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Disclaimer

This document contains Confidential, Proprietary and Trade Secret Information (“Confidential Information”) of
360 Degree Cloud and may not be copied, distributed, duplicated, or otherwise reproduced in any manner
without the prior written consent of 360 Degree Cloud.

While every attempt has been made to ensure that the information in this document is accurate and complete,
some typographical errors or technical inaccuracies may exist. 360 Degree Cloud does not accept responsibility for
any kind of loss resulting from the use of information contained in this document.

The information contained in this document is subject to change without notice.

The incorporation of the product attributes discussed in these materials into any release or upgrade of any 360
Degree Cloud software product—as well as the timing of any such release or upgrade—is at the sole discretion of
360 Degree Cloud.



Introduction

360 SMS is an easily implemented integration of inbound and outbound Text Messaging (SMS) capabilities within
Salesforce as well as MMS (sending pictures and files). The 360 SMS features at a high level are:

e Individual one-on-one texting

e Batch texting from List Views and Reports

e Scheduled Texting

e Triggered automatic texting via native Salesforce Process Builders

e Surveys and Inbound Keyword processing to update Salesforce Fields or trigger additional messages
e Templates

The solution is 100% native Salesforce, meaning that no data is stored outside of Salesforce. 3™ party messaging
services such as Twilio are invoked from the Salesforce environment but the messages (SMS) and/or attachments
(MMS) are never stored on other servers besides within the native Salesforce.

The solution installs just a few custom objects, buttons and Visual Force pages which the administrator adds to
the Page Layouts of key objects such as Contact and Lead.

When first installing the application either after purchase or as an evaluation, one or more phone numbers are
provided to facilitate the outbound and inbound text messaging.

When evaluating the solution, a free temporary phone number and free outbound SMS credits are issued for 7
days. From start to finish one can enable 360 SMS in Salesforce in just 2 minutes by pressing two buttons
(Outgoing Setup/Incoming Setup) to automatically issue the new phone number and credits and then adding the
Send SMS button and SMS History related list to your Contact or Lead page layout. That’s it! You should be
texting in less than 2 minutes. Optionally, you can drag the SMS Conversation View Visualforce page to your
Contact/Lead page layout to add even more value.

When purchasing, the customer may use their own phone numbers which are then “SMS Enabled” by us through
your provider. We take care of everything.

The following pages document the basic installation and configuration of 360 SMS followed by an Advanced
Configuration section which covers some of the more innovative features that differentiate 360 SMS from other
solutions.



Installation

Software/Hardware Requirements
360 SMS is a 100% Salesforce solution and thus requires no special hardware or other services to configure. It
works on the following versions of Salesforce:

Professional - although link clickthrough tracking is not available
Developer

Enterprise

Performance

Unlimited

The solution works in Salesforce Classic, Salesforce Lightning and Salesforce 1 automatically without any
additional configuration.

The solution will send and receive text messages and attachments (MMS) from any text enabled device using
industry standard SMS and MMS technology. Jump to the How It Works section for further explanations.

Installation to your Salesforce Org

You may install the 360 SMS solution to your Production or Sandbox from the Salesforce AppExchange. Simply
search “360 SMS” within the AppExchange and follow the simple instructions from there.

NOTE: As with most Salesforce Apps, we do recommend that when prompted, you choose the “Install for All
Users” option. The application is still controlled by Salesforce User Licensing and Permission Sets but choosing
the “Install for All Users” options just makes the security management a little easier down the road, either option
works fine though.

.4 22X 2

Install for Admins Only Install for All Users Install for Specific Profiles...




Basic & Trial Configuration
You can literally be sending and receiving your first SMS within 2 minutes using the following basic configuration
steps to:

1. |Initialize the Phone Number and Credits

2. Add the Send SMS button to your page layout(s) and/or add the Conversation View to the page layout

Verify Installation
You can verify that the application has been installed correctly as there will be a new “360 SMS” app in your
applications list whether working from Classic or Lightning, Figure 1 .

f‘} Switch to Lightning Experience Steve Roch = Setup Help & Training

Marketing

E Service App Launcher

Salesforce Chatter
v All Apps

Sales
Sell smarter and faster with the worlds #1 CRM solution
Relationship Management
Build stranger customer relationships, manage renewals, and stay
organized.

e

Community

Figure 1 - 360 SMS application from either Classic or Lightning



Initialize the App with a Phone Number and SMS Credits

To send your first message, you must first establish an Outbound/Inbound phone number. During a Trial
Evaluation a temporary number is automatically issued along with free outbound SMS credits. Purchasers of the
solution will have previously supplied their own phone numbers to be SMS Enabled or purchased new numbers.

You must initialize the app to push the Phone Number(s) into your Salesforce Org with two easy steps:

1. Navigate to the 360SMS App

2. Choose the SMS Setup tab

3. Press the Outgoing Setup followed by the Incoming Setup, Figure 2. This initializes the number to your
Salesforce org, no other input is required.

4. Developer Edition Note: Salesforce Developer Edition has special restrictions imposed by Salesforce and
thus requires an email to sales@360DegreeApps.com in order to establish the phone number and credits,

you’ll get an error shown in Figure 3 otherwise.

Home Contacts Leads Cases SMSSurvey SMSHistory SMS Template (B0E-CHIT-0 ISMS From Reports  SMS App Help  MessageUrls 4
+* ORG CONFIG L) USER CONFIG 9 OBJECT SETUP {51 GENERAL SETTINGS

Allotted Virtual SMS Numbers

Number Country Status

17206050632 us Active

Figure 2 - Initialize the Phone Number and Credits

ERROR:

Unabile to assign SMS numbsers from provider |
Please contact  sales @3bodegresapps.com

Figure 3 - Outgoing/Incoming Setup fails with Developer Edition - contact Sales@360DegreeApps.com
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Configure Page Layouts
By default, the app comes completely configured for the Lead, Contact and Account objects. Refer to the Custom
Object Configuration section for additional standard and custom objects.

Add Buttons and Related Lists

Repeat these instructions for each standard object that you want to send/receive text messages from.

1. Edit the Page Layout

2. Add the Send SMS button(s)

a. 360 SMS works for Classic, Lightning and Salesforcel the buttons/actions are slightly different for
Lightning and Salesforcel and are dragged into their appropriate locations from the “Mobile &
Lightning Actions”

b. Classic: Drag the button named tdc_tsw__Send_SMS to your custom buttons section
Note that you must make a request to Sales@360DegreeApps.com to enable the Send MMS
buttons shown in Figure 4, thus the Send MMS button may not be in your button list immediately.

d. Lightning: Asshown in Figure 5, drag the Quick Action button named tdc_tsw__Send_SMS into
the “Salesforce Mobile and Lightning Experience Actions” section.

Mini Page Layout Mini Console View |

Contact Layout «

Save ¥ | Quick Save| Preview As...v | Cancel| | g Undo 3 Redo | [z] Layout Properties

- @, Quick Find| Button Name %
Change Owner DC Check Send MMS Submit for Approval
Custom Links Change Record Type | Delete end SMS View Contact Hier...
Quick.Adlian Check for New Data Edit Send SMS Bt B
. - ustom Button
obile & Lightning i
1 Clone | Send MMS | Sharing Abel: Send SMS

TS pe: tdc_tsw__Send_SMS
d
P M This is currently in use (click to locate)

Contact Sai ple

HighlightsiPanel

Customize th@ highlights panel for this page layout
Quick Actioljs in the Salesforce Classic Publisher !

Post ile Send SMS Email New Task

Salesforce Mokile and Lightning Experience Actions ' !

Edit Email (mobile only) Clone Post Delete

Contact Detail Standard Buttons @tom Buttons
Change Record Type | |Edit| Delete| |View Contact Hierarchy| |Clone | |Change Owner Send SMS| | Send MMS

Figure 4 - Drag Send SMS buttons onto Classic, Lightning and Salesforcel locations
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Save ¥ | Quick Save| Preview As...¥ || Cancel | | $\Undo| " Redo| | [F] Layout Properties

Fields - QQuick Find | Mobile Action Name x

Buttons 1 Call New Case

)
¢
{

Figure 5 - Lightning & Salesforcel button configuration

| New Event || New Note | New Task | Question || Send SMS | Showings Start
Custom Links | Call New Contact | New Event || New Offer New Task Send Email Send sus ) ['Showings | [ Subm,
Quick Actions [Call New Contact New Inquiry [New Opportunity |[Poi [SendMessage g || SendText jabelSendSM !
lobile & Lightnin: Name: Contact tdc_tsw__Send_SMS
ey e Smart Actions || New Event New Lead New Task Post Send MIMS, Sharin,
Actions | [ I | 9 ction Type: Quick Action
“panded Tookups . 4 Create Feed Item: No
- This item is currently in use (click to locate)
——
Contact Sample
Highlights Panel
Customize the highlights panel for this page layout.
Quick Actions in the Salesforce Classic Publisher *
Calls Tasks New Offer New Inquiry Eafail
(Salesforce Mobile and Lightning Experience Actio
Edit Send Email Send SM$S Send MM$S Tasks Events Showings New Inquiry Start Drip Campaign Start Action Plan New O

3. Dragthe SMS Opt Out field onto your page layout, this is optional. It controls the automatic Opt-Out

features of 360 SMS.

4. Asshownin Figure 6, add the SMS History related list to your page layout (this is optional if you are
planning to use the Conversation View but still useful for other reasons). Modify the fields displayed as
you see fit. We recommend the fields shown below and setting the sort to Create Date Descending.

Save ¥ |Quick Save |Preview As...¥ | Cancel| || §\Undo| 7 Redo | 5] Layout Properties

Maobile & Lightning

~ | @ Quick Find|Related List Name E

Actions Activity History Campaign History | Data Integration ... Hlnvuiul Open Activities | Quotes M
Expanded Lookups AP Configs Cases Files Job Listing Contacts | Opportunities | Related Accounts

Related Lists [Approval History "crm Transcripts || Groups |[Notes Opportunities |[Resources g || Social Posts |
Report Charts Assels [Content Deliveries | [HTML Email Status | Notes & Attachments  [Projects || scng Webinar Attendees
Components

Visualforce Pages -

Mobile Cards (Salesforce mobile only) *

Related Lists

News

Twitter

LY
New
SMS History ate tase
Resend
SMS Type Created Date ¥ Message Attached Files Previous Template SMS Template SMS History Case
Sample Text 8/5/2018 9:39 AM Sample Text Sample Text Sample Text Sample Text Sample Text GEN-2004-001234

Figure 6 - SMS History related list



Conversation View Configuration

360 SMS comes with a pre-configured Conversation View Visualforce page for Contacts and Leads (jump to the

Custom Object Configuration section for additional standard objects and custom objects). The Conversation View
provides a nicer visual representation of the back and forth between the Salesforce user and customer. ltis
essentially just a visual representation of the SMS History related list. See Figure 7.

To add the Conversation View to Contacts or Leads:

1.
2.

Add the SMS Conversation View — Visualforce page to your page layout, Figure 8.
Add a new Section to your page layout and drag the SMS Conversation View Visualforce Page into that

section

Use the wrench icon to set the page height to at least 500 pixels.

That’s it, you’re ready to text!

Lightning Note: The Conversation View can also be dragged into any location on a Lightning Page Layout and
because it dynamically renders it displays nicely within Salesforcel as well.

al AT&T =

11:19 AM @ 7 % 51%m )

@ 0O ®

(720) 605-0632
Thx for contacting me. Looks like you're
not in my SF system or | don't have your
mobile #.

Please supply your email address & I'll
try to look you up that way.

Reply SKIP to skip this question.

Hmm. | couldn't find
joe@acmewidgets.com.

Can | get your First Name please?
Thx Joe! How about your Last Name?

Almost done... Company or
Organization name?

Acme Widgets

Now wasn't that a clever way to gather
info?

@ O o

Name Joe Lead
Title
Company

Phone
Mobile  +13038757163
Product  360SMS
Num Touches
» Description
» Address Information

» SMS Automation Fields

¥ SMS Conversations

—

@ All Conversations

ACTE Widgots e—
Email  joe@acmewidgets com

Tndustry
No. of Employees
Lead Source

Lead Owner Y g
Created By
Create Date Vendor

I (10)

Can [ get your First Name please?

Thx Joe! How about your Last Name?

Almost done... Company or Organization name?

Acme Widgets

Figure 7 - 360 SMS Conversation View — in this case capturing information via an automated survey
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Mobile & Lightning
Actions

Expanded Lookups

ScheduledSMS

Related Lists

| sendsMs_contact_sLg

Report Charts

Components.

| System Information

| SMs Fi

SMS Template  Sample Text

SMS Link Click Date ~ B/5/2018 9:39 AM
LastSMS  8/5/2018 9:39 AM

Set height to at
t 500 Is

! Custom Links (Header not visible)

| SMS Conversations
I

Figure 8 - Adding Conversation View to the page layout

Lead
Joe Lead

Company Title Phone(2) w
Acme Widgets

joe@acmewidgets.com

+ Follow Edit Send SMS Convert

ACTIVITY CHATTER DETAILS

Lead Status
New

Name

Joe Lead

Title

Company
Acme Widgets

Email
joe@acmewidgets.com

Phone

Mobile
+13038757163

Product
3605Ms

Num Touches

> Description
> Address Information
> SMS Automation Fields

~ SMS Conversations

SMS CONVERSATIONS
Website
Industry
No. of Employees

Lead Source
BolderCRM Sourced

Lead Owner
@ Peyton Manning

Created By
3 Peyton Manning, 8/5/2018 11:11 AM

Create Date Vendor

Figure 9 - Add the Conversation View VF page anywhere you like in Lightning

Lead SMS Conversation

= e Peyton Manning (11)

Can I get your First Name please?

11:12 AM
Joe
11:12 AM
Thx Joe! How about your Last Name?
11:12 AM
Lead
11:12 AM

Almost done... Company or Organization name?

11:12 AM

Acme Widgets

11:12 AM

Type a message here...... -

Enter Up To 1000 Characters
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Review/Edit designated Mobile Phone fields
1. As many organizations utilize different phone numbers for different purposes, 360 SMS is flexible to handle all
situations. By default, the application chooses all the standard phone fields for Contacts and Leads.

2. The Send SMS interface will change if multiple phone fields are defined versus if just one field is defined.
When multiple mobile phone fields are defined a pick list will be presented with a default field and the ability
to choose different fields to send the SMS to. Otherwise if only one field is defined no pick list appears, Figure

11.

3. To edit the defaults, simply delete the defined object definition and re-create it.

4. Obviously, only actual field(s) which hold mobile numbers should be defined, as sending to a land line will
function the same way as from your own mobile phone, it just will not get delivered.

SMS Survey SMS History SMS Template, (] SMS Setup MS From Reports SMS App Help Message Urls &

=~ ORG CONFIG

Link Objects to Phone API

£,/ USER CONFIG

7 OBJECT SETUP

{é} GENERAL SETTINGS

L Allow Multiple Name Mapping

Name Phone API Default Phone API Enable Scheduler
‘Conlact v ‘ --None-- v mobilephone v “
1. mobilephone
2. homephone
3. assistantphone
Name Name APl Phone API Default Phone API Enable Scheduler Action
Case 1. CaseNumber 1. contact_mobile_number__c contact_mobile_number__c ¥ m
Lead 1. Name 1 mobilephone mabilephone v m
Figure 10 - Define/Edit Phone Fields per Object
ontacts T s T, r & A St L LA LELS
Home IR Lerss Coses SSSuney SWSHisory SMS Tamplate SWS Setp SWSFromRepors WS App
% PV Create Message Q 8
n Name
Send To | Joe Lead
(s | Sosama 0/ F  wonite Phane il || Mabile/Phone Number
B4 ame 1 (303) 875.7163 When only one
ittt John Smith mobile number field
Mobo/Bhone MU B Survey B Folder is defined, there is no
oDlles one Number . .
——————————— ick list.
(303) 8757163 Choose Template P
s --None--
7Y When multiple Survey | Folder Message
/) phone fields are (303)8751  Choose Template
defined a field pick N
o --None-- v
list is displayed.
Message
Enroliment:
Hi John - What's up?
» Address Information
> SMS Flelds You Can Enter Up To 1000 Characters
Cancel m | Schedule
‘¥ SMS Conversations #

Figure 11 - Multiple Mobile Numbers defined (Contact) vs.

only one field defined (Lead)

Cancel
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Batch SMS aka Bulk SMS
There are three ways to send Batch Text Message aka Bulk SMS, Batch SMS with 360 SMS. This also applies to
Batch MMS (sending of pictures):

1. List Views — the Send SMS button is placed on List Views or Related Lists
SMS from Reports — this is a unique feature only available from 360 SMS whereby you use standard
Salesforce Reports to execute the batch SMS. This is the most robust method as SF Reports allow cross
object queries and unlimited rows.

3. Campaign — Add the Send SMS button to the Campaign Page Layout and all Campaign Members can be
sent a Template of your choosing.

NOTE: Regardless of which method used, records marked “SMS Opt-Out” are never sent via a Batch SMS even if

the criteria defined did not explicitly exclude them. The opt-out’s are simply skipped.

List Views

Figure 12 shows a typical List View (query) and the process of pressing the Send SMS or Send MMS button, then
choosing a template to send. Batch MMS works the same way, but offers the option to choose the files to send.

Note that when sending Batch MMS only one copy of the file is stored in the Salesforce DOCUMENT object and all

the outbound messages reference it, so as to save on storage.

m Leads Cases SMS Survey SMS History SMS Template SMS Setup SMS From Reports

Batch SMS Demo List ¥ | Edit | Delete | Create New View

New Contact | Add to Campaign Send MMS T )

' Action Name * Mobile
¥/ Edit|Del|§) Smith, Christian (720) 412-9550
< Edit| Del|§9 Smith, Francis | %
¥ Edit|Del|§) Smith, Lincoln Create Message
< Edit| Del |3 Smith, Lorie (Selected Contact: 4)
Christian Smith
Lincoln Smith
Lorie Smith
Francis Smith
Survey « Folder
Choose Folder Demo Survey - Contact
Choose SMS Template Contact - Batch SMS Demo Spam

Message

Hi {!{Contact.firstname} - Are you interested in learning about batch, triggered or 1-on-1 text messaging
from Salesforce?
Reply INTERESTED, NO or STOP to be removed from this list.

-

coce (]

Cheers,

Figure 12 - Batch SMS from List View

To configure Batch SMS for a List View or Related List simply add the Send SMS button to your standard Search

Layouts and/or Related Lists. Note that there are separate Send SMS buttons for Lightning so choose accordingly.

See Fiqure 13
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| Quiok Fng  search “| Contact Search Layouts

Expand All | Caliapse All

as
w0 f
Lightning Experience
Migration Assistant

‘Search layouts allow you to select the standard and custom fields that are displayed in the following search features:

Search Results Columns for search and tagging. View example

Lookup Dialogs that pop up when you click the magnifying glass on Lookup fields. Yiew example

Lookup Phone Dialogs that pop up when you click the magnifying glass on a SeftPhone dial pad. View example
Recently viewed, modified, and created records lists displayed on tab home page. ple

Search Results Filter Fields for search. View example

Lookup Resuits Filter Fields. View example

Switch to the modem, intelligent
Salesforce

‘Search layouts also allow you to select the standard and custom buttons that are displayed in the following search features:

« Search Results for search and tagging.
= List Views for filtering records. View example

Build Contact Search Layouts

Action Layout Columns Displayed Buttons Displayed
O AR IR Edit  Search Resulls Name, Account Name, Mobile, Phone, Email, SMS Optout, SMS Template  ActionGrid, DC Merg
+ Maps and Location
it Edit  Lookup Dialogs Name, Account Name NIA
5 Activities Edit  Lookup Phone Dialogs Name, Account Name, Phone, Mobile, Email NA
» Campaigns Edit  Contacts Tab Name, Account Name, Mobile, Phone, Email, SMS Opt out, SMS Template NiA _
+ Leads Edit  Contacts List View NA New, Add to Campaign, Add to Campaign, Add to Call List, Send List Email, ActionGrid, DC Msrgmwsa
* Accounts Edit  Search Filter Fields First Name, Last Name, Account Name, Mobile, Phone, Email NIA
@ Contacts Edit  Lookup Filler Fields WA
Filds

Related Lookup Filters
Validation Rules
Triggers

Page Layouts

Field Sets

Compact Layouts

Buttons, Links, and
Actions

Record Types
Limits

Figure 13 - Add the batch SMS buttons to the object Search Layouts
Campaigns

360 SMS provides a Send SMS button for the Campaign object to facilitate batch texting the contacts and leads in
the Campaign Members object. As shown in Figure 14, you simply press the button and it prompts you for to
choose a template based on the Contact object and if the list also has Leads then it prompts for a lead-based
Template.

Campaign Detall Edit | Delete Clone | ManageMembers = ||Advanced Setup | Submitfor Approval( Send SMS|
Campaign Name  List. Balch SMS Demo [View Hierarchy]

Active

Parent Campaign
Type  List- Organic
J’f‘b‘«“"uwwwo)kr‘)r_.r,-'ﬂ-r-ﬂ .j--_.—r——-««__"“'_l

Edit | | Delete| Clone | | Manage Members ~ | [ Advanced Setup | Submit for Approval(_ send sms|
=) | Do) | Sone,

A mpalgn Membe! Manage Members *

» Aconung

Action Type Status. Name Mobile
Edit | Remove Lead OK to SMS Jos Lead (303) 8757163
Fdit | Remove Contact OK 1o SMS John Smf ¥ n']
Create Message
Edit | Remove Contact OK to SMS Lincoln §
Edit | Remove Contact OK to SMS Francis &
Edit | Remove Contacl OK to SMS Chuslian)
Edit | Remove Gontact OKto SMS Loria Sm,
Edit | Remove Contact OK to SKS Manavs| ¥ Folder
Chaose Folder Demo Survey - Contact v
Choose SMS Template Contact - Bateh SMS Demo Spam v
Message
Hi {!Contact } - Are you in learning about batch, triggered or 1-on-1 text messaging from -
Salesforce?

Reply INTERESTED, NO or STOP to be removed from this list.

259 Characters / 2 Segments(Segment will depand on merge fields)

O Folder

Choose Template 1- Lead - First Touch M

Message

Hi {!Lead.firstname} - Thx for your interest in 360 SMS. In a quick 30 min session | can jumpstart your evaluation,

guaranteed! Book a mtg w/ me here:
Cancel m
%

Figure 14 - Batch SMS from Campaigns - choose separate templates for Contacts vs. Leads
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To configure simply add the Send SMS button to your Campaign page layout.

Note that the 2" Send SMS button is for Salesforcel and Lightning. It should be placed in its respective location in
the Salesforce Mobile and Lightning Experience Actions section. The screen capture shows the placement

of the button on the Classic Page Layout

Campaign Layout - Mini Page Layout Mini Console View | Video Tuloral

| Save ¥| Quick Save| Preview As_. ¥ ||Cancel| |\ Undo| 5 Redo| | [5 Layout Properties|

—e + || @ Quick Find[Bution Name | =

Buttons Advanced Setup Delete “W Submit for Approval
Custom Links Change Owner Edit Tend 5 T e TS
Quick Actions Change Record Type | Manage Members Sharing

lobile & Lightning Clone Send List Email Sign U

Actions e

This item is currently & use (click to locate)
Expanded Lookups -

wakailichi . A d g P prien |

P Clue Chilw _ ..., 4ign «od Camp. . dierarcay sl Fie

Cﬂmpaign Standard Buttons

Detail |E| |Delete| | @lBne| | Change Owner| |Change Record Type| |View Campaign Hierarchy | | Manage Members| |Advanced Setup|
Custom But .
| send sms|

Figure 15 - Add the Send SMS button to the Campaign to Batch SMS the Campaign Members
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How It Works

Now that you have configured the basics, you can send an Outbound SMS either via the Send SMS button or via
the Conversation View. Either method writes a record to the SMS History related list for the object it was initiated
from. The outbound messages are designated with Type = Outgoing.

Inbound Messages automatically resolve to whatever objects are defined in the Object Setup (by default the app
is configured for Contacts and Leads). The inbound number will match to the designated fields defined in Object
Setup and create an SMS History record of Type = Incoming. It automatically handles various phone formats.

NOTE: Storing both the Outgoing and Incoming in a single SMS History object is an important differentiator for
360SMS as it makes reporting and automations significantly easier than with other SMS applications.

There are numerous settings which govern things such as SMS History.Owner (who gets notified when an
incoming message arrives) and an important setting which links the Incoming Message to its preceding Outbound
message. Review the General Settings section to see them all.

The linking of Incoming messages to their preceding Outgoing message is an important setting when working from
non-primary objects such as the Case object and Custom Objects, as the incoming message will automatically
resolve to the specific Case or Custom Object from which the outbound was sent. Additionally, this setting
controls the SMS_History.Owner so that the outbound owner will be notified when his/her message is answered
regardless of the parent object records ownership.

¥ SMS Conversations

@ All Conversations What best describes your SMS needs?
. 1.1-0n-1 Conversational texting

_ 2. Automatic Triggered Text Msgs
r‘f‘ﬂ 3. Batch Text Msgs

Respond with a # or any combo of #'s
eg lorl2or230r123

1112 AM

Here's a couple of pictures for you. Of course I can send PDF's and other file types too.

“
- P S o Eptaptnn. | QPAGhaaghead e ) e >
&3 swms History New SMS History | ActionGrid | | Create Case| Read All |Resend SMS History Help (2
Action  SMS Type Created Date Attachments  Attached Files Message SMS Template Previous Template SMS History
Edit| De! Quigoing 8/52018 12:52 PM 2 Here's a couple of pictures for you. Of course | can send PDF's and other file types too.

Now wasn't that a clever way to gather info?

've got you in my Salesforce now as.
Name' Joe Lead
Edit| Del Quigoing 8/5/2018 11:12 AM 0 0rg. Acme Widgets Unknown Lead - Msg5 - Final
Mobile: +13038757163
Email: joe@acmewidgets com

ol Incoming 8/5/2018 1112 AM 0 Acme Widgets Unknown Lead - Msgd - Company? ~ Outgoing
Ouigoing /512018 1112 AM 0 Amost done. . Company or Organization name? Unknown L ead - Msg4 - Company?
el Incoming 8/5/2018 1112 AM 0 Lead nknown | ead - Msg3 - Last Name?  Quigoing
el Quigoing 8/5/2018 11:12 AM 0 Thx Joe! How about your Last Name? Unknown Lead - Msg3 - Last Name?
Edit| Del lncoming 8/5/2018 11:12 AM 0 Joe Unknown Lead - Mso2 - First Name?  Quigoing
Hmm. | couldn't find joe@acmewidgets com.
Edit| Del OQuigoing 8/5/2018 11-12 AM 0 Unknown | ead - Msg? - First Name?
Can | get your First Name please?
Edit| Dol Incoming 8/5/2018 11:12 AM 0 Joe@acmewidgels.com Unknown Lead - Msa1 - Email? Outgoing
Thx for contacting me. Looks like you're not in my SF system or | don't have your mobile #
Edit| Del Qulgoing 8/5/2018 11:11 AM 0 Please supply your email address & Il ry to look you up that way. Unknown Lead - Mso1 - Email2

Reply SKIP to skip this question.

Show 1 more » | Goto list (11)»
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Advanced Configuration

This section covers the additional features and functionality that make 360 SMS unique among Salesforce SMS

Applications.

General Settings

Custom Object Configuration
Security & Licensing

User Configuration

SMS Templates

Incoming Alerts

Reply to Email Alert — configuration
Incoming Alert Email Templates
MMS

Hyperlink Click Tracking

Salesforce Sites

Delivery Status

SMS from Salesforce Reports

Send SMS with Process Builders or Flows

17



General Settings
Owner Details

SMS App Owner Name: Joe Administrator  The service user that all alerts and automated
processes will run under, i.e. the Created By User.
Defaults to the user that installed the app.

Subscription Keywords

Re-Subscribe Keywords: Start,Subs Automatic Opt-Out handling. Incoming SMS with these
keywords sets the Object.SMS_Opt_Out to False.
Unsubscribe Keywords: Stop,Unsubscribe  Automatic Opt-Out handling. Incoming SMS with these

keywords sets the Object.SMS_Opt_Out to True. Note
that the STOP keyword unsubscribes the number at
the Provider Level as well regardless of the Saleforce
SMS_Opt_Out field value. The customer himself can
only re-enable themselves with the START keyword.

SMS Delivery Report Settings

Site URL: http://boldercrm.f  Although not required, Salesforce Sites technology is
orce.com/Incomin  used to update the SMS_History.DeliveryStatus and is
gSMS required for Link Clickthrough Tracking as well. See

documentation for Sites configuration.

SMS Delivery Report Settings

Set the default view: My Conversation Conversation View has the option to show
conversations between the Contact/Lead between All
salesforce users or only for the currently logged in
user (My Conversation). This option controls the
default behavior.

Settings for Incoming Alert SideBar

Default View: Unread Messages  Controls whether all inbound messages are displayed
in the Side Panel Alert or just UnRead Messages.

Incoming Alert Color Changes to Yellow in: 60 mins Controls the time duration at which the Inbound
message will change colors

Incoming Alert Color Changes to Red in: 120 mins Controls the time duration at which the Inbound
message will change colors

Incoming Sidebar Automatic Refresh Time: 30 sec Controls how often the Side Bar will poll and refresh
itself looking for new incoming messages or changing
colors of existing messages.

Enable Company Logo in Sidebar: v When enabled works in conjunction with the
"Selected Logo" option to allow one to use their
company logo in the Side Panel rather than the default

360SMS logo.
Selected Logo SMS App Logo Define the logo that will be used in the side panel.
Enable Audio on Incoming Message: v When enabled, plays a chime sound on the device

when an incoming message arrives.

Enable Sharing for Incoming Messages: X When enabled, allows the SideBar to show more than
just messages for the current user and instead utilizes
pre-defined Salesforce Sharing Rules setup for the
SMS History object.

Enable Reply Enable Read v These options control the available buttons on the

Enable Unsubscribe side panel.

1
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General Settings continued

Email To SMS

Email Service Address: sms_incoming@r-
ojuzidkfmxk9w7ng4c48epx

csfd99ubw30a312go088t4f

85a.f4-
digrieao.na59.apex.salesfo
rce.com

Enable Dark Hour

Enable Dark Hour for X

Automation:

Starting Time: 10 PM

Ending Time: 6 AM

Sending Time(Next Day): 8 AM

Link Tracking

Link Tracking Status From Enabled
Backend:
Enable Link Tracking For v

Bitly:

Bitly Generic Access Token: — H¥dkskdacohasdohackt okt

Survey Settings
Enable Survey:

Template Folder
Enable Folder:

When a Salesforce Email Service is configured this setting
allows the Incoming Alert Email Notification to be replied to,
which then sends the reply as an Outbound SMS to the
customer, negating the need to login to Salesforce to reply to
the customer. See documentation on setting up the email
service.

When enabled, no triggered or scheduled outbound
messages will go out during the time range. This is useful to
give the appearance that the triggered messages are being
sent from a real person rather than automation.

Start of the dark time period.

End of the dark time period.

Sets the time at which all messages stopped during the dark
hours will then be sent on the following day.

Hyperlink Click Tracking is enabled in the back-end by writing
to Sales@360SMSApp.com requesting it to be enabled. You
will then be sent instructions for the additional configuration
required. All clickthrough’s are tracked in native Salesforce
and thus reportable and triggerable.

When enabled and when you have a Bit.Ly account, the
hyperlink sent in an outbound message will be automatically
transformed to a short bit.ly link on its way out. Thus, the
customer only sees the short link, but internally you see the
long link.

After setting up a Bit.Ly account, Bit.Ly supplies an API token
which we use to facilitate the back and forth translation of
the Bit.Ly link into friendly looking hyperlinks.

When enabled the Survey checkbox appears for the Send
SMS dialog box enabling a pick list of pre-defined surveys to
be chosen.

When enabled the Folder checkbox and pick list appears in
the Send SMS dialog box allowing the user to narrow down
their selection of templates by folders.

1
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General Settings continued

Message Settings

Restrict SMS Composing:

Outgoing History exists for
Number:

Outgoing History does not
exist for Number:

Create task while Auto-
forwarding Emails:

Relate incoming with last
Outgoing:

Enable SF1 push notification:

Keyword for reply from
Chatter:

--None--

Last Outgoing Sender

Default App
Configuration

X

#Reply

Restrict Template Editing locks down the Send SMS message box
after a template has been chosen but still allows free-form
messages.

Restrict Message Composing locks down the Send SMS message
box completely, only allowing the use of Templates.

Assigns ownership of inbound messages for known phone
numbers to either the SMS_History.Owner of the preceding
Outbound Message (recommended) or to the record owner of
the object that the Inbound message links to.

For unknown unsolicited inbound messages where the phone
number is unknown in Salesforce, sets the SMS_Histor.Owner to
the user defined in the "SMS App Owner Name" setting.

When Email Alert To Owner is enabled or when the Auto-
Forward Email feature is enabled, this feature creates a
Salesforce Task record for the notification email sent to the user.
The task is linked to the Contact/Lead record or whatever record
the incoming messages is linked to.

Use this important setting to relate all Incoming messages with
the preceding Outbound message. Used for Incoming
SMS_History.Owner natification, linking the inbound to the
record that the Outbound was linked to (such as a Case) and
highly useful when processing Inbound keywords to make sure
that the answer to a question is in context to the question
(template) being asked.

The feature is more appropriately named “Create Chatter
Messages” for inbound messages. This can be useful when
working from Salesforce 1 on the phone as the users will just see
all the Inbound Messages in the Chatter feed.

When the "Enable SF1 push notifications" is enabled (Chatter
messaging posting for Inbounds msgs), then one can use the
hashtag plus keyword syntax to comment in the Chatter Feed
and it will send an Outbound SMS. e.g. For an inbound message
in the chatter feed, reply to the post with #reply <your
message>. The text after the #reply is sent as outbound SMS.

Settings for Lead Convert
Action

Enable Trigger/Scheduler to
relate SMS records to
converted
Contact/Account/Opportunity:

Run scheduler in Admin
context to relate SMS records:

v
Daily Run

When Leads are converted this feature allows any previous and
unsent Scheduled SMS records to re-attach themselves to the
Contact that is created in the Lead Conversion process. They will
then be sent from the Contact at the previously defined
date/time.

When leads are converted, the Lead.Owner executes the
process and often does not have permissions to edit
SMS_History records which he does not own himself, such as
when another user is also texting the Lead. Therefore, when the
lead is converted the other users SMS_History remains "stuck"
on the converted lead. This setting is a workaround which runs
under the context of the Sys Admin and resolves those orphaned
SMS History records to the new Contact.
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https://boldercrm001--tdc-tsw.na59.visual.force.com/apex/Setup?sfdc.tabName=01rf4000000dnii

Custom Object Configuration
When configuring 360 SMS for additional standard objects or custom objects there are a few quick steps to
perform:

Create a custom Send SMS button(s) and place them on the Page Layout and/or List View
Create a custom Conversation View Visualforce page, if desired

Add the object and designated mobile phone field to the 360 SMS Object Setup

Create a Lookup field to your custom object on the SMS_History object

Add the field named SMS_Opt_Out to your Custom Object

vk wnN e

Button Creation

1. Create the button code using the Button Code Generator
a. Access the button code creator via the SMS App Help tab shown in Figure 16, then define the
Object and Button Type.
i. Detail Page Button — Single one-on-one SMS — this button goes on the page layout
ii. List View Button — used for Batch SMS — this button goes on the List View
b. Copy the code as shown in Figure 16.

2. Proceed to Salesforce Setup and to your Object settings - Figure 17
a. Asshownin Figure 17, create a new button and paste in the Code from step 1b.

b. We recommend that you distinguish the api name of the button(s) between the Detail Page
Button (single SMS) vs. the List View Button (Batch SMS), e.g. Send_SMS _Single, Send_SMS_Batch

3. Place the button on the page layout or List View (Batch SMS)
Home Contacts Leads Cases SMS Survey SMS History SMS Template SMS Setup SMS From Reports ssage Urs +

R —
360 SMS App Guide ' Custom Button Code '
e —

s f Classi Lightning Experience and
Salesforce1

Select Object :

ob Listing Contact
Select Button Type :
end SMS (Detail Page Button)

Label : Send SMS
Name : Send_SMS
Display Type :  Detail Page Button

Now, copy/paste this code into a
new button for the object and place

) ) the button on the Page Layout
Behavior : Execute JavaScript

Content Source :  OnClick JavaScript

Button Code : /\

"

{IREQUIRESCRIPT("/soap/ajax/31.0/connection js")}
{!REQUIRESCRIPT("/js/functions.js")}
{'REQUIRESCRIPT("/resource/tdc_tsw__jQueryForPopup/jQuery/jquery-1.8.2.min.js")}
{IREQUIRESCRIPT("/resource/tdc_tsw_jQueryForPopupjQuery/ui/jquery-ui-1.9.1.custom.min.js")}
{IREQUIRESCRIPT("/resource/tdc_tsw__jQueryForPopup/jQuery/p jquery.ba-p

Js)
{IREQUIRESCRIPT("/resource/tdc_tsw__jQueryForPopup/jQuery/bba/jquery.ba-bbg.min.js")} ’

Figure 16 - Custom Button Code creator
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Custom Object

Job Listing Contact

Standard Fields [4] | Custom Fields & Relationships [9] | Validation Rules [0] | Page Layouts [1] | Field Sets[1] | Compact Layouts[1] | @uttons, Links, and Actions [10] >Record Types [0]

Buttons, Links, and Actions New Actio(_b;w Button or L;?B
Action Label Name Description
Edit Accept Accept
Edit Clone Clone
Edit Delete Delete
Edit Edit Edit
Edit Job Listing Contacts Tab  Tab
Edit List List
Edit New New
Edit | Del Send SMS Send_SMS_ListView Multi Select button for list viewl or related list, invokes 360 SMS Batch Send
Edit | Del Send SMS Send_SMS_Single Custom button code generatediby 360SMS used for sending SMS to a single Job Listing Contact record
Edit View View

Edit Job Listing Contact Custom Button or Link

Send SMS

Custom Button or Link Edit Save | Quick Save  Preview  Cancel

Label |send SMS

Name | send_sMS_Single i

Description | cystom button code generated by 360SMS for single SMS from a
Job Listing Contact

Detail Page or List
Button and
Behavior = JavaScript

Type

_ Detail Page Link View example

Select Field Type Insert Field

{ !REQUIRESCRIPT ("/soap/ajax/31.0/connection.js") }
{'REQUIRESCRIPT ("/js/functions.js")}

{ !REQUIRESCRIPT ("/resource/tdc tsw _jQueryForPopup/jQuery/ui/jguery-ui-
1.9.1.custom.min.js")}

postmessage.js") }

requireCssFile ("/resource/tdc tsw
ui-1.9.1.custom.min.css") ;

Figure 17 - Defining a Salesforce Classic button for Detail Page or List View (Batch SMS)

Field Creation

Job Listing Contact v - Insert Merge Field -- v Insert Operator v

{ 'REQUIRESCRIPET ("/resource/tdc tsw_jQueryForPopup/jQuery/jquery-1.8.2.min.js")

{!REQUIRESCRIPT ("/resource/tdc_tsw__jQueryForPopup/jQuery/postmessage/jquery.ba-

{'REQUIRESCRIPT ("/resource/tdc_tsw__jQueryForPopup/jQuery/bbg/jguery.ba-bbg.min.js")}
jQueryForPopup/jQuery/ui/css/ui-lightness/jgquery-

é
%

» Detail Page Button View example
List Button View example
Behavior | Execute JavaScript v | View Behavior Opti
Content Source | OnClick JavaScript ¥

-
é

1. Create a Lookup Field on the SMS_History object referencing your custom object, e.g.

SMS_History.Job_Listing_Contact in the example above.

Type

List Button
Detail Page Button

a. This will automatically add the field to the SMS History page layouts and the SMS_History Related

List to the page layout of your custom object if you let it and which we do recommend.
2. Create a field named exactly SMS_Opt_Out on your custom object. It’s APl name will become

SMS_Opt_Out__c (this is required for the Convo View and Send SMS buttons and will present you with a

friendly error if the field doesn’t exist). You may optionally place the field on the Page Layout.

3. The Scheduled SMS object should also be modified to add a lookup field for your customer object just like

the SMS History.
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Conversation View Creation
There is currently no Conversation View creation button, perhaps because the process is so easy.

1. Goto Salesforce Setup and search “Pages”
2. Create a new Visualforce page as shown in Figure 18 using the code provided below. Switch out the
StandardController to your own object.

Grant permissions to your Visualforce page either via standard Salesforce Profiles or clone the SMS App
Permission Set and then add the page in the Visualforce Pages section of the permission set. Refer to the Security
section for more about Security and Permission Sets.

{@ ‘ Visualforce Pages

Expand All | Collapse All
Visualforce Pages provide a robust and easy to use mechanism to create new and exciting user experiences for your applicati

Build View: | All v | Create New View

) Develop

Visualforce Pages Developer Consol

Action Label + Name Namespace Prefix Api Version
Visualforce Page
SMS_JobListing ConvoView
Page Edit Save | Quick Save| Cancel |Where is this used? |Component Reference | Preview

Page Information

Label | Convo View
Name | sMs_JobListing_ConvoVie

Description | cystom convo view for the Job Listing Page

Available for Lightning Experience, v
Lightning Communities, and the mobile
app
Require CSRF protection on GET
requests

Visualforce Markup  Version Settings

Q < 4 & A a

e,
<apex:page standardControllerd: Job_Listing c"Jsidebar="ffalse"
docType="html-5.8" standardstyles - se” showHeader="false”
applyHtmlTag="false” applyBodyTag="false">
<tdc_tsw:SMS_Conversation_Component />

</apex:page>

Figure 18 - Conversation View for a custom object

Copy this code and modify the object to create a custom object Conversation View page:

<apex:page standardController="Job Listing c" sidebar="false"
docType="html-5.0" standardStylesheets="false" showHeader="false"
applyHtmlTag="false" applyBodyTag="false">

<tdc tsw:SMS Conversation Component />
</apex:page>
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Object Configuration

As noted in the basic configuration section, you need to define the object and its phone field(s) to enable
Outbound/Inbound SMS to and from that object. With custom objects it is common to use a formula field that
points back to the Contact.MobilePhone field. However, one may also use standard editable phone fields. The
Phone API pick list displays formula fields of type TEXT and fields of type PHONE.

In Figure 19 we have an object which is the child object of a Job_Listing object and a Contact object, in other
words, many Contacts that might be interested in a Job Listing. Thus, we have created a formula field named
Contact_Mobile_Number which pulls from the Contact.MobileNumber.

eads Cases SMSSurvey SMS History SMS Template W SMS From Reports SMS App Help Message Urls &

=% ORG CONFIG £,/ USER CONFIG £f OBJECT SETUP {33 GENERAL SETTINGS

Link Objects to Phone API

m m 2 Allow Multiple Name Mapping

Phone API Default Phone API Enable Scheduler

‘Job Listing Contact v € --None-- v . --None-- v

Mobile Number

Name API Default Phone API Enable Scheduler Action

Job Listing Contact Name

Case 1. CaseNumber mber__c contact_mobile_number__c # m
Contact 1. Name 1. mobilephone mobilephone v m
Lead 1. Name 1. mobilephone mobilephone v m

Figure 19 - Define objects and phone fields
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Security & Licensing
360 SMS utilizes standard Salesforce security and licensing to grant users access to the various objects, buttons
and functionality required for texting.

The easiest security approach is to add Users to the SMS App Permission Set which is created at installation time.
As this is a managed permission set it cannot be edited other than to Add Users.

Consider cloning this permission set and using your cloned version instead, especially if you are creating additional
Conversation View Visualforce Pages. That way you need only add custom Conversation View pages to the cloned
permission set.

Additionally, since 360 SMS is a native Salesforce application it honors all Security and Sharing Rules, so it is
possible for some users to not see each other’s SMS History records depending on how your security is
configured.

‘ Quick Find / Search... | PermiSSion SetS

Expand All | Collapse All

On this page you can create, view, and manage permission sets.

g&% , In addition, you can use the SalesforceA mobile app to assign permission setstoa u
Lightning Experience All Permission Sets v | Edit | Delete | Create New View
Migration Assistant
Switch to the modern, intelligent New )
Salesforce. T

Action Permission Set Label +
B3 1t Clone ActionGrid Users

Del | Clone ActionGrid Visualforce pages

Salesforce Mobile Quick Start Clone Arrow PSA
Clone Configure Rollups
Home Clone Duplicate Check for Salesforce
Clone Einstein Analytics for Sales Cloud
Administer Clone Inbox With Einstein Activity Capture
Clone Inbox Without Einstein Activity Capture

B Manage Users _ _
Clone Lookup Rollup Summaries - Configure Rollups

Users

' Clone Lookup Rollup Summaries - Process Rollups
Mass Email Users
Roles Clone S App Permission Set

= Clone Sales Cloud User
< Permission Sets >

Del | Clone Sales User
Profiles

Clone Salesforce Console User

User Management Settings

Figure 20 - Add Users to the SMS App Permission Set to grant them security to objects and functionality

Licensing

The application is licensed per user like most Salesforce Apps. Each user that needs to send an outbound SMS
must be licensed. Additionally, the user must be licensed to see the Conversation View VisualForce page and the
SMS_History related list.
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Note for Trial/Evaluations: During the Trial/Evaluation of 360 SMS the application is licensed for unlimited users,
so you can ignore this licensing section.

As with all managed and licensed Salesforce Apps, licensing is managed from the Installed Packages page within
Salesforce Setup. Simply press the Manage Licenses and add the users.

‘ install ’ |

Expand All | Collapse All

Installed Packages

On AppExchange you can browse, test drive, download, and install pre-built apps and components right into your salesforce.com environment. Learn More about Installing Packages

Apps and components are installed in packages. Any custom apps, tabs, and custom objects are initially marked as "In Development" and are not deployed to your users. This allows you to test and cust

Build features in setup or as a group by clicking Deploy.

Installed Packages'

Depending on the links next to an installed package, you can take different actions from this page

To remove a package, click Uninstall. To manage your package licenses, click Manage Licenses.

Installed Packages

Action Package Name Publisher Version Number Namespace Prefix Status Allowed Licenses Used Licenses
Uninstall | Manage Licenses + Skuid Skuid, Inc. 10.0.6 skuid Active 25 1
Description
Bespoke UX at Blazing Speed
Uninstall +, Arrow PSA Appclipse, LLC 13 apollo Free N/A N/A
Uninstall + Salesforce Connected Apps Salesforce.com 1.7 sf_com_apps Free N/A N/A

Description
This package contains Connected Applications for all the officially supported Salesforce client applications such as Touch, Salesforce for Outlook, Sa

Uninslal\ +, 360 SMS 360 SMSAPP 1121 tdc_tsw Active s P ]
Uninstall | Manage Licenses . ActionGrid ActionGrid 1.89.3 CRMC_PP Active 5 2

Figure 21 - License Management for 360 SMS

SMS History Visibility Between Multiple Users

360 SMS ships with the visibility to SMS History items set to PRIVATE. This means that users can only see their
own SMS HISTORY records. If this behavior is not desired, i.e. all users should be able to see each others SMS
History but still honor the Salesforce Security Hierarchy, then simply change the sharing rule from Private to
Public Read/Write.

‘4 sharing ‘

Sharing Settings

Expand All | Collapse Al
This page displays your organization's sharing settings. These settings specify the level of access your users have to each others' data. Go to Background Jobs to monitor the progre:

Administer Manage sharing settings for: | Al Objects v

B security Controls

Sharing Settings Enable External Sharing Model

Default Sharing Settings

Build

B Customize
B Reports & Dashboards
Folder Sharing

o Lgpeisin g e p

Organization-Wide Defaults
Object
Lead
Account and Contract
Contact

Order

Scheduled SMS
SMS APP Number
SmsConfig

SMS History

SMS Survey

SMS Survey Answe;

SMS Survey
Change to Public

Read/Write if all users
should see each others
SMS History

Survey Ans!
Task Assign
Task Dependen

Figure 22 - Sharing Settings for the SMS History Object

et A

Edit

Default Internal Access
Public Read/Write/Transfer
Public Read/Write
Controlled by Parent

Controlled by Parent

Public Read/\Write
Public Read/\WVrite
Public Read/\Write

Private

Public Read/\WVrite
Public Read/\Write
Public Read/\WVrite
Public Read Only
Public Read/\Write
Controlled by Parent
Controlled by Parent
Controlled by Parent

i i, A ame aControlled puiParepte a PP S LY

Default External Access
Public Read/Write/Transfer
Public Read/Write
Controlled by Parent
Controlled by Parent
“onfrolled v Rarent gmeas

Public Read/Write
Public Read/Write
Public Read/Write
Private

Public Read/Write
Public Read/Write
Public Read/Write
Public Read Only
Public Read/Write
Controlled by Parent
Controlled by Parent
Controlled by Parent
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User Configuration
In addition to Security, users must be configured in the 360 SMS User Configuration table. As shown in Figure 23,
each user must be matched to one or more phone numbers. Some organizations elect to use a single number
where all users utilize the same number. Other organizations assign numbers to departments or even each

individual. If a user is assigned to more than one number, a Pick List appears for them to pick which number to

use for Outbound messages. The pick list is controlled solely by the User Config table. If the user is only matched
to one number, they never see the pick list.

Template{ FLUS2 17 J5MS From Reports  SMS App Help  +

=% ORG CONFIG

@ OBJECT SETUP @} GENERAL SETTINGS

Assign Virtual SMS Numbers to Users

Select Profile

Select User Select Number Auto Forward to Mobile  Auto Forward to Email  Email Alert To Owner Default SMS Owner

--None-- v |
User Number
Joe Smith 17205804007
David Stern 8646572802
Joe Smith 8646572802
Max Stein 8646572802

Peyton Manning

17206050632

Country AutoM:z:lvelard Auto Forward Email Emezi)l‘:r::t w Default Sms Owner Action
s 2 - COEm
s . I - ] o-.-. |
us sales@acme.com ¥

[ [ o

e B 0
ED

Figure 23 - User Configuration assigns numbers to each user and defines Alerts and SMS_History Ownership

User Configuration Options Explained

Option Definition

User The Salesforce User. A single user may be related to multiple numbers in which case he will
see a picklist of numbers to SEND SMS from when sending outbound SMS.

Number An SMS Enabled number purchased or ported from an existing Land Line to have its SMS
Path enabled. Multiple users may be related to a single number and vice versa.

Country Different numbers must be used for different countries (USA/Canada are the same). Phone

number costs and the cost of outbound SMS messages vary greatly by country.

Auto Forward Mobile

Allows inbound messages to be forwarded to a personal mobile number. You cannot reply
from your personal number though.

Auto Forward to Email

Allows inbound messages to be forwarded to an alternate email address other than the
owner. Note that the Email Alert To Owner option already emails the owner.

Email Alert To Owner

When enabled a pre-defined (and customizable) email alert is sent to the
SMS_History.Owner displaying the actual text message plus hyperlinks to the related
Salesforce records. Utilizes a standard Salesforce Email Template which can be modified if
desired. Review the “Reply to Email Alert” section to learn how users can reply to the alert
to send an outbound SMS reply. Great for phone users that don’t want to use Salesforcel
to reply.

Default SMS Owner

Resolves the SMS_History.Owner to this user when an Incoming message arrives without a
previous Outbound message. Ownership rules are also governed by the preceding
Outbound message or by the parent Objects owner field. Only one user per number can be
designated as the Default SMS Owner.
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SMS Templates

360 SMS provides the most robust SMS Templates among all SMS apps in the Salesforce AppExchange especially

with regard to its ability to traverse the object structure to obtain the appropriate merge fields. The merge tag
syntax matches Salesforce Email Templates so one can literally copy/paste and edit existing email templates if
desired, be mindful that no one likes receiving a long text message like you see in an email though.

e Templates are accessed via the Send SMS dialog

e Templates can be categorized by folder for easier management and selection from the Send SMS dialog

e Templates are required for initiating Outbound SMS via Process Builder

Survey SMS History SMS aCEICE SMS Setup SMS From Reports  SMS App Help  Message Urls  +

SMS APP

Message Template

Template Name Select Object

New Lead - Owner Notification Lead

GENERATE FORMULA

Lead M Mobile Phone

Num Touches

Owner >

Phone
Photo URL
Product
Rating
Salutation
SF1

SF Mode

Formula Value

{lLead.ownerfirstname}

TEMPLATE BODY

Yo {!Lead.ownerfirstname}, you have a new lead, get onit:
Name: {!Lead.name}

Firm: {ILead.company}

Country: {!Lead.country}

Phone: {!Lead.mobilephone}

Email: {!Lead.email}

Source: {ILead.leadsource}

Link: {!Lead.sf_url__c}

You Can Enter Up To 1000 Characters

Folder

Leads

Figure 24 - 360 SMS Templates

FavoritesWTShown

Fax

First Name

Flow User

Full Name

Traverse the
Salesforce objects
into Parent objects

Copy/Paste the merge tag
into the appropriate place in
your text

Save Send Test and Verify merge field
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Incoming Alerts

There are numerous ways to be alerted about incoming messages. First with a
dashboard element that can be placed on:

Unread @ Al 19

- v @
Reply Read Unsubscribe e  Salesforce Classic Dashboard
° Lightning Dashboard
Search..... 5 . Lightning Utility Bar

e  Salesforcel Navigation Item
Alex Haskins a

J;iz;?fo' 14 mins ago Secondly, via Automatic Incoming Notification email alerts, defined in the User
Configuration section of this document.

Sean Kelsey o]

TlEEe 04 days ago The criteria that is used is as follows:
Nave Law Firm

Richard Bils... o0

+15858(NE— =
. . ays ago
Please identify me a__. LR

1. SMS_History.Type = Incoming
2. SMS_History.Owner = Current User (or if sharing rules option is enabled

those records as well).
Jonas Walker [F15/E 3. SMS_History.Read = False
+131090 58 - a -

ks 12 days ago

JoshEbbery (7)) @) Classic Home Page component
+197032 ] ]o]

Going good. Creatin 2 °&¥% 20° 1. Saleforce Setup -> Search on the term “Home Page” and edit the Home
Showing 1 to 5 of 6 entries Page Layout as shown in Figure 25
Prev Next 2. Enable the Incoming Alert component as shown in Figure 26

_ 3. Press Next and arrange your Narrow Components with the Incoming Alert
r - @ on top if desired.
‘360

[home page | Home Page Layouts

Expand All | Collapse All

This page allows you to create different tab layouts for the Home Tab.

Build

B Customize
B Home
Home Page Components

Page Layout Assignment| | New

Action Name * Created By

Edit | Del Dashboard Home Page Default
Home Page Layouts

Figure 25 - SF Classic Home Page Layouts
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Edit Home Layout Help for this Page @

Step 1. Select the components to show Step 10f 2

Choose the components to include on your home page layout.

Layout Name |Dashboard Home Page Del

Select Wide Components to Show 1 =Required Information
Items to Approve Calendar
Tasks Dashboard Snapshot 7]
Paused Flow Interviews AG_Home

DC Home Search

Select Narrow Components to Show
Create New.. (¢ Recentltems (4

Messages & Alerts Custom Links ‘
Tags Incoming Alert v

Next | Cancel

Figure 26 — Enable the Incoming Alert Component

Items in the “Narrow Components” section can display on all Salesforce pages when the User Interface setting for
Side Panels is enabled. Go to Settings, then search “User Interface” and turn on Show Custom Sidebar
Components on All Pages as shown in Figure 27.

user intef 2| User Interface

Expand All | Collapse All

Modify your organizafion's user interface with the following settings:

Build User Interface

?
r

B Customize 4 Enable Collapsible Sections
Uszer Inferface [« Show Quick Create

|« Enable Hover Details

|« Enable Related List Hover Links

|_| Enable Separate Loading of Related Lists

|« Enable Separate Loading of Related Lists of External Objects |

|« Enable Inline Editing

|« Enable Enhanced Lists

|« Enable the Salesforce Classic 2010 User Interface Theme

j, Some features like Chatter require the Salesforce Classic 2010 us

|| Dizable Navigation BEar Personalization in Lightning Experience
|« Enable Tab Bar Organizer

|« Enable Printable List Views

|#| Enable Customization of Chatter User Profile Pages | §

|« Enable Salesforce Mofification Banner

Sidebar

|« Enable Collapsible Sidebar
[« Show Custom Sidebar Componentz on All Pages

Figure 27 - Turn on Sidebar Components to see the Inbound Alert on all pages
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Lightning Home Page Component

With Lightning, the dashboards are modified via the Lightning AppBuilder.

1. Salesforce Settings —> search Lightning AppBuilder or while on the actual dashboard choose Edit Page

which will open the Lightning AppBuilder for that page.

2. Choose whichever dashboard you want
3. Choose the VisualForce component and drag it into the desired location
4. The Incoming SMS dashboard component is named Incoming_Alert_SLDS, set it’s height to at least 500

pixels.

=

Refresh

X & © Desiop snkTovies  w | | @

Page » Visualforce

Ughtring Components
DASHEOARD P — Incoming SMS
) Agent Dashboard Label °
Last refreshed 2 days age. Refresh this dashboard to s the latest data. Unread @ Al 3
5 of Aug 28, 2018 1150 AM Viewing a5 Steven Pesavento
« Reply « Read @ Unsubscibe o
New Leads % | My Projected C My Commission this Month % - o .
wy oy ngs
Try refreshing the dashboard. v
Steve Rach
&= “
Qoo
I'm really intereste. 0t éaygo
Steven Pesavento
= D
Srsscsnte Qoo  SotCompannt vty
Hey I'm definitely i e -
. - Jordan Frank \ed Pt
View Report View Report (My Open Ciosings| - + Add Fllter
PRl = ©0oo
Looks great! Feel fr._ 01 dayago
My Active Listings % | My Upcoming Showings My Open Closings Showing 11 3 of 3 entrics
Tryrefreshing the dashboard. Ty efreshing the dashboary iy refreshing the dashboard Prev Next
o
G
Today's Tasks g
view Resort view Report
My Commissions YTD ® My Active Buyers My Active Sellers
Try refreshing the dashboard. Try refreshing the dashboard. i B and check
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Lightning Utility Bar Component

Contact
E Joe Lead &

Stage

Mew Lead

Phone(2) w Emall

DETAILS RELATED EMAIL TEXT MESSAGING
Name
Joe Lead

Maoblle
$5(303) 875-7163

Home Phone

Other Phone

Netes ( Lightning Utility Bar )

~ Qualification

Stage

New Lead

4 SMSIncoming

%, RingCentral = Propertybase Quick Actlons

New Lead Quallfylng Nurture Appolntment Set

APP SETTINGS

CHA

Contact Crwni
§ st
Emal
Automated
Do Not Call

Contact Type
Seller

2
/

Lead Source

il Lightning App Builder

App Detalls & Branding

App Optlans

lect

tItems

Asslgn to User Profiles

App Performance (BETA)

Salesforce Lightning has a feature called the Utility Bar which
allows one to place dashboard components like the SMS
Incoming Alert onto the utility bar for quick access.

To configure:

1. Salesforce Setup — then search App Manager
Choose the App that you want it to appear on
Select the Utility Bar option

Add a new Utility Bar item using the ADD button
Choose VisualForce for the component type
Configure the VF component by choosing the
“Incoming_Alert_SLDS” page

ov AW

# App Settings PB Manager

Utility Bar
Utliity Bar [:e
SMS Incomin O
& 2M> Incoming PROPERTIES + Remove
Wisualforce
" Phone
=  Propertybase Quik Actlons ¥ Utility Item Properties
*Label o

SMS Incoming

— Icon [ ]
sss Seilp Home  Oblect Manager V' Eearch.. X
HH 4 fallback X
o > = -
Q SETUD anel Widt
SEE . Open CTI Softphone Fanel i o
Lightning Experience App Manager .
v Apps
— L
App Manager
= Panel Helght
42 Items - Sorted by App Tyl - Flitered by all appmenuitems - TabSet Type 480
Didn't find what you're looking for?
Try using Global Search. APP NAME “ DEVELOPER NAME v
Load In background when app opens o
1 Sales LightningSales
2 PropertybasfAdmin Prapertybase_Admin_Lightning v Custom (0} v Companent Properties
3 PB Agent Propertybase_Agent_Lightning No components avallable Label o
L Propertybase_Manager Leave blank for default.
“ Custom - Managed (5) -
5 PB Agent Propertybase_Agent

Figure 28 - Configure Lightning Utility Bar for an App

*Visualforce Page Name o

Incoming_Alert_SLDS -
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Incoming Alert for Salesforcel

The Incoming Alert component can also be added to the Salesforcel navigation via these steps:

1. Salesforce Setup = Salesforce Navigation
2. Add the Incoming Alert component to the Mobile Navigation as shown in Figure 30

WV AT&T LTE @ 7% 67% = o AT&T LTE @ 7 3 63% m )

il AT&T LUTE @ 7 % 70% =-

;» Johny Closer = w Q A w Q A

boldercrm001.my.salesforce.c
Unread @ Al Jason s s x

Incoming Alert “ Reply v Read

Replying from email is so cool!

B2018 7:50 PM

Chatter Search

http://boldercrm.com/360SMS
Jason s s,
Today +16469 +1301788m

+16469 Have good night

/812018 7:53 PM

Last text of the night. Here's a link to my calendar, pick
News DENO a time and we'll do the configuration together:

+13038810 f / /
N isai0970 https: // boldercrm.com/book-a-meeting/ v=SMS-
Chris R 01 day ago Configuration

+13038 DEMO
Dashboards 12018 8:33 PM

classic
Jordan ©
wlv]lo
+13038: +130388 . . . Okay will schedule in am
+13038: I'm sure that one w... 02 daye 290
DEMO |
Jason
“lv T a messac here.
Notes +144331000 .. Type a message her

Jordan
+13038 Yep, sorry -- chang... 02 days ago

RECENT I'm sure Enter Up To 1000 Characters

Andrea Del
Jason ( +14103220 T IeuocEY 19v
|

Contacts
+14433 So sorry Stevel Ja... 02idaye 290 Sosorry Steve! Ja...

Yep, soi

. " Showing 1 to 5 of 9 entries
a Accounts Showing 1 to 5 of 9 entries

Prev Next i ot

e =

Opportunities

Figure 29 - The incoming alert component works seamlessly on Salesforcel

’—-_--\
( navigation ) | Mobile Navigation

e —
Expand All | Collaps=a All

Add Salesforce productivity items, smart search items, Visualforce tabs, or Lightning Page tabs to the mobile app navigation menu.

When organizing the menu items, put the items that users will want most at the top. The first item in the Selected list becomes the la

Administer you put it near the top of the menu. Anything you put below the Smart Search Items element will appear in the Apps section of the m
£ Mobile Administration The Today menu item is only available for Salesforce for Android and i0S.
Navigation Menu ltems Save| |Cancel
Available Selected

Einstein Insights

Approvals ane

Paused Flow Interviews Add | Today Up

Forecasts » News =

Conga Solutions Setup P Dashboards

i |55 B

Conga Quick Start Remove Tasks Down

ActionGrid Quick Start Notes

SMS App Help Smart Search ltems

SMS From Reports Reports

SMS Setup - Events -

Use SHIFT + click or click and drag to select a range of adjacent items. Use CTRL + click fo select multiple items that are not adjacent.

Figure 30 — Configure Salesforce Navigation to the add the Incoming Alert to the Salesforcel Navigation
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Reply to Email Alert Configuration

360 SMS provides the unique capability to REPLY to the Incoming SMS Notification email and have the text of that
reply be sent as an Outbound SMS to the customer. This adds great value to users that may be on their phones
and don’t want to use the Salesforcel Mobile app to respond (even though the Incoming Notifications makes that
extremely easy as well).

This section explains how to set-up the standard Salesforce Email Service that facilitates this feature.

From ™
To
Send
Cc. ull ATRT = 11:08 AM @& + % B9% )
Bec.. <® U @
. . Peyton
Subject RE: Incoming Message Alert from 360 SMS

Text Mess
Today 10:64 Akt

Great to hear Joe! I'm replying from my email. So cool!

Hi Joe - How's it going?

From: noreply@salesforce.com <noreply@salesforce.com> On Behalf Of Peyton Manning Great. I'm ready to purchase 360 SMS.

Sent: Monday, August 6, 2018 10:56 AM

To: Great to hear Joe! I'm replying from my
[-H .

email. So cool!

Subject: Incoming Message Alert from 360 SMS

Great. I'm ready to purchase 360 SMS.

Click the links to view records in Salesforce:

Lead: loe Lead
Incoming Msg: Incoming Msg
Message: Great. I'm ready to purchase 360 SMS.

#iH# Replying to this msg sends Outbound SMS ###

*#* IMPORTANT - DO NOT MODIFY ***
Sender Number:+13038757163
To Number:+17206050632

R ™

Figure 31 - Reply to email from your desktop or phone sends an outbound SMS to customer
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Creating the 360 SMS Email Service

1. Go to Salesforce setup and type ‘Email services’ in the ‘Quick Find’ box and Setup -> Develop -> Email Services

2. Click on ‘New Email Service’

cs =

Home Contacts Leads SMSSurvey SMSHistory SMS Template SMS Setup SMS From Reports SMSAppHelp +

Stave Roch =

L Email Services

service has one or more emall service addresses that can receive messages for processing.

Administer
() Betors crosting emailservices, creats Apex classes that implement the Messaging InboundEmalkandier inrface.
© Email Administration

Send through External Ema
Services

Build

© Develop

View: (A7 Create New View

Emall services are automated processes that use Apex classes to process the contents, headers, and attachments of inbound emall. For example, you can create an emall service that automatically creates contact records based on contact nfon

New Email Service | @

Active Emall Service Name + Apex Class. Last Modified By
No records to display.

3. Fill out the details as shown in Figure 32:
Email Service Name: 360 SMS Incoming
Apex class: ReplyFromEmailToSMS
Accept attachments: All
Active: True

4. Click on ‘Save and New Email Address’
Email Service

Email services let you use Apex classes to process the contents, headers, and attachments of inbound email. Use the settings below t

Save| Save and New Email Address | Cancel

Email Service Information

Email Service Name | | 360 SMS Incoming

Apex Class | | ReplyFromEmailToSMS | &)

Accept Attachments | [A[] v

Advanced Email Security Settings  mE

Accept Email From | 3

Convert Text Attachments to Binary Attachments 3

active  [ig

Failure Response Settings
Configure how salesforce.com responds when an attempt to access this email service fails for the reasons shown below.
Over Email Rate Limit Action [ Discard message v
Deactivated Email Address Action Discard message v
Deactivated Email Service Action Discard message v
Unauthenticated Sender Action Discard message ¥
Unauthorized Sender Action | Discard message ¥
Enable Error Routing -

Route Error Emails to This Email Address

Save | (Save and New Email Address | Cancel

Figure 32 - Define the 360 SMS Email Service

6. Now enter the following details and Save

Email Address Name:
Email Address:
Active:

Context User :
Accepted Email From:

SMS_Incoming

SMS_Incoming

True

Usually an Admin or Service User

Comma separated list of user emails or leave it empty for all users
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Email Service Address

Specify an email address for this email service. The email service processes messages sent to this address. One email service can have multiple email addreszes.

Email Service Information

Email Service Name 360 SMS Incoming

Accept Email From Al email addresses (subject fo security settings) . .

Name cannot begin with a numeral
(i.e. 360_SMS_Incoming won't work)

Email Address Information

Email Address Name ISMS ||'|con‘|i|'|d
Email address ISMS Incoming

Specify the local-part of the email address. Salesforce com assigns the domain name parti of the address.

Active 7]
Context User |Sleve Roch @)
Accept Email From | steye@holdercrm.com ‘ i) ’

Save| | Save and New| | Cancel

7. Now, we must copy the email address generated in Step 6 to the 360SMS General Settings.

Email Addresses New Email Address

Action Email Address Name
View | Edit SMS_Incoming

Gotdfasa. f4-digres- 1a59. ST
QOpen link in new tab

QOpen link in new window
QOpen link with...

Open link in incognito window

Save link as...

Copy email address

@MS From Reports SMS AppHelp 4

o 3% ORG CONFIG £ USER CONFIG

9 OBJECT SETUP

‘ : ! GENERAL SETTINGS

SMS Subscription

Owner Details

SMS App Owner Name Steve Roch v

WV RO Y

Enable Sharing for Incoming Messages

Enable Reply @ Enable Read @ Enable Unsubscribe £2

EmatSarvice Address (3] ‘ kms._incoming@r-ojuzidkfmxkgw71

Enable Dark Hour

Figure 33 - General Settings - Email To SMS

8. That’s it! You may not reply to your Incoming Alert Emails and your reply text will be sent as an Outbound
SMS.
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Incoming Email Alert Email Templates

The 360 SMS Incoming Notifications uses standard Salesforce Email Templates
that are installed with the product. You may optionally edit these templates for
your own purposes.

Incoming Message Alert from 360 SMS I M PORTANT:
@ e ‘ The algorithm to process the Reply Email looks for two specific strings in the
o ~ @ email (Sender Number: and To Number: ). Even though you may be tempted to

' want to buy 360 SMS - can you help me

change these, the labels and even the lack of space after the colons are
important to parse out the messages. You also cannot use these labels (Sender
e Number & To Number) anywhere else in the HTML as these are used to find the
e - key info after the colon.

##4 Replying to this msg sends Outbound SMS ##

Click the links to view records in Salesforce:
Lead: Joe Lead

Incoming
Msg:
Message:

Incoming Msg

#*3 |IMPORTANT - DO NOT MODIFY ##*
Sender Number:+13038757163
To Number:+17206050632

Sender Number:+13038757163
To Number:+17206050632

Edit the Template

1. Go to Salesforce Setup and type ‘Email Templates’ in the ‘Quick Find’ box.

360 SMS uses the template named Incoming Message Alert for the incoming email notification.

Edit the Incoming Message Alert as desired, specifically the HTML version

We suggest editing the Incoming Message Alert with the suggested code snippet we have provided
below. This has been modified to fit on a phone, uses HTML table tags for nicer formatting and has some
fixes to the hyperlinks.

PwnN

\email template:

Expand All | Collapse All

Email folder

Below is a list of all your email templates in the folder selected. Click the new button to create a new text, HTML, Custom, or Visualforce email template. You
emails, only text, HTML, and Custom templates may be used.

Administer i
Folder | Email folder v | Edit| Create New Folder
B Communication Templates AlBICIDIEIF|G
New Template
Action Email Template Name Template Type Available For Use Description
Edit | Del 360 SMS - Demo ReTry Custom v
Edit | Del 360SMS - Differentiators Custom v List of 360 SMS differentiators
Edit | Del 360SMS - Pitch #3 Custom v 3rd pitch to old leads
Edit | Del 360SMS - Retry #2 Custom v Version 2 of the 360SMS old leads reach out
Edit | Del (#, Chatter Incoming Template Text
Edit | Del #; Incoming Message Alert Custom v
Edit | Del SMS Clickthrough Alert Custom v
Edit | Del *, Uninstallation HTML v

Figure 34 - Edit the default email template for Incoming Message Alerts
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Recommended HTML Template (copy/paste this code)

#####4## Reply Above To Send Outbound #######<br><br>
<b>Message:</b><br>
<i> {!tdc tsw Message c.tdc tsw Message Text New c}</i>
<br><br> - - B o
<table border="0">
<tr><td colspan="2"><b>Click the links to view in Salesforce:<b></td></tr>
<tr><td valign="top"><b>Links:</b></td><td
valign="top">{!tdc tsw_ Message c.tdc tsw Related Object Id URL c} or <a
href="https://login.salesforce.com/{!tdc_tsw_Message c.Id}" target=" blank">Incoming Msg</a></td></tr>
<tr><td valign="top"><b>Sender:</b></td><td
valign="top">{!tdc_tsw_ Message c.tdc_tsw_ Sender Name c}</td></tr>
<tr><td valign="top"><b>Message:</b></td><td
valign="top"><i>{!tdc_tsw_Message c.tdc tsw_Message Text New c}</i></td></tr>
</table>
<br>

<b>*** IMPORTANT - DO NOT MODIFY ***</b><br>
<b>Sender Number:</b>{!tdc tsw Message c.tdc tsw_ Sender Number c} <br>
<b>To Number:</b>{!tdc_tsw_ Message_ c.tdc_tsw__ ToNumber c}<br>

Default Out-of-Box Email Template (in case you need to revert back)
FHHHH A H R H A Reply Above ####################<Or><or>

Hello, <br><br>

You have received an incoming message. <br><br>

<i> {!tdc_tsw__ Message_c.tdc_tsw_ Message Text New_  c}</i> <br><br>

To view the message, click

<a href="https://login.salesforce.com/{!tdc_tsw_ Message c.Id}" target="_blank">Here</a><br><br>
To view associated record, click

<a href="https://login.salesforce.com/{!tdc tsw Message c.tdc tsw Related Object Id c}
target="_blank">Here</a><br><br>

<b>More Details:</b> <br>

<b>Sender Name:</b>{!tdc tsw Message c.tdc tsw_Sender Name c} <br>

<b>Sender Number:</b>{!tdc_tsw__Message__c.tdc_tsw__Sender_Number__c} <br>

<b>To Number:</b>{!tdc_tsw__Message__c.tdc_tsw__ToNumber__c}<br><br><br>

"

Thanks , <br><br>

360 SMS App for Salesforce <br><br>
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MMS

MMS is the industry standard term for sending/receiving Pictures and other file types such as PDF, via text
messaging. MMS requires a separate installer link that you can obtain by writing to Sales@360DegreeApps.com.

360 SMS allows for both Outgoing and Incoming MMS. Attached files are stored natively in Salesforce in the
SMS_History.Attached_Files field which uses the native Salesforce Document object. The attached pictures and
files display directly on the Conversation View as well. See Figure 35.

Once installed follow these steps to configure your org:

1. Add the Send MMS button to your page layout (similar to the basic configuration instructions)

a. Like the Send SMS button there is one button for Classic and a 2" one for Lightning and
Salesforcel. Use the one named tdc_tma__Send_MMS for Classic.

Send MMS Culnmait far Ammeairal
Custom Button

Send SMS Label Send ]
affie: tdc_tma__Send_MM
This item 1S curme fruse (click to locate)

2. Add the Send MMS button to your Search Layouts (List Views) to enable Batch MMS

a. Batch MMS stores only a single copy of the File(s) for efficient storage, then all the SMS_History
records point to this single file.

3. Expose the SMS_History.Attached_Files field on your SMS History Related List (optional if using Convo
View)

4. Note: MMS requires Content-Delivery to be enabled. Create a Case with Saleforce if Content Delivery is
not enabled.

5. File Types Supported:

a. .jpeg

b. .gif

c. .png

d. .bmp

e. .mpeg

f. .pdf - although the interface lets you choose PDF’'s most mobile phone providers now block PDF

6. MMS is not available with Professional Edition or Group Edition.

7. If you only want a single button to handle both regular SMS and MMS, simply create a custom “Send
SMS” button using the MMS button code and remove both of the managed package buttons from their
locations. It is completely fine to send an SMS using the Send MMS button without attaching any files.

8. Refer to the Send SMS with Process Builder section for documentation on triggered/automated MMS
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¥ SMS Conversations

@ All Conversations
e Peyton Manning

Peyton Manning (12)

2. Automatic Inggered lext Msgs
3. Batch Text Msgs

Respond with a # or any combo of #'s:
eg lorl2or23or123

11:12 AM

Here's a couple of pictures for you. Of course I can send PDF's and other file types too.
:

Single-Click to view the file.

Twant to buy 360 SMS - can you help me Right-click to download the file.

06:57 PM

Type a message here.....

£
Enter Up To 1000 Characters
¥/ Related Lists (AG)
Edit Delete Convert Clone | Find Duplicates | | Submitfor Approval Send SMS| | Send MMS

&) sms History New SMS History | |ActionGrid| Create Case |Read All| Resend SMS History Help (2

[ Action SMS Type Created Date Attachments  Attached Files Message . z - Previous Template SMS History

#5015 6,57 Single-Click to open the files.
) | Edit | Del Incoming ) 0 | want to buy Quigoing

[ | Edit | Del Quigoing

8/5/2018 1252
PM

Right-click to download the file.

lere's a couple of pictures for you. Of course | can send PDF's and other file
types too.

Figure 35 - MIMS stores attachments in native Salesforce Documents object, easily accessible from Convo View or Related List
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Hyperlink Clickthrough Tracking

360 SMS provides the unique capability to send hyperlinks via SMS and have the clickthrough’s tracked against
the SMS History record. The clickthrough statistics are stored in the Message URLs related list of the outbound
SMS History. One can write powerful reports and Process Builder automations based on this data, making 360
SMS truly unique in its SMS Marketing capabilities.

SMS History

oy Outgoing

Customize Page | Edit Layout | Printable View | Help for this Page & |

Show Feed

« Back to List: Custom Home Pages
Message Urls [1]

Tociy 4.3 1
SMS History Detail Resend Enk to my calendar:
SMS Type  Outgoing Owner n@won Manning [Change]
ToNumber  +13038757163 Status
Sender Number 17208050632 Delivery Status Delivered
Created Date 8/6/2018 4:43 PM Message Segment 1

¥ Message & Template
SMS Template

Message  Hi Joe - Here's a link to my calendar- https //calendly com/

» Linkages (Objects/Records the Message is linked to)

» Attachments

Resend

Message Urls New Message Url Message Urls Help ' ?
Action Message Url Name url UrlLink irst Click Last Click Created Date
Edit | Del L-0068 bit ly/20i994n https://calendly.com/ 8/6/2018 4:44 PM 8/6/2018 4:44 PM 816/2018

Figure 36 - Outbound SMS link click tracking
Key Points:

1. You must write to Sales@360SMSApp.com to request that Link Tracking be enabled.

2. Uses standard Salesforce Sites technology that must be configured to communicate the clickthrough data
back into Salesforce. Thus, Sites must be setup as documented in the following section.

3. Link Tracking is not supported on Salesforce Professional Edition because it doesn’t support Sites.

4. When combined with the optional Bit.Ly integration, regular links entered into outbound messages
convert to bit.ly links automatically and when the link is tracked it un-encrypts the bit.ly link back into a
friendly readable link.

5. The bit.ly integration is not required, without it the links simply go out as they were typed.

6. Anoutbound SMS with a link always creates a Message URL record so that it’s easy to report those
records with and without a clickthrough. The Clicks Count will simply remain at O if never clicked.

7. Only one link can be sent and tracked per outbound SMS
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SMS History ~ SMS Template w SMS From Reports  SMS App Help 4

=~ ORG CONFIG L./ USER CONFIG 9 OBJECT SETUP {3 GENERAL SETTINGS

SMS Subscription
v - ot BTN B i TR NP nse i sl e AN it
e - — - P ~ LN A R - - - - —
D€y LIMENEXT Vay) N N EPEN
Link Tracking Status From Backend . : Enabled
Enable Link Tracking For Bitly - : 7

Bitly Generic Access Token S
Figure 37 - Call your sales person or email to sales@360SMSApp.com to enable Link Tracking

Define a Clickthrough Email Alert

One can easily define a Process Builder which sends the SMS_History.Owner an email alert when a link is clicked
and of course if you can do that, you can trigger any sort of additional automation or field updates when a link is

clicked. Here’s a quick example:

2. Create a Salesforce Email Alert from the Template

SMS Clickthrough Alert

trigger the Email Alert

@ e 4. The HTML code snippet used to create this alert is on the following

To You

page.

One of your links in an SMS was just clicked.

Click the hyperlinks to view in Salesforce:
Lead: Joe Lead

URL Clicked: https://calendly.com/

# Clicks: 2

1st Click: 8/6/2018 10:44 PM

Last Click: 8/6/2018 10:44 PM

Link Dtl: SF Record

Related Object: Lead
Related Obj ID: 00Qf4000009J68t

& ~ Reply to All

Figure 38 - SMS Link Clicked Alert

3. Create a Process Builder on the Message_URL when Click > 0, then

1. Create an Email Template using fields from the Message_URL object
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HTML for the SMS Clickthrough Alert
Use this html code snippet to create your own SMS Clickthrough Alert

One of your links in an SMS was just clicked. <br><br>
<table border="0">
<tr><td colspan="2"><b>Click the hyperlinks to view in Salesforce:</b></td></tr>
<tr>
<td valign="top"><b>{!tdc tsw Message Url c.Related Object c}:</b></td>
<td valign="top"><a
href="{!tdc tsw Message Url c.Related Object URL c}">{!tdc tsw Message Url c.Related Obje
ct Name cl}</a></td>
</tr>

<tr><td valign="top"><b>URL Clicked:</b></td><td
valign="top">{!tdc tsw_ Message Url c.tdc tsw_ UrlLink c}</td></tr>

<tr><td valign="top"><b># Clicks:</b></td><td
valign="top">{!tdc tsw_ Message Url c.tdc tsw_Clicks c}</td></tr>

<tr><td valign="top"><b>1lst Click:</b></td><td
valign="top">{!tdc tsw_ Message Url c.tdc tsw First Click c}</td></tr>

<tr><td valign="top"><b>Last Click:</b></td><td
valign="top">{!tdc_tsw_ Message Url c.tdc tsw_Last Click c}</td></tr>

<tr><td valign="top"><b>Link Dtl:</b></td><td valign="top"><a
href="{!tdc tsw Message Url c.Link}">SF Record</a></td></tr>
</table>
<br><br>
<br>
Related Object: {!tdc tsw Message Url c.Related Object c}<br>
Related Obj ID: {!tdc tsw Message Url c.Related Object Id c}<br>

Note that the HTML above does use three custom formula fields pulling from the parent SMS_History record since
Salesforce Email Template Merge tags cannot traverse to a parent object.

Related_Object_ ¢ tdc_tsw__SMS_History__r.tdc_tsw__Related_Object__c

Related_Object_Name__c | IF (Related_Object__c = 'Contact’,

- - | tdc_tsw__SMS_History__r.tdc_tsw__Contact__r.FirstName & " " &
tdc_tsw__ SMS_History__r.tdc_tsw__Contact__r.LastName,

IF (Related_Object__c ='Lead',
tdc_tsw__SMS_History__r.tdc_tsw__Lead__ r.FirstName & "" &
tdc_tsw__ SMS_History__r.tdc_tsw__Lead__r.LastName,

)
)
Related_Object_ URL_ ¢ "https://YourDomainHere.my.salesforce.com/" & Related_Object_Id__c
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Salesforce Sites
360 SMS offers automatic updating of the Delivery Status of outbound SMS Messages as well as Hyperlink Click
Tracking using standard Salesforce Sites technology.

Because, these services are writing into your Salesforce system to update various fields, we must use the standard
Salesforce Sites technology to create this communication channel. The site runs as its own user profile so we must
also give it security access via the standard SMS App Permission Set.

Note: Sites are not supported in Salesforce Professional Edition and thus Delivery Status and Link Tracking are
not available for Professional Edition.

When we’re all done, we’ll have something like shown

Sites
What is a Site?
«er‘""’ﬂ " incaiman® P P e o otscnplimationcstined® -as ettt tad, with A4 .52",.;.,_.}" gt g o1, W sins Ve SV N
Sites (boldercrm.force.com) New
Action Site Label + Site URL Site Description Active Site Type

Edit | Deactivate Incoming SMS ttp://boldercrm.force.com/IncomingSMS Site used by 360SMS to update delivered status on SMS History and for the Link Tracking feature. v/ Force.com

Figure 39 - Incoming SMS Sites needed for Delivered Status and Link Tracking

Create a Salesforce Site:

1. Goto Setup = Quick Find > Sites

2. You may or may not have a primary site already created for your org such as shown in Figure 41. If no site
has been previously created, you must create one, Figure 40.

3. From Figure 41, press NEW to create a new Site

4. Make the new Site look exactly as shown in Figure 42.

5. When the Incoming SMS site has been created, copy its Site URL and paste it into the
SMS Set-up - General Settings = Site URL, as shown in Figure 43.

6. The new Incoming SMS site runs under its own security profile and thus we must give it access to all the
various 360SMS items by putting it into the same Permissions Set as regular users, see Figure 44 for the
steps to get there

Sites

"'J"‘"/V S S PR S e gl i sl At * e e el ep— T e e ﬁ-"—-f"—ﬁ‘

To get started, first register your company's Salesforce site domain. Your Salesforce site domain must be unique and must consist of only alphanumeric characters. Salesforce.col
such as 'mycompanyportal.’

. You cannot modify your Salesforce site domain name after the registration process.

htlp. .force.com | Check Availability

¥ | have read and accepted the Salesforce Sites Terms of Use |Register My Salesforce Site Domain

Figure 40 - Salesforce Sites - no previous site has been created so we must make one for the first time.
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Sites
B L W R S e S s SN Rl Y o i TS SRS S S

Create rour Force.cum Sites

Your Salesforce site domain name is boldercrm.force.com Create a new site na med
Salesforce Sites Terms and Conditions "Incoming SMS"
Sites (boldercrm.force.com) (New|
Site Label + Site URL Site Description Active Site Type Last Modified By

No records to display.

Figure 41 - Create a new Site

Site Edit
New Site

Site Label |‘Incoming SMS | i

Site Name |‘Incoming_SMS |i

Site Description Site used by 360SMS to update delivered status on
SMS History and for the Link Tracking feature.

Site Contact | Steve Roch | &[5

Default Web Address  http://boldercrm.force.com/ ‘IncomingSMS i

Active @i

Active Site Home Page | SiteLogin |
Inactive Site Home Page InMaintenance | A [Preview]
Site Template ‘SiteTempIate | Q) (i
Site Robots.txt |
Site Favorite Icon ‘ | %l
Analytics Tracking Code ‘ | i
URL Rewriter Class ‘ | %l i

Enable Feeds [ )

Clickjack Protection Level |\ Allow framing by the same origin only (recommended) ¥ | i

Require Secure Connections (HTTPS) © | i

Upgrade all requests to HTTPS ®@ i

Enable Content Sniffing Protection ®@ i

Enable Browser Cross Site Scripting @ i
Protection

Referrer URL Protection ™ [i

Guest Access to the Support API O

Save | | Cancel

Figure 42 - Incoming SMS site for Delivery Status and Link Tracking
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SMS History SMS Template m SMS From Reports  SMS App Help 4

= ORG CONFIG £,/ USER CONFIG (9 OBJECT SETUP {8} GENERAL SETTINGS

SMS Subscription

Owner Details

SMS App Owner Name Steve Roch

Subscription Keywords

Re-Subscribe Keywords Start,Subs

Stop.Unsubscribe

SMS Delivery Report Setting
http://boldercrm.force.com/IncomingSMS

Keywords To Create New Lead and Case

Figure 43 - Set the Site URL to the Incoming SMS Site which was just created

Security for Salesforce Sites

Because the Incoming_SMS site accesses Salesforce like other users, we must give the Incoming_SMS site user

the same permissions that a regular user would have. We do this by simply adding the Site/User to the out-of-box

360SMS Permission Set (SMS App Permission Set). Figure 44 illustrates the steps as it’s a long haul to get to

Permission Sets from the Sites record.

Additionally, the Site User must be assigned a 360 SMS license. As the Site User is a special kind of user you do

this from the same Site User record where the Permissions Sets was just added. Figure 45 illustrates that you use

the Managed Packages related list to then Assign Licenses to the Site User.
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[SteDetais

Incoming SMS

« Back to List: Sites

Site Detail

Site Label  Incoming SMS

Tracking feature.

Active v

Edi [ Public Access Settings ogin Settings | | URL Redirects | | Deactivate

Site Description  Site used by 360SMS to update delivered status onfBMS History and for the Link

Profile
Incoming SMS Profile

« Back to List: Visualforce Pages

Users with this profile have the permissions and page layouts listed below. Administrators can change a user's profile
If your organization uses Record Types, use the Edit links in the Record Type Settings section below to make one or n

Login IP Ranges [0] | Enabled Apex Class Access [128] | Enabled Visualforce Page Access [50] | H

Profile Detail
Name
User License
Description

Created By

Incoming SMS Profile
Guest User License

Steve Roch, 7/23/2018 12:15 PM

Incoming SMS Profile

On this page you can create, view, and manage users.

In addition, download SalesforceA to view and edit user details, reset passwords, and perform other administrative tasks from your mobile

Action Full Name t

Edit (" Site Guest User, Incoming SMS

Alias Username

guest incoming_sms(@boldercrm.force.com

v

User

Incoming SMS Site Guest Usero

Permission Set Assignments: Activation Required [0] |

Permission Set Assignments [0]

User Detail

lias  guest

ame  Incoming SMS Site Guest User

ail  steve@boldercrm.com

Userflame  incoming_sms@boldercrm.force.com

Incoming_SMS ' *

Edit | | Sharing

Permission Set Assignments

Incoming SMS Site Guest User

Available Permission Sets

Duplicate Check for Salesforce -
Einstein Analytics for Sales Cloud
Inbox With Einstein Activity Capture Add
Inbox Without Einstein Activity Capture [»]
Lookup Rollup Summaries - Configure Rollups e

) Y
Lookup Rollup Summaries - Process Rollups Remove

Sales Cloud User

Sales User

Salesforce Console User
Standard Einstein Activity Capture

|SMS App Permission Set

Save | |Cancel

nabled Permission Sets

Figure 44 — Put the Incoming_SMS special service user into the SMS App Permission Set
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User

Edit
Incoming SMS Site Guest User
Permission Set Assignments [1] | Permission Set Assignments: Activation Required [0] | Permission Set License Assignments [0] | Public Group Membership [0] | Queue Membership [0] | User Skills [0]
User Detail Edit | Sharing
Name  |ncoming SMS Site Guest User UserLicense  Guest License
Alias guest Profile  |ncoming SMS Profile
T - e  a an  IW W PU WOPE N e A R |
Managed Packages @
Action Package Name Status Expiration Date
SalesforcelQ Inbox Free Does not Expire
360 SMS Active Does not Expire
Salesforce Connected Apps Free Does not Expire
Salesforce and Chatter Apps Free Does not Expire
360 MMS Active Does not Expire
List Browse Free Does not Expire
Highlighter Active Does not Expire
Duplicate Check for Salesforce1 Active Does not Expire

Figure 45 - The Site user must also be assigned a 360SMS license - do this from the Managed Packages related list on the Site User record
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Delivery Status
360 SMS updates the SMS History.Delivery Status field between values of SENT and DELIVERED when the Sites
Configuration above has been configured. This allows delivery reporting.

When the outbound message is initially sent, the Delivery Status = Sent and then after the providers report back
to 360 SMS, the service updates the Salesforce status to Delivered. Alternatively, you may elect to display the

Delivered SMS checkbox which is governed by the same logic.

B9 sMs History

Action  SMS Type
Edil | Del Incoming
Edil | Del Quigoing
Edit| D&l Quiguing
Edit | Del Incoming
Edit| Dl Quigoing
Edil | Del Incoming
Eait | Del Quigoing
Edil | Del 10£0Ming
Edit | Del  Quigoing
Edil | Del Incoming

Created Date

8/52018 657 PM

B/52015 1252 PM

/52018 1112 AM

/52018 11:12 AM

/52018 11:12 AM

/52018 11:12 AM

8/52018 1112 AM

I52018 11:12 AM

B/5i2018 11:12 AM

52018 1112 AM

Show 2 mote » | Go to list (12) »

Amached Files

New SMS History ActionGrid| Create Case | Read All| |Resend
Message

| want to buy 360 SMS - can you help me

Here's & couple of piclures for you. Of course | can send PDF's and ofher file types too

Now wasn't ihal a clewer way to gather info?

I've gol you in my Salesforce now g5

Name: Joe Laad

Org: Acme Widgets

Mobile: +13038757163

Email joe@acmewidgets com

Now use this link: hitps-(/app.2ynbil com/zyncal’schedule/steve-roch-
Acme Widgets

Aimost gon. - Company of Organization name?

Lead

Thx Joel How about your Last Name?

Joe
Hmm. | couldn' find joe@acmewidgets com
Can 1 gel your First Name please?

Joegpacmewidgets com

SMS Template

Uniniown Lead - Msg5 - Fnal

Linknown Lead - Msgd - Company?

inknown Lead - Msg3 - Last Name?

Unknown Lead - Msg2 - First Mama?

Figure 46 - Delivery Status is updated when the Salesforce Site has been configured

Previous Template

Unknown Lead - Msg4 - Company?

known L ead - Meg2 - Firsl Name?

Jnknown L ead - Meg3 - Emair?

Delivered SMS

Delivery Status.

Sent

Delvered

Delivered

Sent
Dalivared
Sent
Sent
Sent

Dalivared

Sent
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SMS from Salesforce Reports

360 SMS is unique among SMS apps with its ability to use the native Salesforce Reports to execute Batch SMS.
Many apps can send Batch SMS from Campaigns and from List Views, but List Views have two major limitations:

1. Limited to 250 rows of selectable data
2. No ability to do complex cross object queries such as “Contacts that were sent an SMS using Template =
XYZ and which have ClickCount = 1 for the HyperLink Tracking”

Key Points:

1. When using reports with multiple objects the primary object must be the object you’ll be texting from.
Primarily it must expose its Record ID field, e.g. Contact ID
2. Supports Tabular Reports and Summary Reports
a. Tabular Reports
i. By default, the feature sends messages for the first 2,000 records then stops.

ii. Use the “Enable Reports Running for more Records (up to 40K)” checkbox in the reports

interface to go beyond 2,000 records. As of this writing the label is actually wrong, you
can send SMS to unlimited records.

iii. See the “Sending > 2,000 Records” section below for a required special field on the report

iv. Sending large batches can take between 3 —5 minutes
b. Summary Reports
i. Summary reports can only send up to 2,000 records due to Salesforce limitations

Reports SMS App Help Message Urls 4

@ My Reports Search Report By Name, Id or Folder m

Report Name Report Format Folder Name

SMS Setup 104

Contact w/ HyperLink but Clicks - 0 Tabular Private Reports

Contact: HyperLink Clickthrough Tabular Private Reports

Batch SMS Demo Contacts Tabular Private Reports

Showing 1 to 10 of 115 entries \ Previous Next
Selected Report : @ Demo Contacts (Vie@

Enable Report running for more records (upto 40K) :

Enable Report To Send MMS :

Last Name
Account: Account
Mol

Select Record Id Column : First Name
ntact ID

NOTE : 1. In Report, for sending SMS "Record Id" column is mandatory.
2. By default from Reports, you can send SMS up to 2k records at once.
3. You can send SMS more than 2k records (upto 40k) only from Tabular reports by using certain filter criteria as mentioned in*

Figure 47 - SMS from Reports screen - pick your report first, then define your Record ID column and Send SMS!
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Create Message

O Survey O Folder

Choose Template Contact - Demo Solicitation

Message

Hi {!Contact.firstname} - Hope your summer is going well. Want to schedule a 360 SMS demo?
Reply with DEMO or NO.

115 Characters / 1 Segment(Segement will depend on merge fields)

[0 Schedule

Figure 48 - After the Send SMS button is pressed, choose a template

Sending > 2,000 Records

When using the Enable Reports Running for more Records (up to 40K) option your report must have a special
custom field of type AutoNumber and the report must be sorted by this AutoNumber field in Ascending order as
the reports primary sort field, in order for the technology to loop through the records correctly.

The field label and name can be whatever you like but the format and starting number needs to be EXACTLY as
shown in Figure 49 and the “Generate Auto Number for existing records” must be checked.

Field Label IlRe{:ﬂm Number | 1

Display Fermat 1000000} | Example: A-{D000} What Is This?
Starting Mumber ||-1 |

|# Generate Auto Mumber for existing records
Field Name | Record_Mumber | @

Deseription e fizid i required for the 260 SMS "SMS from Reports” featurs when sending batch SMS o maore than 2,000
records (when the Enable Reporis Running for more Records [up to 40K} option is enabled

e

Help Text

Figure 49 - A special AutoNumber field for the object must exist on the report and the report must be sorted in Ascending order by this field
as the primary sort
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Send SMS with Process Builder
Salesforce Process Builder is a no-coding method to easily handle triggering Outbound Text Messages as well as to
process Incoming Messages based on Keywords or other factors. One can literally trigger on any object.
Common objects to trigger off of are:

Lead/Contact — Common use cases are when various fields change and you want to trigger an Outbound SMS.

Custom Objects — Similar to Lead/Contact use cases. 360 SMS supports triggered messages from any custom
object and its SMS Templates support all custom objects.

SMS_History — Especially useful for incoming SMS — read the message and do something else based on the
Incoming Message, either updating the Salesforce record or sending out some other question based on the reply.
Useful for Surveys, i.e. Reply with INTERESTED or NO and then SMS_History.Message = INTERESTED updates a
field or status in the corresponding Salesforce record.

There are two primary methods of triggering an outbound SMS:

Method #1 — Simple: This is good for customers new to process builder

Method #2 — Apex Class: This is the preferred method as the formula fields it uses allow for comments and you

can easily copy/paste it to other process builders.

Expand All

Template Set &
Not Null

Collapse All

START

TRUE IMMEDIATE ACTIONS W sToP

FALSE + Add Actior

IONS

Criteria 3 TRUE IMMEDIATE AC

FALSE

STOP

Create a Record

Action Name* @
SMS to Lead
Record Type *

Scheduled SMS

Set Field Values

View All Processes

Clone

Edit Properties

2

Field*

Scheduled Sms Name

Related Object Id

SMS Template

Sender Number

Phone Api

<+ Add Row

Type*

Field Referencew

Field Referencew

ID v

String v

Field Referencew

Value*

[Lead].Id Q
[Lead].Id Q,
00Bf4000007YPPR
17206050632
[Lead].MobilePhone  Q

Figure 50 - Salesforce Process Builder is a no-coding method to easily handle triggered Outbound SMS as well as to process Incoming SMS
based on Keywords or other factors.

Method #1 — Simple

A few simple settings is all it takes to trigger a message:

1.

Set CREATE OBJECT to Scheduled SMS

2. Scheduled SMS Name: Must be the ID field of the triggered object/record. This is used primarily in
conjunction with the SMS Template and must match by object in order for the merging to occur, i.e.
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Supply a Contact.ld and a matching SMS Template based on the Contact object.

3. Related Object Id: Set the Related Object Id to Lead.ld or Contact.ld. Hint you can also set it to other
objects to gain visibility to the text conversations, i.e. set it to a Account ID and the SMS History attaches
there. However, it will then not set the SMS_History.Contact_Id, so we recommend instead using a
Process Builder to attach SMS_History to parent objects.

4. SMS Template: Set the ID of the Template to be used. This can be obtained from the URL of the template.
You may also use a reference field such as Contact.SMS_Template (if you've created a SMS Template Id
on your Contact, see the section below titled Create a Master Send SMS Handler).

5. Sender Number: Set the Sender Number (this is your number that you are sending from) this can also be
a referenced field such as Lead.Owner.Mobile (so as to send from different sales people). This field is
OPTIONAL. If you only have one outbound number in your org, it need not be supplied.

6. Phone Api: Supply the phone field to send the message to. Normally you pull this from the record, i.e.
Lead.MobileNumber

Edit Delete Convert Clone
Lead Status ~ New
Name  John Smith
Title
Company  Bolder CRM

Email  johnny@boldercrm.com

Phone
Mobile  (303) 8752
SMS Template

Lead - Trigger Response - Demo Survey Start

Expand All Collapse All View All Processes Clone Edit Properties
Create a Record e
Action Name* @
Lead
SMS to Lead
Record Type *

Scheduled SMS

Temﬁ,ﬁtﬁéﬁ' & TRUE IMMEDIATE ACTIONS W sToP
Set Field Values

Field * Type* Value *
FALSE + Add Action Scheduled Sms Name v  Field Referencew  [Lead]Id Q
Related Object 1d v Field Referencew [Lead].Id Q
SMS Template A Field Referencew
<+ Add Criteria TRUE IMMEDIATE ACTIONS Sender Number v String v 17206050632
Phone Api v Field Referencev  [Leadl.MobilePhone  Q
FALSE + Add Row

STOP

Figure 51 - In this scenario we are pulling the Template from a custom field we placed on the Lead for even easier automation. Now you can
have other process builders that only need to set the Lead.SMS_Template and that alone will trigger an outbound SMS.
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Relating Outbound SMS to Parent Object

Although one can use the Related Object Id to set the Outbound SMS to another object it may have the
undesirable effect of then not being able to link the SMS History to the record that initiated the SMS.

For example, if wanting to trigger a message from a contact but have the message appear under the Account, one
can set the Schedule SMS Name to the Contact.ld and the Related Object Id to Contact.Accountld. However, then
the message does not show up under the Contact. Usually this is undesirable. Instead, consider setting the
Related Object Id to the Contact.ld and instead write a process builder on SMS History to set the
SMS_History.Account.ld = Contact.Account.ld whenever SMS_History.Contact_Id is not null.
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Method #2 — Apex Class

360 SMS also has an Apex class that can either be called in code or via Process Builder. There is an Apex class for
sending regular SMS and another one for sending MMS which includes a parameter for the picture or file.

The Apex classes accept parameters in a comma separated string that you pass to the param field of the Apex
class. This method is the preferred method as it’s easy to copy/paste the code between PB’s and Salesforce
allows comments in formula fields, so we strongly recommend commenting your formulas using the /* some
comment */ syntax.

Send SMS From Process Builder
For the regular Send SMS From Process Builder Apex Class the string of parameters is defined as:

Param1: Id of the primary object you are triggering from — this must match your Template object and it will be
the primary object that the outbound SMS will relate to.

Param2: The APl name of the phone field for that object.

Param3: A template Id pulled from the URL of an SMS Template — it’s object must match the object defined in
paraml

Param4: Optional originating phone number, if blank it sends the default phone number for the org or the first
phone number found in the 360 SMS User Configuration tables for the current user.

START Call Apex (2]
Action Name ™ @
Lead
Send SMS APEX
Apex Class* @

Send SMS From Process Builder
TIN

T‘ﬂ;ﬁ'ﬂ:d's TRUE IMMEDIATE ACTIONS
Set Apex Variables
>_ Send SMS APEX
Field™ Type™ Value™
FALSE + Add Action param v || Formula w|[ jrrmeeeresenerererereas
Insert:  Field Q Function Q System Varia... Q Operator v

+ Add Criteria  TRUE IMMEDIATEACTIONS T2 Param1: Id of the primary object

Param2: The API name of the phone field for that object.
Param3: Template Id = "Lead - Trigger Response - DEMO Keyword"
Paramé: Optional Outgoing Phone Number if blank uses default

FALSE Carefully note the placement of the commas

/
[Lead].Id+ MabilePhone,a08f400000BVEWAAA3, 17206050632

STOP

Use this Formula Cancel

Figure 52 - Code example of sending regular SMS via the "Send SMS From Process Builder" Apex class
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Send MMS from Process Builder
For the Send MMS from Process Builder Apex Class the string of parameters is defined as follows and shown in

Figure 54.

Param1:

Param?2:

Param3:

Param4:

Paramb5:

Id of the primary object you are triggering from — this must match your Template object and it will be
the primary object that the outbound SMS will relate to.

The APl name of the phone field for that object.

A template Id pulled from the URL of an SMS Template — it’s object must match the object defined in
paraml

Optional Document ID of the picture or file to send

Optional originating phone number, if blank it sends the default phone number for the org or the first
phone number found in the 360 SMS User Configuration tables for the current user.

P e

@ All Conversations Today, 14-Aug-2018

2 if you reply with PICTURE my system will send you my picture automatically via
¢ Johnny Closer triggered MMS

05:52 PM

PICTURE

05:53 PM

Thx for requesting my picture. Here you go!

05:53 PM

Figure 53 - MMS automation with keyword "Picture" sending pic of the Lead.Owner

Figure 54 shows a completely dynamic solution where the picture is derived by navigating to a custom field on
the User record via SMS_History.Owner and the outbound phone number is also gathered from the User record.
Most of the time you will be dynamically setting the Pictures and Outbound Number.
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Call Apex {

DEMO - TIME
N TRUE IMMEDIATE ACTIONS | [ ppep

,‘ Update Lead Temp... actenifiame o

Send MMS via Apex

Apex Class* @
Send MMS From Process Builder

Set Apex Variables

EALSE ~+ Add Action

TIME

TRUE IMMEDIATE ACTIONS
LAPSE . - * *
Field Type Value
/’ Send NO template
param v Formula v [rrr R gy
EALSE ~+ Add Action
Insert:  Field Q Function Q System Varia... Q_ Operator v

/
APEX Parameters Defined:
Param1: Id of the primary object - pulled from SMS_History.Leadld
i garamg: p]e A|PI n?gmfe oflfhedph_?ne ﬁe:_\gi for that Og{(e:gl'tl..JRE ‘ ’
TIME aram3: Template Id for "Lead - Trigger Response - eyword"
TRUE IMMEDIATE ACTIONS LAPSE Paramé: Docfment Id pulled from%ﬁe Ownper.Picture field y
Param5: Optional Outgoing SMS Number if blank uses default. Here we set it dynamically
from the Inbound SMS_History.To_Number

keyword (Lead)

>_ Send MMS via Apex

SE + Add Action Carefully note the placement of the commas

[tde_tsw__Message__cltdc_tsw__lead_ _c&'' &
‘MobilePhone' &' &

'a08f400000DfINEAAZ' & '), &
[tdc_tsw__Message__cl.Owner:User.Picture_Doc_Id__c & &

SUBSTITUTE([tdc_tsw__Message _cl.tdc_tsw ToNumber _c text, '+, ") ‘

CALENDAR or TIME
RESCHEDULE TRUE IMMEDIATE ACTIONS LAPSE

> nd SV

Figure 54 - PB code for executing triggered MMS via the "Send MMS from Process Builder" Apex class — this example is triggering off an
inbound message with keyword “PICTURE”. We obtain the picture by traversing up to the USER object and accessing a custom
Picture_Doc _Id field. We use the SMS_History.To_Number to send back the reply.

Dynamically setting the Outbound Number

No matter which method one uses, it is common that the automation should send the Outbound SMS from the
record owners unique SMS Number. Many orgs use separate numbers for each user. These are defined in the
SMS Setup = User Configuration which is not accessible via process builder. However, with a simple
customization to your USER object you can make your Process Builders dynamically obtain the Outbound SMS
Number parameter that either method makes available as an optional parameter.

Simply, create a custom text field named something like User.SMS_Number. Then copy the number associated to
each user into the field. DO NOT attempt to use the standard User.MobilePhone field as Salesforce formats this
number on you, such as (720)605-0632. The number needs to be completely unformatted and have the country
code prefix, i.e. 17206050632.

As shown in_Figure 54 you can now traverse to the User table via the SMS History.Owner or
Lead.Owner/Contact.Owner and get the number from your custom field.

A second common scenario is to dynamically set the SMS Number parameter based on the Incoming Message.
This is common when responding to Keywords. In this case, you don’t need to lookup the number from a user
table, you simply need to get it from the SMS_History.To_Number field (the number that the customer wrote to).
However, be careful as the value will have a “+” character in front of it which is invalid for an outbound number,
so you must use the SUBSTITUTE function as shown below to remove the +. The formula is provided below for
easy copy/pasting.
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/*********************************************************************

APEX Parameters Defined:

Paraml: Id of the primary object - pulled from SMS History.ContactId

Param2: The API name of the phone field for the contact object.

Param3: Template Id:

Paramé: Optional Outgoing Phone # - pulled from Inbound SMS History.To Number but

we have to remove the + that is inherent with inbound numbers

Carefully note the placement of the commas
***********************************************************************/

[tdc_tsw Message c].tdc tsw Contact ¢ & ',' &
'MobilePhone' & ',' &
'a08f400000Dfo3fAAB" & ',"' &

SUBSTITUTE ([tdc_tsw_Message c].tdc tsw_ToNumber c¢ , '+', '')

Dynamic MMS — such as sending a picture of a particular user

Similar to a dynamic outbound number, one can create a custom field on the User record that holds the
Document Id of a previously stored picture. In Figure 54 above we simply uploaded a Picture to the Salesforce
Document object and manually copy/pasted the actual ID of the picture into a custom field named
User.Picture_Doc_ld. We obtained the Document Id from the URL when we opened the picture.

For ease of copy/pasting the code for the Dynamic MMS has been provided below.

/*********************************************************************

APEX Parameters Defined:

Paraml: Id of the primary object - pulled from SMS History.ContactId

Param?2: The API name of the phone field for that object.

Param3: Template Id: Contact - Trigger Response - PICTURE keyword

Param4: Document Id pulled from the Owner.Picture Doc Id field

Param5: Optional Outgoing Phone # - pulled from Contact.Owner —--> User.SMS Number
(custom)

Carefully note the placement of the commas
***********************************************************************/

[tdc_tsw_Message c].tdc _tsw_ Contact c & ', &

'MobilePhone' & ',' &

'a08f400000Df10ORAAZ' & ',' &

[tdc_tsw Message c].tdc _tsw Contact c.Owner.Picture Doc Id c¢ & ',' &
[tdc_tsw_Message c].tdc tsw_Contact c.Owner.SMS Number c
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Create a Master Send SMS Handler

Figure 51 above introduced the concept of creating a single Process Builder that triggers via the OnChange of a
custom field which you add to your object. We recommend adding the SMS_Template_ld lookup field to a Lead,
Contact or any custom object. Then as shown in Figure 56 you can have numerous process builders that trigger
outbound messages but all you will need to do is update the Contact.SMS_Template with whatever template you
want to send. This centralized approach means that you won’t have to create the same Send SMS action
repeatedly, whether that be Method #1 or Method #2.

Of course, there will be many times when you will not want to use your Master Send SMS Handler such as when
the outbound number needs to come from a different number or perhaps when you need to trigger an MMS.

T Process Builder - Contact - Trigger Contact.SMS Template is updated

Expand All Collapse All View All Processes
START Define Criteria for this Action Group
Criteria Name " @
Template Set and Not Null
Criteria for Executing Actions*
. Conditions are met
° Formula evaluates to true
[TRUE IMMEDIATE ACTIONS No criteria—just execute the actions!
B Send SMS to Contact
Build Formula
+ Add Actior
Insert Field Q Function Q System Varia... Q
NOT(ISNULL([Contact]. SMS_Template__c )
ISCHANGED([Contact].SMS_Template__c)
NOT(ISNULL([Contact]. MabilePhone))
4 Add Criteria TRUE IMMEDIATE ACTIONS

Figure 55 - When the SMS Template is changed - trigger the outbound SMS, Figure 2 shows the Immediate Action

Figure 56 shows a perfect example where we have a survey with multiple answers and it needs to trigger a
different template per response. It would be a hardship to write the APEX code for each possible answer over and
over again. So instead, we just set the SMS_Template for the contact and let our other Process Builder do the
work!
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T Process Builder - Demo Survey - Contact < Back To Setup ? Help

Expand All Collapse All View All Processes Clone View Properties Read Only @

START Update Records (2]

Action Name" @

SMS History

Set Template 1

Record”
[tdc_tsw__Message__c].Contact

Response 1 TRUE

Criteria for Updating Records”

* Set Template 1 i
# SetTemplats Updated records meet all conditions

i ia—j 1
FALSE No criteria—just update the records!

Set new field values for the records you update

Field* Type* Value*
SMS Demo Picklist v 1 - Convo Only v
Response 2 TRUE IMMEDIATE ACTIONS |
SMS Template D v a081400000BxFr2AAF
/' Set Template 2 L /

FALSE

Setting the Template
triggers the master
handler Process
Builder which sends
out the SMS.

Response 3 TRUE IMMEDIATE ACTIONS \

S setTemplate 3

Figure 56 - Demonstration of the easier way of triggering an SMS via a change to the Contact.SMS_Template_Id (custom formula and
matching PB)

Drip Campaigns

A common automation task is what is commonly referred to as a Drip Campaign, whereby you place a
Contact/Lead into a Campaign or even trigger any Process Builder and then you want to keep Texting the
Contact/Lead periodically until they respond to your Call-To-Action such as replying with a keyword or clicking a
trackable link.

There are of course other methods to construct a Drip Campaign, but this method described below is the easiest
to maintain.

In this example below, we have created two custom fields on the Campaign_Member object and one custom field
on the Contact:

Campaign_Member.SMS_Template_Id:Lookup field to the SMS_Template — we move the person through the
drip by setting the SMS_Template to a new template at each stage. You could also avoid this step by using the
APEX method of sending an SMS at each stage. This method triggers a call to another PB which looks for changes
to Campaign_Member.SMS_Template and triggers the SMS, just for easier centralized coding.

Contact.SMS_Stop_Drip: Checkbox field on the Contact record, since incoming SMS will link to Contact we only
have scope to the Contact record and we can mark this field TRUE when the reply to our message.

Campaign_Member.Stop_Drip_Contact: A formula field back to the Contact.SMS_Stop_Drip so that the main PB
that handles the Campaign.SMS_Template OnChange checks the field before deciding to send the next drip.
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START

Update Records ]

Drip Campaign - Step 1

Action Name* @

Record added to Campaign and continue Set Drip2

every x time period until complete

This triggers my master PB handler
(Step2) which has in it a condition
Contact.Stop_Drip = False. So even
though the drip continues from 2 thru,
4 it won't trigger the SMS if they have

IMMEDIATE ACTIONS &’s& SCHEDULED ACTIONS SCHEDULED ACTIONS SCHEDULED ACTIONS SCHEDULED ACTIONS responded because those PB's (Step3)
Criteria for Updating Records *
set the Stop_Drip to True.
_ Send Drj 2 s A Gk -
_ Send Dripl © 1 Hours After Croat © 2Hours After Croat. @ Sot Schedule Unioted recorcis mest i cona]
+ Add Action / SetDrip2 / SetDrip3 © No criteria-just update the records!
+ Add Action =+ Add Action

Set new field values for the records you update “

.Y

Field" Type® = =
SMS Template v (o] v a08f400000DgUWIAAN
+ Add Criteria ) TRUE IMMEDIATE ACTIONS -
+ Add Row
FALSE
sTOP

Figure 57 - Step 1: Define the drip campaign - usually starts when a Contact/Lead is added to a Campaign (via CampaignMember)

START . . — 2 .
Drip Campaign - Step #2 Define Criteria for this Action Group
Trigger when Criteria Name* @
Campaign Mem CampaignMember.SMS_Template
changes CM.Template Changed (Contact)
Criteria for Executing Actions*
Conditions are met
Trigger SMS TRUE IMMEDIATE ACTIONS  sTop o Formula evaluates to true
No criteria—just execute the actions!
B Send SMs
+ Add Action Build Formula
Insert:  Field Q Function Q System Varia... Q Operator v
ISCHANGED([CampaignMember].SMS_Template__c ) =
NOT(ISNULL([CampaignMember].SMS_Template__c ))
CMTemplate
Changed IMEDRTESCHONS W stop NOT(ISNULL([CampaignMember].Contactld )
B Send SMs [CampaignMember].Stop_Drip_Contact_ False Y
7
=+ Add Action
> Advanced
cﬁg‘,,g;z;*g{:‘;d, TRUE IMMEDIATE ACTIONS MW sTop
B Send SMS - Lead
FALSE + Add Action g

Figure 58 - This is the master Process Builder that handles all changes to the CampaignMember.SMS_Template and triggers an outbound

SMS
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T ACTION W sTop Define Criteria for this Action Group
Drip Campaign - Step #3

ciia vaie

Response Handler triggered on Drip - DF18 - Response - YES
FALSE INCOMING SMS HISTORY

Incoming SMS History

Message ='YES'

TIME SCHEDULED ACTION | stop Nocriteria ——t Related Outbound Template (the question they are
answering) is one of the four drip campaign messages

[tdc_tsw__Message__c].Name = 'Incoming

&
(

s
a08f400000DgUWNAA3  Contact - Dripl - DF2018
a08f400000DgUWIAAN  Contact - Drip2 - DF2018
a08f400000DgUWmMAAN Contact - Drip3 - DF2018
a/OBfLOOOOODgUWnAAN Contact - Drip4 - DF2018

TRUE [tdc_tsw__Message__c].Previous_Template__c = 'a08f400000DgUWNAA3

1. Set Contact.Stop_Drip = TRUE

ﬂdc_tsw__Message_ _c].Previous_Template__c = 'a08f400000DgUWIAAN

rlxdc_zsw_ Message__cl.Previous_Template__c = 'a08f400000DgUWmAAN

FALSE

[tdc_tsw__Message__c].Previous_Template__c = 'a08f400000DgUWnAAN'
)

&8&

NOT(ISNULL([tdc_tsw__Message__c].tdc_tsw__Contact__c))

2.8

TRUE IMMEDIATE ACTIONS
(UDPER(TRIM([M(_tsw__Message__c]‘!dc_tsv.*__Message_Text_New__c)) = 'YES )

Figure 59 - This is my Response Handler handling the keyword responses that stop the drip

Using Salesforce Flows

The Salesforce Flow technology is worth a short discussion as it provides considerably more power than Process
Builder such as the ability to Lookup Records and Mass Update them.

In the examples below, we demonstrate receiving an email address via an Incoming SMS in response to a
template which says, “I don’t recognize your number, can | get your email address so | can look you up by
email?”

In this particular workflow, we have a new unknown number writing into our Salesforce system. In a previous
Process Builder we have created a new Lead record for this incoming SMS and we start asking them questions to
fill out the record such as Name, Email and Company. However, here we use a Flow called from a process builder
to take the email address and perform a Record Lookup against the contact object. If we find a record, we will
instead send back a template that says, “Found you Contact.Name!” and then proceed with the original keyword
that started the whole process.

Figure 60 shows how a normal process builder can call a Flow passing in parameters that we gather from the
SMS_History record. Figure 61 then shows the details of the flow where it:

1. Lookups up the email from the Contacts object

2. If acontactis found it re-links all the SMS_History that got linked to the dummy lead record which was
created when the SMS from the unknown record first came in.

3. Finally, we can send the outbound SMS reply either via the same APEX methods as a Process Builder uses
or in this case we use the technique shown in Figure 51 where we only update the Contact.SMS_Template
field which in turns triggers our Master SEND SMS Handler.
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Expand All

FALSE

TRUE

FALSE

Lead - Email

Answered

FALSE

Lead - Emai
id email

TRUE

Callapse All

Zu

IMMEDIATE ACTIONS

LAPSE

# ReSend Email Que

Bl SCHEDULE

D

W sTOP

In our PB

unknown number

ny lead

ead.

W sToP

mail?" quess
resolves to the

View All Processes

Launch a Flow

Action Name* @

Contact Email Lookup

Flow

ContactEmailLookup

iginal
created a

Set Flow Variables

View Praperties

Read Only @

[}

Flow Variable *

vEmail

viead_Id

vMobilePhone

vSMS_History_ld

Keyword

vSenderNumber

Type*

Field Referencev

Field Referencew

Field Referencev

Field Referencev

Field Referencew

Field Reference~

Value*

[tde_tsw__Message__cl...

[tdc_tsw__Message__c].

[tdc_tsw__Message__cl.

[tde_tsw__Message__cl...

[tde_tsw__Message _c]

[tdc_tsw__Message _cl.

RIL|IRP (L LR

Figure 60 - Example of an SMS_History Incoming process builder triggering a call to a flow.

Falette Resources

= VARIABLES
vContactld
vEmail
VFirstName
vKeyword
vLastName
vLead_ld
wMobilePhene

4 vSenderbumber

A vSMS_History_id
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. SMS_Param
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Unfound

are of Type = Input
They are passed in from

Record Update
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Decision
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Record Update
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update I'm going to

Record Updale

[ Update Lead &
Send SMS

Record Lookup

Name #[Contact

Unique Name + | Contact

Add Description

¥ Filters and Assignments

ook up [Contast J[z] thatmeats thefollowing crers

just delete it

Field Variable

Assign the record's fields lo variables o reference them in your flow.

[FirstName
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()

Field Operator Value
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Currently | keep the

lead but in a future [} =

Figure 61 - A flow which does a Record Lookup based on a response from an inbound SMS with an email address
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