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Sending SMS Through Process Builder Basics

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 field it uses allows for commented
code and you can easily copy/paste it to other process builders. Additionally, the 3" parameter can
accept a Templateld, the first Questionld of a Survey or a simple text string of the outbound message if
you don’t want to use a template or question.

Expand All Collapse All View All Processes Clone Edit Properties Activate

START Create a Record (2]

Action Name* @

SMS to Lead

Record Type *

Scheduled SMS
e e IMMEDIATE ACTIONS W sTop
Set Field Values

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

STOP

Figure 1 —Method #1 showing the 5 fields required for sending an SMS — note you can also set the QUESTION field which is the
first question of the 360 SMS Survey object which will then trigger an automatic Question/Answer survey.
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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, e.g. 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_lId, 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.
a. 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 -
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Create a Master Send SMS Handler).

Question: As an alternative to setting an SMS Template, you may set the Question field. The
Questionld is the first question of a 360 SMS Survey. This then triggers the first question of the
survey and responses are automatically triggered from there on. See the Surveys section for
more on surveys. We highly recommend utilizing the Survey object because most outbound SMS
will likely generate a response which can now be automatically handled.

New Case

Survey: New Case Active

Brief Description: Keyword NEWCASE generates a

llo {!Case contact firstname} - T've Label:

Question (Id: a23/4000000twvHAAQ): Be
F{CasE Easenumber] for you. So that I ean efficiently route you to
the correct person, what best describes your question?

1. Need information about your program

2, Need to ask about price

3. Need to talk with a counselor

4. Other

L Woa S Wiy f’Q\MMMA

r~ e, T ’---—_rh—“‘—*""

Phone Api: Supply the phone field to send the message to. Normally you pull this from the
record, i.e. Lead.MobileNumber but it can also be pulled from the Incoming SMS, set with a
formula, or for SMS to employees you might use the User.MobileNumber

Sender Number: Set the Sender Number (this is the number that you are sending FROM) this
can also be a referenced field such as Lead.Owner.Phone (so as to send from different sales
people) or a formula such as different geographies using different numbers. If you only have
one outbound number in your org, the field is optional and need not be supplied.



App

Lead Status
Name

Title
Company
Email

Phone

Mobile

SMS Template

Edit | |Delete |Convert| Clone
New

John Smith

Bolder CRM

johnny@boldercrm com

(303) 875
- Trigger Response - Demo Survey Start

Expand All

Template Set &

Not Null TRUE

FALSE

+ Add Criteria

TRUE

FALSE

STOP

Figure 2 - In this scenario we are pulling the Template from a custom field we placed on the Lead for even easier automation.

Collapse All

IMMEDIATE ACTIONS

B sMSto Lead —

+ Add Action

IMMEDIATE ACTIONS

View All Processes Clone

Edit Properties

Create a Record o
Action Name™ @
SMS to Lead
Record Type *
| Scheduled SMS
W sTop
Set Field Values
Field* Type™ Value*
Scheduled Sms Name v Field Referencev  [Lead].Id Q | x
Related Object Id v Field Referencev  [Leadl.Id Q | X
SMS Template v Field Referencew ead].SMS_Template... Q, X
Sender Number v String - 17206050632 X
Phone Api v Field Referencew [Lead].MobilePhone  Q X
4+ Add Row

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 an Alternate Object

The Related Object Id, which is available only for Method #1, has some interesting uses, primarily when
it is desired to link the message to an alternate object than where it is being initiated from and where its
template is based on.

1. Linking a message to the parent ACCOUNT object of a CONTACT instead of the contact
2. Linking a message initiated from an Opportunity to a primary Contact or Account

3. Orthe big use case is when triggering messages to internal users in which case you should use
the Related Object to link the message to the USER object rather than the main object so that
the internal notification does not appear in the Contact/Lead SMS History and look like a
message was sent to the customer.

Below is an example where we are triggering a text message when a new Lead is created from the Web
Site. Note how the Phone API is pulled from Lead.Owner.User.MobilePhone and the Related Object Id is
set to Lead.Ownerld. This allows us to use a template based on the Lead Object so we give the
Lead.Owner the lead details but it keeps the SMS History from showing up under the Lead itself.

Note that the SMS Template’s object must match the object of the ID supplied in the Scheduled SMS
Name field, it has nothing to do with the Related Object Id.

10:50 PR

T

& Process Builder - Lead - New Web Lead € Back To Setup ‘? Help W @
Jahnny
Expand All Collapse All View All Processes Clone Edit Properties
NEW LEAD ALERT
START Create a Record (2] L W)

Firm:  Colorado Rackies
Country: USA

Phone: (304 666-B022
Mabile: . 8672

Source = Web

TRUE

Action Name* @

Send SMS - Lead Owner

Record Type*

Scheduled SMS

Set Field Values

Text New Leads to
the Lead.Owner's

mobile phone

Email:  mvp@colorador:
Source: 3605

SF Link: bit h/20f 25

NEW/ LEAD ALERT
Name:  Paylan Manning
Firm:  Denwer Brancas
Country: USA

Phone:

Wabile:

Emall  pevlonpdenverbrancos.com

Field* Type* Value® e AR
FALSE + Add Actio Scheduled Sms Name - Formula W [Lead]Id SF Link; bithy/20hyet
Phone Api v Field Referencev | [Lead].OwnerUserM... Q
Related Object Id v Field Referencew | [Lead] Ownerld Q
. . IMMEDIATE ACTIONS SMS Terplate v D *  0SfA00000BXGCKAAY
Sender Number A4 String. - 17206050632
FALSE <+ Add Row

Figure 3 - Typical internal alert via SMS sending to an employee but triggered from the Lead creation
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Method #2 — Apex Class

360 SMS also has an Apex class that can either be called in Process Builder, Flows or in trigger code.
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 nice for copying/pasting into sophisticated workflows. One of the best things
about this method is that Salesforce allows comments in formula fields, so we strongly recommend
commenting your formulas using the /* some comment */ syntax.

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

Paraml: 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 or it can be any value evaluating to a valid
phone number

Param3: This parameter can take an SMS Templateld, a Questionld or a String.

TemplatelD: Use a Template Id pulled from the URL of an SMS Template — its object must
match the object defined in param1.

Questionld: Use a Question Id which is typically the first Question of a Survey. This will
trigger survey question #1 and all responses will be handled automatically.

String: You may pass a string in this parameter if you do not want to use templates, this
works well for simple SMS messages. The string also supports merge tags. e.g.
‘Okay {Contact.firstname} — this is a msg w/o a template’

Param4: Outbound 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.



gger Lead SMS via APEX 4 Back To Setup ? Helg

Expand All Collapse All View All Processes Clone Edit Properties

START Call Apex (2}

Action Name* @
Ls
Send SMS APEX

Apex Class* @

Send SMS From Process Builder

Template |s

Updated TRUE IMMEDIATE ACTI
Set Apex Variables
Field* Type* Value*
CALSE + Add Actlon param - Formula - [rresrensaansaaanans
Insert:  Field Q, Function Q System Varia... Operator -

f*
APEX Parameters Defined:

Add Crite ATE ACTIONS Paraml: Id of the primary object .

+ AddCrterla JIEtE IMMEDIATE ACTION 2. The AP namelo¥tlje phone field for that object.

M3: Template Id - in this case dg]nammalllfv %athered from Lead.SMS_Template field
Mi&: Optional Outgoing Phone Number if blank uses defallt

ot ot o

Carefully note the placement of the commas

FALSE ) ,
[Lead]Id &' r i
'MobilePhong’ &

sToP [Lead] SMS_Template__c & &

IF([Lead].Country = 'UK, '441234480564', '17206050632" )

Figure 4 - Code example of sending regular SMS via the "Send SMS From Process Builder" Apex class

Below are a couple of code snippets for easy copy/pasting
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/*********************************************************************

APEX Parameters Defined:
Paraml: Id of the primary object

Param2: The API name of the phone field for that object or an actual phone value
Param3: Can be one of three:
. Template Id - hardcoded or referenced like Lead.SMS Template
2. Question Id - 1lst question of a Survey - a23f4000000uObmAAE
3. Straight Text - can include merge tags

This example is calling the 1%t question of a Survey

Paramé: Optional Outgoing Phone Number if blank uses default. Here we have a
different # for UK customers than USA

Carefully note the placement of the commas

***********************************************************************/
[Lead].Id & ',' &

'MobilePhone' & ',' &

'a23f4000000uObmAAE"' & ', ' &

IF([Lead] .Country = 'UK', '441234480564', '17206050632"' )

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

APEX Parameters Defined:
Paraml: Id of the primary object

Param2: The API name of the phone field for that object or an actual phone value

Param3: Can be one of three:
1. Template Id - hardcoded or referenced like Lead.SMS Template
2. Question Id - 1st question of a Survey - a23f4000000uCbmAAE
3. Straight Text - can include merge tags

This example is referencing a custom field on the Lead which is a lookup to the
actual SMS Template Id. That’s a nice trick so you can have other PB’s simply
setting this field and triggering this code to do the actual sending SMS

Param4: Outbound Number

Carefully note the placement of the commas

***********************************************************************/
[Lead].Id & ', " &

'MobilePhone' & ',' &

[Lead] .SMS Template c¢ & ',' &

'17206050632"'




Call Apex

Action Name* @

Send SMS

Apex Class* )

Send SMS From Process Builder

Set Apex Variables
Field™ Type* Value*
param v Formula - [rarasersenreransrsnanerans
Insert: | Field Q Function Q System Varia... Q, Operator

T A R AR R AN A L LA AL R AR LSRR LIRSS RNLE

APEX Parameters Defined:

Paraml: Id of the primary object - pulled from SMS_History.Leadld
PardriiZ: The API name of the phone field for that object.

Paraimid: Template Id: 208f: D0DM049AAR = Lead - CALENDAR
Para

it A5 + character that we rem@Ve With the SUBSTITUTE function

Carefully note the placement of the commas
]|
[tdc_tsw__Message  clidc tsw__lead_ c&

' MobilePhone,' &

'a08f400000Dfo49AAB, &
SUBSTITUTE([tdc_tsw__Message__clidc_tsw ToNumber c,'+'")

ik Using the InBGUNRd TaNUMDer so it sends back from the same number written to, but

Use this Formula Cancel

Figure 5 - Example APEX when triggering a reply from an Incoming SMS History

10
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Send MMS via Process Builder

MMS is the term for sending or receiving PICTURES in a text message. 360SMS provides a separate APEX
class named Send MMS From Process Builder with an extra parameter for the Saleforce Document Id of
the picture to send. The string of parameters are described below and shown in Figure 7.

Param1:

Param2:

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.
This parameter can take an SMS Templateld, a Questionld or a String.

TemplatelD: Use a Template Id pulled from the URL of an SMS Template — its object must
match the object defined in param1.

Questionld: Use a Question Id which is typically the first Question of a Survey. This will
trigger survey question #1 and all responses will be handled automatically.

String: You may pass a string in this parameter if you do not want to use templates, this
works well for simple SMS messages. The string also supports merge tags. e.g.
‘Okay {Contact.firstname} — this is a msg w/o a template’

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 ovooeo

@ All Conversations Today, 14-Aug-2018

3 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 6 - MMS automation with keyword "Picture" sending pic of the Lead.Owner

11



Figure 7 also demonstrates 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.

Call Apex

Action Name* @

Send MMS via Apex

Apex Class* @
Send MMS From Process Builder

Set Apex Variables

DEMO -
PN A TRUE IMMEDIATEACTIONS | TAME.
/' Update Lead Temp
FALSE =+ Add Action
TRUE IMMEDIATE ACTIONS &I\ggE
/' Send NO template
FALSE =+ Add Action
PICTURE
TRUE IMMEDIATE ACTIONS e

keyword (Lead) LAPSE

2_ Send MMS via Apex

=+ Add Action

FALSE

CALENDAR or
RESCHEDULE

TIME

TRUE LAPSE

IMMEDIATE ACTIONS

Field* Type* Value*
param v Formula - JHER R bbby
Insert: = Field Q Function Q System Varia... Q Operator v

> Sﬂ’WdSM

/

APEX Parameters Defined:

Paraml: Id of the primary object - pulled from SMS_History.Leadld

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

Param3: Template Id for "Lead - Trigger Response - PICTURE keyword"

Paramé4: Document Id pulled from the Owner.Picture field

Param5: Optional Outgoing SMS Number if blank uses default. Here we set it dynamically
from the Inbound SMS_HistoryTo_Number

Carefully note the placement of the commas

[tdcftswffMessagef,c].tdcftstLead”c &' &
‘MobilePhone' &' &

'a08f400000DfINEAAZ & '), &
[tdc_tsw__Message__cl.Owner:User.Picture_Doc_Id__c &' &
SUBSTITUTE([tdc_tsw__Message__cltdc_tsw__ToNumber__c text, '+, ") |

Figure 7 - PB code for executing triggered MIMS 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.

12
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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 7 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.

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

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: Can be a TemplateId, QuestionId(first Question of a Survey) or straight text if you
don’t want to use a Template or Question

Paramé: 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 c & ',' &
'MobilePhone' & ',' &
'a08£f400000Dfo3fAAB' & ',"' &

SUBSTITUTE ([tdc_tsw__Message_ c].tdc _tsw__ ToNumber c¢ , '+', ''")

13




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

Like a dynamic outbound number, one can create a
custom field on the User record that holds the
Document Id of a previously stored picture.

il Verizon LTE 9:24 AM
< “j In this example, we simply uploaded a Picture to the
708 6375814 Salesforce Document object and manually copy/pasted
Reminder-- My Window Works is : : .
Kioking fornind 6 o 1 et the actual ID of the picture into a custom field named
tomorrow! User.Picture_Doc_Id. We obtained the Document Id

from the URL when we opened the picture.

WinDow % For ease of co asting the code for the Dynamic
YINROW & py/pasting y

Ry st g e MMS has been provided below.

Reminder-- James McCann from

My Window Works is looking
forward to our 1:00PM visit today!
For your comfort and protection, a
picture of James is attached.

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

APEX Parameters Defined:

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

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

Param3: Template Id: a08f400000Df10RAAZ = Contact - Event Reminder

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

Paramb: 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' & ',' &

'a08f400000Df10RAAZ" & ',' &
[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

14
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Create a Master Send SMS Handler

Figure 2 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_Id lookup field to a Lead, Contact or any custom object. Then as shown in Figure 2 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 whether that be Method #1
or Method #2 over and over again.

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.

L 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

©Q Formula evaluates to true

IMMEDIATE ACTIONS W sToP No criteria—just execute the actions!

B Send SMS to Contact
Build Formula
+ Add Actien
Insert:  Field Q Function Q System Varia... Q
NOT(ISNULL([Contact].SMS_Template__c))
ISCHANGED([Contact].SMS_Template__c)
NOT(ISNULL([Contact]. MobilePhone))
+ Add Criteria TRUE IMMEDIATE ACTIONS

Figure 8 - When the SMS Template is changed - trigger the outbound SMS, Figure 2 shows the Immediate Action

Figure 9 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!

15
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& Process Builde

Expand All

START

Response 1

FALSE

Response 2

FALSE

Response 3

/ ‘360

emo Survey - C

Collapse All

TRUE

TRUE

TRUE

M) S

Set Template 1
P!

IMMEDIATE ACTIONS

S set Template 2

IMMEDIATE ACTIONS

/' SetTemplate 3

|

& Back To Setup ? Help

View All Processes Clone View Properties Read Only @

Update Records (7]

Action Name* @

Set Template 1

Record*

[tde_tsw__Message _c].Contact

Criteria for Updating Records*

Updated records meet all conditions

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
SMS Template D v a08f400000BxFr2AAF

A

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

Figure 9 - Demonstration of the easier way of triggering an SMS via a change to the Contact.SMS_Template_Id (custom formula

and matching P

B)

16



Surveys

The 360SMS Survey structure is a powerful feature that automates the entire Question/Answer dialog
without the use of Process Builder or Templates. Answers and their related question are written to the
SMS History like everything else in addition to being stored in a Survey Response object for even greater
reporting and automation potential. Survey’s allow a question to have multiple answers which then
branch to additional questions with their own multiple answers and as many branched
questions/answers as your heart desires.

A survey can be triggered either via traditional Process Builders using the methods described in Method
#1 or Method #2 above or a survey can be triggered automatically by defining an inbound keyword.

Survey’s work best when the question is presented with clear answer choices such as “Reply YES or NO”
or with multiple choice answers where the call-to-action is to “Reply with a number” or “Reply with a
letter or combination of letters.”

Lastly, survey replies can easily update field values in Salesforce objects using Process Builders on the
SMS History object to inspect the incoming answer to a specific question. Read more in the Updating
Salesforce Fields with Survey Answer Responses section below.

Satisfaction Survey (NPS) Survey List

Survey: Satisfaction Survey (NPS) Keywords: NPS Object:Case
Brief Description: Sends a typical NPS Score. This o... Active Edit
Question (Id: a23f4000000uMM7AAM): Hi {Contact firstname} - How likely are  Label:NPS Score 0 - 10 Add Answer

you to recommend us to a friend or colleague?
Reply w/ a # between 0 and 10
0 = Not At All Likely, 10 = Extremely Likely

Take this survey via a website: https: //www getfeedback.com/r/gglkbAlp?
gf ql6936821]=

Answer: 8[9/110
Question: Thanks for the score. Can you tell me why you gave us that score?  Label:>= 8 Add Answer
Answer: 5/(6/15/16]17

Question: Okay, thanks. What could we have done better to earn a better Label:>=5and < 8 Add Answer

score?
Answer: 0[[1112[13[14

Question: Sorry to hear that. Can you explain? Label:Sorry to hear that Add Answer

Figure 10 - Typical NPS score survey (Customer Satisfaction Survey)

17
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Survey’s also provide a syntax for handling variations of a specific answer, so the system gets smarter
over time. Variations of an answer are separated with two pipe symbols | |. As an example, in response
to the question “Mail, Email or Text?” (shown in Figure 11) we have handled the possible answers to

EMAIL as:
EMAIL| | E-Mail| | Email It] | Email me

The responses and your answer definitions are not case sensitive

New Case

Survey: New Case Active

Brief Description: Keyword NEWCASE generates a ..

Question (Id: a23f4000000twvHAAQ): Hello {ICase.contact firstname} - I've Label:Q1
created Case # {ICase.casenumber} for you. So that I can efficiently route you to

the correct person, what best describes your question?

1. Need information about your program

2. Need to ask about price

3. Need to talk with a counselor

4. Other

Reply with a number ONLY
Answer: 1

Question: Okay. Shall I send that information via snail mail, email or do you Label:1 - Info

just want to ask some questions via text?
Reply MAIL, EMAIL or TEXT

Answer: MAIL|[SNAIL MAIL

Answe(EMAIU\E—MAILIIEmaiI it/ [Email me )

Question: okay, can [ get an email address from you? Label:Email?
Answer: CHAT||TEXTIITALK||I want to talk with someone
*Answer:

Question: Oops! ;m robot [ didn't understand that answer. Label:Oops! I;m robot I didn't understand that ans...

Figure 11 - Sample Survey for when a new CASE is generated. Note the alternate answer syntax

Object:Case

Add Answer

Add Answer

Add Answer

Add Answer

Survey List Create New Survey

18



360

Updating Salesforce Fields with Survey Answer Responses

Commonly one will want to take action with the data gathered via an SMS Survey. The elegant design of
the Survey architecture and the SMS History object make this a snap.

Because both the question and the response are written to the SMS History object, there is context to
the incoming SMS History, i.e. the Incoming SMS has the Question what was asked as a field on the SMS
History record. One need only create a Process Builder or Flow detecting the Incoming SMS to a
particular Question and then take action with all the power of Process Builder or Flows such as to
Update Record, Create Record, Email Alert, etc..

Centact Detail
Account  Bolder CRM
Name  Steve Roch
Titie
Emailf® steve@boldercrm.com
Phone
Mobile  +13038757163
Assistant
Asst. Phone
Actlon Type Y| Date } Y Message MMS Y 5Ms Template Y| case Y Related Outbound T | Questlon Label Y Question Y Response Y Related Object T
» ViewEdit  Incoming | 10/29/2018 1:57PM 00001078  Outgeing Q0067 case
» ViewEdlt  Oulgoing  10/29/2018 1:57 PM okay, can1gat an emall address from you? 00001078 Emall? Q0087 SR-0075 Case
» VlewEdit  Incoming | 10/28/2018 1:57PM  Emall 00001078  Outgoing 1-Info Q0064 SR-0074 Case
» ViewEdlt  Oulgoing | 10/29/20181:57 PM  Okay. Shall I send that Information via snall mall 00001078 1-Info Q0064 SRD074 Case

emall or doyou Just want ta ask some questions via

B

Incoming | 10/29/2018 L57PM | 1 00001078 | Outgoing Q Q0020 Case

Quigoing | 10/29/2018 1:56 PM  Hello Steve - I've created Case # DOOO107E for you, 00001078 QL Q0020 Case
50 that I can efficlantly route you to the correct

Incoming | 10/29/20181:56PM = NEWCASE Outgolng Automation/Triggered | Q-0079 Contact

e
E

T
&

Below is a code snippet from the process builder receiving an Email Address from the question “What'’s
your email?”

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

Incoming message answering the Survey Question - What's your email?

Survey Question: a23f4000000uGq2AAE = Email? for the NEWCASE survey
T Ty
[tdc _tsw Message c].Name = 'Incoming' &&

[tdc tsw Message cl.tdc tsw_Question c¢ = 'a23f4000000uGQg2AAE"' &&

NOT (ISNULL ([tdc_tsw Message c].tdc tsw Contact c )) &&

/*** Make sure it's a good email address **/

CONTAINS ([tdc_tsw_Message c].tdc_tsw_Message Text New c¢ , 'Q') &&

CONTAINS ([tdc_tsw Message c].tdc tsw Message Text New c¢ , '.') &&

NOT (CONTAINS (TRIM([tdc tsw Message c].tdc tsw Message Text New c) , ' "))
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Define Criteria for this Action Group

Criteria Name* (@

Case Survey Answer - Email?

Criteria for Executing Actions*
Conditions are met
@ Formula evaluates to true

Mo criteria—just execute the actions!

Build Formula
Insert:  Field Q Function (=} System Varia... q Operator -
—— .
- " i i ion - . ir
NCI?GEEJE\%IW 1 TR LTS TIMEE Incoming message answering the Survey Question - What's your email?

Survey Question l.g’g3%01][)OOCIqu2A.'&E = Email? for the NEWCASE survey

# Update Contact Em... [}

[tdc_tsw__Message__cl.Name = 'Incoming’ &8

+ Add Action
[tdc_tsw__M __clidc_tsw__Question__c = 'a23f4000000uGg2AAE' &&
NOT(ISNULL([tdc_tsw__Message__clidc_tsw _Contact__c)) &&
== Make sure it's 3 good email address **/

CONTAINS([tdc_tsw__M __clidc tsw__M - Text_New__c,'@) &&

T T CONTAINS([tdc_tsw__h ge__clidc tsw__ N ge_Text_New__c,") &&

MNOT(COMTAINS(TRIM([tdc_tsw_Message _clitdc tsw__Message Text New_ c),"’))
B Send SMS - Bad Em... — —

¥l

+ Add Actlon

Update Records 0

Action Name* @

Update Contact Email

Record*

[tdc_tsw__Message__cl.Contact

Criteria for Updating Records™®
Updated records meet all conditions

© No criteria—just update the records!

Set new field values for the records you update

Field* Type* Value*
Email - Field References [tdc_tsw__Message__.q | x
+ Add Row

Figure 12 - Process Builder detecting a Survey Answer and updating a Salesforce field
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Using Salesforce Flows

The Salesforce Flow technology is worth a short discussion as it provides considerable 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 13 shows how a normal process builder can call a Flow passing in parameters that we gather from
the SMS_History record. Figure 14 then shows the details of the flow where it:

1. Lookups up the email from the Contacts object

2. Ifacontactis 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 2 where we only update the
Contact.SMS_Template field which in turns triggers our Master SEND SMS Handler.

I3 Process Builder - SMS History - New Lead Survey & BackToSetup 9 Help
FALSE o
Launch a Flow (2]

tion Name* @

TIME . — Contact Email Lookup
ThpEe: SCHEDULED ACTIONS W sTor

FALSE

Type* Value *
¥

Field Reference~ tdc_tsw__Message__c
TIME
LARS!

FRUE M . I} 3

Field Referencew tdc_tsw__Message__c

FALSE

glle|le|le

Field Referencew tdc

Field Referencew

o

]
]
Field Referencew tde_tsw__Messagy ]
]
]
}

enderNumber Field Referencew tdc_tsw__Message__c

TIME T
APSE SCHEDULED ACTIONS

Figure 13 - Example of an SMS_History Incoming process builder triggering a call to a flow.
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Palette  Resources  Explorer

[ -]
Q.- Find in Explorer Record Lookup Decision Record Update
- Find in Explorer... £ Cortact > Contact Found Unfound [} Update Lead &
€ Send SMS
- VARIABLES g
d wGontactld
& vEmail Lo Record Lookup x
A vFirstName The highlighted variables
= A
4 vKeyword Record Update Name *[Cnmam =
A vLastName =} Update
it Inbound SMS... Unique Name + Contact -
wLead | 5
4 vMobilsPh Add Description
wMobilePhane
4 vSenderNumber
d wSMS_History Id Record Update ¥ Filters and Assignments
- FORMULAS E3 Update o
4 SMS_Param e Look up # | Contact 1] that meets the following criteria:
4 SMS_Param_C... ¥
Field Operator Value
N DECHS| O Record Update
¥ contact_Found £ Update Lead Email b equals. - | [{vEmaily |L|
P Keyword |
- OUTCOMES elink to the found Gontact Add Row
 Description Decision Curentiy | kesp the
b Keyword? lead but in a future O
update I'm going to
just delete it
2=t Lol Assign the record's fields to variables to reference them in your flow
Record Update Record Update Field Variable
£3 Update £ Update 3 -
=] i PR [FirstNama =] [evFirstiame) -]
[ld "v. [{w-:umacnd) “vl =
ok | [ cancel

Figure 14 - A flow which does a Record Lookup based on a response from an inbound SMS with an email address

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, 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 the
Contact we only have scope to the Contact record and we can mark this field TRUE when they reply to
our message via our Incoming Keyword Handler Process Builder.

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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Update Recoros )

Drip Campaign - Step 1

Record added to Campaign and continue
every x time period until complete

wa PAVEDATE ACTON :’,"‘ MO AT AR AT
2, - ® @i
e & hnar '™ Vs
& hn P
. ™y e

-

Contart.Srop O

rip = Falie %0 evr

MDA LY ACTION SOMBRALD AT

P

Figure 15 - Step 1: Define the drip campaign - usually starts when a Contact/Lead is added to a Campaign (via

CampaignMember)

STAT

Drip Campaign - Step #2

Trigger when
CampaignMember.SMS_Template
changes

0”
FALSE

h |

FALSE

IMNEDIATE ACTIONS | =
B Sent 01
IMMEDIATE ACTIONS | B3
 + e
B Send S5
+ Add Action
IMMEDIATE ACTIONS . sop

Seed SMS -« Load

o+ Add Action

Define Criteria for this Action Group

Criterla Name* @
CM.Template Changed {Contact)
Criterla for Executing Actions *
Conditions are met
© Formula evaluates 1o true

No criteria=just execute the actions!

Build Formula

Insert Field Q Function Q System Varia.., Q Operator -
ISCHANGED([CampaignMember ] SMS_Template__¢ ) -
NOTUISNULL{CampaignMember] SMS_Template__¢ })
NOTUSNULL([CampaignMember).Contact]d )) -

-—————
[CampaignMember].Stop _Drip_Contact__c = Faise ) -

> Advanced

Figure 16 - This is the master Process Builder that handles all changes to the CampaignMember.SMS_Template and triggers an

outbound SMS

23



App

Drip Campaign - Step #3

Incoming SMS History

Response Handler triggered on

TIME
IMMEDIATE ACTIONS LAPSE
# Contact.Stop_Drip
E Add to DF18 Camp...

show fewer

+ Add Actlon

TRUE IMMEDIATE

show mare

FALSE

+ Add Action

1. Set Contact.Stop_Drip =TRUE

2. CampaignMember.Stop_Drip
formula is auto-updated

3. Put Contact in another
campaign if desired

SCHEDULED ACTIONS

(© set Schadule

Define Criteria for this Action Group
Drip - DF18 - Response - YES

Criteria for Executing Actions*

Conditions are met

©Q rormula evaluates to true

Mo criteriz—just execute the actions!

Build Formula

Insert:  Field Q Function Q System Varia... Q Operator

AND(

[tdc_tsw__Message__cl.Name = 'Incoming’,
NOT(ISNULL([tdc_tsw__Message__clidc_tsw _Contact__c)),
ynpsn(‘rnm([tdc tsw__Message__clidc_tsw Message_Text_New__c))@

&

/ ;
a081400000DEUWNAAS  Contact - Dripl - DF2018
SOOI HAN Contact - Dip2 - DFZ0I8
SOBTLOT000 N Contact -Ur‘\gﬂg -DE2018
SOUSFR0U000 ARANT Contact - DA% - OFJOTE

!
OR(
tdc_tsw__Messa;

;| c SMS_Template__c = 'aD8f400000DgUWNAAS'

THE 50 _Messa) [ SMS_Termplate” ¢ UEfE0T0OTDSUWIZART,

Tdc 5w Messa; C SMS Template” _c TTAAN'
i

- 2 .
TAE W __Messa ‘S0ETE000000Z OVHAANT

SMS_Template”_

Figure 17 - This is the Response Handler handling the keyword responses that stop the drip
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Triggered Texting to Internal Users

Some customers want to use the power of texting to change out their old email alert systems to instead
using Text Alerts to the internal users. In the scenario below, we see a use case for a New Lead text
alert sent to the Lead.Owner’s mobile phone with a hyperlink to the Salesforce record so that he/she
can open it quickly in Salesforcel.

Note that we are triggering the message with the Lead.ld so that we may use a Lead based template
which merges in details about the lead and most importantly we set the Phone API field to get the value
from the Lead.Owners Mobile phone field, i.e. Lead.Owner.User.MobilePhone. Thereby sending the
LEAD details to the Owner’s personal cell phone.

Important note: Set the Related Object Id to Lead.Ownerld (a user id) so that the alert does not appear
in the SMS History for the lead. Otherwise it looks like this is a message you texted to the customer.

PG 10:50 PR
2 Process Builder - Lead - New Web Lead 4 Back To Setup ? Help {@
Expand All Collapse All View All Processes Clone Edit Properties
NEW LEAD ALERT
Create a Record e Fim:. Golorado Rodkes
Country: USA

Phone: [203) B66-B022
Mabile: [303) 974-8672
Email:  mvp@colorador
Source: 3608MS

Action Name* @

Text New Leads to
the Lead.Owner's
mobile phone

Send SMS - Lead Owner

SF Link: biLhj/207ZxxS

Record Type* NEW LEAD ALERT
Name: Peylan Manning

Scheduled SMS Firm:  Denver Brancos

Country: USA
Source =Web  JREII IMMEDIATE ACTIONS ) Rl
Set Field Values ;";‘:':?
B send SMS- Lead O y -
Field* Type* Value* Source: 3808
EALSE + Add Action Scheduled Sms Name v Formula W [Leadlld St Sl
Phone Api v Field Referencew | [Lead] OwnerUserM... Q
Related Object Id v Field Referencev | [Lead].Ownerld Q
+ Add Criterla  TRUE IMMEDIATE ACTIONS SMS Template v D v a0Bf40000DBXGCKAAY
Sender Number v String. - 17206050632
FALSE + Add Row

Figure 18 - Sending text alerts to internal users dynamically using the Lead.Owner.User.MobilePhone

25



