history list. If the session is marked closed or resolved,
Atloria may stop additional replies and prompt you to begin a new conversation
instead. In some cases, a follow-up can also change the status back to active if the
thread is reopened.

You may also notice that the assigned agent changes after a follow-up. If Atloria
reassigns the conversation, the updated agent name should appear in the thread
header or participant area. That change is especially important when a question
moves from a simple clarification to a more involved support issue.

[SCREENSHOT: Existing support thread with reply box, status label, and updated last
activity time]

Resetting a Session When the Conversation Needs a Fresh
Start

Sometimes a conversation becomes too cluttered to be useful. This usually happens
when several unrelated issues are mixed into one thread, when old troubleshooting
steps no longer apply, or when the conversation has been routed to the wrong person.
In those cases, use the reset or new-session option instead of continuing the existing
transcript.

Look in the conversation header or the overflow menu for a control such as Reset,
Restart, or New Session. The exact label may vary, but the purpose is the same:
start fresh without deleting the earlier record.

1. Open the conversation that is no longer useful.
2. Check the header or overflow menu for the reset or new-session option.

3. Select the option to start over.
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4. Confirm the action if Atloria asks for confirmation.

5. Verify that a fresh thread opens with an empty message field.
A session reset clears the active conversation context for the new exchange. That
means the next message starts as a separate thread rather than continuing the earlier
back-and-forth. Your previous conversation history should still remain available in the

history list for reference, so you can look back at earlier answers without carrying that
context into the new session.

Support leads should recommend a reset when:

¢ The thread contains multiple unrelated topics

The earlier troubleshooting path is outdated

The conversation was picked up by the wrong agent

The transcript has become too long to follow clearly

A resolved issue is being confused with a new request

After the reset, confirm that Atloria shows a new session entry in the history list. The
new thread should have its own activity record, while the older conversation remains
visible as a separate item.

[SCREENSHOT: Conversation header or menu showing the reset or new-session
option and a fresh empty thread afterward]

Using Conversation Outcomes to Improve Support
Workflows

Conversation follow-up is not only about finishing one support request. In Atloria,
completed sessions can also show patterns that help documentation managers and
support leads improve how support works overall. Start by reviewing the outcome
shown on completed conversations. Depending on what Atloria displays, this may
include a resolved status, a follow-up-needed label, an escalation result, or another
closure marker attached to the session.

When you review several completed threads together, look for repeated themes rather
than isolated comments. For example, if many conversations end with follow-up
needed, the original answers may not be clear enough. If you see frequent resets,
users may be combining too many topics in one session or agents may not be
steering the conversation toward a clean resolution. Repeated handoffs between
agents can point to routing problems or unclear ownership.
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Documentation managers can use these patterns to improve content that supports the
agent experience:

Update help pages that are repeatedly referenced in transcripts

Expand internal guidance where agents give inconsistent answers

Improve canned responses if the same explanation appears in many threads

Add missing troubleshooting steps to project documentation

Support team leads can review session outcomes and agent-specific trends to
improve day-to-day handling:

¢ Check which agents receive the most follow-up messages
o Compare resolved sessions with sessions that are repeatedly reopened
« ldentify where escalations happen most often

e Adjust routing so similar questions reach the right agent sooner

This kind of review works best when paired with the conversation practices covered in
Managing Agent Conversations and Chat History. Clean session records make
outcome trends much easier to trust and act on.

[SCREENSHOT: Completed conversation list showing status or outcome labels that
can be compared across sessions]

Fixing Common Problems with Conversation History and
Session Follow Up

Most conversation issues in Atloria come from session state, filters, or how the earlier
thread was closed. When something looks wrong, start by checking what the
conversation list is actually showing before assuming messages were lost.

If conversation history seems missing or incomplete, make sure you are viewing the
correct workspace and the right history list state. A filter can make older sessions
disappear from view even though they still exist. Also confirm that you are signed in to
the same Atloria account you used for the original conversation. If the wrong
workspace or filtered list is open, the transcript you need may not appeatr.

If a follow-up message starts a new thread unexpectedly, open the earlier
conversation and check its status. A session marked closed, resolved, expired, or
otherwise unavailable for replies may force Atloria to create a separate thread. This is
expected behavior when the earlier session is no longer open for continuation.
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If you cannot find a reset or restart option, look at the current conversation state.
Atloria may only allow reset actions on certain sessions. In some workspaces, the
option may appear only while a thread is active. Permissions can also affect whether
you see restart controls in the header or menu.

If outcome data is not useful for reporting, the issue is often consistency rather than
missing conversations. Review whether agents are ending sessions with clear status
and closure details. If some conversations are left without a final outcome while others
are marked resolved, the history list becomes harder to compare.

Common checks:

e Confirm you are in the correct account and workspace

Review any active filters in the conversation list

Check whether the earlier thread is closed or still open

Look in both the thread header and overflow menu for session actions

Make sure completed conversations include clear outcome labels

Overview

This guide focuses on what happens after you already know how to open and use
support chat in Atloria. Instead of repeating the basics, it shows how to continue a
conversation over time, return to older sessions, decide when to reply versus restart,
and use completed conversations to improve support quality.

The main areas covered are:

e Starting a new support session from the chat panel

e Reviewing earlier messages in the conversation history

e Sending follow-up replies in the same thread

» Resetting a session when the current thread is no longer helpful
¢ Reading conversation outcomes to spot workflow issues

e Fixing common problems with missing history or unexpected new threads

This topic is especially useful for documentation managers, support team leads, and
regular Atloria users who work with support agents more than once on the same
issue. If you are handling ongoing questions about documentation, project setup, or
support agent behavior, session follow-up helps you keep that work organized.

Use this guide alongside:

Generated from Atloria docs - August 25, 2026 6/8



e Chatting with Support Agents and Managing Conversations for the basics of
sending messages and working in the chat area

e Managing Agent Conversations and Chat History for browsing, sorting, and
reopening earlier threads

The goal is simple: keep each support thread clear, make follow-up easier for both
sides, and turn completed conversations into useful signals for better documentation
and better support handling.

Prerequisites

Before using the steps in this guide, make sure the following are already true in
Atloria:

e You can sign in to your Atloria account and reach the main workspace

e You already know how to open the support chat area

e You have access to at least one support conversation or can start a new one
» You are comfortable reading the conversation list and opening a thread

e You understand the basic chat workflow from Chatting with Support Agents and
Managing Conversations

e You are familiar with reopening earlier threads from Managing Agent
Conversations and Chat History

It also helps if you can recognize the key parts of the conversation screen:

e The thread header

e The message timeline

e The reply or message composer
e The Send control

e The history or session list

e Any visible status or outcome labels

If you are working as a support lead or documentation manager, you will get the most
value from this guide when you can review multiple completed conversations rather
than a single thread. That makes it easier to spot repeated resets, unresolved follow-
ups, and common transcript themes that should feed back into your help content or
support process.

For related admin-side review of analytics and audit activity in Atloria, continue with
Monitoring Administrative Analytics and Activity.
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