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Sending Messages from the Ul

Sending an SMS or WhatsApp Message

To send a message, navigate to the record for the recipient of that message. You will see this Ul

on the page:
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1. First, choose the brand endpoint you want to use to send the message using the drop
down. This is automatically populated with all of the different phone numbers that you can
use, across all of the different channels.

a. For example, you may have one brand number for communications in the USA and
another for communications within the UK. If the permissions have been enabled,

you can use the drop down to choose between the numbers; if not, the default

number will be selected.
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2. Next, choose the phone number that you want to send the message to; the drop down is

automatically populated with all phone numbers associated with that record.

3. You can attach an image to the message using the ‘Attach’ button; see the next section for
more information. You can also choose to use a predefined template for your message by
selecting the “Template’ button - the list of available options will change depending on the
selected endpoint.

4. Once you've sent a message, you will be able to see it in the conversation history along
with the channel used and the message delivery status. The name of the agent that sent

the message will be shown, but you can also see it by hovering over the sender icon.

Sending a Message with a Resource

Note: MMS Images are only supported for USA or Canada numbers. The LVNs used must be

approved for 10DLC.

When sending messages, you can attach one resource by selecting the ‘Attach’ button in the

bottom left:
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You will see a list of images that you are permitted to send. The icon on the left indicates what

type of file that resource is, and you can preview the resource by clicking the eye icon on the right:


https://docs.google.com/document/d/1D1SEeZDCZsZ6hGHps7Cn0XLDjflH0TWV_FtxaCLFp3o/edit#heading=h.2hcc3vlux9fu
https://developer.vonage.com/en/messages/10-dlc/overview?source=messages
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These resources are managed through the ‘Files’ section. Once selected the resource will be

presented in the message editor, and once sent it will be shown in the conversation history:
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Hello there!
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Mobile Usage
Note: The following behavior is specific for the Salesforce Mobile Application.

Managing Notifications

Mobile notifications can be managed in the Setup and Configuration tab of the Admin dashboard.

Incoming Messages

Each incoming message is connected to one or more records; this can be a Lead, Case, Account,
Contact, Opportunity or Custom Object. Each of the related records has an owner; all the owners

of a record will get a notification to their mobile about a new incoming message.

The notification looks like this:
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When selecting the "Bell", the following

message is presented:

Notifications

Incoming Message
An incoming message was received for your

Lead:”

2 minutes ago

Incoming Message
An incoming message was received for your
Lead: Nui e

1 hour ago
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Opportuniti... Leads Tasks
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While selecting the relevant message, the

. . oS 0 36%8
agent is redirected to the updated record and

the conversation is refreshed with the latest

incoming message:

Post File New Task More
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Outgoing Messages

When the agent is sending an outbound

message from the Mobile Salesforce App, the e Q a
conversation is refreshed automatically with () ...
their message without any notification: TR .

9 Hello from customer &2

Hello from the agent's
salesforce app using
the package Ul s 0
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Outgoing Messages from Other Agents

As the same record can be watched and sometimes handled by several agents, another agent
that is not the owner of the record could also send an outbound message to the customer.
In this case, the record owner will get a notification to their mobile about the new outgoing

message from the other agent.
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The notification looks like this:
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When selecting the "Bell", the following

message is presented:

salesforce

o

Notifications

Conversation Updated by other agent
An outbound message was added to the
conversation at your Lead: == n

1 minute ago

Incoming Message
An incoming message was received for your

Lead:

18 minutes ago

Incoming Message

An incoming message was received for your
Lead:

1 hour ago
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Opportuniti... Leads
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While selecting the relevant message, the
agent is redirected to the updated record and

the conversation is refreshed with the latest

incoming message:

Post File New Task

Vonage Communication Platform

9 Hi from my phone' """
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Hello from the agent's
salesforce app using
the package Ul

A message from other
agent o
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Notice that each agent has their own avatar, so it is easy to see that the two outbound messages

were sent by two different agents.

Handling a record not owned by the agent on Mobile

As described above, the notifications regarding incoming messages are sent only to the mobile of

the owner.
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If the agent is handling a record which they do

not own, they will be presented with a specific e Q .!

warning: Py P

Warning You are not the owner of
this record. You will need to refresh X

E)a_ge in order to get the latest
incoming messages.

Title Director of Vendor Relations
Company Farmers Coop. of Florida
Phone (850) 644-4200

Mobile

Email bertha@fcof.net

Working - Contac... JNel

Status: Working - Contacted

~ Mark Status as Complete

Details

Recent Activity
W > o= (&

Opportuniti... Leads Tasks

In order to see the incoming and outgoing messages, the agent will need to refresh .
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