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1. How to setup Agent Status 
 
If you're an Admin in Freshchat, you can create custom statuses for your Agents using the Agent Status 
feature. 
 
Agent Status enables agents to update their real-time availability as status and it allows Admins to 
better understand how each agent spends their time daily. 
For example, custom agent statuses can be 'In a Meeting', or 'Away for Coffee Break' or 'On a Call'. 
 
Freshchat comes with two default Agent statuses, 
● Active on IntelliAssign 
● Unavailable 
 
Note : The two default statuses cannot be edited or deleted 
 
To setup Agent Status, Go to Admin > Agent Status 
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Click ‘New Status’. 
 

 
 
 Give a name to the custom status and select an Emoji. Click Create.  
 

 
 
The agent status created can be edited or deleted by clicking on the edit or delete icon. 
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1.1 How can agents update their status 
 
Agents can update their status by clicking on their profile at the top right corner of the screen and selecting 
the respective status from the dropdown. 
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Agents can see their current status next to their profile picture at the top right corner. 
 

 
 
Agents will receive a notification when they change their status. 
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1.2 Important points to note : 
  

● Any Agent Status other than ‘Active on Intelliassign’ will be considered as ‘Inactive’ for 

Intelliassign chat assignment. 

● Once the agent chooses a status, it will remain the same until the agent changes it. 

● Reports such as Agent Status data can be obtained using Extract API. 

 

 
2. Webhooks Configuration Details 

 
2.1 Event Name : Agent_Availability 
 
This webhook is triggered when an agent changes his/her status from status A to status B.  
 
2.2 Payload Structure: 
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{ 
  “actor”: { 
    “actor_type”: “agent”, 
    “actor_id”: “21fc58b1-9bbe-4891-af50-723576e8d1b3” 
  }, 
  “action”: “agent_availability”, 
  “action_time”: “2020-12-08T22:02:48.473Z”, 
  “data”: { 
    “agent_availability”: { 
      “status”: “UNAVAILABLE”, 
      “routing_type”: “INTELLIASSIGN”, 
      “app_id”: “f18dcf5f-338b-421e-b329-3dfd39b068d0”, 
      “agent_id”: “21fc58b1-9bbe-4891-af50-723576e8d1b3”, 
      “metadata”: { 
        “agent_status”: { 
            “id”: “8e755ebf-6921-465d-b713-985a8ad13c04”, 
            “name”: “Tea break” 
            } 
        } 
    } 
  } 
} 
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Attribute Name  Data Type  Description 

actor_type  string  Descriptive identifier specifying the persons role who 
changed from custom status from A to B. 
Possible values (enum): agent, admin 

actor_id  string  Identifier of the entity who changed the agent status.  

action  string  Name of the action: “agent_availability” (Constant) 

action_time  string  The time when the agent changes the status from A to B.  

status  string  The possible Values are AVAILABLE and UNAVAILABLE. 
 
Available = Active on IntelliAssign.  
Unavailable = Inactive on IntelliAssign. 
 
The status will be unavailable for all the newly created 
custom status. 

routing_type  string  Types of routing. Possible Values are INTELLIASSIGN and 
OCR (Omnichannel) 

app_id  string  The id that is used to identify the Freshchat account. 

agent_id  string  The id that identifies an agent. The agent_id is created 
when a business creates an agent. You can use “List all 
agents API” and obtain the list of all configured agents and 
their corresponding id’s. 

agent_status  JSON Object  Lists the custom status name and the unique id that is 
mapped to a custom status upon creation. 
 
“Id”: The unique ID that is mapped to a custom status 
upon creation.  
 
“Name”: Name of the custom status that the agent 
updated.  



   

3. How to download Reports Using Extract API 
 
 
Using Extract API, you can 
 

3.1 List all the custom agent status that are available in a Freshchat account.  

3.2 Update the status of an agent via an API.  

3.3 Download historical custom agent status reports via Extract API.  

 
To know more about Freshchat APIs, please visit https://developers.freshchat.com/api/#introduction 
 
 

3.1. List all the custom agent status that are available in a Freshchat account 
 
Endpoint : 
 
GET /agents/status 
 
Sample request | Curl : 
 
curl -X GET \ 'https://api.freshchat.com/v2/agents/status' \ -H 'Authorization: Bearer 
eyJhbGciOxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxImNsa' \ 
 
Note :   You can find Authorization Bearer Token by going to Admin > API Tokens. 
 
Response : 
 
Successful processing of the request returns a 200 success request status message along with the 
custom agent status object.  
 
For the above mentioned request, this will be the  response that you would receive.  
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{ 
    “states”: [ 
        { 
            “id”: “ccd63293-dd83-4369-a1e9-27aeabc4e62e”, 
            “name”: “Lunch” 
        }, 
        { 
            “id”: “0973d9a6-5a19-4f21-bed5-39ece50a9a77”, 

https://developers.freshchat.com/api/#introduction


   

 
 

 
 

 
3.2. Update an agent status via an API 

 
Endpoint : 
 
PATCH /agents/{agent_id} 
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            “name”: “Break” 
        }, 
        { 
            “id”: “ea0ab820-e97c-47f5-8443-7bd362adc393”, 
            “name”: “Meeting” 
        }, 
        { 
            “id”: “d2ccfc02-19b7-4c13-ac9e-a5945be6af37”, 
            “name”: “Knowledge training” 
        } 
    ] 
} 
 

Attribute Name  Data Type  Description 

States  Json Object  Different custom agent statuses that are created in the 
Freshchat account.  

Id  String  Identifier for the custom agent status, auto-created when 
custom status is created 

Name  String  Name of the custom agent status that is created.  

Parameter Name  Data type  Description 

agent_id  string  The agent_id that identifies an agent. The agent_id is 
created when a new agent is created in Freshchat. You 
can use the List all agents API and obtain a list of all 
configured agents and their corresponding id’s. 



   

Sample request | Curl : 
 

      curl -X PATCH \ 
https://api.freshchat.com/v2/agents/afd5102c-5443-4fe3-a069-4fe25189a0a1 \  

      -H 'Authorization: Bearer eyJhbGciOxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxImNsa' \  
      -H 'Content-Type: application/json' \  
      -d ' {  “agent_status”: {“id”: “ea0ab820-e97c-47f5-8443-7bd362adc393”}} 

 
Note : You can find Authorization Bearer Token by going to Admin > API Tokens.  
 
Response : 

 
Successful processing of the request returns a 200 Success request status message along with the 
agent status object that was set on Agent. 
 
For the above mentioned request, this will be the  response that you would receive. 
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{ 
   “availability_status”: “UNAVAILABLE”, 
     “agent_status”: { 
       “id”: “ea0ab820-e97c-47f5-8443-7bd362adc393”, 
         “name”: “Meeting” 
   } 
} 

Attribute Name  Data Type   Description 

availability_status  string  The possible values are AVAILABLE and UNAVAILABLE. 
 
AVAILABLE = Active on IntelliAssign.  
UNAVAILABLE = Inactive on IntelliAssign. 
 
The status will be unavailable for all the newly created custom 
status. 

agent_status  JSON Object  Lists the custom status name and the unique id that is 
mapped to a custom status upon creation. 
 
“Id”: The unique ID that is mapped to a custom status upon 
creation.  
 
“Name”: Name of the custom status that the agent updated.  



   

3.3. Download historical custom agent status reports via Extract API 
 

Step 1: Accessing the API Endpoint 

Replace your domain name in the Endpoint API. 

 

https://<Domain Name>.freshchat.com/v2/reports/raw/ 

For example, If the endpoint is https://mercasto.freshchat.com/v2/reports/raw/, then ‘Mercasto’ is 

the domain name. 

 

Step 2: API Payload 

You must pass the Bearer token (API Token) in the header. 

To know about how to get your API Token, Click here 

 

Step 3: POST request  

This is the payload to be used for the Post request.  
 
For example, to get the conversations created between 12.00 AM to 11.59 PM UTC, the payload will be 
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curl --location --request POST 'https://<domain>.freshchat.com/v2/reports/raw/' \ 

--header 'Authorization: Bearer eyJhbGciOxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxImNsa' \ 

--header 'Content-Type: application/json' \ 

--data-raw '{ 

   "start": "2020-12-14T13:00:00.000Z", 

   "end": "2020-12-15T13:00:00.000Z", 

   "event": "Agent-IntelliAssign-Activity", 

   "format": "csv" 

} 

https://merast.freshchat.com/v2/reports/raw/
https://merast.freshchat.com/v2/reports/raw/
https://merast.freshchat.com/v2/reports/raw/
https://merast.freshchat.com/v2/reports/raw/
https://merast.freshchat.com/v2/reports/raw/
https://merast.freshchat.com/v2/reports/raw/
https://support.freshchat.com/en/support/solutions/articles/50000000011-api-tokens
https://corestack3.freshpori.com/v2/reports/raw/
https://corestack3.freshpori.com/v2/reports/raw/
https://corestack3.freshpori.com/v2/reports/raw/


   

 

When you make this request, a Job ID will be generated.  

 

For example: 
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Attribute Name   Data Type  Description 

start   string  Starting date for report generation, specified in the UTC 
format. Must not be a date earlier than 15 months from the 
current date.  

end  string  Ending date for report generation, specified in the UTC 
format. Must not be a date later than a month from the 
starting date.  

event  string  Tracks agent intelliassign activity in the Freshchat dashboard.  

format  string  Format in which the reports are to be extracted. Possible 
value : csv 

{ 

   "id": "20c23b25-c97c-4b07-b01f-195c2656a449", 

   "link": { 

       "rel": "extracts", 

       "href": "/reports/raw/20c23b25-c97c-4b07-b01f-195c2656a449" 

   } 

} 

Attribute Name   Data Type  Description 

id  string  Unique identifier for the requested report. This is an 
auto-generated value. In future API requests, you can use 
this value to identify and retrieve the URL to a report.  

link  link object   rel (string): Type of link relationship between the resource 
accessed by the href URL and the source from which the 
resource is referenced.  
 
href (string): Reference or URL to access the requested 
report.  



   

 
Step 4: GET Request 
 
To process the get request, you’ll have to update the Job ID in your Endpoint API. 
 
curl --location --request GET 'https://<domain>.freshchat.com/v2/reports/raw/<job_id>' 
 
In this example, “20c23b25-c97c-4b07-b01f-195c2656a449” is the job ID and endpoint API will be  
 
https://<domain>.freshchat.com/v2/reports/raw/20c23b25-c97c-4b07-b01f-195c2656a449 
 
 
For the above mentioned request, this will be the  response that you would receive. 
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{ 

   "id": "20c23b25-c97c-4b07-b01f-195c2656a449", 

   "status": "COMPLETED", 

   "interval": "2020-12-21 00:00:00.0 2020-12-22 13:00:00.0", 

   "links": [ 

       { 

           "link": { 

               "rel": "extraction", 

               "href": 

"https://csat-reports.s3-us-west-2.amazonaws.com/extraction/1453f103XXXXXna830bc452b" 

           }, 

           "from": "2020-12-21T00:00:00.000Z", 

           "to": "2020-12-22T13:00:00.000Z", 

           "status": "COMPLETED" 

       } 

   ] 

} 

https://corestack3.freshpori.com/v2/reports/raw/
https://corestack3.freshpori.com/v2/reports/raw/
https://corestack3.freshpori.com/v2/reports/raw/
https://merast.freshchat.com/v2/reports/raw/
https://merast.freshchat.com/v2/reports/raw/
https://merast.freshchat.com/v2/reports/raw/
https://csat-reports.s3-us-west-2.amazonaws.com/extraction/1453f103b70381eafdc1b7a359c0394aa23337aa06ad111012d3df67456019fc/2020/12/20c23b25-c97c-4b07-b01f-195c2656a449-1608508800000.zip?response-content-disposition=attachment%3B%20filename%3Dextraction%2F1453f103b70381eafdc1b7a359c0394aa23337aa06ad111012d3df67456019fc%2F2020%2F12%2F20c23b25-c97c-4b07-b01f-195c2656a449-1608508800000.zip&response-content-type=application%2Foctet-stream&X-Amz-Security-Token=IQoJb3JpZ2luX2VjEOX%2F%2F%2F%2F%2F%2F%2F%2F%2F%2FwEaCXVzLWVhc3QtMSJIMEYCIQCWK02uv%2BwT6cuLN549u8NnU48aht2aB0f5eAaebh0Y7AIhAP5P9Znaur0qOYUVxfYdwcj6LEeTZap%2FMsRmCDBGDTUhKr0DCI7%2F%2F%2F%2F%2F%2F%2F%2F%2F%2FwEQAhoMNzI0MTU1NTM5NjEzIgzhofVPXXjrVGQ%2BniUqkQMmWNYP1TTWxUzPf0vqIanEtvetiNmWbQhBR%2BprG9ZxzrtAyh5Fq75a%2BITEBm4WqxylL55pJFusUS9P9PMKpucM53VA8QoGDvBCb3Zn6O9ditmSgJOhIAGptuknTlNtaG6XmHzwd62XYuyL2BqPitUU4FQBJPC27n2I5AYewi644%2FQpx3czrMo3FMr8h2FzgLz5ll50K6zmjrLVWg8HcJHFb3qTXgL73yA8dgmMHX15WM2jBx%2FT5tIuchFChP02%2FtbMDhgO%2B%2BAC%2Bec99yrMYo69B%2BY5xPXS6aiElRlq4Yrw8OrtkuBNOrAJBd1STcFgMEyA281vUySxTUlM0%2BMeA5anZpyGQ3B%2FXHO9UFZWQ%2BNwUYNQJ6JbvqVFwtg7wqzBOZRp5sKguigrndLDJDKreFXR%2BjvRHv4tyGDLccCvDLm9Zl8riP7kwT%2F0iUG2bFozim4UxiV6lh4yQLeOvJAVwissgPZGomeiePx2ATM6gj5TlMrqX96bA%2FZxHsQsCnX4uzK0NDWwSNXNPk%2FjdTe3SRJWfTCJqoL%2FBTrqAW1iuAMLxuSDrMfQrRQluq9r9L437gnDFw5hwFv2vkaRdQD4%2Fk9LiA0knJBO1MdDZipkrnpruD51QUVGCDKIiu1ulEf1kPBoH9advFlPPYydZpBVXcMeipo8l8wL2smKfMDXkeUYdJDwDAXlEIPA7UjcWb8ogRrZX3w2haerti62Ch4DJH%2B2hIn%2FARtcopzzMfv6YrvGeyByf3seg30suKs9kZDf8Kcq2VWebxapU1i2JGBe7eXV9V7bv6CooYiSvhBwZCa1VGPxdLgZrbew%2FK3P3aCjrOGAnNAQhRxkP8OtTszyCC6EG2%2FKJA%3D%3D&X-Amz-Algorithm=AWS4-HMAC-SHA256&X-Amz-Date=20201221T132643Z&X-Amz-SignedHeaders=host&X-Amz-Expires=3599&X-Amz-Credential=ASIA2RGYIUCORCQPSK5W%2F20201221%2Fus-west-2%2Fs3%2Faws4_request&X-Amz-Signature=044cf94f738a7bed6ae612a75f657a533ac89b96f999a6d1e3a166d830bc452b
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Attribute Name   Data Type  Description 

id  string  Unique identifier for the requested report. 

status  string  Status of the requested report. 
 
Possible values: 
 
PENDING - Report generation is in progress. 
 
FAILED - Report generation has failed. 
 
COMPLETED - Report generation is complete. 

interval  string  Time period for which the report is generated. 

links  array of reports 
link objects 

List of URLs that point to the location of the requested 
report. The requested report is split into sub-reports 
according to the interval attribute. The lifespan of the links is 
one hour. 
 
Attributes of the reports link object: 
 
link object: Location of the requested report. 
from (string): Starting date of the sub-report generation, 
specified in the UTC format. 
 
to (string): Ending date of the sub-report generation, 
specified in the UTC format. 
status(string): Status of the sub-report. 
 
Possible values: 
 
PENDING - Sub-report generation is in progress. 
 
FAILED - Sub-report generation has failed. 
 
COMPLETED - Sub-report generation is complete. 

https://developers.freshchat.com/api/#linkobject


   

Example Output of the Report (CSV format): 
 
 

 
 

● agent_name : Name of the agent to whom the conversation is assigned for resolution. If there 
is no specific assignment for a conversation,this field will be empty in the report.  

 
● agent_id : System generated identifier of the agent to whom the conversation is assigned for 

resolution. If there is no specific assignment for a conversation, this field will be empty in the 
report.  

 
● activity_type : Specifies the IntelliAssign activity of an agent. Possible values: Active, Inactive.  

 
● agent_status : Specifies the custom status set by an agent during an interval. 

 
● agent_status_in_seconds : Specifies how long (in seconds) the agent has been in a custom 

status. 
 

● created_at :  Timestamp of when the agent status is selected, specified in the UTC format. 
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agent_name  agent_id  activity_type  Agent_Status 
Agent_Status
_in_seconds  created_at 

John Doe 

f3d5cc97-0c87-
4ae8-b37b-ecf6
15a851ec  active 

Active on Intelli 
Assign  210 

2020-01-23T12:
04:48.868Z 

Matt Gibson 

f3d5cc97-0c87-
4ae8-b37b-ecf6
15a851ec  inactive  In Break  268 

2020-01-23T12:
07:18.691Z 

Sarah Jones 

f3d5cc97-0c87-
4ae8-b37b-ecf6
15a851ec  active 

Active on Intelli 
Assign  228 

2020-01-23T12:
10:46.251Z 

Sebastian Ric 

f3d5cc97-0c87-
4ae8-b37b-ecf6
15a851ec  inactive  Meeting  165 

2020-01-23T12:
13:02.756Z 



   

Important Points to Note: 

● Raw Reports can be downloaded in CSV format only. 

● The time zone used in the payload should be UTC. 

● It might take up to an hour for a report to be generated. 

● Only one POST request can be processed per minute. 
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