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Introduction

TextSMS4Dynamics is a solution that integrate popular messaging services like SMS with Microsoft

Dynamics 365 CRM platform.

It acts as a connector linking message communication with Dynamics 365, empowering individuals to
employ messaging functions seamlessly within the Dynamics 365 environment.

Key features include:

Enables sending and receiving messages directly from Microsoft Dynamics 365 CRM.

Provides prompt notifications and updates from Message Account on CRM, keeping users informed.
Utilize automation features to set up triggered messages associated with specific events, such as
sending automated responses in reaction to CRM actions. Customize the message templates
according to your requirements.

Supports the sharing of images along with text to enrich the conversational experience with clients
within the CRM environment.

Store and access conversation history records on daily basis in Microsoft Dynamics 365 CRM.

Ultimately, TextSMS4Dynamics offers Dynamics users an enhanced communication and engagement tool to
leverage the power of Text messages for personalized messaging and gaining a competitive edge in
attracting attention relative to alternative communication channels within their CRM workflows.

Salient Features:

Integrate messaging service within Microsoft Dynamics 365 CRM to send automated messages
based on CRM actions.

Leverage TextSMS4Dynamics for customer engagement, such as sending notifications, updates, or
send marketing, sales or promotional messages from Microsoft Dynamics 365 CRM.

Create any OOB or custom entity for conversations.

Integration of CRM data, granting users access to customer information and context-enriched
conversations.

Access messaging interface from the CRM records to have a seamless and integrated approach to
customer communication, which can lead to improved customer service and relationship
management.

Available for: Microsoft Dynamics 365 CRM and Dataverse.

Deployment: Online.
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Security Roles

The first step is to assign security roles to users.

TextSMS4Dynamics has the following security roles:

The user with TextSMS4Dynamics Administrator security role is in charge of setting up of the solution.
They can setup the Twilio Account and integrate it with Dynamics 365 CRM, Create Configurations, Record

Types, Customize Templates, etc.

The user with TextSMS4Dynamics User security role can only message with the customer and convert them
into lead, opportunity, etc.

Note:

e |tis necessary to assign any one of the above security roles to use TextSMS4Dynamics solution.
e System Administrator has all the rights that TextSMS4Dynamics administrator has.

Here are the steps to assign security roles to CRM users.

e Go to Advanced Settings --> Settings --> Security.

Dynamics 365  Settings ~  Solutions >

Settings

Business Customization System Process Center Application
.,..le Business Manageme... m Customizations a Administration Email Configuration n Processes . Apps
Templates Solutions m Security % E Microsoft Flows

Mobile Offline lﬂ Microsoft AppSource m Data Management

E Sync Error E Plug-In Trace Log
Solutions History Document Manage...

E Auditing

System Jobs

e Select Users.

Dynamics 365  Settings v  security

o Enable Server-Based SharePoint Integration Enable Now

Security

Which feature would you like to work with?

Users
Add new users. Edit information about users and deactivate user records. Manage the teams, roles, and licenses
assigned to users. %

( Security Roles
~ y .
7, Create new security roles. Manage and delete existing security roles for your organization,
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e Select user --> Click on Manage Roles

g#22 " Dynamics 365  Settings v  security

o Use updated experience for classic settings where possible. Some settings have been moved to a difference location, enable the new experience from Power Platform admin cente; Learn M

+ NEw # EDIT &, APPROVE EMAIL &%, REJECT EMAIL :', PROMOTE TO ADMIN :f}' MANAGE ROLES || *a CHANGE BUSINESS UNIT & CHANGE MANAGER 2 CHANGE POSITION

* Search Results Steve X
a Full Name 4 Position Main Phone Business Unit Site Title Primary Email Y
] Steve Smith msddynamics-obf 1@TextGrouplnogi
D
=
ol
»
1-10f 1(1 selected) Al # A B CDEF GH I J K LMNOPQQRSTUVWXYZ M4 Pagel )

e Click on any one of the TextSMS4Dynamics security roles --> Click OK.
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Set Up Team

The next step is to set up the TextSMS4Dynamics team and add the users in order to access
TextSMS4Dynamics.

After you install the solution and activate the license, teams will be generated under 'TextSMS4Dynamics
Team' according to the selected channel licenses, gets created in CRM. You can add all the users to the
Team, whom you would like to give access to TextSMS4Dynamics.

Note: As of now TextSMS4Dynamics only supports SMS messaging channel.

Your license determines how many members you can have in your Team. For instance, if your license is for
up to 5 users, you can only add 5 members to your Team.

To add team members, follow the steps given below:

o Navigate to TextSMS4Dynamics App --> Administration -->Teams.

Dynamics 365 | TextSMS4Dynamics Trythenewlook @ ) 02 Q@

= ¢ (& show Chart + New [i] Delete - (D Refresh | Visualize this view  [Z Email a Link | ~ : & Share ™

Customers TextSMS4Dynamics Team* T3 Edit columns 57 Edit filters
A Ac )
Accounts Team Name T ~ Business Unit ~ Channel ¥ Created On | ¥

Q\ Contacts
TextSMS4Dynamics - SMS textsms4dynamics-obf 1 1/2/2024 10:53 AM

Administration

] Configurations
| % Teams

i License Registration

Analysis

EL Error Logs

Help

[® user Manual 1-10of1 Page 1
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e Select the team ‘TextSMS4Dynamics - SMS’ --> Add team members --> Click on ‘Save’.

Dynamics 365

Customers

Accounts

(Q Contacts

Administration

f_“; Configurations
I“R‘ Teams

I License Registration

Analysis

[;Q Error Logs

Help

@ User Manual

TextSMS4Dynamics

=)

lied

Save Save & Close — New pfz Connect | v

TextSMS4Dynamics - SMS - saved

Team - Team v

General Related

Team Name* Team members

TextSMS4Dynamics - SMS
Business Unit*
Full Name T v

B textsms4dynamics-obf
David Warner

Administrator*
9 Steve Smith

£ Team Type*

Mitchell Marsh

Owner

1-20of2
A Azure AD Ohiect Id far a araun

Try the new look ‘

[il Delete

Q\ Check Access

B % C

&

il

|2 Share ™

<TextSMS4Dynamics - SMS>

Default Queue

Add Existing User
Refresh

Flow

Run Report

Excel Templates

Export Users

Sanall racarde

Page 1

v

Configuration Privileges

In order to create configurations within TextSMS4Dynamics, Microsoft Dynamics 365 CRM users need to
have the following privileges:

e Attribute map -read, write, delete

e Customization -read, write, delete

e Entity - read, write, delete

e Field - create, read, write, delete

e Relationship - create, read, write, delete
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b ] Security Role: TextSMS4Dynamics Administrator Working on solution: Default Solution

Detals  CoreRecords  Marketng ~ Sales  Service  Business Management | Service Management | Customization | Missing Entifies  Business Process Flows

Table Create Resa Write Delete. Append  AppendTo  Assign Share
App Config Master o o o ol

Attribute Map

Callback Registration

Canvas App

Custom Control

Custom Control Default Config
Custom Control Resource

Cust

nizations

Expander Event o} O O O
Field ° L] L] L]

Hierarchy Rule

Import job
Model-driven App o] [ ] [ ]
Option Set O O

Plug-in Assembly o L ]

Plug-in Trace Log
Plug-in Type

Process

Process Configuration

Process Session

Publisher

Relationship L] L]

Saic Message o 03 A
Key

’V O None Selected User Business Unit @ Farent: Child Business Units ® organization

Configuration

Configuring TextSMS4Dynamics

Configuring TextSMS4Dynamics is a straightforward process that involves setting up the integration of
Messaging Service and Microsoft Dynamics 365.

Below is a step-by-step guide to help you with the configuration:

Dynamics 365 TextSMS4Dynamics

Trythenewlook @ ) © Q@

= € 4 Chart + New § T Delete () Refresh | visualize this view %] Email a Link @] Import from Excel 1# Share

e C(Click +New to add a New Configuration.
e In General Tab, add the details such as Mobile Number, Description, etc.
e This section requires you to add Twilio Account SID, Auth Token and Callback URL which will

allow the CRM to communicate with the Twilio platform. You can obtain them by creating a
Twilio account.
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Try the new look

= i B save @& Save & Close New
@ Home = - s Humber — = Configuration Section — D
® Recen v
N New Configuration - Unsaved Draft Steve Smith
57 Pinned “~ 15t Validat ast Validation Stai wner
My Work .

Details Record Type  Message Template
&) Messages

Communication Medium Information Twilio Details
Customers

B Medium SMS Twilio Account SID
A Accounts
Q Contacts Mobile Number Twilio Auth Token

. _ Description
Administration Callback Url
8 Configurations
A Teams Settings
| License Registration
Allow Create To
Analysis
& session Timeout 1day
EL Error Logs
dle Timeout 5 minutes v

Help

Create A Twilio Account (Sandbox)

TextSMS4Dynamics leverages Twilio's SMS API to enable seamless communication within the Microsoft
Dynamics 365 environment. By integrating Twilio's API, TextSMS4Dynamics allows users to send and receive
messages directly from their Dynamics 365 interface.

Let’s take a look at how to get started with Twilio:

H M = G \N/
@ twilio % ‘@;‘

Sign up - ‘

By signing up today, you will get access to all Twilio

products. No credit card is required!

twilio
[s = comms

Streamline your communication capabilities with Twilio's
advanced suite of APIs

twilio
segment

Collect, unify. and enrich customer data across any app or

device, all in one safe place

=,
sendgrid

Already have an account? Login

Integrate in minutes with our email API and trust your

e Sign up on https://www.twilio.com/try-twilio
e Add your First Name, Second Name, Email Address and Password.
e You will then be sent a verification email.
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Check your email

We sent a verification link to:

Resend verification email

Wrong email address? Back to signup

wilio, Inc. All rights reserved. Tw

—
—J
)
Check your email and click the verification link to continue creating your account. ' ‘l

e Christine

[s
v

A

e Once verified, you need to add your phone number to setup your Twilio account and

validate the same.

e Christina v

‘

Enter your phone number

A verified number is required to secure your account. You will also be able to use this number to try some of ou

products during your tria

Q

Country Phone Number

[ r %]

us (+1) United States

I AF (+93) Afghanistan
ax (+358) Aland Islands
AL (+#355) Albania
oz (+213) Algeria
as (+1) American Samoa

£ f+1) Anawilla

Please Note: During signup, the phone number provided is only for setup and verification. This number
need not be similar to your SMS Account number / Sender Number that you will use to communicate with

your clients, and is only for setup.
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CONSOLE

Ahoy Christina Anderson, welcome to Twilio!

Tell us a bit about yourself so we can personalize your experience. You will have access 10

all Twilio products.

*Which Twilio product are you here to use?

I

*What do you plan to build with Twilio?

How do you want to build with Twilio?

With code
vy wi

With minimal code

With no code at all
ter app w

DOCsS VvV Christina An... V'

After the Twilio Verification Process is completed, then you need to mention which product you would like

to access with the help of Twilio.
e Add “SMS”, when asked which Twilio product are you here to use.

o We have added “Lead Conversion”, when asked what do you plan to build with Twilio. You

may choose any other segment as your business preference.

CONSOLE

DOCS V Christina An... V'

all Twilio products

* Which Twilio product are you here to use?

* What do you plan to build with Twilio?

Lead Conversion v

* How do you want to build with Twilio?

With code
With minimal code

© With no code at all

*What is your goal today?
[ Build something myself v ]

Your billing country is India. Change

Get Syrted with Twilio

e Select, “With no code at all”
e And in the last section, select “Build something myself”
e And click “Get started with Twilio”

Once registered, you'll have access to your Twilio dashboard.
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Console

@ T a Account ¥ Billing v othnstina e
My first Twilio account | © Trial: $7.1535 Upgrade -

Develop Monitor
T g
Ahoy Christina, welcome to Twilio!
> Phone Numbers
> Messaging
» 5 Studio Connect to 3rd-party applications Invite teammates
> % Voice You'll need 3 things to use Twilio with mast 3rd-party applications: Add developers in your team to your account.
» 3 Conversations I
° Account SID and Auth token Invite teammates >
© Twilio phone number
e + Upgraded Twilio account
Upgrade your account Talk to Sales
Read 3rd-party integration FAQ [3 Connect with a Twilio expert to find out what products and plans
best suit your needs.
& Docs and Support
Talk to Sales [4
«

Get your “Twilio Account SID" and "Auth Token”: In the Twilio dashboard, go to "Account Info" and take
note of the "Account SID" and "Auth Token."

Consale

~ Account ¥ Billing v Christina v
® |y st o sccoune I3 v @

Talk to Sales

Upgrade your account >

Develop Monitor
Read 3rd-party integration FAQ [3 Connect with a Twilio expert to find out what products and plans
best suit your needs.
* § Phone Numbers
I
» L1 Messaging™ Talk to Sales (2
* = Studio
> % Voice ¥ Account Info ¥ Helpful links
> [
Y @ T Account SID How does Twilio work? [2
ACeSeeb022e3710913d2296220f4c68569 m] Understand how to use Twilio in a 2-minute video.
Explore Products A
API documentation [
Auth Token S SsemEREEn =

; Learn the basics of Twilio APIs.
5080000000000 000ERRRRRRRREEEES ] Show

Explore Marketplace
A Always store your token securely to protect your account. Learn more
4 Do more with less code. Explore our Partner integrations available on Marketplace.
& Docs and Support

My Twilio phone number Support help center [3

<« +16562185892 O Troubleshoot commaon issues.

e Install and configure the integration: Follow the instructions provided by the integration solution
to set up the connection with Twilio's API. This typically involves entering your Twilio Account SID
and Auth Token, which will allow the CRM to communicate with the Twilio platform.
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@ Home
@ Recent \
= Pinned
My Work

) Messages

Customers

A Accounts

A contacts

Administration
| & confiqurations

B Teams

| License Registration

Analysis

Ea ErorLogs

Help

3 User Manual

New Configuration

Details Record Type ~ Message Template

SMS

+16562185892
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al-time Chat Logging
jefore proceeding with the

Settings

Try the new look @) 0O

Draft

ACeS5eeb022e3710913d2296220f4c68569

ZZZZZ FQLNE HWOJH BJANM FSKUF NKKAO AUXIL NXEXI IHHUU NVEIT VSHUJ
XDNAI GNNJB RQRHN HECVL DCIHE PCVAX SWKMP JPKEC GQHCN XOUVH JOFKE

@ callback Url: Required fields must be filled in.

1day

S minutes

ab — Messaging Configuration Section — Default Messaging Service for

@ Steve Smith v

In Twilio Configuration Details
e The Account SID,
e Auth Token (Once user adds this in normal text, it will be automatically encrypted)

& Pinned

My Work

Customers

Administration
| @ configurations

B Teams

[ License Registration

New Configuration

Details  Record Type

Message Template

SMS

+16562185892

Settings

Draft

ACeSeeb022e3710913d229622014c68569

ZZZ77 FQLNE HWOJH BJANM FSKUF NKKAO AUXIL NXEX] IHHUU NVFIT VSHU)
XDNAI GNNJB RQRHN HECVL DCIHE PCVAX SWKMP JPKEC GQHCN XOUVH JOFKE

@ Callback Url: Required fields must be filled in.

[

Analysis
B Eror Logs = ! 1day
Tim i ~
Help § minutes
8 user Manual

e Steve Smith

Provide Power Automate URL

Before proceeding with the Configuration, you need to copy the URL of Power Automate Flow —
“TextSMS4Dynamics Real-time Chat Logging” which is shipped in our solution and paste it into “Callback
URL” field in “Twilio Details” section in “Details” tab in your configuration.

Please Note: If this step is not performed, you will not be able to send any messages on the CRM.

e Go to Power Automate in Dynamics 365
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Apps

@ OneDrive ﬂ Word
i e @ roverreint
@ onenote B shareroint
B woms »

B sdmir

All apps

Save ' Save & Close Mew

URL from the Power Automate Flow - ‘R
+‘Request URL' and Callback URL'in T

paste it into P
oceeding with the configuration.

jon = Default Messaging Service for

Juration - vnsaue Draft e Steve Smith

srd Type  Message Template

SMs Twilio Account SID ACeS5eeb022e3710913d2296220f4c68569

mber R — Twilio Auth Toker * ZZZ2Z FQLNE HWOJH BIANM FSKUF NKKAQ AUXIL NXEXI IHHUU NVFIT VSHUJ 0
XDNAI GNNJB RQRHN HECVL DCIHE PCVAX SWKMP JPKEC GQHCN XOUVH JOFKE

Callback Ur
@ Callback Url: Required fields must be filled in.
Settings
Allow Create To Select an option
B Session Timeout 1day
idle Timeout 5 minutes -

e Choose the environment in which the Solution is imported.

Power Automate

Environment

,O Search TextSMS4

I A  Home
+ Create
D Templates
D Learn
o°

My flows

(& Approvals

Pl

Solutions
0§  Process mining
(B Alhub

B8  Desktop flow activity

‘/‘OV&:K a chatbot

Let’s automate something. What
should it do?

Generate

X
Learning for every level seeall S
Analyze process mining Analyze your business Register for free 1-day Autom.
@ reports in Power Automate Q process with Microsoft... @ automation workshop @ Robotic
Beginner 45 min Beginner 43 min Beginner 8 hr Interme

e In the list of Solutions, click TextSMS4Dynamics.

Page 14 of 59




TextSMS4Dynamics — User Manual

Power Automate 2 search

= + New solution 4! Import solution ﬁ ‘Open AppSource f, Publish all customizations -~ f) Search

() Home

+  Create Display name Name Created | Version Managed Publisher Solution check

B Templates (O TextsmMs4Dynamjcs : TextSMS4Dynamics 2 weeks ago 9.00.0 No Inogic Hasn't been run

P

M tLeam SalesPremiumDemoAn... H msdyn_SalesPr 1 month age 9.0.1.1275 ves 2y publ..

o® My flows Sales Trial App : msdyn_SalesTrialApp 1 month ago 9.0.1.1275 es Dynamics 365 Checked by publ.

(3 Approvals Sales Insights Sample ... : msdyn_Salesinsight... 1 month ago 9.0.1.1275 Yes Dynamics 365 Checked by publ...

Sales Premium Sample .. 1 month ago 9011275 Yes Checked by publ

(g Process mining sales insights add-on month ago 9.0.23101.1000 Yes Dynamics 365 Checked by publ...

(B Alhub Power Apps Checker B.. 1 month ago 2008 Yes Dynamics 365 Checked by publ...

&3 Desktop flow activity Power Apps Checker 1 month ago 2008 Yes Dynamics 365 Checked by publ..

= More Contextual Help Base 1 month ago 10022 Yes Dynamics 365 Checked by publ.
Doy T Contextual Help : msdyn_ContextualH... 1 month age 1.00.22 Yes Dynamics 365 Checked by publ...

(S0 s chatbot

e TextSMS4Dynamics Solution will open, then navigate to Cloud Flows and click TextSMS4Dynamics
Real-time Chat Logging.

,O Search
= Objects 4 | New ~ 4 Add existing » [ Publish all customizations --- 2 search
| L search

I TextSMS4Dynamics > Cloud flows I

. B aius ()

a & Chatb

= Display name T Name Type Managed Last Modif... Owner Status
I = Connection references (2) o7 TextSMS4Dynamics - Updat... Cloud Flow No 3 days ago Steve Smith On
U
° Custom API (2) I O - Tex h’aﬁﬁd[}yuﬁmlg s Real-tim... I : TextSMS4Dynam...  Cloud Flow No 3 days ago Steve Smith on
1 Custom API Request ... (2) TextSMS4Dynamics Real-time Chat Logging

Custom APl Respons... (2)
Custom controls (2)
Email templates (2)

Plug-in assemblies (3)

LedBODD -

Plug-in steps (14)

5

Processes (8)

o

Security roles (2)

i

Site maps (1)

BB Toblac iao

e C(Click on the Edit button inside TextSMS4Dynamics Real-time Chat Logging in My Flows
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nments
-
S4Dynamics_ Obf & 7

L Search

Power Automate

m £ share E) SaveAs [i] Delete [ Send acopy ' Export 55 Process mining (preview) | Analytics @ Tumoff - s Flow chec

() Home . . .
I Flows > TextSMS4Dynamics Real-time Chat Logging I
-+ Create
Details Edit Connection References See all
&b Templates
oL Flow Status i t Dat .
cam TextSMS4Dynamics Real-time Chat Logging On icrosoft Dataver SteveSmith@TextGroug
‘ v
| My flows I Owner Created
Steve Smith Dec 18, 10:55 AM
(& Approvals Modified Owners Edit

Dec 30, 01:22 PM

& solutions
Type Steve Smith

¥ Process mining Automated
B Alhub Plan Solutions (1)
This flow runs on owner's plan
a fl ivi
& Desktop flow activity Solution Name Managed
More TextSMS4Dynamics Ne
= 28-day run history (D) Edit columns () All runs
ﬁ Ask 3 chatbot Process mining (preview) ... |

e Copy the HTTP POST URL

£ search

& TextSMS4Dynamics Real-time Chat Logging A7 Send feedback  (Jy Copilot save Yy Flow checker New designer o

When a HTTP request is recew}.led K

Parameters  Seitings  Code View About

Who Can Trigger The Flow? *

Anyone B When a HTTP request
TP POST LR is received
https;//prod-116.westus.logic. 7cbfd446/... rjl

Request Body JSON Schema

l Initialize variable

<

Use sample payload to generate schema . Set variable

Advanced parameters

Showing 0 of 2 Show all
= E Perform an unbound

action

e Paste this HTTP POST URL in “Callback URL” field.
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Dynamics 365

e Mumbers — Manage — Active numbers — Sslect Mobile Number — Configurs Tsb — Messaging Configuration Section — Default Messaging Service for
5 Poned New Configuration - Unsaved Draft e Steve Smith
5 Pinned .
My Work "
fines Details Record Type  Message Template
& Messa
Communication Medium Information Twilio Details
Customers
o G 8 Medium SMs Teilio Account SID * ACeSeeb022¢3710913d2206220/4c68569
A Contact Jp— wilio Auth Token 22772 FQLNE HWOJH BIANM FSKUF NKKAO AUXIL NXEXI IHHUU NVEIT VSHU)
XDNAI GNNJB RQRHN HECVL DCIHE PCVAX SWKMP JPKEC GQHCN XOUVH JOFKE
Administration
llback Ur https://prod-116 westus Jogic.azure.com:443/workflows/d587b7bc 2 u
| & ¢ .
[
 Tean
Settings
¥ License Registration
Analysis
& Eror Logs 5 sessien Timeout 1day
Help Timeout 5 minutes
B User Manual

e Click on Save.

Once Account Information is added, update the General Setting:

e Allow Create To - In this section you can enable multiple entities such as Case, Order, Opportunity,
any OOB or Custom Entities. These entities will be available on “Create Record” button in the
Message Ul and you can easily create any OOB or custom entity record from it.

e Session Timeout — This specifies how long will Message session be active (This is by default for 24
hours / 1 day).

¢ Idle Timeout - By default, the message notifications are only visible to the owner of the session. But
the message notification becomes visible to all users, if there is no activity for the specified minutes
in this field.

Dynamics 365 | TextSMS4Dynamics Try the new look (@ )

= « & validate [ Deactivate 2 Ref €4 Check A £, Assign €8 Word Templates # Sha
G Home
([ Recent v . .
SMS +16562185892 1 - Draft e Steve Smith v
% Pinned ~  Configuration i tion Stat .
My Work Details Record Type Message Template  Related
&) Message:
‘Communication Medium Information Twilio Details
Customers
B Accounts B Mediur SMS. Twilio Account SID ACeSeeb022e3710913d2296220f4c68569
A contacts Mabile Number + 16562185892 Twilio Auth Toker ZZZ7Z FQUNE HWOJH BJANM FSKUF NKKAO AUXIL NXEXI IHHUU NVEJT VSHU)
XDNAI GNNJB RQRHN HECVL DCIHE PCVAX SWKMP JPKEC GQHCN XOUVH JOFKE
istrati Descri
Administration Callback Ur https:/prod-116 westusl ds8 ..
M Team Settings
| License Registration
Al reats
Analysis
B & Session Timeout 1 day
A Error Logs
dle Timeout S minutes
Help
& User Manual

e Enteris Send: When set to "Yes," pressing the "Enter" key will send the message. When set to "No,"
pressing "Enter" will insert a new line below the written text in message box. This field proves helpful
in multi-line messaging within chat Ul.
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o Assigned Team: Choose the team that will have access to and work on the specified conversation.
For example, if you assign access to your desired, team then the members of other team will not be
able to view, access, or handle communications designated to the desired team.

Dynamics 365 TextSMS4Dynamics

{ar Home o )
& [y Save “ Save & Close New 6/ Validate |:'§ Deactivate @ Delete O Refrash Q Check Access B [ Share - (@]
O Recent ~
Pinned N
£ G e T . e A oo .
My Work Configuration
Messages Details Record Type Message Template  Related v
Description *
Customers
Allowed Create To Case, Opportunity v
Accounts
Q Contacts Session Timeout & 1day
Idle Timeout i
Administration 5 minutes
I Configurations Enteris send Yes
e Teams i ,
Assigned Team % TextSMS4Dynamics % pel
License Registrati...
Chat with Unknown Yes
Analysis

Validate Configuration

Validate the configuration in TextSMS4Dynamics after adding the Account SID and Authentication Token
from the Twilio account. Validating the configuration helps ensure that the integration between
TextSMS4Dynamics and Twilio is set up correctly and functioning as expected.

Once the Configuration is done it will be saved as Draft and you will have to validate the Configuration.

Dynamics 365

SMS +16562185892 Draft 9 Steve Smith v/
% Pinned - Configuration 2 ted .
My Work Details Record Type  Message Template  Related
(- lessages
Communication Medium Information Twilio Details
Customers
(o) s 8 Medium SMS L siD ACeSeeb0223710913d2296220f4c68569
8 contacts N 16562185892 Twilio Auth Token ZZ7ZZ FQLNE HWOIH BJANM FSKUF NKKAC AUXIL NXEX] IHHUU NVEIT VSHU)
XDNAI GNNJB RQRHN HECVL DCIHE PCVAX SWKMP JPKEC GQHCN XOUVH JOFKE
Administration Descriptior T
Callback Url https://prod-116.westus logic.azure.com: flows/d! bbf36ceB07cbfd446/triggers/manu..
|18 co
" Teams Settings

[ License Registration

Analysis
B Session Timeout 1day
Ea ErrorLogs
Timeout 5 minutes

Help

& user Manua

e C(Click Validate. The Account SID & Authentication Token added from the Twilio Account will be
validated by Dynamics 365 CRM. You will receive a notification for the same.
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57 Pinned

My Work

€ Messages

Customers

SMS +16562185892

Configuration

Details Record Type

Communication Medium Information

SMS

+16562185892

Message Template

Related

Twilio Details

Administration De:
- Callt https://prod-116.westus.logic.azure. 7b7b cbfd446/trigg: u
B Configuratior

Settings

Al

Analysis
B Erortogs me 1day
- fle Tirm S minutes -

1# Share

112/2024 3:34PM  Valid

e Steve Smith

ACeS5eeb022e3710913d2296220f4c68569

ZZZZZ FQLNE HWOJH BJANM FSKUF NKKAQ AUXIL NXEXI IHHUU NVFIT VSHUJ
XDNAI GNNJB RQRHN HECVL DCIHE PCVAX SWKMP JPKEC GQHCN XOUVH JOFKE

Copy the Call-back URL from Configuration

To receive messages, you need to copy the URL of “Callback URL” field to “Request URL” as well as the
“Callback URL” field in your Twilio Account.

Please Note: If this step is not performed, you will not be able to receive any messages on the CRM.

Access the Messaging Service Settings.

Go to the Phone Numbers - Manage - Active number section.
Click on your configured number.

Billi

Account

Develop

4 Phone
Numbers

v Manage

TwiML apps

> Port & Host

> Regulatory

& Docs and Support

Monitor

Released numbers

Buy a number

A Toll-free verification required for US messaging. US Toll-Free numbers will not be able to send messages until the verification has been submitted.Learn m

ion (2

Active Numbers

for US

© A2p 10DLC
registra

[2 or Request CSV Report with your number status [2

Inventory Filters

Number v

Verified Caller IDs

Number

+1656 218 5892 A
Jm

Tampa, US

Friendly Name

Voice

S

(656) 218-5892

Configuration Filters

Voice URL
Capabilities
SMS MMS
& @

A registration process will be required for each number sending SMS/MMS messages to the US. Initiate A2!

re about toll

10DLC

Active Configuration
Fax

Voice >T: https://demo.twilio.com/welcome/voice/

Messaging Unconfigured

Select “Configure”

tab.
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Cansole

My first Twilio account = < Triak $5.2439 Upgrade

© Check the A2P 10DLC registration status of your phone numbers. Gen
Report (2

A Please add an emergency address to this phone number or you may incure a $75.00 charge per emergency call. Add emergency address

Voice Configuration

Routing

all routing is: Active

Configure with

Webhook, TwiML Bin, Function, Studio Flaw, Praxy Service

A call comes in

Develop M (656) 218-5892
Properties | Configure | Callslog  Messages Log log  Regulat t
Phone i
Numbers -
© A2P 10DLC registration required for US messaging. To send SMS/MMS messages to the US with this US logal number, a registration process is required, Initiate AZP 10DLC registra
v Mana
Active numbers
erate a CSV Report to view the A2P 10DLC registration status of your phone numbers and next steps to get your

Account v Biling v (@) Chistina

e Scroll down to “Messaging Configuration” section.

Set Default Messaging Service for Conversation.
e From the Messaging Service dropdown, select "Default Messaging Service for Conversations."

e C(Click on "Save configuration".

Messaging Configuration
Develop
% Phene Numbers
e rJ\ A2P 10DLC registration required for US messaging.
Sl To send SMS/MMS messages to the US with this US local number, a registration pracess i required. P or
e e B
/ Intiate AZ® 100LC regstraton *
Routing (5 kegiens
United States (UST) Region message routing i: Active
Msssaging Sarvice
> foict Default Messaging S ce for Conversations
» 0 Comersations Selec or Set up Defaull Meszagn 125 to handle incoming messages to ths phone umber, using the Messaging Service configualion.
Contigura with
Explore Products + K, TwitAL Bin, Fundtion, Studio Flow, Proxy Service
uRL HrTR
TP poST
Primary handler falls URL HTTe
webhack e —
® posssndsuppen

o Click on “Default Messaging Service for Configurations” hyperlink.

Page 200f59




TextSMS4Dynamics — User Manual

Conscle
Account v Biling ~ (@) Christina

My first Twilioaccount © ()

A nitiate A2P 10DLC registration >
De
Phone
Numbers
v Manage Routing
J51) Region message routing is: Acth
Active numbers . Active
Rel
Maessaging Service
Bu
Defau aging Service for Conversations
Defauh Messaging Service for Coryersations il ning messages to this phone numbe f
TWilL apy i
Configure with
> P
‘Webhook, TwiML Bin, Function, Studio Flow, Proxy Service v
Regul
* ¢ A message comes in URL HTTP
Webhook HTTP POST
»
R Primary handlar fails URL HTTP
‘Webhook v HTTP POST v
pport
Retuin to Active Numbers

e The copied Callback URL will be pasted in the Default Messaging Service for Conversations >
Integration section.

o Select Send a webhook to invoke an HTTP webhook for all incoming messages.

e Paste the copied Callback URL in the “Request URL” section as well as the “Callback URL".

My first Twilio account ¢ (IR ARERI

oewen wee |ntegration
Manage how your Messaging Service integrates with your application.

Default Messaging Incoming Messages
€ Service for

Conversations.

Select how

Properties

s 1

ink Shartening

Integration You nore messages. excluding opt-out requests which vl be processe, You won't be biled for incoming messages

Content Settings

webhook for all incoming messages.

hitpsy/jprod-116.westuslogicazure.comidd3/workflows/dsé | HTTP Post

HITP Post

i if the Request URL fails te respond

Delivery Status Callback
& Docs and Suppert i Provide a URL for Twilio to call via webhook to let the delivery status of your message.
Callback URL

& || ntpsiprod-116mestusiogicazure comidd3workiows/ds8

e Click Save to save the changes.
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PP P bep d. bille
Develop Monitor
Reguest URL
Default Messaging S — -
& Service for sig=EWRZWyjXcayPRWHG3m_SUPlakm3u3WWK HIT
Conversations
Fallback URL
Properties
Sender Pool HTTP Post
Link Shortening R fais 1o respond
Integration
iready i
Delivery Status Callback
Callback URL
bes
€ Docs and Support
« Reset

Configuring Record Type

Users need to configure Record Types for all those entities with whom they want to message. Also, at times
a record can have multiple phone numbers. Messages will be sent to the phone numbers selected in the

‘Phone Number Field’.
Please Note:

e Against one Entity, only one Record Type can be created.

namics extSMS4Dynamics ry the new lool
365  TextsMs4Dy: Try th look (@

SMS +16562185892

Configuration

1/10/2024 3:33 PM
< Pinned

My Work

Details | Record Type | Message Template  Related

&) Messages

Customers Active Record Types

8 Ac Name v Phone Number Field ¥ Compliance Field v
R con Main Phone Allow SMS
Business Phone Allow SMS

Administration

| & Cor

A Teams
| License Registration
Analysis

P Q

Valid

ord Type

Created On | v

1/10/2024 3

1/10/2024 3:06

e Steve Smith v

Refresh

59 PM

PM

e C(Click on +New Record Type to create New Record.
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Dynamics 365

= & validate [} Deactivat Assign  : 1# Share
Hormi ime Chat Logging and pi - Configure Tab — Messaging
- ‘Request URL' and ‘Callbac be

© Recent ~

, SMS +16562185892 - saved 1/10/2024 3:33PM  Valid e Steve Smith v/
> Pinned .

s v Configuration v

My Work
b Details  Record Type Message Template  Related

) Messages

- Active Record Types - f NewRetordType O Refresh

& Accounts Name Phone Number Field ~ Compliance Field ~ Created On |

a -

~  Contac Main Phone Allow SMS 1/10/2024 3:59 PM

Administration

| &8 configurations

' Teams

| License Registration 1-10f1 Page 1

Analysis

e Fill in the following details

o Record Type: Select the entity to which the message should be sent.

Please Note: While configuring, in background, we have a logic to create field. Due to this, it is extremely
important that System Admins give privileges to the users.

o Related record type: Select entity to initiate chat related to entity set in record type.

o Compliance Field: For the system to decide, whether the message should be sent, the
message Compliance Field is used. The Compliance Field lists all the Boolean Fields within
the Record.

= [f the value is selected as Yes, messages will be sent.
= [f the value is selected as No, messages will not be sent.

Please Note: In case Compliance Field is not set, the message will be directly sent without validation.
In the screenshot below, we have selected ‘Allow Conversation’, you may select a field as per your
preference.

o Phone Number Field: In the Phone Number Field, all the multiple phone number fields

within a Record are listed and you can choose whichever contact as preferred. But please
note that the particular field selected should have a working contact number.
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Dynamics 365

Home

Recent ~

Pinned ~

My Work

Messages

Customers

Accounts

Contacts

TextSMS4Dynamics

€ [y Save
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“ Save & Close

New Record Type - Unsaved

Details

Record Type

Related Record Type

Compliance Field

New Record Type

Address 2: Telephone 1
Address 2: Telephone 2
Address 2: Telephone 3
Address 3: Telephone1
Address 3: Telephone2
Address 3: Telephone3

Assistant Phone

Contact

s || Business Phone Pn O & sms

Select an option

Business Phone 2

Callback Number

‘ Allow Conversation

Company Phone

Administration Phone Number Field Il elect an option - WHome Phone
H Phone 2
Cenfigurations Default Country Code 91 lome Phone
o Teams Manager Phone
Priority Order
License Registrati... Mobile Phone
Telephone 3
Analysis

Please Note: It is extremely important for the selected contact numbers to have Country Codes.

o
o)
|

=

A

Dynamics 365

Home

Recent v

Pinned ~

My Work

Messages

Customers

Accounts

Contacts

Administration

Configurations

Default Country Code: Provide the required country code.
Priority Order: lets you choose which type of record (e.g., Contact, Account) should be used
first in the customer field when a chat comes in. If multiple records match, the system picks
the one with the highest priority.

TextSMS4Dynamics

< [} Save

Contact - saved
Record Type

Details Related

Record Type

Related Record Type

Compliance Field

Phone Number Field

i

Save & Close [ Deactivate

O Refresh Q Check Access &, Assign

Message Configuration & =4 sms

Select an option

v | Status B Active

‘ Allow Conversation

Business Phone

Default Country Code 191
o Teams
License Registrati... Priority Order 1
Analysis

& Share

Configuring Message Templates

Configuring message templates in TextSMS4Dynamics allows users to set up predefined message formats
for commonly used responses or communication scenarios.

These templates can then be easily accessed and used when sending messages from within the Dynamics

environment.
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1. Create Messages Templates in Microsoft Dynamics 365 CRM:

You can now create message templates on Microsoft Dynamics 365 CRM after you have done the setup.

To do so, follow the steps;

e In TextSMS4Dynamics click Configurations, and navigate to Message Templates.
e C(Click +New Message Template to create a new Message Template

Dynamics 365 TextSMS4Dynamics Try the new look (@ ) 0O Q

= & f | save & Saveaclose New (& Validate [ Deactivate [ij Delete () Refresh @ Check Access A&, Assign H 1# Share

om the e Chat

o /N Plea ging’ and paste it into Phone Numbers —

®
on — Defaul r equest URL' and ‘Callback URL in Twilio before pro
(@ Recent v
A Cad . SMS +16562185892 - save 1/10/2024 3:33 PM Valid e Steve Smith v
ZGER eC ~ Configuration t Valid 4 d
My Work

Details Record Type | Message Template |Related -
) Messages —

Customers Active Message Templates 4+ New MF‘:\'A’?: Template | (O Refresh
Accounts Title T~ Message ¥ Record Type v Created On v
R Ccontacts

No data available
Administration

|Lﬂ Configurations

o Teams

| License Registration 0-00f0 Page 1

Analysis

e Fill Up All the Fields:
o Select Template Type — Choose between Entity or Global template:
1. Entity Template
o If you select the entity template, the custom message template will only be visible for
selected entities Chat Interface.

o Record Type — Choose the Entity in which the message template needs to be shown.
o Title — Add a desired title or describe the message template.
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Dynamics 365

Y Home

© Recent v
57 Pinned v
My Work

6 Messages

Customers

Administration

&

Configurations
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TextSMS4Dynamics

o BEsae &
ACS channel instance account
New Message Template

Al Builder Datase!

Al Builder Da
Details

Al Builder Da

Al Builde
Entity Template
Al Builder Feedback Loop

Al Builder File

Al Builder File Attached Data
Al Configuration

Al Event

Al Form Processing Document
Al Model

Al Object Def

Bounding Box

Al Object Detection Image

Analysis Al Object Detection Image Mapping
2 Eror Logs Al Object Detection Labe!

Al Template
Helo

i +16562185892 e Steve Smith '

For Example: As shown in the screenshot below, the Support team has created a greeting message for the

O

Message — customize the curly brackets, add dynamic values or CRM fields as values to

create message templates in the message section according to your requirements.

CRM Record (Contact).

Dear {ikl_t4d_firstname} {ikl_tkd_lastname}.
Greetings! We are pleased to welcome you to our network.

Dynamics 365

Try the new look @ )

TextSMS4Dynamics

& save @& Save & Close

@ Home
New Message Template SMS +16562185892 e Steve Smith
Rece figura :
5 Pinned v Details
My Work
&) Messages B Templ * Entity Template
Customers Record Tyr Contact
[f
8 A T Support
e
Messa Dear {ikl_t4d_firstname} {ikl_tkd_lastname}.
Greetings! We are pleased to welcome you to our network.
Administration
B Configurations
o Teams
| License Registration
Analysis
EL Error Logs
Help
2. Global Template

o
entities in the Chat Interface.

o Title — Add a desired title or describe the message template.

o Message — Write the content of your message in the message field.

If you select the Global Template, the custom message template will be available for all
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Dynamics 365 TextSMS4Dynamics

= B V=
< [ Save @ Save & Close
fm Home
- ©
0
) Recent 4
= I New Message Template IL\‘ia\.-ed ¥ : @
57 Pinned
My Work Details
Messages
Confi il 59.
EEETED onhiguration 5] E} SMS +16203106959-INOGIC ACCOUNT
Accounts Template Type * Global Template
,Q, Contacts
Administration Title Exciting News
Configurations .
Message We're thrilled to announce our new product release.
o Teams
License Registrati...
Analysis

o Save the Template: Click the "Save" button to store your new message template. Once you
save the message template, make sure to “Publish” it to reflect in the chat Ul in both
template types.

Dynamics 365 TextSMS4Dynamics

= =
¢ jmiy Save | (& Publish |&® Save & Close [ Deactivate [I] Delete () Refresh € Check Access < Assign [ Share -
{ Home
(@)
s
Y) Recent v
@ .
Exciting News - saved #
5 Pinned g Message Template
My Work Details Related v~
Messages
Configuration 5] 59-|
AT 9 % SMS +16203106959-INOGIC ACCOUNT
Accounts Template Type @ Global Template
R Contacts
Template
Administration Title Exciting News
Configurations )
Message " We're thrilled to announce our new product release.
o Teams
License Registrati...
Analysis

Access Messaging Ul on CRM Records

TextSMS4Dynamics provides a feature that allows users to access a Message User Interface (Ul) directly on
CRM records. Moreover, having the Messaging Ul within CRM records enhances the overall user
experience, as it eliminates the need to switch between different applications or interfaces to access
messaging conversations. It allows for a seamless and integrated approach to customer communication,
which can lead to improved customer service and relationship management.

I.  Access Messaging Ul When “Regarding” of Messaging Session Is Set

Message Ul is accessible from any CRM Records as well when “Regarding” is Set.
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For Example: If a Case record is associated as “Regarding” to a particular session, then here is how you can

access Message Ul from Case record:

o Navigate to Settings --> Customizations.

Dynamics 365 « Settings v Business Management

Settings

Business Customization

Business Manageme... |m Customizations
Templates E Solutions

\\‘ Mobile Offline @ Solutions History

E Sync Error

e C(Click on 'Customize the System'.

Dynamics 365 Settings v Customizations

Customization

Which feature would you like to work with?

.Q_' | Customize the System |

and others.

(g ,_—1}1 Solutions

i' Create, modify, export, or import a managed or unmanaged solution.

Themes
Adjust your organization's colors. Create, change, or delete themes that are used in your organization.
va

| ‘ »  Create modify, or delete components in your organization. Components include entities, fields, relationships, forms, reports, processes,

o Navigate to Entities --> Case --> Forms.
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Power Apps

. | =
d £ xl S d Cl e
H ) saveandClose £

= Solution: Default Solution
[ |3f Information

Solution Default Solution

3{” Information
2@ Components
é Option Sets
" Client Extensions
ﬂ Web Resources

T P
& Processes

< Plug-in Assemblies

-] Sdk Message Processing Steps
&, Service Endpoints

;ﬂ Dashboards

H Dialog Boxes

j Reports

% Connection Roles

ﬁ} Article Templates

.ij Contract Templates

Power Apps

o Try New Experience There's a better way to customize the system Try New Experience X
il _0 Publish All Customizations @ Help =
ile
[ ‘ Case
&= y
= Forms
Solution Default Solution System Forms  Active Forms v
| @ CascadeGrantRevo... a
4 J Case TINew ~ | X Delete 9?, Enable Security Roles EiForm Order v | y4 Activate 344 Deactivate More Actions =
j Forrrhi 0 .
= viewl) - Name Form State Form Type 4 State Customizable | Versi O
il Charts
& rields Case Card Active Card Managed True 8.0.0.0
mKeys H
=3 1:N Relationships - Enhanced quick case form Active Main Managed True 9.1.0.0
fFJ N:1 Relationships
3 N:N Relationshi... Enhanced full case form Active Main Managed True 9.1.0.0
"‘ﬁ Messages

Jusiness Rules Case for Interactive experience Active Main Managed True 8.0.0.0
-F'i-/ Hierarchy Setti...
[£2] Dashboards Case Active Main Managed True 5.0.0.0

ﬁ Case Enrichment

\DL Case Resolution

_;& Case Suggestion 1- 14 of 14 (0 selected)
& Caco Sianoction B

»

e C(Click on Case Entity with Form Type Main.
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Power Apps

0 Try New Experience There's a better way to customize the systerr Try New Experience X
Publish All Customizations © Help ~
File ©
Case
&
34 Forms
Solution Default Solution ystem Forms Active Forms v
@ CascadeGrantRevo... a
TNew~ | X Delete | & Enable Security Roles | FyForm Order » | 42 Activate | 3§{ Deactivate | More Actions ~
O Name Form State Form Type State Customizable | Vers
EOIAIILEU I LASe 10111 ALUVE vidi vidildgeu rue =
for Interactive experience Active Main Managed True
ase Active Main Managed True 5.0.0.0
e g
_ase for Customer Card Active Main Managed True 1.0
Tin IControl - Case- M Active Main Managed True 1.0.0.2
» <=
»
f14

e Select (or Add) the Tab

Power Apps

FILE HOME INSERT

i o0 D o|O|E = & 3 ] el

Section  Three  Three v e | Sub-Grid Spacer Quick View Bing Navigation Social ~Timer Knowledge Base ACl Assistant Predictive Opportunity
+  Columns Columns Columns Columns Columns | Column Form Timeline Maps Link  Insights Search Control Scoring
3 Tabs 2 Tabs 1Tab Contro

e Then select Sub-Grid

Power Apps

GO -ove | INSERT
3 » > > > > > @ web Resource . o= @
1 O == = ©) o=
=l 5 irramE
Section  Three  Three  Two : One | Sub-Grid |Spacer Quick View Bing Navigation Social Timer Kn cBase ACl Assistant Predictive Opportunity
Columns Columns  Columns Columns Columns ~ Column Form Timeline Maps Lk  Insights Control Scoring

3 Tabs 2 Tabs 1Tab Control

e A new window will pop up. Add the Name, Label, Records as Only Related Records, Entity as
Message Sessions (Regarding), Default View as All Message Sessions - Internal Purpose.
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Set Properties

Set the List or Chart praperties.

Display | Formating | Controls

—Name

Specify a unique name.
Name* [essages ]

—Name

Label * Message Sessions (Regarding)

D cisplay label on the Form

Parelheades coor

[ Data Source

Specify the primary data source for this list or chart.
Records Only Related Records ~
Entity Message Sessions (Regarding) ~
Default View All Message Sessions - Internal Purposa

Edit Hew

— Additional Options
O osplay Search Box
O ouplay ince @
View Selector off

e Navigate to Controls and click Add Controls.

Set Properties

Set the List or Chart properties.

o |

Control Web  Phone Tablet
Read-only Grid (default) ® ® ®

Add Control.,

b

t
1 ‘ Add new custom control configuration [ »

Select or add a custom control to see its configuration.

— Corcel

e From the dropdown list search for TextSMSChatSystem and add it as a control.
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Add Control

Select a custom control from the field.

SLA Timer

SMS Provider Grid Control

Timeline control

TextSMSChatSystem

Modes:
Types: Grid

TextSMS ChatSystem descriptior

Once done, TextSMSChatSystem will be shown under the Controls Tab and you can enable it for
multiple devices to access it accordingly.

Set Properties

Set the List or Chart properties.

Display = Formatting ~ Controls

Control

[~ TextSMSChatSystem

Property Value
Dataset_ Display_Key My Message Sessions

e After clicking Ok, and then click on Save & Publish for the grid to be visible.
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Power Apps

N - ®
B save as € Undo Header - | f R I
H F
B 5 save and Close - .
Save Change Remay Forr 1ge
D b Prapariias
o This form is using high density header. For the best authoring experience with this form, use the new form designer. Learn more
olution: Default Solution feld Explorer
4 Case - selution: Default Selutio Fleld Expl |
Summ Form: Case
Filter
- C fields
4 Mesages a
M Secti
ection @ Ac
4 Comman -
activities @ b
tie ] C
nect @l ¢
1
=]
a c
= 3
A Swarr
=]
Entity A
1
5
@ Cu
Sales _—
¥ Case Relationships 1.
- 5 New Fieid
4 Sorvics

e Once done, you can view the Message Ul on the Case Record and communicate with the customers
directly, as shown in the screenshot below.

= « o RBsa & se I oute + New [ Resolve Case ) Ca A B Add to Queue : # Share
" © Product Quality Issue - saved Normal ~ 1/12/2024 430 PM I Progress e Steve Smith v
® Recenl ‘ Case - Case Prierit =ate st "
)
52 Pinned v Phone to Case Process @ e o
Active for 10 minutes < Identify (10 Min) Research Resolve

My Work
Summary Mesages Case Relationships  Associated Knowledge Records  Enhanced SLA Details  Additional Details  Social Details
5 Sales accelerator

End Chat

B steve smith s -

~ Steve Smith
We've received your case and our team is currently reviewing the details. Expect further updates shortly.

{% Diaries
Sales ~ Steve Smith
Appreciate your case registration. Our team has it and will be looking into the details. We'll reach out soon with more updates.
& Leads
[ Opportunities
A Competitors o+ B

_n Sales e

II.  Access Messaging Ul When “Customer” of Messaging Session Is Set

For Example: If a Contact record is associated as “To” to a particular session, then here is how you can
access Message Ul from Contact record. To do so, there are two approaches to access Messaging Ul for
“Customer”.

Approach 1 (Adding a Tab)
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Navigate to Settings --> Customizations.

Click on 'Customize the System'.

namics 365

Settings

Business

g Templates

E Sync Error

Business Manageme...

Product Catalog

Mabile Offline

Settings «

Customization

Service Management E Plug-In Trace Log

Business Management

Security
Data Management

System Jobs

Document Manage...

Auditing

Dynamics 365 «

Settings «

Customizations

Customization

Which feature would you like to work with?

L_G,
s
»

e

vﬂ I Customize the System I

and others.

Solutions

Themes

&

Create, modify, export, or import a managed or unmanaged solution.

Create, modify, or delete components in your organization. Components include entities, fields, relationships, forms, reports, processes,

Adjust your organization's colors. Create, change, or delete themes that are used in your organization.

Navigate to Entities --> Contact --> Forms.

Power Apps

‘ﬂ u’l Save and Close

5 Solution: Default Solution
1§ |3J"" Information

Solution Default Solution

3_+ Information
Dd Components
> &5 Entities |
2| Option Sets

"# Client Extensions
ﬂ Web Resources
,ii Processes
3 Plug-in Assemblies

2| Sdk Message Processing Steps
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Power Apps

0 Try New Experience  There's a better way to customize the system Try New Experience X
L&) Publish All Customizations @ Help ~
ile
5— Contact
&3]
2 Forms

lution Default Sol

System Forms Active Forms v

| Component Layer &

& Component Layer TINew~ | X Delete | & Enable Security Roles | [ZjForm Order » | ;7 Activate | 544 Deactivate More Actions =

& Component Version X .

e O Name Form State Form Type 4 State Customizable | Version De ()
L po sio

7& Component Versio

&3 configuration Contact Card form Active Card Managed True 8.0.00 Defat
g Configuration
&2 Connection Customer profile cases Active Main Managed True 1.0.0.0 Show
7;& Connection Refere... | Contact form for Customer Card ~ Active Main Managed True 1.0.0.0 Contz
%Co-wnect\c'w Role
~ CeTECiTT CSTTER T Information Active Main Managed True 5.00.0 A fon
_i# Consuming Applica...
4 | Contact Portal Contact (Enhanced) Active Main Managed True 1.0.0.0 A fon
== Forms
R ews Profile Web Form (Enhanced) Active Main Managed True 1.0.0.0 This f
il Charts -
& Fields PRUTORR YV, L N N Ammman a T 1nnn s
[§] Keys
&3 1:N Relationshi... 1- 27 of 27 (0 selected)

29 N1 Rolatinnchi

e C(Click on Contact Entity with Form Type Main.

Power Apps

“ & Publish All Customizations @ Help ~

em Forms Active Forms v

TINew~ | X Delete | & Enable Security Roles | EjForm Order v | ;@) Activate | xi Deactivate | More Actions ~

b2 Name Form State Form Type 4 State Customizable | Version De

App for Outlook Contact Card Active Managed n 1.0

1- 27 of 27 (0 selected)

e Select (or Add) the Tab

Power Apps

FILE HOME INSERT

’ » » » 3 » » 3\ e -
il i O O o) = B e 0] Y
=] 53 irrame
Section Three Three Two Two Two ne Sub-Grid Spacer Quick View Bing Navigatio Timer Knowled Base ACH Assistant Predict PO
- Columns Columns Columns Columns Columns | Column Form Timeline Maps Control n
3 Tabs 2 Tabs 1 Tab
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e Then select Sub-Grid

Power Apps

1 o o ) = i\:R::E

Section  Three  Three Two  Two o ne | Sub-Grid [Spacer Quick View Bing Navigation Social
v Columns Columns Columns Columns Columns  Column Form Timeline Maps Link  Insights

5= ¢

ACI  Assistant Predictive Opportunity
Control Scoring

3 Tabs 2 Tabs 1 Tab Control

e A new window will pop up. Add the Name, Label, Records as Only Related Records, Entity as
Maessage Sessions (Customer), Default View as All Message Sessions - Internal Purpose.

E Set Properties 7 x ¢
S }
o
# Contact Solution: Default Solution
Form: Contact Name * Messages
 Commen
o

)

o

i ¥ Details 5

“ Messages >
e o section - =
at
)
3
i ]

o & Footer oM v

. [ o |
“sal

=

e Navigate to Controls and click Add Controls.

Set Properties
Set the List or Chart properties.

Display ~ Formatting | Controls

Control Web  Phone  Tablet

o This farm is using high density header. For the best authoring experience with this form, ug @ @ &

Solution: Default Solution
4 Contact 4o Conp Field Explorer >

Form: Contact
» Filter Al Fields -

Only show unused fields

4 Common [ Access Failed Count

3 Playbooks o Address 1: Address Type

Address 1: City
* Details . J

3l Address 1: Country/Region

== t trol ¢ y " y 02020000 & Address 1: County

section (] Addres:

B Addres

Latitude
@] Address 1: Longitude
(8l Address 1: Name
(] Address 1: Phone

& Footer
£ Address 1: Post Office Box

£ Address 1: Primary Contact Name

e From the dropdown list search for TextSMSChatSystem and add it as a control.
Page 360f59




TextSMS4Dynamics — User Manual

Add Control

Select a custom control from the field.

SLA Timer

SMS Provider Grid Control

Timeline control

TextSMSChatSystem
Modes:
Types: Grid

TextSMS ChatSystem description

e Once done, TextSMSChatSystem will be shown under the Controls Tab and you can enable it for
multiple devices to access it accordingly.

Set Properties

Set the List or Chart properties.

Display =~ Formatting ~ Contrals

Control Web  Phone Tablet

Read-only Grid (default)

Dataset_Display_Key My Message Sessions

e After clicking Ok, and then click on Save & Publish for the grid to be visible.
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0 This form is using high density header. For the best authoring experience with this form, use the new form designer. Learn more

Solution: Default Solution i
4 Contact Field Explorer »

mm Form: Contact
4 Common

* Details

“ Messages

section

oing conversat - New Field

e Once done, you can view the Message Ul on the Contact Record and communicate with the
customers directly, as shown in the screenshot below.

Dynamics 365 Sales Hub Try the new look
= =) Save @’ Save & Close New ¢ Openorgchart [ Deactivate SR Connect : 1# Share
Home .
&tz Steve Smith - saved e Steve smith v/
(© Recent v Contact - Contact
£ Pinned S Summary Details Messages Related
My Work

g v Smitt v 12/01/2024 10:45 AM (UTC) - Session started from SMS +165621 End Chat

SMS +16562

& sales accelerator

Activities
~ Steve Smith

%€ Dashboards
We've received your case and our team is currently reviewing the details. Expect further updates shortly.

£15PM
Customers
A Accounts ~ Steve Smith
P Appreciate your case registration. Our team has it and will be looking into the details. We'll reach out soon
| A Contacts with more updates.
{3 Diaries 438PM

Sales e + B

P = I
- . o 5

Approach — 2 (Without Adding Tab)

In case “To” is set in Contact field, then you can directly go into Contact - CRM Record and start
communicating with the customers / contacts.
To do so,

e Go to Contact, Click Related.

e Navigate to Message Sessions
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= <« o Save @ Save & Close
Home .

e Steve Smith

© Recent ~ Contact

5> Pinned e Summary Details Messages

My Work

=]

CONTACT INFORMATION
Messages

First Name™
Customers

Steve
&

|~

Accounts

. Last Name
Contacts

Smith

Administration

3
AP

Configurations —

Teams

| License Registration

Email

Analysis
EA

Error Logs

Businecs Phone

Related ~ [

New b Openorgchart [ Deactivate

contactkpiitems

Conversations

Ongoing conversations (Deprecated)

Conversation Participant Insight:

Contact Price Lists

Billing Account

Vendor Contact

Work Orders

Messages
Qutbox

Message Scsz\cnﬁn

Related - Sales

B

Quotes

A Connect

T Add to Marketing List 1# Share

@ Kylian Mbappe Y

Assistant

Notifications

No notifications or suggestions

Check back later to see what's new and stay up to
date.

=

e Start messaging with the respective Contact.

= 7 save Mew

A Home .

a ' Steve Smith

© Recent ~ Contact - Contact

& Pinned Summary Details Messages Message Sessions
My Work

i Message Session Associated View
F  Sales accelerator

B Activities
5% Dashboards

+16562185892

Related -

Customers

A Accounts
|8 comaas

o

Diaries

Sales
@ Leads
[ opportunities

£ Competitors

n Sales °

= Add to Marketing List

- Steve Smith

A, Assign  [F Emailalink  [i] Delete

End Chat

1# Share

e Steve Smith ~
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Features

Message Conversation Manager in CRM

TextSMS4Dynamics provides a seamless integration between Messaging Service and Microsoft Dynamics
365 CRM. It allows users to communicate with customers and partners directly within the Dynamics
environment and eliminates the need to switch between different platforms.

With TextSMS4Dynamics, you can enjoy the same experience of messaging in Dynamics 365 CRM.

e Messages will show the following information:

o Configuration — This shows the configured message number.

o Mobile Number — This shows the Mobile number with Country Code of the user.

o Message — Content of the message sent or received.

o Status — This field describes the Status of the message, such as whether the message is
sent, delivered, failed, received, etc.

o Message Direction — In this field you can view if a message is an incoming or an outgoing
message.

o Date and Time - Similar to a native messaging interface, you can view the date and time of
when a message was sent, delivered, failed, received, etc.

Dynamics 365 TextSMS4Dynamics Try the newlook @ )

= € EJ Show Chart [l Delete | () Refresh T3] Emailalink | M Export to Excel |~

y Home

My Messages 7 Editcolumns % Edit filters
(® Recent v
Configuration + Mobile Number ~  Message ~ Status v Direction ~ Date | ~
57 Pinnad v
My Work O SMS +17178446650 +918591769944 Hello! Good Evening Deliver... Outgoing 1/10/2024 &:06 PM
I G} Messages O SMS +17178446650 +917021913036 Hello There!!! 0 Failed Outgoing 1/10/2024 4:20 PM

Customers
Accounts

R Contacts

Administration

G4 Configurations
A Teams

| License Registration

Analysis

Fﬂ Error Logs

Help

B User Manual

1-20f2 Page 1
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Message Notification

Message notifications in TextSMS4Dynamics are the new incoming messages that you receive within the
Dynamics platform. These notifications play a crucial role in keeping users informed, ensuring they can
respond promptly to customer inquiries and other important messages.

While navigating from entity to entity, if you receive a notification, then the Message bubble on the right-
hand side will notify the total count of unread message.

Dynamics 365 TextSMS4Dynamics Try the new look ._ L Q

= L o B Show Chart li] Delete | () Refresh [ Email a Link @3 Export to Excel ¥ Share =)
R} Home - i

My Messages v I3 Edit columns v Edit filters Filter by keyworc 5]
O Recent '
2 Pinned Y Configuration v Mobile Nu... ¥  Message ¥ Status ¥ Direction v Date | v

My Work SMS +16203106959 +12494882177 Hello there! Rec... Incomi... 1/10/2024 6:21 PM

I {j Messages

Customers
Accounts

A Contacts

Administration

] Configurations
o Teams

| License Registration

1-10of1 Page 1

e Once you click the Message Bubble, various buttons will be accessible through which you can
directly go to the Message Ul.
o In case you receive a message for the first time in the CRM, you need to either Accept,
Dismiss, or Block the message.

Dynamics 365 e

= 7 Shov r il Delete ) Refres| = a Lin bort cel 2 Share
= < [l showChart [ Delete O Refresh [ Email a Link B Export to Excel 12 Share TextSMS4Dynamics
Home
o My Messages I3 v F nﬁ |
@ Recent ~ g Justink Thursday 10:29 AM
+16465685489 $1 ss
Configuration ~ Mobile Nu... ¥  Message ~ Status v Direction v Date | ~

& Pinned ~ Can you send some more details?

oy ik = =
| & Messages

Customers

£ Accounts )

R Contacts

. No data available
Administration

@ Configurations

o Teams

Analysis

Error Logs

Help

2| User Manual

0-00f0 Page 1
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o Once Accepted, future messages from the same contact will be prompted as View
Message.

Dynamics 365 TextSM!

= & [ show Chart  [i] Delete () Refresh [ Email aLink | ~ B Export to Excel | 1# Share TextSMSﬂlDynam\cs

al

@ Home My Messages m

® Recent ~ =

&

Justin K Thursday 10:29 AM
+ 16465685489 s oss

2 Pinned o Configuration Mobile Nu.. ~  Message + Status ~ Direction~  Date L v

My Work O SMS +12039025189 +16465685489 I need some information of your product Rec.. Incomi... 1/11/2024 1029 ..

| need some infarmation of your product

| & Messages

Customers

A Accounts

K contacts

Administration l}
B Configurations
A Teams

i License Registration

Analysis

EA Error Logs

o Even if several CRM users have logged in, View Message button will only be displayed to
the Message Session Owner. However, if the conversation exceeds idle timeout period,
which was configured on the configuration record, then other users will be prompted to
assign the messages to themselves with the Assign to Me button and Change Ownership
by confirming Yes / No to continue messaging.

Dynamics 365 TextSMS4Dynamics

— . : 2 :
= &  [E)showchart [i] Delete | ~ () Refresh : 12 Share TextSMS4Dynamics v
I Messages
My Messages - B Y Filter by keyword
Customers N R
Configuration ¥ Mobile Nu... ¥  Message ¥ Sti
Accounts
SMS +17178446650 +918591769.. Sent from your Twilio trial account - Hello!...
R Contacts
SMS +17178446650 +917021913 Sent from your Twilio trial account - o ] .
Change ownership of the
Administration
record
& Configurations This record is assigned to Bruce Lee . Do

you really want to assign it to you?

& Teams

—_§

Analysis

EA Error Logs

Help

[ user Manual 1-20f2 Page 1
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o Once Dismissed, the message no longer appears in the notification panel of logged-in users
until a new message is received. However, the notification remains in the notification panel
for other team members.

Dynamics 365

= ra Sho delete | ~ () Refresh = E are
= [ show Chart ] Delete ) Email aLir a 12 st TextSMS4Dynamics
@ Home

My Messages v by keyword o

o Justin K Thursday 1029 AM @
n v . Y
...... 55

. Configuration ~ Mobile Nu Message Status Direction  Date | v . '
5 Pinned v Cany Message. you can ¢
My Work O Can you send some more details? Rec Incomi 1/11/2024 1029 m E.i%miss m

€ Messages

Customers
A Accounts

A Contacts

Administration
& Configurations
 Teams

| License Registration

Analysis

BL Error Logs

o Once Blocked, the contact number becomes inactive for all team members.

Dynamics 365 TextSMS4Dynamics

@ Home My Messages

® Recent 7

Configuration ¥ Mobile Nu... ¥  Message ¥ Status ¥ Direction ¥ Date | v

% Pinned Y

My Work QO SMs +12039025189 Can you send some more details? Rec.. Incomi... 1/11/202410:29 ..

lgck
¥

| & Messages

Customers

Accounts

X [

Contacts

Administration
@ Configurations

2 Teams

[ License Registration

Analysis

Helg

Please Note: Message notifications are fetched when the model-driven app is initially launched. However, if
a user remains on a page for an extended period, new notifications will not be fetched until the user
navigates to a different page.
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Mapping CRM Records

Mapping CRM Records is possible with TextSMS4Dynamics! TextSMS4Dynamics finds CRM records (any
record types created during the configuration process) and maps them with the new messages on the basis
of their mobile number. This enables more informed and context-rich conversations and helps deliver
personalized support.

For Example:

e Inthe below example, Justin is the Contact in the CRM that is mapped by TextSMS4Dynamics from
the phone number associated.

Dynamics 365 TextSMS4Dynamics Try the new look ._'
= &  ©f B save @ sae&Close [ Deactivate [i] Delete () Refresh € Check Access R, Assign @8 Word Templates 1# Share =
Home .
L Justin K - saved SMS +16203106959 @ Brucelee  Accepted v =)
(© Recent s Message figurat fetus R o
X7 Pinned ~ Message Details Outbox  Related
My Work
Profile Details Messages
Ij Messages
a Justin K 10/01/2024 12:51 PM (UTC) - Sess v End Chat
a— ) Mobile Number +12494882177 & osesa0017 0 2:51 PM (UTC) - Se
@ Accounts
8 contacts Customer B Justin K
Hello there!
Administration 621 PM
B Configurations
~ Bruce Lee
A Teams w How are you? When can we connect to discuss about your
requirements?
| License Registration
6:37 PM
Analysis
=+ Messag =3 Create Record -
L’L Error Logs Q S

Please Note: In case there are multiple entities with the same phone number, preference will be given to
the first record type that was created.

Easy-To-Use Messaging User Interface
TextSMS4Dynamics allows users to access an easy-to-use Messaging User Interface (Ul) within the CRM
environment. This enables users to initiate and manage message interactions with customers from a single
platform.
Here are some key features that you can benefit from this integration:

[.  Communicate directly from CRM Records:
You can start sending message directly from CRM Records. This feature streamlines the process of
interacting with clients and provides a convenient and familiar channel for direct communication, making it

easier to manage and maintain customer relationships within the CRM system.

For Example: If you want to start a conversation with one of your contact using TextSMS4Dynamics.
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e C(Click on Contacts and select the Contact you want to communicate with.
e Go to Message and send messages directly to your customers from the CRM.

Choose the configured number, Contact Template to start messaging or start conversation using
Message Box.

e Using Contact Template

Dynamics 365 Try the new loo

= Save @ Save & Close New gk Openorgchart [ Deactivate "R Connect : 12 Share
@ Home .
Steve Smith - save @ Steve Smith v 5]

@® Recent ~ Contact

5 Pinned N Summary Details Messages Related

My Work

) N 8 Steve Smith SMS + 16562185002 " End Chat

Customers
SD, Accounts

| 8 contacts

Administration

& configurations

o Teams

i License Registration

Contact Template V

Analysis s

e Using Message Box

Dynamics 365 xtSMS4 s Try the new look @ )

= “~ B = save @ save&Close - New gk Openorgchart [ Deactivate “R Connect < Add to Marketing List : 12 Share =

@ Home Steve Smith - savec e Steve Smith 5]

(Y Recent ~ Contact

& Pinned N Summary Details Messages Related -

My Work

3 Steve Smij - .
) Messages & e Smith SMS +16562185892 v End Chat

Customers
& Accounts

| ,Q Contacts

Administration

8 Configurations

i Teams

i License Registration

@ + Helo There!!] B t Messag plate

s

Analysis

Please Note: If you wish to view the Message Ul within any of the CRM Records you would have to
configure it beforehand.
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[I.  Create CRM Record (OOB or any Custom Entity):

TextSMS4Dynamics offers a convenient feature that allows users to create CRM records directly from
message conversations. This integration streamlines the process of capturing customer interactions and
converting them into actionable CRM data, making it easier for businesses to manage their customer
relationships effectively.

Create CRM records from message conversations, whether in an Out-of-the-Box (OOB) entity or a Custom
Entity.

e Suppose you want to Create Record from an ongoing conversation, then you can click on Case,
Opportunity or any other configured entity.

Dynamics 365 TextSMS Try the new look L ) P Q + ¥

= < g Save ﬁ; Save & Close New gk Open org chart P Deactivate A Connect T Add to Marketing List : 1# Share

Home f

Steve Smith - save 9 Steve Smith  \/
) Recent N Contact ne

X Pinned N Summary Details Messages Related
My Wark
=) ) glp.\'f. smith 5MS +16562185852 v 12/01/2024 10:45 AM (UTC) - Session started from SMS +165621 End Chat

Messages 918591769344
Customers
& Accounts

| & contacts
Administration - Steve Smith
We've received your case and our team is currerth -osimein~ ¥hadndsile "Bpect further updates shortly.
& Configurations Case 7:08 PM
hr

W Teams Oppotednity
[ License Registration o <+ Messa B Create Record ~ 2ct Messaqe plate
Analysis

e Asshown in the above screenshot, in case you would like create Case from the above conversation.

Click on Create Record and Select Case
The main form of CRM will open up, fill the details and click on Save & Close to create a
Case.

o The Record created here will be set as ‘Regarding’ automatically for the related Message
session.
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Dynamics 365  TextSMS4Dynamics

— & o B sae @ save&cClose New sk Openorgchart [3 Deactivate "% Connect = Add to Marketing List R, Assign [ Email a Link 2 Share
Steve Smith - saved @ Steve Smith  \/
Contact
2 Pinned g Summary Details Messages Message Sessions Related
My Work
Show Chart () Refresh 7] Show As

Y Messages

All Message Sessions - Internal Purpose

Customers
Du
8 Accounts
| R contacts
Subject v Tov Regardi.. ¥  $tart v EndD..lv Messagev  Configurati..v Activity Stat..v  Plural Name Regar.. ¥ Plur
Administration
24 10:45 AM (UTC) - Session star... () Steve Smitt | Product 127202 1/13/202 Open ncidents cont
(]
s A 10:45 AM (UTC) - Session er © steve smitt | Product /12/202 1/13/202 teve Smitt MS +16562185¢  Completed incidents cont
i tration 41045 AM nd.. @) Steve smitt| product /12/202 1/13/202 eve Smitt MS +16 Completed incidents cont
Analysis )
[N
A Error Logs

You can now directly chat with the Case from the CRM Records as well.

Please Note: During the configuration process, Records set in ‘Allow To” will be listed in the Create Record
button.

[II.  Supports multiple languages, emojis and image format in Message Ul
TextSMS4Dynamics supports multiple languages, emojis and image format within its Message Interface(Ul).
This means that users can interact with customers using messages in their preferred language, along with

files seamlessly within the CRM environment.

Users can send and receive messages in preferred language and emojis. As well as send images to enhance
the overall user experience and accessibility.

As shown as the screenshot below.

Dynamics 365  TextSMS4Dynamics Trythenewlook @ ) 2 Q t

= ] sh RE @ B TextSMS4Dynamics
Horr
My Messages f = I
et 2 +16465685489 Thursday 1029 AM | @
s Configuration Mobile Nu.. ¥  Message ¥ Status v Directionv  Date | v
% Pinned Bonjour! Besoin d'infos produits
My Work O s +164¢ 4 Bonjour! Besoin d'infos produits? Rec Incom 1/11/2024 10:29 m
€) Messages M L 92 1 Sent from your Twilio trial account - Hello Del Qutgoi 1/10/2024 7:06 PM
Customers
& Accounts
R nta
Administration
& Configurations [N
it Registration
Analysis
EA Error Logs
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e Here is a screenshot that shows a French text from a contact.

Dynamics 365

= « B o Bswve

it Home H
Steven Smith - <a
® Recent v Message
£ Pinned ™ Message Details Outbox
My Work

Profile Details
&) Messa

O Mobile Number
Customers

8 Accounts

Administration
& Configurations

& Teams

| License Regi:

Analysis

&’ Save & Close

Related

+16465685489

[ Steven Smith

[ Deactivate  [i] Delete (0 Refresh € Check Access &, Assign

Messages

Bonjour! Besoin d'infos produits?

®+

&5 Word Templates

SMS +12039025189

11/01/2024 04:59 AM (UTC) -

12 Share

@ Steve Smith Accepted v

Session started End Chat
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Here is a screenshot that shows an Image selected and delivered to a contact number.

Dynamics 365

extSMS4Dynami

Try the new look

Home
® Recent v
£ Pinned v
My Work

B Messages

Customers
1 Accounts

Administration

& Cont

A Teams

urations

| License Registration

Analysis

EA Emor Logs

& of HEsae @ Save&Closs MNew gk Openorgchart [ Deactivate & Connect 12 share
Steve Smith - sav e Steve Smith
Contact Owner
Summary Details Messages Related
& " SMS +16562185892 ~ 12/01/2024 12:56 PM (UTC) - Session started from SMS +165621 End Chat
~ Steve Smith
Sent from your Twilio trial account - Hello Therel!!
626 P
~ Steve Smith
Sent from your Twilia trial account - Your contact with Smith is created
626 PM
ite Record v
Attach Media
[

# Downloads a
b Music

& Pictures

& videos
& Local Disk (C)

= New Volume (D)

& Network
= DESKTOP-NBCD
= DEV
=IKL-98
=IND-21

Administration
& Configurations
A Teams

[ License Registratian

Analysis

Error Logs

= TextSMs
L/nf-’.‘.:!ms

154D png

File name; TS4D.png

@ [+ ressaa

12 share (r=]

e Steve Smith s |

v 12/01/2024 12:56 P18 sion started from SMS +165621 End Chat

~ Steve Smith
sent from yaur Twilio trial account - Hella Therellt

~  Custom Files (* tiff jfif;* bmps*,

Cancel )
€26 PM

Steve Smith
Sent from your Twilia trial account - Your contact with Smith s created

626 FM

Create Record e

Dynamics 365

@ Ho
@ Recent v
% Pinned v
My Work

5} Messages

Customers
1 Accounts

| & contacts

stration

03

Configurations

3

Teams

License Registration

Analysis

ror Logs

& save

Steve Smith

Contact
Summary Details Messages Related
g Steve "‘“ th " M5 + 16562185092 v 1240 6 PM (UTC) - Session started from SMS 165621 End Chat
- +318591769944

© [+ s

@ Save & Close

[ Deacti

ed e Steve Smith v/

1 Share

& Open org chart

~ Steve Smith

~. TextSMS
(5 Dynﬂlmics

https.//p.twil.io/tKgI024sA0

630 PM
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e Here is a screenshot that shows emojis selection and delivered to a contact number.

Dynamics 365 | Sales Hub

Steve Smith

e Steve Smith
Contact - Contact

Summary Details Messages Message Sessions  Related

Chart

Message Session Associated View

Customers
. Accounts 2 -

End Chat

wed your case and our team is currently reviewing the details. Expect further updates sho

Collateral - v N W

am has it and will be loaking into the details. We'll resch out soon with my

B Quot z
B Order ~ <
usms @ + Hello sgain @Y. Quick update on your case - our team is actively working on it. We ap

Steve Smith

v e Steve Smith
Contact - Contact

Pinned Summary Details Messages Message Sessions  Related

Message Session Associated View ~

A Accounts g o SMS + 16562185892 12/01/2028 10:45 AM {UTC] - Session started from SMS 16562185802 £nd Chat

ur case and cur team is currently reviewing the details. Expect further updats

Collateral Steve Smith

Hello again @), Quick update 2 team is &  on it. We appreciate your patience and will reach
B Quotes

B owe be

H Sales 9 +

Please Note:

e Ina Message Ul, we employ polling to fetch messages at regular intervals when a message is sent.
However, if a user remains on the same page for an extended period, new messages will not be
fetched until the user navigates to another page and opens a specific chat record.

e We only support text messages & images.

Reassign Chat

The Reassign Chat feature in Dynamics 365 CRM enables seamless chat transfers between users or teams
for uninterrupted customer interactions. If a user, like Ricky Ponting, needs to reassign a chat, they can do it
directly within CRM. With just a few clicks, the chat session can be transferred to another user, such as
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Adam Gilchrist, ensuring smooth communication even when team members switch roles. Here’s how it
works:

e Go to Message -> Message Session
e C(Click on “Assign Message Session.”

Dynamics 365

TextSMS4Dynamics

= Loy
¢ o B sae & sae&Cose [ Deactivate [ Delete () Refresh @ CheckAccess & Assign
My Work &
I ~ Messages A Datum - saved = e -
Message - -
Customers

Chat Details  Outbox Related ~

Show Chart f Edit Activate [3 Deactivate lil Delete Message Session R, Assign Message Sessi... |\‘3 Share

L Filter by keyword

Actual St... ~

Accounts

R Contacts

Administration

Message Session Associated View v

Configurations

Subject ~ Start Date | ~ End Date | ~ Activity Stat...~  Actual End ~ Customer

" Teams

QOpen A Datum

23/01/2025 06:39 AM (UTC) - Session start... 1/23/2025 12:09... 1/24/2025 12:0...

License Registrati...

Analysis

5 Error Logs

Help Rows: 1 Selected: 1

e The Assign To dialogue Pop Up will appear on the screen.
o Assign To: Either choose yourself or another user/ team you want to assign the chat session
to.
o User or Team: Choose a specific user to handle the conversation individually or assign it to
a team for collaborative management.

Assign to Team or User X

You have selected 1 item. To whom would you like to assign
it?

Assign To User or team

User or team Me

~ User or team

Cancel

e Assign: Also, if Ricky Ponting leaves the chat, he can assign the chat to another user, such as Adam
Gilchrist, to take charge of the conversation by clicking on the “Assign” button.
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Assign to Team or User x

You have selected 1 item. To whom would you like to assign
it?

Assign To User or team v

User or team @o Adam Gilchrist | X) 0

cancel

e Now the chat will be assigned to Adam Gilchrist.

Dynamics 365 TestSMS4Dynamics

= 5=
¢ O HEswe G SwvefClose [3 Deactivate [l Delete () Refresh @ Check Access & Assign
My Work @
| = Messages A Datum - saved - . o )
Message ¥ e

Cust il i
ustomers Chat Details  Outbox Message Sessions Related

Accounts

R Contacts
Show Chart (O Refresh
Message Session Associated View

Administration

Configurations

onfigurati...~  Date Crea... ¥ DateSent~  Descripti... ¥ From v Owner ~ Plural Name Regar... ¥  Plural Na
' Teams
Ms 1/23/2025 1... @ 2cam Gilchrist (Offline) contacts
License Registrati...
Analysis
E‘h Error Logs
Help Rows: 1

With this, you can maintain seamless customer interactions with instant chat reassignment—ensuring
uninterrupted communication and quick responses, even when team members switch roles.

Store Message History in Message Sessions

TextSMS4Dynamics provides the functionality to store message history in message sessions. This means
that when you communicate with customers within the CRM, the message history is recorded and stored as
a message session.

Users can maintain message history associated to each Record with Dynamics 365 CRM and track
communication.

e To means the customer/partner with whom you would be messaging.
o Regarding defines the associated Record. (Record that was created from within the Message Ul)
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e “Start /End Date & Time” will be mentioned for each session. (Each message session will be
maintained for 24 hours as per UTC Standard Time.)
e Configuration describes from which channel you are communicating.

Below is a screenshot showcasing the list view of the message sessions.

Dynamics 365  TextSMS4Dynamics Try the new look @ _

Steve Smith | e Steve Smith

Contact

Summary Details Messages | Message Sessions | Related

Show Chart () Refresh 2 Show As

All Message Sessions - Internal Purpose

Customers
| ] contacts
Subject v Tov Regardi.. v Start EndD.. | ¥ Messagev  Configurati..v Activity Stat..~ Plural Name Regar... ¥  Plur
Administration
© steve smitt product 1127202 1/13/202 Steve Smitt MS +165¢ Open ncidents cont
(] qural
© steve smitt Product 11127202 1/13/20 Completed ncidents cont
ol ar
i License Registration 410:45 AM . nd.. () stevesmitt Product 1/12/202 1/13/202 SMS +165€ Completed ncidents cont
Analysis
Error Log

Message History can also be accessed from the Message Ul.

Dynamics 365 Text

IIF
m
[

S Add te , Assign [ Email a Link 1# Share

B G e Steve Smith - < e':h'u'('ﬁl'\ith v
D Recent v Contact

% Pinned v Summary Details Messages Message Sessions  Related

My Work

6 Messages g Stev End Chat

Customers

A Accounts
| ] contacts

Administration

) EThREInS - Steve Smith

2 Teams We've received your case and our team is currently reviewing the details. Expect further updates shortly
T8 oM

| License Registratior

Analysis e +

Trigger & Send Automate Messages

Automate sending messages through workflows within Dynamics 365 CRM. Users can set up triggers and
actions based on specific events, such as sending automated messages for order confirmations or
appointment reminders. This automation saves time, reduces manual effort, and ensures timely
communication.

For Example: Here we have set an automated Trigger message on Lead Creation. Which means every time
a case is created in CRM, the respective contact number associated to the lead will receive an automated
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e In order to set triggers and automate workflow, click on the Settings Icon and navigate to Advanced

Settings.

Dynamics 365

TextSMS4Dynamics

Try the new look @ )

Home
(© Recent ~
=* Pinned v
My Work

| & Mess

Customers
A Accounts

Q\ Contacts

Administration

& Configurations

At Teams

[ License Registration

Analysis

G show chart
My Messages

Configuration ~

SMS +1656218¢

i] Delet

e

() Refresh [ Email a Link @ Export to Excel
IE Edit columns (" Edit1
Mobile Number ~ Message ~ Status ~ Direct
Sent from your Twilio trial account - Hello There!!! Deliver... Outg

Settings

General

Optional experiences

Try the new look (@

e Dropdown the Settings and click Processes

N Dynamics 365

Settings ~

Business

A

NEEA

Sites

g2 © Ba

Currencies

(A

[y

ERERED

Create and manage rules for automatic record cres

Customization

Automatic Record Creation and Update Rules
ul and upda

You can set up rules for either out-of-the-box entities of custom entiti

Process Center Application

SO

Subjects

nowe resources, change site information, or delete sites, danage the subject hierarchy for your organization's products, literature, and articles

[fes Connection Role:
Create, it and delee

Rollup Queries

Go ta your list of Rollup

0>

Queries that you

can use o gather data about a gr

Upgrade Logs

B veosceruns

Gup of related records

e You can create ‘Workflow’ as per your requirements, by clicking the +NEW button.
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&80 Dynamics 365  Settings ~

o Web security settings Please use the Power Platiorm admi e latest experig age security settings | Le
u- DELETE = eSEMAILALUNK ~ o°fow -~ @ exorttoexcet ~ Egview  [g newsvstemwview  [§ customize enmiTy
B

= My Processes ¥

[ | Process Name Category Primary Entity Status Created On | Modified On T

1-9 of 9 (0 selected) Al # A B c D E F G H J K L M N o 4 Q R s T u v w X Y z M4 Pagel p

e Mention ‘Process Name’, select Category as ‘Workflow’ and ‘Entity' as per your preference.

Dynamics 365  Settin

) web client experience for security settings s B9 Croato process ~ e x
Define a new process, or create one from an existing template. You can create four kinds of processes: business process
o NEW [l DELETE | = = &3 EMAILALINK =W o actions, dialogs, and workflows.
Process name: * Send SMS when lead is created
= My Processes ¥ . . records L
Category: Workflow v Entity: Lead v
Run this workflow in the background (recommended)
[0 | Process Name 4 We recommend using Micrasoft Flow instead of background warkflows. Click here to start building Flows! }* | Modifiedon | YO
_ _ Type (® New blank process ~
Sales Insights ActionCard action loggd New process from an existing template (select from list): B 9. 12/8/20239..
Sales Insights ActionCard action stat d S Bo. 12/8/20239..
Template Name Primary Entity Ow
Sales Insights ActionCard stat aggregd B 9. 12/8/20239..
TextSMS4Dynamics - Add Multiple Lod < > B 7. 12/13/20237..
TextSMS4Dynamics - Create chat recol B 7. 12/13/20237..
TextSMS4Dynamics - Delete Outbox S| Properties B7... 12/18/2023 1...
TextSMS4Dynamics - Get Media URL ) i B 7. 12113/20237...
oK Cancel
TextSMS4Dynamics - On Update Of ~YB1.. 12/20/2023 1. hd
1-11 0of 11 (0 selected) Al # A B CDEF GH I J KLMMNOP QR STWUVWIXY Z M4 Pagel p

e After clicking OK, a new window will appear, as shown below. You will already see the Process
Name, Activate As, Entity, and Category, as added in the previous window.

e And configure the ‘Workflow’ as per your requirements.

e You now need to ‘Add Step’ in the Workflow to select and configure messages to be sent. The step
will represent a specific task, that the workflow will perform when triggered by a defined event
/condition. Here we have navigated to Create Record and selected Outbox to set the Properties.
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Available to Run Options for Automatic Processes
I fiow in the background (recommended
t G re
s 3 child proce Record status change
Workflow Job Retention Record s assigned
2 Automatically delete complete i 1 (10 save disk space) Record fields change

4 Process Sessions

il Process Sessions [ Add Step = | “wainsert = ) Delete this st

Create

Status: Draft

n i R sveandClose ) © activate | [ Convert to a real-time workf ependence @ Leip
vd SMS t t e reat Working on solution: Default Sohution|
. Information
We recommend usn 10 start building Flows

Please Note: Users can set multiple trigger points, depending on their requirements and workflows.

Each trigger that you create for a selected Entity can have a customized template.

e A new window will pop up when you click on Set Properties, as shown in the screenshot below.
e You need to enter the details like Name, Message Template, From (the configured number) and

Regarding as well as To Entities as per your requirements.
e Once done, Save and Close the workflow.

h kel save and Close

A~ Process: Send SMS to customer when lead is created
@ Create Outbox
4 Def
Name(Lead)] [Last NameiLead)}
o customer when lead is create
From &4 SMs +16562185892
T {CustomeriLead)
4 Additional Fields
t T Mediau
/e Details
obike Numbar Regarding {Leadiueac))

Form Assistant

&

&

Default value:

OK

7]

e Users can choose the preferred Message Template.
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Once added, click Activate.

Process Activate Confirmation

Do you want to activate the selected 1 Process?

This action will attempt to activate the Process you have selected.

Once trigger is activated, the messages will be automatically sent on lead creation, appointment reminders
etc. as shown in the screenshot below.

(-eso % |

413pm

Texting with 50 (SMS/MMS)

Sent from your Twilio trial account
- Thank you for choosing Inogic !
We look forward to serving you and
assisting with any needs you may
have.

413 pm + SIM1

@B mev) @A 9
< Hot Sam..@Tex..com Ha

QwWiE[RITIY[U[I1fOfP
AlS|DfF(G|H|J[lK|L
Silz|x|cjv|B|N[mMi|l®
12| S "I e
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Message Template
Global Template:
Once you configure the global Message template, you can use it for all record types, here's how the

message template appears from the sender's perspective when sent from CRM. The interface and structure
mirror those of Text SMS, ensuring a seamless user experience.

Dynamics 365 TextSMS4Dynamics

=] save @ Save&Close [ Deactivate [IJ Delete () Refresh € Check Access A, Assign  H word Templates
iy Home
@

o)

( Recent g

- A Datum - saved . .=

5> Pinned ~ Message

My Work Chat Details OQutbox Related ™
I Messages

Customer A Datum X o

Customers

@ Accounts

£ contacts

Administration

Configurations
~ Ricky P
e Teams
Sent from your Twilio trial account - Hello
License Registration -
Exciting News
Analysis
© % i = o e

B Emror Logs

FAQs

How to Verify any personal phone numbers you want to send messages?

Once you signed up for your Twilio Trial Account, you must verify any non-Twilio phone numbers you wish
to send SMS messages while in trial mode. follow the configuration instructions from this link to do so.

Contact Us

M/S. INOGIC TECH (INDIA) PVT. LTD.
A/301, Everest Nivara InfoTech Park,
TTC Industrial Area, MIDC, Turbhe
Navi Mumbai, Maharashtra 400705
INDIA

E-mail: crm@inogic.com

Skype: crm@inogic.com
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Twitter: @inogic

TextSMS4Dynamics — User Manual

Page 59 of59




