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Fixes:
e Prevent duplicate messages submission from the "Send" button due to double-clicks.

Pre-Requisites

1. A Vonage account with your api-key.
2. Touse WhatsApp, your external account should be configured and approved for use with

Vonage, if you are a managed customer, you can follow this guide, or if you are

non-managed you can follow our self-service guide.

3. Note: MMS messaging is only available in the US & Canada. To use images, your LVN
must be a USA/CA number that is approved for 10 DLC.
4. For RCS onboarding support, please connect with your Vonage account manager or point

of contact.

Deployment

To install the package, you will need the deployment URL and installation key. These will be
provided by your Vonage point of contact.
First, go to the deployment URL and login to your Salesforce organization. You will see this

screen.


https://ui.idp.vonage.com/ui/auth/registration
https://api.support.vonage.com/hc/en-us/articles/4404808667028-Getting-Started-with-WhatsApp-and-Vonage-Messages-API
https://api.support.vonage.com/hc/en-us/articles/6025833602580-Getting-Started-with-Vonage-s-WhatsApp-Business-API-Embedded-Sign-Up
https://developer.vonage.com/en/messages/10-dlc/overview?source=messages
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Install Vonage Communication Platform for
2 salesforce

By Vonage Business Inc

This app is protected by an installation key.

. 1 .11 G 1

. Install for Specific
Install for Admins Only o Install for All Users Profiles...
App Name Publisher Version Name Version Number
Wonage Communication Vonage Business Inc 0.15.0 0.15 (Beta 4)

Platform for Salesforce

Additional Details  View Components

Select the group that you want to install the package for, and enter the installation key provided.

The warning below may appear. If it does, select "Done" and wait for the package deployment to

complete.
This app is taking a long time to install.
You will receive an email after the installation has completed.
Done
App Name Publisher Version Name Version Number
Vonage Communication Vonage Business Inc 0.15.0 0.15 (Beta 4)

Platform for Salesforce

Should the following window popup, please grant access, as the URL is used by the package to

access Vonage services:
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Approve Third-Party Access

Thiz package may send or receive data from third-party websites. Maks sure you trust these websites.
‘What if you are unsure?

Website 5L Encrypted

api-eu.vonage.com [w]

Yes, grant access to these third-party web sites

First Time Deployment

Once the initial deployment is done, the ‘Bell Notification” will indicate a new message:

BN EEY X)

Select the link in the message to complete the setup:
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J@e?2na®

Notifications Mark all as read X
|

Vonage Package installed - click to complete setup

Click here to finalise setup of the package you have just
installed

a minute ago e

Click ‘Next' to start the deployment process:

V/ VONAGE

Step 10f4| Next

Let's get started with Vonage Conversations for Salesforcel

Please notice:

In order to deploy and use this package it is required to have a Vonage API Key.
Vonage Customer's Dashboard is available here

For Step 2, click the link to authenticate with Vonage - please ensure that you are logged-off from
any other Salesforce ORG while completing this process:
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. Q, Search...

LE N )
ses Force.com Home * Vonage Conversation Insta... ~ X

V/ VONAGE

Back |Step 2 of 5| Next

¥ Authenticate with Vonage

Please authenticate using:

Vonage Authenticator s

Failure to complete the authentication will cause errors in later stages of the wizard.

Next, you will be taken to the Vonage customer dashboard to login:

V/ VONAGE

Log in to your
Vonage account

Don't have an account yet? Sign up.

ID* ‘

Password* ‘

Use a different email

| forgot my password

Once authentication is completed, you will see this confirmation and can return to Salesforce:
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V/ VONAGE

Authentication successful

Please close this tab and return to the Salesforce Installation Page

In step 3, select the API key you want to use:

V/ voNAGE

Back Step 3 of 4| Next

v Vonage API Key Selection

Please select which one of your Vonage AP Keys to use:

O = Key

Key
o Key
O /- Key

The final step will allow you to select one of the following options:

e The default option is to continue without selecting any endpoint. Later, using the Admin
application you can add your Brand or select any of your available numbers and external
accounts.

e Alternatively, select one of the numbers or external accounts associated with the selected

Vonage API Key.
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Back |Step 4 of 4| Finish

* Number Selection

Please select one of Vonage APIKey = = = End-Points to use, then click the Finish button to complete the setup.
Please be aware: Endpoints cannot be shared across different Salesforce ORGs.

This is a long process. Please do not close or refresh this window before the operation is completed.

@® Use alphanumeric sender name or add a brand endpoint later.

O 120mssmmn - Country: US, supported channel: MIMS

O 447 s e - Country: GB, supported channel: SMS

O 44w s - Country: GB, supported channel: SMS

O s smessesm supported channel: RCS, external name: Vonage RCS Demo - (mm- external account id: s s
O 440w ., supported channel: WhatsApp, external name: [ ., external account id:

O 44 ', supported channel: WhatsApp, external name: I, external account id:

After the initial deployment it will be possible to add additional numbers.

Once this is complete, setup is done and you will see the following message:

V/ VONAGE

The setup is done! /

Please assign the|Vonage Connector User Permissions Set|to the relevant users.

The Vonage Conversation Lightning Web Component is ready to be added to any record page.

Release Notes

*“* Release 0.14 =

Target: Early access customers

Minor fixes:

1. WhatsApp templates configuration save failure

2. Rolling log cleanup

** Release 0.13 **

Target: Early access customers
New Features:

1. WhatsApp templates support
2. External channel support

3. Delivery status support
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The next step is to set the permissions for which users can use the Vonage package. To do this,
navigate to ‘Permission Sets’, then select "Vonage Connector User” and click Manage

Assignments:

::E Setup Home  Object Manager v

Q_ Quick Find SETUP
Permission Sets
Setup Home B
\ ~ Ao W)/
Service Setup Assistant | |
Permission Set
Multi-Factor Authentication Assistant Vonage Connector User
Hyperforce Assistant [ @ Find Settings.. % | | [Clone | Manage Assignments
Release Updates
P Permission Set Overview
Lightning Experience Transition Description  Necessary objects field and APEX class permissions for using the Vonage APIName  VonageConnectorUser
Assistant Connector
License Salesforce Namespace Prefix ~ VC
Salesforce Mobile App Session Activation Required Created By - e 23/08/2023, 16:28

. R Last Modified By - 23/08/2023, 16:28
Lightning Usaqe

Assign the permission set to the agents you want to use the Vonage package to complete

deployment.

The next section will explain how to add the Ul widget to a record page.

Upgrade from any version pre-v1.0 (GA)

Upgrade from 0.7.0

Version 0.7.0 can be upgraded only to version 0.8.0. An attempt to upgrade from 0.7.0 to any
other version will fail, and the package will not be upgraded.

In order to upgrade to 0.8.0, please follow the steps as described here:

e While upgrading from 0.7.0 the admin should follow the exact same steps as described on
the "Deployment on an empty ORG" section.

e While choosing api-key and LVN, the customer can use the same api-key and LVN they
used during the 0.7.0 deployment.

e Should they choose another api-key and/or other LVN, the previously configured LVN will
not be connected to the org any longer.

e This limitation and process is specific to the upgrade from 0.7.0 to 0.8.0 and will be
different for future upgrades from 0.8.0.
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Upgrade from 0.8.0 and any other pre-GA version

Version 0.8.0 and any later pre-GA can be upgraded only to version 1.0.0 (GA). An attempt to
upgrade from pre-GA to any other version will fail, and the results will be unpredictable.

While upgrading from 0.8.0 or any later version, the "Bell Notification" will indicate a new message:

‘@220 @@

Please select the link in the message:

Motifications Mark all asread X
I
Vonage Package upgraded - click to complete setup

Click here to finalise setup of the package you have just
upgraded

rs

| a few seconds ago =

Start the upgrade process:

V/ VONAGE

Step10of3| Next

Let's get started with the package upgrade.

While on Step 2 - make sure to be logged-off from any other Salesforce ORG
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V/ VONAGE

| Back Step20f3| Next

¥ Authenticate with Vonage

Please authenticate using:

Vonage Authenticator <

Failure to complete the successful authentication will cause errors on later stages of the
wizard.

After the authentication completion select "Finish" to complete the upgrade

V/ VONAGE o

| Back | Step 3 of 3| Finish |

w Upgrade

Please complete the upgrade by selecting the Finish button

The upgrade was completed successfully:

V/ VONAGE

¥ Post Setup

The upgrade is done!

Upgrade from 1.0.0 (GA) or later

While upgrading from 0.8.0 or any later version, the "Bell Notification" will indicate a new message:
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B EEEE )

Please select the link in the message:

Motifications Mark allasread 3

Vonage Package upgraded - click to complete setup
Click here to finalise setup of the package you hawve just
upgraded

| a few seconds ago =

Start the upgrade process:

V/ VONAGE

Step10f3| Next |

Let's get started with the package upgrade.

While on Step 2 - make sure to be logged-off from any other Salesforce ORG

V/ VONAGE

| Back Step20f3| Next

w Authenticate with Vonage

Please authenticate using:

Vonage Authenticator <

Failure to complete the successful authentication will cause errors on later stages of the
wizard.
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After the authentication completion select "Finish" to complete the upgrade

V/ VONAGE V

Back |Step 3 of 3| Finish

¥ Upgrade

Please complete the upgrade by selecting the Finish button

The upgrade was completed successfully:

V/ VONAGE

¥ Post Setup

The upgrade is done!

Ul Setup

The Ul Widget can be added to the record page of any standard SObject or custom SObject.

Add the widget to a standard sObject

To add the widget to a standard sObject, go to the record page and select "edit page™
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Force.com Home  *Bertha Boxer|lead ~ X

Q search

@22 a@®
$ Setup

Setup for current app
Lead
Ms. Bertha Boxer

[ 55

X service Setup
Company

Title

Phone (2) v Email
Director of Vendor Relations

Developer Console
Farmers Coop. of Florida

\ st
Converted Edit Object m

Related

Closed - Not Converted

Activity Details

B -

We found no potential duplicates of this Lead.

Filters: All time « Al activities « All types

No duplicate rules are activated. Activate duplicate rules to identify

Refresh + Expand Al - View All potential duplicate records
~ Upcoming & Overdue
No activities to show. . .
©)l Campaign History (0 ©
Get started by sending an email, scheduling a task, and more. paig v ©

No past activity. Past meetings and tasks marked as done show up here.

Drag the widget to the suitable place on the page using the components menu on the left. For
example, editing the page for a lead would take you to this screen:

[ﬁ lx a Q Daop v | swnkToview v [e}

Componenss  Fielcs

3 5 e e

> Standard (44)

Title Company Phons (2] w

Farmers Coop. of Florida 44741111111

Email
Director of Vendor Relations bertha@feof.net
v Custom (0)

Converted ' Mark Status as Complete

A/ vonace

A/ vonsce

Activity Details

~ Upcoming & Overdue

No act

5 10 show
et starizd by sending 2n smal scheculing 2 2k, and mare

No past activity. Past mestings and tasks marked as done Show up here

Powered by: ¥/ voNaGe
Get more on the AppExchange

The widget will automatically identify all the populated "Phone" type fields in the record and will

add them to the drop down to allow the agent to select which number to send messages to:
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[ e w0

\ 4
[ & Templatz ” i Clear ]

Note that the drop down uses the field label and not the phone number itself in order to allow the

admin to hide the original phone numbers if they wish to do so.

When adding the widget, there are some optional customization options:
] P &l page:= Vonage Conversation

~ Set Component Visibility

Filters

+ Add Filter

Powered by: ¥/ vonace

1. Allow the Agent to select the "From" phone number. The default is "Always".

2. Set a customized title to the Ul widget. The default is "Vonage Conversation".

Finally, save to activate the widget on the record page. The agents with the Vonage permissions

set assigned will be able to see the widget and start sending messages:
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Vonage Communication Platform Vonage Communication Platform Vonage Communication Platform
Y David Monaco M © B3 Marc smith M O [ Bertha Boxer M o
7-0ct- 2024 0ct2
07-0ct202 S 07-0c-202¢
Omidonca
Hello, | would fike to book a car service. Reg: i Hello, | would ke to set an appointment
A0z i More @ o =op
0 Vour order 1954424 hs been succ sty elvered
(=]
-
Any questions, we are here to help! Py
.- W g Sure - how about 12 June Jpm?
Thank you, wil 21t Jly Bsm be sitsble for you? w00 |\
a7 b
- Marc Smith
Thank you !
o =*

e B T PE— e O Py—
e [ -] e (] m °

poveradi Y vose (Lo tvacn J[Ce Tempie (& cer ] poverdi V/ vonice

Powered by: V/f VoNaGe

Add the widget to a custom sObject

In this example, we'll add the Ul to a custom sObject named Car__c. The sObject must include at

least one field of type "Phone", such as ‘Driver Mobile” here:

SETUP > OBJECT MANAGER
Car

"

=

Details Fields & Relationships
9 Items, Sorted by Field Label

| Fields & Relationships

FIELD LABEL *  FIELD NAME DATA TYPE
Fage Layouts

Car Name Name Auto Number
Lightning Record Pages

Created By CreatedByld Lookup(User}
Buttons, Links, and Actions

Driver Mabile Driver_Mobile_c Phone
Compact Layouts
Field Sets Driver Mame Driver_Name__c Text({50)
Object Limits Last Modified By LastModifiedByld Lookup{User}
Record Types Manufacture Manufacture_c Text{20)
Related Lookup Filters

Model Model_c Text(20])
Restriction Rules

owner Ownerid Lookup(User,Group)
Triggers

Plate Mumber Plate_Number_c Text{11}

Flow Triggers

Validation Rules

The VC_Interaction__c sObject should also contain a field that has a lookup relationship with

the Car__c sObject:
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- SETUP » OBJECT MANAGER
By Interaction

Details

I Fields & Relationships
Page Layouts

Lightning Record Pages
Buttons, Links, and Actions
Compact Layouts

Field Sets

Object Limits

Fields & Relationships
36 items, Sorted by Field Label

FIELD LABEL

Account

Brand Endpoint

Case

FIELD NAME

VE_Account_c

VC_Brand_Endpoint_c

Car_c

VC_Case_tc

DATA TYPE

Lookup{Account)

Text(255)

Lookup{Car}

Lookup{Case)

Once that's in place, it is possible to add the widget to the Car __c record page:

B Groon

NewCortact | Eat | NewOpportunty | ¥

Related Details

© @ sensSerif - T~ B I U A~ =~z = & =

B car0001

Vonage Communication Platform

Trs is e begining of yourinteractions...

e

Working with Templates in the Ul Widget

From CSF v1.6 onwards, a ‘Template’” button has been added to the Agent's Ul Widget:
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e E —

\ /5
[ & Attach H & Template H m Clear

When clicked, the Agent is presented with a list of available SMS templates:

SMS Templates Selector

Name ~  Description w  Message v

~ _ My Video mp4 for tests
() boa_sms_bt j SDsssSD i -
v Just text with video
e

Just text with image

() boa_sms_bt sdsDS

() boa_sms_bt CEVY Have a nice day, no params in this msg

Only active templates are available. For each specific record page, the list of available templates
will include only the templates that are configured with elements from the context record.

For example:
e Assuming there are two active templates, hello-new-lead and Status-update
configured like this:
o Template hello-new-1lead includes mapping tothe Lead.FirstName and
Lead.LastName fields.
o Template Status-update includes mapping to the Case.Number field.
e Then:
o While working with the Leads record pages, the Ul will present only the
hello-new-lead template.
o While working with the Cases record pages, the Ul will present only the
Status-update template.

The selected template will be presented to the Agent:

SMS Template
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& Attach H ® Template H @ Clear ]

. Please find attached the instructions video
MP4

.

Phone v | |44?4 V‘o -_J Q

WhatsApp Template

[ ® Template H @ Clear ]

Please find attached our utility guide
Kind regards - BOA team /

Phone v ‘ ‘44?9 v‘o -_‘] f@}
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Admin Configuration Page

The Admin Configuration Page allows the ORG Admin to perform a number of configuration and
monitoring actions. To access the page, search Vonage to find the ‘Vonage Conversation Admin

Settings”

*ss  Force.com Home

77T N AN TN S
| Vanagd X

Apps
Mo results

Items

Vonage Conversation Admin Settings

Vonage Conversation Install Wizard
Vonage Conversation Upgrade Wizard

View All
wdd

The page includes 7 tabs:

1. Troubleshooting and Support - Check the backend connectivity status, fetch logs, and see
shortcuts to the Vonage documentation, status page and customer dashboard.

2. Brand Endpoints - Manage numbers, external accounts, and brand names.
Import WhatsApp Templates - Import approved WhatsApp templates from Facebook.

4. SMS/MMS Templates Composer - Create and configure SMS templates, including
dynamic parameter values fetched from Salesforce data.

5. Configure Templates - Configure the WhatsApp Templates so the dynamic parameters'

values are fetched from Salesforce data.
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6. Setup and Configuration - Configure incoming file names, enable/disable the sending of
incoming files in outgoing messages in other interactions, and configure mobile and
system notifications.

7. Factory Reset - Reset all configurations to initial state.

Troubleshooting and Support

V/ Vonage Communication Platform Admin Area

Troubleshooting and Support  Select Numbers  Configure Numbers  Import WhatsApp Templates  Configure Templates  Factory Reset

Vonage useful links:

1 Getting Started Admin and Developer Guide Agent Guide Vonage customer dashbeard Vonage Status

Analysis Report: Date: Wed, Oct 11 2023 10:00:09
Salesforce to backend connection status:
2 Backend Product:
Backend Version:
Backend Name:
Backend Status: OK

In order to open a Vonage Support ticket, please generate the 'Support Information' report and upload it to: Support

M Support Information

3 Suport details report: Wed, Oct 112023 10:00:10
ORG Id; 0rg00D8d00000AUNNFEAT

Configured endpoints:
APIKey:
Active Endpoints;
a7 < Countrv GB Added by dded Date: 2023-10-11 09:

Vonage Useful links

Links to the Vonage documentation, status page and customer dashboard.

Analyze

Clicking the ‘Analyze’ button will fetch the latest status of the connection between the ORG and
the Vonage backend connector. You will see the name of the backend connector instance, along
with the backend status. This information can be used for further communications with Vonage
support in case of connectivity issues - any tickets raised should be under the category ‘Using

Conversations for Salesforce'.

Support Information

Clicking the ‘Support Information’ button will fetch the latest connection status, current

configuration details and logs in one report. This information can be used for troubleshooting and


https://api.support.vonage.com/hc/en-us/requests/new
https://api.support.vonage.com/hc/en-us/requests/new
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further communications with the Vonage support team - any tickets raised should be under the

category ‘Using Conversations for Salesforce’.

Brand Endpoints

This section requires additional authentication at the Vonage Customer Dashboard:

\I Venage Communication Platform Admin Area

Troubleshooting and Support Brand Endpoints  Import WhatsApp Templates  SMS/MMS Templates Composer  Configure Templates  Setup and Configuration  Factory Reset

In order to view and select your Vonage account configured numbers you are kindly requested to authenticate.
Please use the account owner of Vonage api-key

You will be able to handle the numbers which are managed by your Vonage account or add additional Brand Names.

v Vonage authenticator for I

Once authenticated, you can manage your organization’s numbers, external accounts, and brand

names:

V/ Vena

Troubleshoot

gand Support  Brand Endpoints  Import Whatsipp Templates  SMS/MMS Templates Composer  Configure Templates  Setup and Configuration  Factory Reset

[E) sMs/MMs Brand Endpoints
Channel  Name Tooltip v MNickname v Default
. My Brand My Brand B]
L B4 w =

[E) External Account Endpoints

Channel  Name Tooltip v Nickname v Accountld Account Name Default
T @ Engineering Engineering Engineering Vonsge RCS Demo ME]
° 4 pr [}

The default Brand Endpoint

There can only be one default number at a time. The first Brand Endpoint to be added to the org is
set as the default, however any Brand Endpoint can be nominated as the "Default" using the
action button on the right of the table. The default endpoint will be the first shown on the Agent's

Ul "From" list when there are no previous interactions.

Please refer to the Agent Number Allocation section in Setup and Configuration for further details

regarding the allocation of specific endpoints per agent.


https://api.support.vonage.com/hc/en-us/requests/new

V/ vonace

Brand Endpoint nickname and tooltip

The admin can assign a nickname and/or tooltip to each Brand Endpoint, using in-line edit of the
above table.
e Nickname: This determines the company's Brand Endpoint name as it is presented on the
agent's Ul. The default nickname is identical to the Brand Endpoint name.
e Tooltip: The Tooltip presented on the Ul while selecting a specific Brand Endpoint. It is
recommended to set the tooltip with some description of the specific endpoint usage. The

default tooltip is empty.

For example, this nickname and tooltip:

El External Account Endpoints

Channel Name Tooltip ~  Nickname

1 @ 44 Intemnational customers, using WhatsApp. International

Will show on the Agent’s Ul like this:

International customers, using WhatsApp.

o Phone From: | - | @ |Internationa @

[ & Attach ” # Template H i Clear ]

Powered by: V/ VONAGE

Import numbers / Import external accounts

Use the "Import" buttons to configure additional Brand Endpoints:
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Import Numbers from Vonage

Available numbers: Impert numbers:

(Us) 12 - MMS

(GE) 44 - SMS

Cancel

Configure Brand Names

The Brand name is only used when sending SMS messages. Select the "Add Brand Name" button,

fill-in the details and select "Save":

Create Brand Name

Brand name can be used only for sending out SMS notifications.
The receiver of the SMS will not be able to answer back.

*Brand Mame: The alphanumeric sender indentification.
Mickname: The Brand Mame as will be presented to the agent. By default it is identical to the Brand Name,

| |

Tooltip: Longer Brand Mame description, presented to the Agent.

Clear Cancel

Removing a Brand Endpoint
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Any Brand Endpoint, that is not the default endpoint, can be removed using the Actions on the

table's right most column.

Import WhatsApp Templates

In order to use WhatsApp templates, your Vonage account and LVN must be configured for

WhatsApp through the Vonage customer dashboard.

WhatsApp templates are required to start a business-initiated conversation, for example shipping

updates, appointment reminders, alerts, and more. Message templates are the only type of

message that can be sent to customers who have not initiated a conversation with you, or have

not sent a message in an existing conversation within the last 24 hours.

Templates are created through the Facebook Business Manager and must be approved by

Facebook before use. Take a look at Facebook's documentation for more information.

The process of configuring and using WhatsApp Templates in Salesforce is as follows:

Create
WhatsApp
Template on
Facebook

Tamplate to
be approved
by Facebook

Upload to the
Salesforce ORG
using the
Vonage package

Template
uploaded

Template
contains
unsupported
elements

Template

marked &5

and cannol
be usad

unELpportsd

Templata ig
ot
configured &
ig indclive

Configure
templata
parameters
using the
Vonage package

Tamplate =
canligured
bt inactive

Activate
template

Ternplate is
raady 1o be
usad

WhatsApp Template usage is also supported for Flow and APEX. Please refer to WhatsApp

Templates Usage section for further details and examples regarding the templates usage, once

they are imported, configured and activated.


https://www.facebook.com/business/help/2055875911147364?id=2129163877102343
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Once the WhatsApp Templates have been created and approved by Facebook, go to the ‘Import

WhatsApp Templates’ tab and authenticate with Vonage:

\/ Vonage Communication Platform Admin Area

Troubleshooting and Support Select Numbers Configure Numbers Import WhatsApp Templates Configure Templates Factory Reset

In order to view and update the available WhatsApp templates you are kindly requested to authenticate.

Please use the account owner of Vonage api-key

You will be able to handle only the templates which are linked to WhatsApp enabled numbers at your Vonage account.

v Vonage authenticator for smssms

Once authenticated, select the relevant WABA (WhatsApp Business Account) and click ‘Fetch

Templates”:

‘I Vonage Communication Platform Admin Area

Troubleshooting and Support Select Numbers Configure Numbers Import WhatsApp Templates Configure Templates Factory Reset

Select WABA... v

The screen will now populate with the available templates:

Reset 4

Available templates 1 Imported Templates 2 Imported but out of sync 3

vonage_verify_2fa hi 4 verify it @

verify_2fa it
vonage_verify_2fa en_GB verify en @

L L
vonage_verify_2fa id

vonage_verify_2fa en_US

vonage verify_2fa es

The templates are shown in 3 different sections according to their category: Authentication,

Marketing, or Utility. In this example, there are only Authentication templates.
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1. Available templates - a list of WhatsApp approved templates for that category which are

not available in the ORG.

2. Imported templates - a list of templates which are already available to the ORG. To
remove already imported templates, please refer to Configure Templates.

3. Imported but out of sync - a list of templates which were already imported into the ORG,
but were later changed on Facebook, and therefore need to be reset to reflect the latest
changes.

4. Reset - a list of templates that are selected for reset.

Import selected templates
Use the arrows to add/remove templates from "Available Templates" (1) to "Imported Templates"
(2). Select the "Import" button (5) to complete the process. The imported templates will then be

marked with the lock sign.

Reset out of sync templates

Use the arrows to add/remove templates from "Imported but out of sync" (3) to "Reset" (4) and
select the "Reset" (6) button to import the template again. All of the template’s current
configuration will be deleted.

The template will then be shown in the "Imported Templates" (2) section.

SMS / MMS Templates Composer

SMS/MMS templates are composed of a body, one optional attachment, and a language, group
and category.

Once a template is created, it can be configured, updated or deleted using the Configure
Templates tab.
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\j Vonage Communication Platform Admin Area

Troubleshooting and Support  Select Numbers  Configure Numbers mport WhatsApp Templates ~ SM5/MMS Templates Composer ~ Configure Templates  Setup and Configuration  Factory Reset

SMS/MMS Template:

The template syntax is composed of a text message and embededd paramaters.

The parameters should be endlosed in double curly braces and numbered accordingly.
Hello {13}, Your appointment will take place on the {{2)}. Kind regards {{3}}.

The template might include one attachment. The attachment content is set as part of the template configuration.
The template must belong to either existing ar new group. The group will be used later for filtering suitable templates,
The template must be categorized. The category will be used later for filtering suitable templates within the group.

In order to update, delete or configure a template please refer to the Configure Templates tab.

*Template

*Mame

l l

*Language

Select templates' language.. L4 l

Attachment type

= 7]
*Group

Select templates’ group... - ]
* Category

Select templates’ category.. - ]

Name, group and category
The template name, group and category are mandatory. The group and category fields are used
to help organize the templates by subjects and topics as required by your organization.

It is possible to create a new group by selecting the "Create New Group" at the dropdown, or add
the template to an already existing group.

Template unique identifier

A template’s unique identifier is the concatenation of the template name, language and group, for
example myTemplateName_en_myGroup.

Template body and attachment

The template syntax is composed of a text message and optional embedded parameters. The
parameters should be enclosed in double curly braces and numbered accordingly; parameter
configuration is done on the Configure Templates tab. For example:

Hello {{1}}, Your appointment will take place on the {{2}}. Kind
regards {{3}}.

The template's attachment type is optional, and the supported attachment types are Image or
Video. If used, the attachment value configuration is done on the Configure Templates tab.

Language
The template language parameter is mandatory.
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Please notice that the language is not enforced by the package but used as part of the unique
identifier of the template, providing a convenient naming mechanism for the same message in
several languages. It is the user's responsibility to select the suitable template.

Configure Templates
This tab is used to manage all created or imported templates for both SMS/MMS and WhatsApp..

V/ Vonage Communication Platform Admin Area

Troubleshooting and Support  Select Numbers ~ Configure Numbers  Import WhatsApp Templates  Configure Templates  Factory Reset

‘ for: 447

[ AUTHENTICATION Imported templates:

Name v language v Supported Template Configured Active

verify it v v (
verify en v v v (

The drop down menu on the right side of each line will present the suitable actions based on the

current template status. The available actions are:

Preview View the original template definition as it was imported from
Facebook or created in the SMS/MMS Composer.

Delete Remove the template and its configuration from the ORG.

Configure Configure the template and map its parameters to Salesforce

data. The template can only be configured if it is supported.

Activate/Deactivate Activate/deactivate the template for use. A template can only be

set to active if it has been configured.

Edit SMS/MMS templates can be edited here. WhatsApp templates

can only be updated via the Facebook interface.

View unsupported reasons | Shows the sections in the template that are unsupported. This

action is only available when the template is not marked as

supported. The elements that are not currently supported are:
e Headers of type Document or Video

e Dynamic Buttons
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Configure the Template Parameters

Choosing ‘Configure’ from the list of actions will show the following screen:

Name: boa_hip_btp_f

ﬂ Header

The header requires an image.

ﬂ Body

order! {{3}}

ﬂ Footer

Enjoy your day

B8 Additional details

Thanks for your order! Use code {{1}} for {{2}} off your n;

WhatsApp Template: boa_hip_btp_f

Token
image

ext Token
o

H2n

{31

Language: it

Mapping
image

Mapping
i

H2n

3n

Unique Identifier:

Mapping Type

Mapping Type

boa_hip_btp_f it

Configure

Mapping type v
Configure
| Mapping type v |
| Mapping type v |
| Mapping type v |

‘ | Cancel |

A template can contain a Header, Body, and Footer - all of the template's available parts will be

shown here.

The "Configure" drop down will present the list of potential mappings depending on the section

type and format:

Header

Currently, the supported Header parameter types are text, image, video, and document.

e Text parameters are shown in the message as "{{x}}", and can be mapped in the same way

as the Body Parameters.

e Image parameters can be mapped in two ways:

o Record field - Select an SObject and one of its fields. The content of the field
should be a ContentDocumentld (For example: 8698d00006CDUQUAAT ) which

relates to an image that is managed through "Files".

o Constant image - Select an image via the pop-up to attach to the message header.
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e Video and Document parameters can be mapped in the same way as images; for Videos,

you would use ‘Constant Video, whereas for Documents you would use ‘Constant
Document’.
Body
Currently, only text parameters are supported in the Body. They are shown in the message "{{x}}"
and can be mapped to any of the following:

e Record field - Select an sObject and one of its fields. The String representation of the
value will be used. In order to use an sObject it must be linked in a lookup relationship with
the VC__Interaction__c sObject.

e Environment variable - Can be one of: Current date, Current Time, Current date and time,
Agent name.

e Constant value - Any constant string.

e Custom - The content of the VC__Template_Custom_Field__c of the relevant
VC__Interaction__c record. Only one custom field is supported per interaction and
template.

o Mapping to a custom field is only suitable for templates which are used from a
Flow or Apex code. If an agent attempts to use a such a template from the Ul

widget, the mapping result will be '[J'.

Footer

Can only contain text.

Additional Details

Each template configuration must include a template description.

The template configuration is also automatically populated with tags such as
"Category=XXX;Language=YYY". Additional tags can be added to the list in the format “XXX=YYY*,

all separated by a semi-colon, and are used to filter on templates later on.
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Configured Template Example

WhatsApp Template: boa_hip_btp fit

Header
The header requires an image. Token Mapping Mapping Type
image " Constant image
Body
Thanks for your order! Use code {1} for {{2}} off your next Token Mapping Mapping Type
order! {{3}} oy Case.CaseNumber Record's field
20 35% Constant value
{3n AGENT_NAME Environment Variable
Footer
Enjoy your day

Additional details

*Template's description

Casediscountsmessage

Templatestag @
Category=MARKETING;Language=it

Configure

Mapping type v

Configure
Mapping type v
Mapping type v
Mapping type v
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Setup and Configuration

This section has three tabs:
¢ Incoming Resources Management: Configure the names of incoming files and images
when they are stored in the Salesforce Files system, and enable/disable if an agent can
use a file that came from an incoming message for new outgoing messages in other
interactions.
Notifications Management: Manage both system and mobile notifications.
Numbers Allocation: Allocate specific numbers to agents.

\I Vonage Communication Platform Admin Area

Troubleshooting and Support  Select Numbers  Configure Numbers  Import WhatsApp Templates  SMS/MMS Templates Composer  Configure Templates  Setup and Configuration  Factory Reset

Incoming resources

management Conversations for Salesforce package generate several kinds of natifications and wamings. The notifications and wamings are configurable.
Notifications Moblie Notifications:
a management On arrival of new incoming message, 3 system notification is sent o the Salesforce Mobile Application. The notification is sent to the owner of the related recard

Enable mobile notifications

In case the mobile application user opens a record which is not owned by them, a waming is presented.

Enable ownership warning

Missing phone number warning:

In case the record page includes the Conversations For Salesforce Ul, and the specific record Phone fields are empty, a waming is presented to the agent

Use the below settings to enable or disable this warning.
Enable missing phane number warning

Agent Number Allocation

This section allows you to allocate specific numbers for specific agents. This is an optional
feature.

i V/ Vonage Communication Platform Admin Area

Troubleshooting and Support  Select Numbers  Configure Numbers Import WhatsApp Templates ~ SMS/MMS Templates Composer ~ Configure Templates ~ Setup and Configuration  Factory Reset

Incoming resources By default, all the configured numbers are avaiable for usage by all the users whom are assigned with the Vonage Connector User permissions set
management In order to assign a designated user per number the Numbars Allocation feature should be enabled:

Notifications [] Enable the Numbers Allocation feature.
management

Save

Numbers allcation

By default, all the numbers are available to all the agents which were assigned with the "Vonage

Connector User" permissions set. For more information on this feature please refer to Configuring
Number Allocation.
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Factory Reset

Factory Reset provides the option to reset the package configuration to its initial state, or if there

is a need to replace the originally selected account.

The reset process deletes the previously configured api-key and LVNSs, including their nicknames,

tooltips and brand name. The already existing messages and images are not deleted.

During this process the package will be inactive - incoming messages won't be accepted, and

outbound messages will not be sent.
The reset is irreversible.
The reset process consists of 3 steps:

1. Initiate

‘/ Vonage Communication Platform Admin Area

Troubleshooting and Support Select Numbers Configure Numbers Import WhatsApp Templates Configure Templates Factory Reset

| The Factory Reset initiates a reset process that allow you to reconfigure the Vonage api-key and the number.
Once selected, the reset process will begin. During this time, the software will not be able to accept incoming messages.
As part of the process a wizard will be opened in a new window to guide you through the initial setup of the pacakge.
It is important to complete this wizard successfully to allow the software to accept new incoming messages.

A\ Factory Reset

2. Confirm

Factory Reset Approval

A

This operation will reset the Vonage Conversation Configuration.

The process will take several minutes.

Please do not refresh the page or close the browser while the operation is on-going.
Once the reset will be completed, you will be redirected to a setup wizard.

It is essential to complete the wizard in order to activate the package again.

Please confirm to proceed or cancel.

Confirm

Cance

3. Reconfigure

It is important to complete the reconfiguration wizard. The package will be inactive until the

wizard is completed successfully.
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‘/ Vonage Communication Platform Admin Area

Troubleshooting and Support Select Numbers Configure Numbers Impert WhatsApp Templates Configure Templates Factory Reset

The Vonage Conversation Configuration was reset successfully,
In order to reactivate the package, please complete the setup wizarddSetup Wizard
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Mobile Configuration

Verify the Salesforce Mobile Package is installed in your

ORG

From Seup, find "Installed Packages'and check if the ‘Salesforce Mobile Apps’ package is installed

for your organization:

Setup Home  Object Manager v/

Q_ Installed SETUP
Installed Packages
v Apps
+ Packaging .
Installed Packages Hep forthis Page @
Installed Packages
On AppExchange you can browse, test drive, download, and install pre-built apps and components right into your salesforce.com environment. Leam More about Installing
v Feature Settings Packages.
appexchange
v Analytics 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 customize before deploying. You can deploy the components individually using the other features in setup or as a group by clicking Deploy.
v Apps Depending on the links next to an installed package, you can take different actions from this page. AppExchange »

Auto-Installed Apps To remove a package, click Uninstall. To manage your package licenses, click Manage Licenses

Installed Packages

Didn't find what you're looking for? N
Version Number Namespace Prefix Status Allowed Licenses Used Licenses Enabled for Platform Integrations Expiration Date Install Date L

Action Package Name Publisher
Try using Global Search. Salest o . 100022023
alesforce 0es nof ,
Uninstall | Manage Licenses ¥ Mobile Apps Salesforce.com 1.20 sf_chtir_apps Active Unlimited 0 Expire 09:30
Description

This package contains connected applications for the officially supported Salesforce Mobile Apps

If it is not installed, work through the Salesforce documentation.

Activate the Ul for Mobile

Verify that the Ul component is activated for Mobile:


https://help.salesforce.com/s/articleView?id=sf.salesforce_app_set_up.htm&type=5
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Activation: Lead Record Page

Custom record pages can be assigned at different levels:

The org default record page displays for an object unless more specific assignments are made.
App default page assignment, if specified, overrides the org default.
App, record type, profile assignments override org and app defaults.
Learn more about Lightning page assignment.
ORG DEFAULT APP DEFAULT APP, RECORD TYPE, AND PROFILE

Set this page as the org default to display it for all Lead records, except when app default or app, record type, or profile-specific assignments are defined.

© In standard Salesforce console apps, some objects have a system app default record page. For those objects, if you assign a custom org default
page, it doesn't display to users. To enable a custom org default page to show up in the console for those objects, assign a custom page as the
app default. Check your assignments.

Assign as Org Default k
|

Assign form factor

Select the form factors that you want your org default page to be available for.

Desktop
Phone

® Desktop and phone (

Cancel Back Next

Verify the the ORG Mobile App notifications setup

From Setup, look for "Mobile Apps', then ensure both in-app and push notifications are set:
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. Q. Search Setup

LRl
2o Setup Home  Object Manager w

SETUP
Salesforce Notifications

Notifications Settings

Q, Mobile App

Salesforce Mobile App
v Apps
v Mobile Apps

Enable notifications in Lightning Experience and Salesforce mobile app
v Salesforce

Salesforce Branding Notifications Save

Salesforce Navigation
Enable in-app notifications |

Salesforce Notifications o
Enable push notifications | i

Salesforce Offline

Salesforce Settings

Didn't find what you're looking for?
Try using Global Search.

Verify the the ORG Notifications Delivery Settings

From Setup, find "Notification Delivery Settings" and scroll down to "Custom Notification Types":

$51 Setup  Home  Object Manager v/
o X > m Analytics
Q_ Notification Delivery Settings
~ Notification Builder > e Approvals

Notification Delivery Settings
> Bl chatter

Didn't find what you're looking for?

Try using Global Search o
> g Einstein
> Sales

> Security

> B Other

R

Custom Notification Types

Create custom notification types in Custom Notifications

Notification Type v

Desktop ‘ Mobile

Vonage Setup Steps v v

Mobile Apps v ‘
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Select the "Edit" option, and check both "Salesforce for Android" and "Salesforce for i0OS":

Edit Delivery Settings

MNotification Type

Wonange Communicaticn mobile incoming message

Supported Channels
+| Mobile
Mobile Apps

+ | Salesforce for Android
Salesforce for i05

After "Save" the Custom Notification Types" are set:

Custom Notification Types
Create custom notification types in Custom Notifications
Notification Type ~ | Desktop | Mobile | Mobile Apps

Vonage Setup Steps v

Vonange Communication mobile incoming message (v I Salesforce for Android. Salesforce for iOS
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Resources Management

As of version 1.1, Vonage Conversations for Salesforce supports the sending and receiving of
Resources, including:
e Images
o For MMS: Images are supported only for USA or Canada numbers. The used LVNs
must be 10DLC compliant.

o For WhatsApp: Images are supported for all inbound and outbound messages.
e Video files
e Audio files

e Documents of type: .pdf, .doc, .docx, .ppt, .pptx, .txt

Incoming messages with a resource

An incoming message from a customer might include a resource. In this case, the resource is
automatically uploaded to the "Files" with the following name pattern:

incoming-[file-type] [file-name-if-applicable] [date]-[time]

Resource Versioning

Any resource in the "Files" section can be updated and could include several versions. When
looking at a specific resource’s details, you can see the latest version, and the list of older versions

at the File's Details:

=]

o

When sending out a new message, it will always use the latest version of the requested resource.

It is impossible to send older versions.


https://developer.vonage.com/en/10-dlc/overview
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Monitoring Resource Usage

When looking at the conversation history, each message will include the specific version of the
resource as it was used at the time of creating the message. In addition to this, you may need to
search conversations for a specific version of a resource; for example, if the resource includes
some Terms & Conditions, you may want to identify all of the conversations and messages that

included a reference to that version.

The “Vonage Files Usage” Ul component supports this monitoring. It can be added to the File

details page by using the "Edit Page" button and dragging the widget to a suitable place on the
page:

Views Downloads

Shared with (1) > Description

Versions (3+)

18/04/2023, 08:44
Dog pic

new pic

The added Ul component shows each version of the resource, along with a list of all the
conversations that used each version of that resource. By clicking the ‘Preview’ button on the right

you can view that version to see what it looked like:
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Q Search

Force.com  Home Interactions ~  Examples v  Transactions v  Brand Endpoints ~  *dogsmall v X

h File
dog-small
Size File Extension Owner
178 png
|
File Engagement @

Preview Details

File usage by Vonage messages

D Version 6 - Latest
Direction v | Date ~ | Originator Type ~ | Originator

Qutbound 2023-05-11T07:52:01Z Agent

B Version 5

Direction v | Date ~ | Originator Type ~ | Originator
Outbound 2023-05-11T07:49:347 Agent
Outbound 2023-05-11T07:48:56Z Agent
Outbound 2023-05-11T07:37:30Z Agent

Version 5

| References

Search

v | References

Search

Search

Search

Views

16

[Z] Shared with (1)

E Owner

g Versions (3+)

Version 6
| 11/05/2023, 08:50
new dog
Version 5
| 18/04/2023, 09:44
new Dog pic

Selecting the "Search" button will present the list of messages that contain that version of the

resource, and will provide a link to the specific conversation:
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Message References

T ~ | Name
Case 00001024
Contact

Lead
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Handling Customer's Phone Numbers

When adding the Ul widget to a record page, the widget will search for all the available phone
numbers in the record.

In case there are no available phone numbers the following message will be presented:

There are several potential reasons for this situation:

1. All the phone numbers of the specific record instance are not populated. In order to
mitigate this situation either populate one of them or choose another record instance of
this record type that includes a phone number.

2. The record does not include any field of type Phone. In order to mitigate this situation add
a custom field of type Phone to the sObject.

3. The User does not have permissions to view any of the phone numbers of this record. In

order to mitigate this situation, grant the user the permission to access the Phone fields.

It is not mandatory to add the Phone field to the record layout; in that case, the Phone number is
not exposed but still can be used by the widget. While presented in the widget, the number is
hidden and the drop down includes only its label; the widget includes the Lead's phone on the

drop-down, but the Phone itself is not presented as part of the Lead details:
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The Phone definitions on the Lead sObject are:

—

| | Details

SETUP = OBJECT MANAGER

Lead

Fields & Relationships

Page Layouts

Lightning Record Pages

Buttons, Links, and Actions

Compact Layouts

Field Sets

Object Limits

Record Types

Related Lookup Filters

Search Layouts

List View Button Layout

Scoping Rules

Triggers

Flewws Trinnars

Field Accessibility

Lead

This page allows you to view Lead field accessibility for a particular field.

Field accessibility for Field: [Phone

¥)

Click on a cell in the fable below to change the field's accessibility.

Profiles

Analytics Cloud Integration User
Analytics Cloud Security User
Contract Manager

Custom: Marketing Profile
Custom: Sales Profile

Custom: Support Profile
External Apps Plus Login User
External Appz Plus User

Gold Partner User

Marketing User

Minimum Access - Salesforce
Partner Community Login User
Partner Community User
Partner User

Read Only

Salesforce APl Only System Integrations
Service Cloud

Silver Partner User

Solution Manager

Standard User

System Administrator

Profiles

Field Access
Hidden
Hidden
Hidden
Editable
Editable
Editable
Hidden
Hidden
Hidden
Hidden
Hidden
Hidden
Hidden
Hidden
Hidden
Hidden
Hidden
Hidden
Hidden
Hidden
Hidden

Field Access
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. Search Setup em: EEED) [

"5 Setup Home  Object Manager

- SETUP
B Object Manager

RAecess Settings for Lead Fisld

Phone

The Phone field is currently Hidden for the System Administrator profile

Field-Level Security:

Profile Field Visible Read-Only
System Administrator Phone [m]

Page Layout:

®) 400 the Phone fiel to the Lead Layout page layout.
O Choose a different page layout for the System A

strator profil.

ngs for the Phone field on the Lead Layout page layout
n

Section Field Visible Read-Only Required

Lead Information v Phone (m] [m] (m]

Numbers Allocation

The correlation between agents and numbers is optional, and can be enabled/disabled from the
Vonage Admin Settings application.

While disabled, all agents can use all numbers. When enabled, it is possible to assign agents with
numbers, and recommended to designate an agent to each of the available numbers.

Definitions

Global Default Number
Global default number is configured at the "Configure Numbers" section. Usually it will be the
number that was used during the initial deployment of the package.

Allowed number
Each available number can be assigned for one or many agents to use. All the agent's allowed
numbers will be visible to them on the Ul widget:

‘ Mabile Phone v "44?. v |0 -_J ()

Brand Numbers

Powered by: ¥/ VONAG

Part of Ericss

Designated agent
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Each of the available numbers can be assigned to zero or one designated agents. The designated
agent will be the owner of newly created records for incoming messages from new customers.

For example, an inbound message is automatically connected to all the records that already
include the caller's phone number. In the case there is no such record, the inbound message is not
connected to any record/sObject.

To mitigate this, you can create a flow that generates a record including, case, opportunity, lead or
any other standard object or custom object. As the new record is created by a Flow, by default its
owner will be one of the system admins (depending on the specific org configuration).

Some organizations would like to set the owner of this newly created record to a specific person,
based on the dialed-in number, this is the designated agent.

Please refer to BOT Development : Automatic processing and answering for incoming messages,
where a Flow template for handling this use case is available.

Outbound messages from the Ul

The Ul includes a drop-down list of potential numbers to use as the "From" of the outbound
message. When the Number's Allocation feature is disabled, the list of numbers at the dropdown
list would be:

The last used number in the conversation.
The general default number as configured in the "Configure Numbers" section in the
Admin dashboard.

e Any other available numbers.

When the Numbers' Allocation feature is enabled, the list of numbers at the dropdown depends
on the conversation status:

e [f the conversation is ongoing, the agent would see:
o The last number that was used at the conversation, whether it is assigned to the
agent or not.
o The numbers which this agent is designated for.
o The other optional numbers which are available for the agent.

The global default number is not presented, unless it is specifically assigned to this agent. If this
agent is not assigned with any number, the list will include only the last number used at the
conversation.
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e |[fitis a new conversation, the agent would see:
o One of the numbers which this agent is designated for.
o Therest of the numbers which this agent is designated for.
o The other optional numbers which are available for the specific agent.

If any of the above lists include at least one number, the global default number is not presented,
unless it is specifically assigned to this agent. If the agent is not assigned to any number, the
drop-down list will include the global default number.

e If anew message is added to the conversation, directed to a brand endpoint which is not
on the agent list:

o The new Brand Endpoint will be added to the dropdown list of this user for this
session, i.e. It won't be added permanently to this agent assigned numbers.

Outbound messages from Flow/Apex

Sending an outbound message from a Flow or Apex code is done by creating an "Outbound
Interaction"’ record. The record should include some mandatory fields, including the Brand
Endpoint - this is the "From" number. The composer of the Flow/Apex code can use any of the
available numbers as suitable for the required channel.

Configuring Number Allocation

First, enable the feature in the ‘Setup and Configuration’ tab of the admin dashboard:

\/ Vonage Communication Platform Admin Area

Troubleshooting and Support  Select Numbers Cenfigure Numbers Import WhatsApp Templates SMS/MMS Templates Composer  Configure Templates  Setup and Configuration Factory Reset

Incoming resources By default, all the configured numbers are avaiable for usage by all the users whom are assigned with the Vonage Connector User permissions set

management In order to assign a designated user per number the Numbers Allocation feature should be enabled:

Notifications Enable the Numbers Allocation feature.

management .
9 Save Manage allocations

Numbers allocation

Then go to the ‘Manage Allocations’ application:
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Numbers Allocation Managment

The list of available numbers for an agent at the Ul widget depends on the agent's assignments and the conversation status:

The conversation is on going: New conversation:
® The last number that was used at the conversation, whether it is assigned to the ® One of the numbers which this agent is designated for.
agent or not. ® The rest of the numbers which this agent is designated for.
o The numbers which this agent is designated for. o The other optional numbers which are available for the specific agent.

® The other optional numbers which are available for the agent.

If any of the above lists include at least one number, the global default number is not

The global default number is not presented, unless it is specifically assigned to this agent. presented, unless it is specifically assigned to this agent.
If this agent is not assigned with any number, the list will include only the last number If the agent is not assigned to any number, the drop-down list will include the global
used at the conversation. default number.

Search: [ All Numbers  w l [ All Agents A4 ] [ Y Search ] [ =% Analyze assignments ] 5

m 12 e : SMS; MMS 4

Agent Name v Agent User v  Designated Agent
1 Agent1 Agent agent1@werk10.com 3
Agent2 Agent agent2@work10.com E]

m 4470w 1 SMS X Assign agents

The list of all available numbers is presented. Each number section includes the list of
assigned agents.

In order to filter the list, search the assignment based on the available numbers and the
permitted agents. (Agents that were assigned with the Vonage Connector User
permissions set).

Assigned agent can be removed or appointed as designated using the specific line
actions:

Jo Assign agents ‘

Agent Name ~  Agent User v  Designated Agent
‘ Designate
Agent1 Agent agent1@work10.com
Remove
Agent2 Agent agent2@work10.com '

4.

In order to assign agents for the specific number use the corresponding "Assign agents”
button

Add assigned agents to: 12

Available agents Add agents

( ) Agent3 Agent (agent3@work10.com)
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5. In order to verify what would be the agent available list of numbers at the Ul widget use
the "Analyze assignments" button

Agent Available Numbers

Last used number: Agent:

New conversation v ] [ Agent1 Agent (agent1@work10.... v] [ 5% Analyze

12 Assigned

Close

Select the conversation last used number, and the agent. use the "Analyze" button to get the list of
numbers as will be available for this agent at the Ul widget.

Flow Development

Vonage Conversations for Salesforce can also be used to send and receive messages without
using the Ul. The package can be used by APEX code or by Flow for sending outbound messages

or building BOTs to automatically process and respond to incoming messages.
Outbound messages

Every time that an outbound VC_Interaction__c record is created it is sent automatically.

Create an Outbound VC_Interaction__c record

The important fields are:

APl Name Description Valid values

VC__Brand_Endpoint__c The LVN from which | A configured LVN number, OR the

the message is sent | Brand Name.

VC__Channel__c The type of message | SMSis currently the only supported
(SMS, MMS, value.
WHatsApp)
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VC__Content_Text__c

The message text

VC__Direction__c

The direction of the
message. Valid
values are Inbound

or Outbound

For sending out a message always

use "Outbound"

VC__Interaction_Media__

Cc

The type of media

that is used.

Always use "Text"

VC__Interaction_Origina

tor__c

Free text, to add
details about the
sender.

This information is
not sent with the
outbound message
but can be used later
by the package for

monitoring.

It is our recommendation to populate
this field with the identifier of the
process which created the message.
For example, if it was created by a

flow - use here the flow name.

VC__Interaction_Origina

tor_Type__c

The type of process
which created this
message. Valid
values are:
Customer, Bot,

Agent, Agent Assist

Customer is the value for Inbound
messages.

Bot is the recommended value for
messages created by flow or apex.
Agent is the value for all the
outbound messages sent from the
Ul widget.

Agent Assist is not supported yet

VC__Party_Endpoint__c

The phone number
of the customer
being contacted by
the brand.

International phone number
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VC__Thread__c The Thread which In case there is no existing Thread, it
owns this can be created using
Interaction. VC__Thread__c (All the
VC__Thread__c fields are
optional.)

Correlate an interaction to a record (Lead, Case, Opportunity, Account,
Contact) or custom sObject

It may be required to link Outbound messages to a specific record.
The VC__Interaction__c sObject already includes the following lookup fields:
e VC__Account__c
e VC__Case__c
e VC__Contact__c
e VC__lLead__c
e VC__Opportunity__c
In the case that the correlation is required for an sObject the VC__Interaction__c should be

enhanced with the relevant lookup custom field.

Inbound messages

Every time that an inbound message is received, a VC_Interaction__c record is created.
As part of the record creation there is an attempt to automatically link it to previous messages

which arrived from the same number.
Automatic Correlation to other sObjects

When an inbound message is received, the package is searching for the Party-Endpoint (the
"from") in all the available Phone fields of the sObjects which has lookup relationship with the
VC__Interaction__c sObject.

If such Phone exists already the specific record is linked to the newly created

VC__Interaction__c record.
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This feature allow linking all the messages related to a case, or lead etc to be linked as a

conversation.

Note: The Case sObject does not include Phone fields of its own. It is linked to the

"Contact” Phone fields. Should it be required to automatically link the

VC__Interaction__c recordto a Case, it is required to have a suitable "Phone" type

custom field on the Case sObject

Platform Events

On every record creation a platform event is published: VC__InteractionEvent__e

Please notice that the event is published for Inbound AND Outbound records.

VC__InteractionEvent__e content

The event fields are;

APl Name

Description

VC__Event_Type__c

Event Type identifies the nature of the event.
InteractionCreated : A new Interaction record was created.

Internal : An internal event, to be used only by the package.

VC__Interaction_Direc

tion__c

In case of Interaction related events, this field shows the

Interaction direction: Inbound or Outbound.

VC__Interaction_Recor

d_Type__c

Relevant for Interaction related events. This field include the
specific record type of the Interaction. For now it is always

Interaction

VC__InteractionId__c

The Interaction Id in Salesforce. - The Id of the created

VC__Interaction__c record.

VC__Internal_Data__c

Relevant only for "Internal” event. For internal usage only.
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Sending a message with a resource from Flow

In order to send a message from Flow use Create Record element and insert an outbound
message.
In order to attach a resource to the message set the resource ID as resource:

Field Value

Resources_c € | 0698d00000FdgrAAR

The outbound message can include only the latest version of a resource.
All resources are managed in the "Files" Application:

Fie:
Owned by Me Upload Files
19 tems « Sorted by Last Modified Date

P == Ty I

Shared vith Me

Recent

Libraries.

mal
thiogo

dog-smal 270372023, 0924

< (4 4 [ [«

The specific resource id is available at the URL:

&« > C & boawork10-dev-ed.develop.lightning.force.com/lightning/r/ContentDocumentf0698d00000CEEKUAAH fview

@ You Have Lightning Components Debug Mode Enabled. Salesforce is slower in debug mode. Ask your admin how to disable it, or see  Enable Debug Mod

EEE Farce.com Home  Interactions ~  Examples ~  Transactions ~  Brand Endpoints - w X “thfloge v X

. File
thflogo

Size File Extension Ouner
3KB png

Preview Details

Working with WhatsApp Templates

When creating an outbound interaction the following points should be considered:

The template must be supported, configured and active.

If the template mapping include references to other sObject and field - a specific record instance
of the relevant object should be set at the created VC__Interaction__c.

For example:
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If the mapping for a particular parameter was:

Token Mapping Mapping Type Configure

{1 Case.CaseMumber Record's field Mapping type v

Then the VC__Interaction__c should include the specific Case record to use:

Create a Record of This Object

*Object {

Interaction

Set Field Values for the Interaction

Field [ Value

Case_c <« Aa $Record_ Prior > Case ID X o

The VC__Interaction__c record must include the template's unique identifier. The template
unique identifier is:

[template name]_[template language]_[template id]

The VC__Interaction__c.Content_Text__c must stay empty. During the send out of the
interaction the expected message content will be calculated based on the mapping and will be

added automatically to the record.

The VC__Interaction__c.Channel__c should be set to WhatsApp

When a template based message is sent out the following internal steps are performed:

1. Fetch the requested template and its configured mapping.

2. Find out the mapping result for each of the templates parts based on the specific
VC__Interaction__c record values and related other record values.
Build the expected message as will be presented to the recipient.

4. Send the message to Vonage backend.

The message will be available at the Ul as any other outbound message.
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External channel support

External channel can be used in order to integrate other messages providers/consumers as part

of the package managed conversations, via Flow, APEX, and the Ul (Limited usage)

TheVC__Intercation__c.External_Channel__c can be populated with any string value

to sign it is an interaction which is related to external provider.
When this value is present the VC__Intercation__c.Channel__c value is ignored.

An outbound message which include VC__Intercation__c.External_Channel__c will not
be sent to Vonage backend, but will be created and presented at the Ul. Such message status will

be set to "Diverted to external channel".

An inbound message which include VC__Intercation__c.External_Channel__c will be

presented in the UI.

While using the Ul to send outbound message, its external channel value will be set to the same
value as the last message on the conversation. Meaning: If the last message (inbound or
outbound) include an external channel value - that same value will be set at the newly created

outbound message.

It is impossible to initiate an outbound message from the Ul to an external channel without first
receiving an inbound message from this external channel. This limit applies ONLY to the Ul. It is
possible to initiate conversation on external channel from Flow or APEX without first receiving an

inbound message from this external channel.

BOT Development - Automatic Message Processing

BOTs can be developed very easily using the Salesforce Flow infrastructure. As the creation of
any interaction is published by Platform Event, we can use the Platform Event-Triggered
Flow in order to build a BOT.
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The package includes several example BOTS based on Flow templates:

Flow Template Feature
Vonage WhatsApp Notification Example Send a WhatsApp message using a WhatsApp
template.
Vonage SMS Notification Example Send an SMS message using an SMS template.
Vonage Handle Incoming Message Example Create a new Lead record based on incoming

messages from an unknown customer. Assign
the new Lead to the designated agent.

Vonage Send Automatic Response Example Accept and incoming message and response
back based on its content

All of the provided flow templates are deactivated. In order to use one, please copy it and amend it

to the specific org needs.

Vonage WhatsApp Notification Example

Use case: Send a WhatsApp message regarding Case status change.

The flow: The Flow is activated when a Case's status has changed. On any status change the
Flow will send a notification using a WhatsApp template:

Record-Triggered Flow
Start

l :
| Run Immediately |

I

T Send a notification regarding

H the updated Case status
Create Records
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Notification configuration example:

Create a Record of This Object X

*Object

Interaction

Set Field Values for the Interaction

Field Value

| VC__Brand_Endpoint__c ‘ « ‘ your lvn ‘ ‘ o ‘
Field Value

| VC__Case_c¢ ‘ « “Aa $Record__Prior » Case ID X ‘ ‘ o ‘
Field Value

| VC__Channel_c ‘ « ‘ WhatsApp ‘ ‘ o ‘
Field Value

| VC__Direction__c ‘ « ‘ Outbound ‘ ‘ o ‘
Field Value

| VC__Interaction_Originator_Type__c ‘ <« ‘ Bot ‘ ‘ o ‘
Field Value

| VC__Interaction_Originator__c ‘ « ‘ Case status update flow ‘ ‘ o ‘
Field Value

| VC__Party_Endpoint_c ‘ « ‘ Your notification destination (some Phone field) ‘ ‘ o ‘
Field Value

| VC_Template_Unique_ld__c ‘ « ‘ [template name]_[template language]_[wabka numb ‘ ‘ o ‘
| <+ Add Field

|:| Manually assign variables

-

Fill in the relevant details as presented above. For more details regarding the WhatsApp templates

usage please refer to Working with WhatsApp Templates.

Here, VC__Template_Unique_Id__c will be a combination of three values, the name of the
template you want to use, the language it uses, and your WABA number. For example, if the
template name is example name, its language is EN_US, and your WABA is 12346, then the

required value would be example name_EN_US_123456.
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Vonage SMS Notification Example

Use case: Send an SMS message regarding Case status change.

The flow: The Flow is activated when a Case's status has changed. On any status change the
Flow will send a notification using an SMS template:

Record-Triggered Flow
Start

l Run Immediately :

- Send a notification regarding the
u updated Case status
Create Records

Notification configuration example:
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Create a Record of This Object

*Object

Interaction l

Set Field Values for the Interaction

Figld Value
l WVC__Brand_Endpoint_c l — [ your lvn ]
Field Value
l WC_Case_c l — [[Aa $Record_ Prior > Case 1D X ]
Figld Value
l VC__Channel_c l « [ SIS ]
Figld Value
l WC__Direction_c l — [ Qutbound ]
Field Value
l WC__Interaction_Criginator_Type_c l &« | Bot ]
Figld Value
l WC__Interaction_Criginator__c l — [ Case status update flow ]
Field Value
l WC__Party_Endpoint_c l € | Your notification destination (socme Phone field) ]
Field Value
l WC__Template_Unigue_Id_c l — [ [template name]_[template language]_[Template gr ]
-+ Add Field

[] mManually assign variables

Fill in the relevant details as presented above. For more details regarding the SMS templates
usage please refer to SMS/MMS Templates Composer.

Here, VC__Template_Unique_Id__c will be a combination of three values, the name of the
template you want to use, the language it uses, and the template's group.

For example, if the template name is example name, its language is EN_US, and the group is
Online Sales, then the required value would be example name_EN_US_Online Sales.
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Vonage Handle Incoming Message Example

Use case: Create a new Lead record based on an incoming message from an unknown
customer. Assign the new Lead to the designated agent.

The flow: The Flow is activated when a new SMS/WhatsApp message is created in org.If it is an
outbound message, the flow ends. If it is an inbound message, the flow will do the following:

e Fetch the message details.

e |f the message is from a known customer, the flow ends. In this case, the message is
already linked to the record (Lead or Case etc) which includes the caller phone number.

e [f the message is from an unknown customer, its status is "Create Party".

e A new record should be created for that customer. In this case it is a Lead, but each org
can decide what type of record they would like to create, or not to create any record at all.

e The newly created record can be owned by the default owner of the flow, a specific user,
or queue. Also, it can be assigned to the designated agent for the called number. For more
details regarding designated agents please refer to Numbers Allocation.

e The example flow assigns the new Lead record to the designated agent. In order to find
the designated agent, the Flow is using a dedicated Apex Action: Find the designated
agent for the used Brand Endpoint

e Once the new Lead record is created, the incoming message should be updated: First it
needs to be linked to the newly created Lead, so it will be part of the conversation on this
Lead. Second, the message status should be updated.
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Platform Event—Triggered Flow
Start

[ Is it an incoming message? 5

Decizion

[Sum  —

Ne
T

Get the message details B End
Get Records

Is it part of already existing =]

conversation
el}eci sion
Yes

Mo: Create a new Lead
T T

Find the designated agent for =] End
p 3 the used Brand Endpoint
il A pex Action

— Create new Lead
u Create Records

- Update the incoming message
ﬂ record
Updats Records

The platform event trigger for initiating the Flow:

° Choose Platform Event X

The flow subscribes to the specified platform event. When a platform event message is received, the flow is triggered to rur

* Platform Event

InteractionEvent

v Advanced Settings

Run this flow as: @

(® User that triggered the event
() Default Workflow User Tally.Tsabary
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Is it an incoming message?
For the "Yes" section:

Edit Decision
Is it an incoming message? (Is_incoming_message)
Verify whether the Platform Event is related to an incoming message or an outgoing message.

Outcomes  Fareach path the flow can take, create an outcome. For each outcame, specify the conditions that must be met for the flow ta take that path.

CUTCOME
ORDER o QUTCOME DETAILS

*Label *Qutcome APl Name
i Yes
l Yas H yes_it_is_incoming_message
No - -
Condition Requirements to Execute Cutcome
l All Conditions Are Met (AND) - l
Resource Operator Value
“Aa $Record > Interaction Direction xl l l Equals - ] Inbound

4 Add Condition

Note: While copying the template to your own Flow, make sure that the relevant field names
are updated properly to reflect the package name space.

For the "No" section:
Edit Decision
Is it an incoming message? (Is_incoming_message)

Verify whether the Platform Event is related to an incoming message or an outgeing message.

Qutcomes  For each path the flow can take, create an outcome, For each outcome, specify the conditions that must be met for the flow to take that path,

CUTCOME
ORDER o QUTCOME DETAILS

*Label

i Yes
l No
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Get Message Details:

Edit Get Records

Get the message details (Get_the_message_details)
Get the message details.
The message Id is provided in the Platform Event

Get Records of This Object

| *Object

[ Interaction

Filter Interaction Records

Condition Requirements

[ All Conditions Are Met (AND) L 4 ]
Field Operator Value
l Id ] [ Equals v l l[Aa ZRecord > Interactionld x]

[ 4 Add Condition l

Sart Interaction Records

Sort Order

I [ Mot Sorted hd ] A\ |fyou store only the first record, filter by a unique field, such as ID.

How Many Records to Store
(® Only the first record
O All records

How to Store Record Data

(® automatically store all fields

O Choose fields and let Salesfarce do the rest
O Choose fields and assign variables (advanced)

Is it part of an existing conversation?

For the "No" section:
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Edit Decision
Is it part of already existing conversation (Is_it_part_of already_existing_conversation)
Was this incoming message already linked to a specific record as part of a conversation which is en-going

Qutcomes  For each path the flow can take, create an outcome, For each outcome, specify the conditions that must be met for the flow to take that path.

CUTCOME
ORDER o CQUTCOME DETAILS

*Label *Qutcome APl Name

., Mo Create a new
l Mo: Create a new Lead l l It_is_a_new_caller

¥ Lead
% Condition Requirements to Execute Qutcome
es
l All Conditions Are Met (AND) - ]
Resource Operator Value
“'E Interaction from Get_the_messa... x" l Equals - l l Create Party

+ Add Condition

For the "Yes" section:

Edit Decision
Is it part of already existing conversation (Is_it_part_of already_existing_conversation)
Was this incoming message already linked to a specific record as part of a conversation which is cn-going

Outcomes Fareach path the flow can take, create an outcome. For each outcome, specify the conditions that must be met far the flow ta take that path,

QUTCOME
o OQUTCOME DETAILS

CRDER

*Label
., Mo Create a new
* Lead Yes

Yes
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Find the designated agent:

Edit Fetch the designated agent per the message's Brand Endpoint

Uze values from earlier in the flow to set the inputs for the "Fetch the designated agent per the message's Brand Endpoint” Apex action. To
use its outputs lzter in the flow, store them in variables.

Find the designated agent for the used Brand Endpoi... (Find_the_new_Lead_own...

Identify the new record owner.
The incoming message was sent to one of the org's brand endpaints (numbers).
Find out which agent is the contact point for that brand endpoint...

Set Input Values for the Selected Action

B interactions @

Include

{1Get_the_message_details}

v Advanced

Manually assign variables

Store Output Values

A5 Designated agent Id @

{{designatedAgentld}
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Create New Lead:

Edit Create Records
Create new Lead (Create_ Records_T)

How Many Records to Create

@ Cne

O Multiple

How to 5et the Record Fields
() Use all values from a record

@ Use separate resources, and literal values

Create a Record of This Object

*Object

Lead

Set Field Values for the Lead

|

(4]

] 8]

Field Value

l Company ] = l Unknawn

Figld Value

l LastMame ] — l[Aa Interaction from Get_the_message_details = Part..
Figld Value

l MobilePhone ] — l[Aa Interaction from Get_the_message_details = Part..
Figld Value

l Ownerld ] &« l[Aa designatedAgentid X

|

+ Add Field

[] Manually assign variables
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Update Incoming Message record:

Edit Update Records
Update the incoming message record (Update_the_incoming_message_record)

*How to Find Records to Update and Set Their Values
() Use the IDs and all field values from a record or record collection
® Specify conditions to identify records, and set fields individually

Update Records of This Object Type

*Object

Interaction

Filter Interaction Records

Condition Requirements to Update Records

l All Conditions Are Met (AND) v ]

Field Operator Value

l Id l [ Equals - ] l[Aa Interaction from Get_the_mess... XH

l 4 Add Condition

Set Field Values for the Interaction Records
Field Value
l VIC_lead_ ¢ ] “— l[Aa Leadld from Create_Records 1 X ]

Field Value

Reply nesded ]

l WVC__Next_Step_c ] —

4+ Add Field

Note: The VC_Next_Step__c can be any value, it is up to the specific org to decide what are
the following steps after a new record was created.




\ / VONAGE salesforce

Part of Ericsson

Vonage Send Automatic Response Example

Use case: Send an automatic response, based on the incoming message content and channel.

The flow: The Flow is activated when a new SMS/WhatsApp message is created in org. If itis an
outbound message, the flow ends. If it is an inbound message, the flow will do the following:

Fetch the message details.
If the message is from a known customer, the flow ends. In this case, the message is
already linked to the record (Lead or Case etc) which includes the caller phone number.
If it is @ WhatsApp message - send a response via WhatsApp.
If it is an SMS message - check the message content. In this example, we respond to
messages which include a specific phrase, and ignore any other message.

e Based on the phrase used in the message, a suitable SMS response is sent back.

Platform Event—Triggered Flow
° Start

Is it an incoming message? &

a Decision
\

|
L
Yes No
T
P Get the message details & End
m Get Records
|
| Isitincoming via WhatsApp £
Decision
( h
1t a WhatApp message 1t an SMS or MMS me...
s it a test request? 5
pepy Send back a WhatsApp message Decision
.' Creste Records -
( ‘ ) )
1 | 1 1
Please send text responss Please send image resp... Please send both Plesse answer from bra... Other incoming message.
End
O ‘ ‘ Send i ‘ Send from brand ‘ End
end image answer answer from bra n
P9 send text answer 5 Eyy Send image an P9 send both £ Py Send: =]
Creste Records Create Records Creste Records

o o o o
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The platform event trigger for initiating the Flow:

° Choose Platform Event X

The flow subscribes to the specified platform event. When a platform event message is received, the flow is triggered to rur

*Platform Event

‘ InteractionEvent

v Advanced Settings

Run this flow as: (]

(® User that triggered the event
(O Default Workflow User Tally.Tsabary.

Is it an incoming message?
For the "Yes" section:

Edit Decision
Is it an incoming message? (Is_incoming_message)
Verify whether the Platform Event is related to an incoming message or an outgoing message.

Qutcomes For each path the flow can take, create an cutcome, For each outcome, specify the conditions that must be met for the flow to take that path.

CQUTCOME
ORDER o CQUTCOME DETAILS

. * Label *Qutcome APl Name
i Yes
l Yas H yes_it_is_incoming_message
No - -
Condition Requirements to Execute Cutcome
l All Conditions Are Met (AND) - l
Resource Operator Value
l[Aa $Record > Interaction Direction x] l l Equals - ] Inbound

+ Add Condition

Note: While copying the template to your own Flow, make sure that the relevant field names
are updated to reflect the package name space.
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For the "No" section:

e Edit Decision
Is it an incoming message? (Is_incoming_message)

Verify whether the Platform Event is related to an incoming message or an outgeing message.

Qutcomes  For each path the flow can take, create an outcome, For each outcome, specify the conditions that must be met for the flow to take that path,
CUTCOME

ORDER L CQUTCOME DETAILS
= *Label
i Yes

No
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Get the message details:

Edit Get Records

Get the message details (Get_the_message_details)
Get the message details.
The message Id is provided in the Platform Event

Get Records of This Object

| *Object

[ Interaction

Filter Interaction Records

Condition Requirements

[ All Conditions Are Met (AND) L 4 ]
Field Operator Value
l Id ] [ Equals v l l[Aa ZRecord > Interactionld x]

[ 4 Add Condition l

Sart Interaction Records

Sort Order

[ Mot Sorted hd ] A\ |fyou store only the first record, filter by a unique field, such as ID.

How Many Records to Store
(® Only the first record
O All records

How to Store Record Data

(® automatically store all fields

O Choose fields and let Salesfarce do the rest
O Choose fields and assign variables (advanced)
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Is the message incoming via WhatsApp?

Edit Decision
Is it incoming via WhatsApp (Is_it_incoming_via_WhatsApp)

Is the incoming request arriving via WhatsApp channel

Qutcomes Foreach path the flow can take, create an outcome, For each outcome, specify the conditions that must be met for the flow to take that path,

OUTCOME
ORDER o

QUTCOME DETAILS

*Label *QOutcome APl Name

o Itis @ WhatApp

= l It is @ WhatApp message

message l l It_is_a_WhatApp_message

Condition Requirements to Execute Cutcome

It is an SMS or MMS

message l All Conditions Are Met (AND) - l
Resource Operator Value
"E Interaction from Get_the_messa... ><” [ Equals v l [ WhatsApp

+ Add Condition

Note: The Resource nameis: {!Get_the_message_details.VC__Channel__c}

Is the message incoming via SMS/MMS?

Edit Decision
Is it incoming via WhatsApp (Is_it_incoming_via_WhatsApp)

Is the incoming request arriving via WhatsApp channel
Qutcomes For each path the flow can take, create an outcome, For each outcome, specify the conditions that must be met for the flow to take that path.

OUTCOME
0

ORDER QUTCOME DETAILS

* Label

. Itis a WhatApp

¥ message Itis an SMS or MMS message

It is an SMS or MMS
message
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Send back a WhatsApp message (Send _back a_WhatsApp_message)

How Many Records to Create

@ One

O Multiple

How to Set the Record Fields
() Use all values from a record
@ Use separate resources, and literal values

Create a Record of This Object

*Object

Interaction

Set Field Values for the Interaction

Field

Value

[ WC__Brand_Endpoint_c

l — l[Aa Interaction from Get_the_message_details » Bra...

< 8]

l

|

|

Field Value

[ WC_ Content_Text_c l & | hello from the flow to WA user
Field Value

[ VC__Direction_c l “— l Outbound

Field Value

[ WC_ Interaction_Media_c l &~ | Text

Field Value

[ WC__Party_Endpeint_c

l — l[Aa Interaction from Get_the_message_details » Par..

< 8]

Field

Value

[ WC__Thread_c

l — l[Aa Interaction from Get_the_message_details » Thr...

J (8]

] PR R

Is it a test request?

Filtering the Flow for different types of responses based on the message content. The message
content (the Resource field) is: {! Get_the_message_details.VC__Content_Text__c}
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Edit Decision
Is it a test request? (Is_it_a_test_request)
Parse the message text

Qutcomes For each path the flow can take, create an cutcome, For each outcome, specify the conditions that must be met for the flow to take that path.

OUTCOME

i ]
ORDER QUTCOME DETAILS Delste Outcome
H] Please send text *Label *Qutcome APl Name
" response

l Flease send text response H Flease_send_text_response l

Rlea=efellinace Condition Requirements to Execute Cutcome

response
l All Conditions Are Met (AND) v l
ii Please send both
Resource Operator Value

i Please answer from “Aa Interaction from Get_the_messza... x" l Contains - ] l Flease send text
" brand name

. . + Add Condition
Other incoming
message

Edit Decision X

Is it a test request? (Is_it_a_test_request)

Parse the message text

Outcomes Far each path the flow can take, create an outcome, For each outcame, specify the canditions that must be met for the flow ta take that path.

OUTCOME i ] . QUTCOME DETAILS
ORDER Delete Qutcome

:: Please send text *Label *QOutcome APl Name
response

l Please send image response l l Please_send_image_response l

Please send image Cendition Requirements to Execute Cutcome

response
l All Conditions Are Met (AND) - l
i Please send both
Resource Operator Value
H] Please answer from l[Aa Interaction from Get_the_messa... XH l Contains - l Flease send image
" brand name

. . + Add Condition
Other incoming

message
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Send text response

Edit Create Records

Send text answer (Send_text_answer)
Create an outgoing response which includes only text message

How to Set the Record Fields

O Use all values from a record
(®) Use separate resources, and literal valuss

Create a Record of This Object

*Object

Interaction

Set Field Values for the Interaction

| Field

g

|

|

|

|

|

Value
| [ WC__Brand_Endpaint_c l “— [lAE Interaction from Get_the_message_details > Br...
Field Value
l VC__Channel_c l “ l ShS
Field Value
|
[ VC__Content_Text_c l | Hello from Vonage BOT example
Field Value
l WC__Direction_c l « | OQutbound
Field Valus
[ VC_ Interaction_Onginator_Type_c l — [ Bot
Field Value
[ WC__Interaction_Onginator_c l | Vonage BOT example
Field Value
l WC__Party Endpoint_c l “ l[Aa Interaction from Get_the_message_details > Pa...

3|

Field

Value

[ VC_Thread_c

| «

[lAa Interaction from Get_the_message_details > Th..

)

4 Add Field
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Send image response

Edit Create Records
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Send image answer (Send_image_answer)

T

How to Set the Record Fields

P
() Use all values from a record

(®) Use separate resources, and literal valuss

Create a Record of This Object

*Object

Interaction

Set Field Values for the Interaction

7 Field

g

l

l

l

l

4

l

Value
l VC__EBrand_Endpoint_c l = [[Aa Interaction from Get_the_message_details = Br..
Field Value
l VC__Channel_c l = [ MMS
]
Field Value
l VC_ Direction__c l & | Qutbound
Field Value
l VC__Interaction_Ornginator_Type__c l = [ Bot
Field Value
l VC__Interaction_Orginator_c l & | Vonage BOT example
Field Value
l WC__Party_Endpoint_c l &« [[Aa Interaction from Get_the_message_details > Pa..
Field Value
l VC_ Resources_ ¢ l — [ DE03d400000F4gresAB
Field Value
l VC__Thread_c l = [[Aa Interaction from Get_the_message_details > Th...

g

4+ Add Field

Note: MMS images are only supported in the USA and Canada. The VC__Resources__c value
is the record Id of the ContentDocument that includes the image, which can be found in the Files

app.
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RCS Support

Vonage Conversations for Salesforce support for RCS is currently in Alpha. For RCS onboarding
support, please connect with your Vonage account manager or point of contact.

Please note:

e Supported RCS types: Currently, we only provide the capability for sending text and
images via RCS.

e RCS Geographical Coverage: RCS messaging is supported in Germany, UK as well as 10+
other countries across across EMEA, North America and South America. If you wish to
use RCS messaging in countries not specifically listed, please contact Sales.

e Disclaimer: RCS Support capability will vary based on support by carrier network and
device of users.

Conversations Management and Omni Channel

The Vonage Conversation feature provides a configurable tool for managing conversations.

A conversation includes a set of inbound and outbound messages. The conversation will be
related to a specific record of a standard or custom object.

Each conversation has a "start time", "end time", status, list of related messages and related
record(s).

Conversation features

e Party Endpoint. The phone to be used for communicating with the client. It is possible to
add as many customized Phone fields.
Party Name. The name to be associated with the client involved in this conversation.
Start time.
End time (set when the conversation is declared as ended).
The related records (Case, Lead,.. etc), or custom sObject.
List of all the messages in this conversation. The Conversation is the "Parent’, the
messages (Interaction__c) are the "Children" in a lookup relationship.
e Life cycle status. Unrestricted picklist, including one mandatory value" "Completed"”. The
rest of the values can be decided by the org admin as suitable for their business.
The reason for the current status.
Last status change timestamp.
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Conversation life cycle / status

Conversation has a life-cycle which is controlled by the Conversation_Status__c and the
provided Template Flows.

The default life cycle/status:

e In-progress: The conversation is on-going.

e Waiting: The conversation is waiting for a customer response. The agent can set the
conversation status to "Waiting" to indicate they are waiting for the customer. When the
customer sends a new message, the status is updated to "In-progress”.

e Completed: The conversation has ended. A "completed" Conversation cannot be
re-opened. A Conversation is marked as "Completed” by the Agent.

Customizing the Conversation life cycle / status

Customers might need a different set of status values, or a different life-cycle. Status values can
be added and removed as needed for the specific organization, and it is the organization's
responsibility to handle the transitions of status according to the Conversation life cycle.

The package mandates one value only, which is "Completed” - that should be the status for ended
conversations.

Conversation assignment to an agent

Agents are assigned to conversations they need to handle. The Conversation assignment can be
done in one of two ways:

e Using Salesforce Queue, Omni-Channel and capabilities based routing
e The ORG admin will need to configure a Queue and the Omni-Channel as per
Salesforce instructions.
e They will then need to set the record routing rules based on their business
requirements and the conversation status.
e Once a conversation is assigned to an Agent, it will appear in their Omni-Channel
side bar.

e Using the sales console or service console: listing all the available Conversations, and
changing the Conversation owner to the suitable agent. This is an option if you do not
want to use Omni-Channel.

e 'Conversations" will be added to the console as described on the configuration
steps later in this document.
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e The admin can add as many filters as needed based on the conversation Status or
initial owner.
e Using a Tab, listing all the available Conversations, and changing the Conversation owner
to the suitable agent. This is an option if you do not want to use Omni-Channel.
e The "Conversations" Tab will be added to the package.
e The admin can add as many filters as needed based on the conversation Status or
initial owner.

The Agent Ul

Once the agent is the owner of a Conversation they can use its record page. The Conversation
record page will include the Ul widget that presents the live Conversation.

Additional details are shown regarding the Conversation, such as its related records (Lead, Case,
Account, etc), start time, status, status change time stamp, status change reason, etc.

©  You Have Lightning Components Debug Mode Enabled. Salesforceis siower in debug mode. Ask your admin how 1o disable it o see ~ Enabie Debug Mode for Lghtning Components.

x
ognEzm*- @2 2 v a2 P

T s veon o). v x|

wwwwww

B Contact Details

The agent can send and receive messages, which will be presented in the Ul widget. Every
message is added to the currently live Conversation.

The agent will be able to close a Conversation by marking is as "Completed" using the Path
element, and can open a new Conversation if all the related conversations are completed:
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o mEnEEm @2 ? ¢

i3 Sales Home Oppomumites v lesds v Task rie Accounts v Contacts v Campaign

B e Andy Young

Related Detail Vonage Communication Platform

3 We found no potential duplicates of this Contact.

) opportunities () o
0 cases@
[ campaign History (0) o

[2) Notes & Attachments (0)

Vonage Conversations (2) *—
Activity
Name

WhatsApp / SMS Templates

The template configuration can include references to sObject fields, for example: Lead . Name .
The Ul widget will allow the agent to select a template from a list of all the templates that are
suitable for all its related records.

When the Context is a Conversation record, the mapping of the template will be done with the
related records of the Conversation. This is a benefit of using the Conversation, as fields from
several records can be used in one template.

Linking incoming messages to a Conversation

When an inbound message is received, an Interaction record is created.

As part of the Interaction record creation, the package will determine if there is already a live
Conversation with the originating Phone number. It will also identify if there are other types of
records that include that number (like Lead, Case, Account, custom object, etc).

If such a Phone number exists, the specific record is linked to the newly created Interaction
record. The Interaction record includes a field named next-step. If there was a match to an
already existing record the value will be null. If no match found the value would be Create
Party.

In this version, this event will be enhanced to include additional details:
e Was this interaction linked to a live Conversation?
e Ifit was linked to a live Conversation, provide its Salesforce record ID.
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e The Next_Step value of the Interaction.

The package includes a Template flow to handle this logic. The flow can be used as is, or
customized as explained in Conversation configuration and settings.

©  You Have Lightning Companents Debug Mode Enabled. Salesforce is siower in debug mode. Ask your admin how to disable it or see  Enable Debug Mode for Lighining Components.

1

i
&

Q@@@E@Q@
O@ﬁ@ E ® m@

Outbound Notifications

Outbound notifications are messages sent from a Bot (Flow or Apex); the organization can decide
whether a specific notification should be part of a Conversation or not.

e [f the notification is not related to any Conversation, it can be sent without populating the

link to a Conversation record. Such a message will appear in the Agent Ul, but will not be
included in the Conversation.

e [f the notification should initiate a new Conversation it is the admin’s responsibility to

"Complete” all the currently live conversations related to the record.
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Conversation configuration and settings

Enable the Path feature for your ORG

[ o

Configure the Vonage_Conversation__c record page

1. Clone the Lightning Record page named: Vonage_Conversation_Record_Page.

“5 Setup Home  Object Manager

SETUP > OBJECT MANAGER
Vonage Conversation

Lightning Page

Details Vonage_Conversation_Record_Page (Managed)
Fields & Relationships Lightning Page Detail Clone | | View

¥ Information
Page Layouts Name  Vonags_Conversation_Record_Pags
Description  The Vonage Conversation Lighting Record Page
I Lightning Record Pages
Clone | | View
Buttons, Links, and Actions o

Compact Layouts Assignments By App
No Assignments to display
Field Sets
Object Limits Assignments By App, Record Type, and Profile

No Assignments to display

2. Update the label of your copy

p—
Q (=]

© Sttt 08 v
B sccorsion et oo o s mi I e —r——
n .. b

3. Itis recommended to enhance the page and add related records like Contact, or any other
sObject that the Conversation is related to:
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e =

Page > Related Record

© Nodata available

Path doesn't have any data avaiable.

Vonage Conversation Details Loeeni i
Related Record dossn't have any data avaiabie.
© Nodata avaiable : 8
Vonage Conversation doesn' have any dta svaiabie.

Create Action

New Contact

i)

Edit Lookup Field

Choose the lookup field to show in the related record component. For example, you can let agents lock
up a party on the call.

*First Lookup Second Lookup

[ Contact :J [ Use This Contact = l

4. Activate the page and assign it to the relevant application and the relevant profiles:

Activation: Demo Vonage Conversation Record Page

Custom record pages can be assigned at different levels:
The org default record page displays for an object unless more specific assignments are made
n App default page assignment, if specified, overrides the org defauit.
E App. record type, profile assignments override org and app defaults.

Learn more about Lightning page assignment.

ORG DEFAULT APP DEFAULT APP, RECORD TYPE, AND PROFILE

Set a combination of apps, record types, and profiles to display this custom record page. This setting is the most specific and allows for fine-grained
customization within a Lightning app

Assign to Apps, Record Types, and Profiles
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First, select the a

Lightning Apps (10)

App Name
Retail
RetailOnBrowser
Sales

Sales Console
Salesforce CMS

Service Console

to display t ) Vona

Select Apps

Description

1 Record Page” record page

Manage your retail inventory, promotions, planograms and other instor...

Execute retail store visits by viewing and updating visit details.

Manage your sales process with accounts, leads, opportunities, and more

(Lightning Experience) Lets sales reps work with multiple records on one...

Manage content and media for all of your sites.

(Lightning Experience) Lets support agents work with multiple records a...

] -

Profiles (52)

PROFILE

[0 Silver Partner User

O

[J  Standard Platform User

J Service Cloud

] Solution Manager

Standard User

<]

Cancel

System Administrator

Selected Profiles

5. Save the Customized record page details:

Analyze

ecord page

| Activation..

Page > Related Record

Description

2 Selected
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6. Please note: do not to remove the Path component from your page

Using the Sales or Service Consoles without Omni-Channel
(Optional)

1. To configure a Queue or identify a designated user:
a. Incoming messages are matched to live conversations or create new conversation
based on a configurable Flow template as described later in this document.
b. When an incoming message cannot be matched to any live conversation a new
conversation is created.
c. For best practices, it is recommended to assign the conversation to some "service
user" or to a Queue.
d. Do not assign it to a specific human at your org, as if they leave the company, the
Flow will fail if the user is deleted.
2. Inthis document we will use a Queue for this purpose.
3. Configure the Sales/Service Console to use the Conversation
4. Itis advisable to define a queue or some "service user" to accept all the new incoming
messages that create a new Person Account

Using the Console with Omni-Channel (Optional)

1. Configure a Queue to handle the VC__Vonage_Conversation__c sObject.

2. Configure Salesforce' Omni-Channel and link it to the Queue.

3. Configure the Service Console (or any other preferred application) to use the
Omni-Channel.

Login to the Omni-Channel

Open the Service Console and login to the Omni-Channel:
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e B
sss  Service Console Vonage Conversations | W
. My Conversations + || [v l
0 items « Updated 2 minutes ago il ¢

Q. Search this list. l
[] Contact t (i ]
s/ Omni-Channel 13 -
g
@ Active ‘ v '
0 You have no active requests, X
New (0) My work (0)

Flow Template to handle incoming messages with Vonage
Conversations

The package includes a Flow template demonstrating how to handle incoming messages,
Vonage Conversations: Handle incoming messages.

The Flow is triggered by the Platform Event :"InteractionEvent"
The event includes the following details:
e VC__InteractionId__c: The newly created Interaction ID
e VC__Interaction_Direction__c:Inbound or Outbound
e VC__Next_Step__c: Setto Null'if the caller number was found in any of the Salesforce
related records; 'Create Party' in case the caller was not identified.
e VC__Related_Conversation__c: 'Null’if not related to any live conversation,
otherwise set to the related live conversation ID.
e VC__Party_Endpoint__c: The caller identifier (phone number /WhatsApp ID / RCS ID)

The Flow handles only the inbound messages:
e |f the inbound message is connected to a live conversation, update the conversation
status to "In Progress', and end the flow.
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e |[f the inbound message is from an unknown customer, create a new Contact (this part

can be amended to suit the specific Org needs), and create a new Conversation with the
new Contact. End the flow.

e [f the inbound message is from a known customer but there is no live conversation with
them, create a new conversation. End the flow.

Whenever a new Conversation is created, it should be assigned to the Omni Channel Queue.

Configuring the Flow

1. Use the Vonage Conversations: Handle incoming messages flow template.

231 Setup  Home  Object Manager v

Q Flow

v Apps

v Lightning Bolt

Try the Automation Lightning App!

Flow Catego
gory These new features are available only in the Automation Lightning app:

~ Workflow Senvices o search for automations
« Sort your list views with mre optins
Batch Management « Organize your automations with categories and subcategories
: z - .
Data Processing Engine If you don't see the app in the App Launcher, check that Enable the Automation Lightning App is selected in Pracess Automation Settings.
Monitor Workflow Services.

v Process Automation -
Flow Definitions

wewmgion Home (Beta) All Flows ~
@ 22 items - Sorted by Flow Label » Filtered by All flow definitions - Updated a few seconds ago

Migrate to Flow
Flow Label ¢

| Process Type ~ | Active + | Template | Package State v | Pac
Paused And Failed Flow
Interviews ‘Vonage WhatsApp Notification Example Autolaunched Flow ) Managed-Installed
Process Builder ‘Vonage SMS Notification Example Autolaunched Flow | Managed-installed
« Workflow Actions Vonage handle incoming message example Autolaunched Flow v Managed-Installed
S Vonage Conversations: Handle incoming messages ( Autolaunched Flow v Managed-Installed
Field Updates ‘Vonage Conversations: Create new Conversation for Contact Screen Flow ) Managed-Installed
Outbound Messages ‘Vonage Conversations: Create continuation Conversation Screen Flow | Managed-installed
Send Actions Vonage BOT Example Autolaunched Flow 9 Managed-Installed

2. Create your own copy of the Flow.
3. For Omni-channel usage: Find the Queue "ID" (Your Omni-Channel Queue) by using the
Developer Console and execute the following query:

SELECT Id, DeveloperName FROM Group WHERE DeveloperName='[your
configured queue name]'

Group@10:31 AM */ | Group@10:31 AM * [ Group@10:33 AM *

SELECT 1d, DeveloperName FROM Group WHERE DeveloperName="vonage_queue’

Quem~ __._ “-*alRows: 1
d Developeriiame
0GI7000000V2MAO

Vonage_queue

Query Grid:| Save Rows || Insert Row | Delete Row | Refresh Grid

Logs Tests Checkpoints Query Editor View State Progress Problems
SELECT 1d, Deyclopsrans FROW Groun WHERE DsycToperliams="YRRRgs.SusHs” *—

Any query errors will appear here...

Execute [ Use Tooling API
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4. Inthe flow editor, edit the Constant named "Queueld" to the specific Queueld for your
Omni Channel

Edit Constant

5. Save and Activate the Flow.

Configure the Flow to handle the open a new Conversation
from earlier "Completed” Conversation

Activate the Flow: Vonage Conversations: Create continuation Conversation.

Configure the Contact record page to include a new action
that allow the Agent to start a new Conversation

WEe'll use the Contact as an example for the record that the Conversation is related to.

1. Activate the Flow: Vonage Conversations: Create new Conversation for Contact, or
create your own version to match the specific record you would prefer to use.

Flow Definitions

AllFlows v (%]
A2 o et bt Mesiiical Dt Futereel by Al fow fi=fntions Sl jncatect a foad cecons cin

Flow Label ~ | Process Type ~ | Active v | Template ~ | Package State v
Vonage Conversations: Create new Conversation for Contact Screen Flow v v Managed-installed

Vonage Conversations: Create continuation Conversation Screen Flow % (v Managed-installed

Demo Vonage Conversations: Handle incoming messages Autolaunched Flow % () Unmanaged

2. From the Object manager: Select the Contact sObject (or any other sObject you want to
link with the Conversation). Select "New Action":



\ / VONAGE salesforce

Part of Ericsson

§E Setup | Home |[CamiMamgelv

SETUP > OBIECT MANAGER
Contact

P f

..... e oescurrion pr—
f— —
hosiard st ot - Sundutproe B

Lightning Record Pages
| Add to Call st CreateCallist

Standard page -
Buttons, Links, and Actions.

Contact Actions

New Action

Enter Action Information Save | Cancel

ObjectName  Contact ( | /

Action Type I Flow - |

Flow

| Venage Conversations: Create new Conversation for Contact v | |
| ~None— v

Standard Label Type

Label  |INew Conversation |

Name  |INew_Conversation I

Deseription 11
4

lcon # Change loon

Sawve | Cancel

3. Edit the Contact's Lightning Record Page to include the new Action. It might be required to

create a Lightning Record Page or upgrade your record page to use Dynamic Actions:
5D o | e |
g‘: Related Details - ” Activity [
| +
E ;E Fiers: Alltme AL actites - Al types | | ,[
Once upgraded:

1. Select the Contact's highlight panel.

2. Select "Add Action" button.

3. Select the action created on the previous step.

4. Select the "Done" button to add the new Action.

5. Select the "Save" button.

6. Exit the App Builder.
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| Fnance +44 191 4936203 7

a
o Related et Activity
E —
s 3 We found no potentia duplicates o this Contact o i
. .
a8 3 Opportunities ©) © Upcoming &
a
<] ) cases 1) o
=]
2 -
a = .
7. The new button was added to the Contact record page:
;;"::shleynmes (@) [ mewcomersaton [ artve contact | [-]

-

tie Account Name Phone @) ¥ Email Contact Owner
VP, Finance a4 W 2

8. Add the Conversations Related list to the Contact page layout. Make sure to remove the
‘New" button.

2% Setup Home  Object Manager

SETUP > OBJECT MANAGER

Contact

Save v | Quick Save | Preview As...¥ | Cancel | | g Undo | i Redo ||| (] Layout Properties

Details

Fialds ~ | S ouck Fed Relole @
Fields & Relationships Buttons Action Flans Document Checkiis. || Inferactions Open Activities 505 Sessions
(BlidE T Activity History Ca Entitlements Messaging Sessions | Opportunities Vonage Conversations
Page Layouts b et Approva History Content Deliveries Files Messaging Users Related Content Work Orders
Expandes Lookups Assets Data Integration _ HTML Email Status Notes & Aftachmen t= | Service Contracts

Related Lists

Lightr Record P;
ightning Record Pages Report Gharts i

Buttons, Links, and Actions

EL Account Name
Compact Layouts

Twittar
Field Sets
Related Lists
Object Limits m e a
Vonage Conversations
Record Types
Sample Text

Related Lookup Filters

9. The setup is complete - you can now handle conversations via the Omni-Channel.

Troubleshooting / Known Issues

1. MMS Images are only supported in the USA and Canada.

2. Any message can only include one resource (i.e. image, audio, video, file).

3. For MMS: When using images in the message, it is impossible to use Brand name in the
from field. Only an LVN can be used with an image.

4. Inorder to send and receive messages for a USA LVN, it must be configured as part of
10DLC.

5. When a customer sends a file as an attachment (via the Documents on their mobile) it will
arrive at Vonage with the file name, and so we can present the file name in CSF. If they
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send the file as an audio, video or image, the original name of the resource is not available.
The name of that file in CSF will only include the file type and the arrival time stamp.

6. Files that are bigger than 6MB may fail to arrive due to a Heap Exception.

Outbound WhatsApp messages that have an audio file attached cannot include a caption.

8. In case the widget Ul destination drop down is empty, please refer to Handling Customer's
Phone Numbers.

9. As of mid December 2023 Version 1.0.0 (the initial GA) is unable to import new WhatsApp
templates. This is due to a change on WhatsApp limits for the query response size. In
order to mitigate this issue - please upgrade to version 1.1.0

10. For already imported WhatsApp templates which are marked as "unsupported"” due to
unsupported header types or buttons: in order to utilize the enhanced template support
introduced in version 1.10 and later, please delete those templates and import them again.
Templates which are already supported do not need any action, they will continue to work
as before.

11. In case of upgrade: If the "Vonage Communication Platform Admin Area" was open before
the upgrade - please close its tab and open it in a new tab in order to reload all the latest
updates regarding the WhatsApp templates.

12. In the case that an sObject does not include its own PHONE fields and is instead using the
Contact sObject fields: if there is a need to automatically link incoming interactions to a
Case sObject, then a custom field of type PHONE should be added to the Case sObject,
and this field should automatically get a copy of the PHONE field from the Contact.

13. In case that all the Phone fields of a specific record are null, the following warning will be
presented. To disable this feature, please refer to Notifications Management.

14. Ul widget: The order of the available numbers at the "From" dropdown list:

a. By default, all the configured numbers will be available. The first number on the list
is the one used in the latest message in the conversation, then the general default
number as was configured at the "Configure Numbers" section, then the rest of the
available numbers.

b. In case the "Numbers Allocation" feature is enabled, please refer to the detailed
explanation in the "Numbers Allocation" section.

15. Inactive Admins: While deploying the package, an internal token is generated based on the
Admin Id. Should this Admin become inactive, a new Admin should be nominated. The
new Admin should have access to the company's API-Key in Vonage customer dashboard.
Once the new Admin gets access to the Vonage API-Key, they should do the "Factory
Reset" to refresh the internal token. The ORG data is not affected by the Factory Reset: all
previous data and configurations will remain as they were before the reset

16. On the Agent's Ul: the selected template is not editable. WhatsApp templates are not
editable as their structure and content was approved by WhatsApp.

17. RCS with emoticons: Some of the carriers will convert some of the emoticon to text
instead of delivering it as an emoticon.

~
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Previous Release Notes

Release Notes - v3.7

New Features:
e Filter templates based on the optional "UserGroup" tag.

Fixes:
e Support short codes when applicable.
e Remove "highlighted" Console tab for a conversation marked as Completed.

Release Notes - v3.6

New Features:
e Adds support for WhatsApp templates with Quick Response buttons

Release Notes - v3.5.1

New Features:
e Handle the matching on inbound messages to Case which is related to a Contact.

Release Notes - v3.3

Fixes:
e Fixtheissue of refreshing the Ul while working in the service console with standard
sObjects.
e Filter out WhatsApp templates based on the WABA of the selected "from".

Release Notes - v3.2

Fixes:
e Fixed the issue of failing to send a conversation when the plus sign is attached to the
number.

Release Notes - v3.1

Fixes:
e Amend the deployment and upgrade for encrypted Phone fields.
e Amend the record layout for the Omni Channel queue.

Release Notes - v3.0

New Features:
e (Conversation management with Omni Channel.
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e Handle proper isolation when the same Vonage API Key is used on different orgs with
different numbers.

Release Notes - v2.0

New Features:
e RCS support (Alpha) for inbound and outbound messages. See the RCS Support section
for more information.

Release Notes - v1.8

New features:
e Support Brand Name usage, without the need to acquire a number.
e Advanced WhatsApp templates support for the Agent's Ul
e Useimages' thumbnail with zoom-in option whenever using images.

Bug fixes:
e Interaction's delivery status now includes a tooltip.

e Allowed SMS templates creation after upgrade from older versions.

e Support spaces in template's group name and category.

e Tone down the not-permitted error for users which allowed access to record but not to the
package: Point from Fisher & Paykel regarding permissions sets.

Release Notes - v1.7

New features:

e WhatsApp templates support for the Agent's Ul.
e Useimages' thumbnail with zoom-in option whenever using images.

Bug fixes:

e Ul Widget: Add tooltip with resource name to all resources which are not images.

Release Notes - v1.6

New features:

e SMS Templates available for agent usage.
e Clear Button added to the Agent Ul.
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Bug fixes at the Ul widget:

e Improved resources handling in the Agent Ul

Release Notes - v1.5

New features:

e Support allocation of specific number(s) to agent(s).
e Additional Flow template, demonstrating how to handle incoming messages that create
new records.

Bug fixes at the Ul widget:

e Set the "From" default number to be the one used at the last message in the conversation.
e Show "loading" gif while downloading images into the conversation.

Release Notes -v1.4

What's New?
1. SMS Templates support for Flow and Apex.
2. Customization tab for controlling mobile notifications and warnings.

Release Notes - v1.3

What's New?
1. Updates to the Ul of the widget to show message delivery status and the channel used.
2. Anew tab in the Admin area to configure file names, along with enabling/disabling the
ability to send incoming files from conversations as outgoing files in other interactions.

Release Notes - v1.1

What's New?

1. Added support for Video and Document header types in WhatsApp templates.

2. Added support for static URL buttons in WhatsApp templates.

3. File names are presented for both outgoing and incoming interaction for the end user and
the agent.

4. Resources selector (the attach button on the Agent's Ul) now includes an icon to indicate
the resource type.

5. The "troubleshooting” section of the users' guide was enhanced.
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Part of Ericsson
Bug Fixes

1. Allow to link sObjects without owner field to the interaction (i.e. the User sObject).
2. Handle the case when PHONE/FAX fields are not accessible.
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