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Introduction

WhatsApp4Dynamics is a solution that integrates the popular messaging application WhatsApp with

Microsoft Dynamics 365 CRM platform.

It serves as a bridge between WhatsApp Business Account and Dynamics 365, enabling users to utilize
WhatsApp's messaging capabilities within the Dynamics 365 environment.

Send and receive messages and notifications directly from within the Dynamics 365 interface.
With this integration streamline communication process and enhance customer engagement.
Leverage automation capabilities, allowing users to set up trigger messages based on specific
events, such as sending automated WhatsApp messages on CRM actions.

It also integrates CRM data with WhatsApp Business Account, providing users with access to
customer information and context-rich conversations.

Ultimately, WhatsApp4Dynamics offers Dynamics users an enhanced communication and engagement tool
to leverage the power of WhatsApp within their CRM workflows.

Salient Features:

vi.

Vii.

viii.

Enables sending and receiving WhatsApp messages directly from within Microsoft Dynamics.
Provides prompt notifications and updates from WhatsApp Business Account on CRM, keeping
users informed.

Maintains a history of WhatsApp conversations within Microsoft Dynamics 365 CRM, providing
communication records.

Integrate WhatsApp Business Account within Microsoft Dynamics 365 CRM to send automated
messages based on CRM actions.

Leverage WhatsApp4Dynamics for customer engagement, such as sending notifications, updates,
or marketing messages from Microsoft Dynamics 365 CRM.

You can create leads, contact, account, any other OOB or custom entity from WhatsApp
conversations.

Customize the message templates approved by Twilio as per your need, including Dynamic fields of
the CRM and send a message.

Access WhatsApp chat interface from within 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 v9.1 and above, Dataverse.

Deployment: Online.
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Security Roles

The next step is to assign security roles to users.

WhatsApp4Dynamics has the following security roles:

The user with WhatsApp4Dynamics Administrator security role is in charge of setting up of the solution.
They can setup the Twilio Account by using WhatsApp Business Account and integrate it with Dynamics 365

CRM, Create Configurations, Record Types, Customize Templates, etc.

The user with WhatsApp4Dynamics User security role can only chat with the customer and convert the
chat into lead, opportunity, etc.

Note:

e Itis necessary to assign any one of the above security roles to use WhatsApp4Dynamics solution.
e System Administrator has all the rights that WhatsApp4Dynamics administrator has.

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

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

Dynamics 365 Settings ~ | Business Management

Settings

Business Customization System

.’..] Business Manageme... m Customizations E Administration Email Configuration
D Templates E Solutions m E Activity Feeds Confi...
Product Catalog m Microsoft AppSource m Data Management E Activity Feeds Rules

‘."/a Service Management E Plug-In Trace Log System Jobs D Dynamics 365 App f...
Document Manage @ Sales Insights

Mobile Offline Solutions History
E Sync Error % Auditing

e Select Users.
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Dynamics 365  Settings v  security

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
N i - ) o
Gt Create new security roles. Manage and delete existing security roles for your organization.

e Select user --> Click on Manage Roles

#5  Dynamics 365  Settings ~  Security

o Enable Server-Based SharePoint Integration Enable Now
<+ NEw # EDIT &, APPROVE EMAIL & REJECT EMAIL &, PROMOTE TO ADMIN -'-) MANAGE ROLES  |*g CHANGE BUSINESS UNIT % CHANGE MANAGER % CHANGE POSITION

= Search Results ¥ dale X

] Full Name 4 Position Main Phone Business Unit Site Title Primary Email b ANO
& DaleF dpgl DaleP@DPGroupsd42.onmic 2
D
(=2
ol

.
L3
1-10f 1(1 selected) Al # AB CDEFGH I J KLMNOPQRSTUVWIXYZ M4 Page 1 3

e Click on any one of the WhatsApp4Dynamics security roles --> Click OK.

Configuration

Configuring WhatsApp4Dynamics

Configuring WhatsApp4Dynamics is a straightforward process that involves setting up the integration
between WhatsApp Business Account and Microsoft Dynamics 365.

Below is a step-by-step guide to help you with the configuration:
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Dynamics 365 WhatsApp4Dynamics

& [ Show Chart New | [{] Delete () Refresh I Visualize this view  [F) Email a Link B2 Import from Excel

e 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 and Auth Token, which will allow the
CRM to communicate with the Twilio platform. You can obtain them by creating a Twilio
account.

Dynamics 365 WhatsApp4Dynamics

b " New Configuration Draft o v
57 Pinned v t "
My Work General Record Type  Message Template
2 Chats
Communication Medium Information Twilio Details
Customers
A Account 1 Medium " WhatsApp Account SID
Accounts
R Contacts Mobile Number
Administration escription
Settings
| £ configurations g
[ License Registration
o
Analysis 8 Session Timeout 1day
B Error Logs
Idle Timeout 5 minutes
Help Y
2 User Manua

Please Note:
e  While configuring, in background, we have a field to create logic. Due to this, it is extremely
important that System Admins give privileges to the users.
e For testing purpose you can create a Twilio Sandbox Account, as explained further.

Create A Twilio Account (Sandbox)

WhatsApp4Dynamics leverages Twilio's WhatsApp API to enable seamless communication within the
Microsoft Dynamics 365 environment. By integrating Twilio's API, WhatsApp4Dynamics allows users to send
and receive WhatsApp messages directly from their Dynamics 365 interface.

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

Get started with a free Twilio account.
No credit card required.

WITH TWILIO YOU CAN BUILD:

v/ SMS marketing

v/ Omnichannel contact center
v Call tracking

v Web chat

/' Push notifications

v/ Alerts and notifications

+/ Phone verification

Start your free trial

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.

e Christine

Check your email

We sent a verification link to: r(—\

*w—

Check your email and click the verification link to continue creating your account. . ]

Resend verification email

Wrong email address? Back to signup

©Twilio, Inc. All rights reserved. Twilio Privacy Policy | Terms of Service

e Once verified, you need to add your phone number to setup your Twilio account and
validate the same.
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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:

prod!

s during your tria
Country Phone Number
[ x|

us (+1) United States

| A (+93) Afghanistan
ax (+358) Aland Islands
AL (+355) Albania
oz (+213) Algeria
as (+1) American Samoa

211 Anawilla

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

CONSOLE DOCs VvV Christina An... V

Ahoy Christina Anderson, welcome to Twilio!

our experience. You will have access to

Tell us a bit about yourself so we can personali.

all Twilio pr

*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

" ¢
With minimal code %

With no code at al

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 “WhatsApp”, when asked which Twilio product are you here to use.

e 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.
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@Mllo CONSOLE  DOCS V Christina An...

all Twilio products.

* Which Twilio product are you here to use?

WhatsApp

* 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 Sjyrted with Twilio

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

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

Console

"N Account ~  Billing v Christina v
® s o sccoun < 5 v @omiina

Develop Monitor
. e g
Ahoy Christina, welcome to Twilio!
» Phone
Numbers

> [J Messaging

Connect to 3rd-party applications Invite teammates
» = Studio

You'll need 3 things to use Twilio with most 3rd-party applications: Add developers in your team to your account

B

> Yy Voice
Account SID and Auth token .
» 09 Conversations © A Invite teammates >
: @ Twilio phone number

Upgraded Twilio account

Explore Products + -~
Upgrade your account = . Talk to Sales
& Docs and Support Read 3rd-party integration FAQ (4 . E Connect with a Twilio expert to find out what products
and plans best suit your needs.
<«

Talk to Sales [

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."
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Console

S R Account v  Billing v Christina v
@ My first Twilio account | < Trial: $13.19 Upgrade g Q

Develop Monitor
¥ Account Info ¥ Helpful links
Blione Account SID How does Twilio work? (2
> #
Numbers . ~ 5 =
ACa708c39e15fe2eaa5fb55a4944f9d0a5 D Understand how to use Twilio in a 2-minute video
> Messaging
AP| documentation [2
Auth Token —
> & Stu i e
= Studio _ Learn the basics of Twilio APIs
................................ 0 Show
> % Voice »
Support help center [2
5 A Always store your token securely to protect your account. Learn more
> Conversations 2 Troubleshoot common issues.
My Twilio phone number Jn
Explore Products 5 ) =
F +14027726751 [
® Docs and Support You are on a trial account. You can only send messages and make calls to verified
phone numbers. Learn more about your trial account [
«

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.

Dynamics 365 WhatsApp4Dynamics

= 4 o 3 3 > New
& Home [\ Piease copy the URL from Chat Logging' and paste it into the Configuration fields of the Sandbanx Setting in Twilio befors proceeding with the configuration.
© Recent s - i
New Configuration 3 Draft o v
57 Pinned & . t e
My Work General Record Type  Message Template
9 chats
Communication Medium Information Twilio Details
Customers
f Account & Medium " WhatsApp Account SID ACa708¢3915fe2eaa’fb55a494419d0a5
Accounts
9 Contacts Mobile Number 14027726751 Auth Token 72777 HQVKK CQOAB ECDXJ FSBTQ MGQCA EIVP) LJIV) AENPP RFHLN DWSSC

‘CHOJV BRNNA PFCWD BEAKI WAQHB TURWT IREVT DXHMD FDJIL UNTKP BOAJW

Administration Description

e Settings
| £% config s ¢
| License R - .
Allow Create To
Analysis B Session Timeout 1 day
B4 Emor Logs
Idle Timeaut 5 minutes 7
Help

3 User Manual

In Twilio Configuration Details
e The Account SID,

e Auth Token (Once user adds this in normal text, it will be automatically encrypted)
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Dynamics 365 WhatsApp4Dynamics

= “ New Configuration Draft o “
= Pinned v ' ok .
My Work General Record Type  Message Template
©; Chats

Communication Medium Information Twilio Details

Customers
& A 8 Mediun WhatsApp Account SID ACa708c39e15fe2eaa’fb55a494419d0aS

Accou
R contacts Mobile Numbe: 1402726751 Auth Token * ZZZZZ HQVKK CQOAB ECDXJ FSBTQ MGQCA EIVPJ LJIV) AENPP REHLN DWSSC

CHOJV BRNNA PFCWD BEAKI WAQHB TURWT IREVT DXHMD FDJIL UNTKP BOAJW

Administration Description

| £* configurations Settings
I License Registration
Allow Create T ;
Analysis A session Timeout 1 day
EA Error Logs
dle Timecut 5 minutes N
Help

£ User Manual

Once Account Info is added, update the General Setting:

o Allow Create To - In this section you can enable multiple entities such as Account, Lead, Contact,
any OOB or Custom Entities. These entities will be available on Chat Record button in the Chat Ul
and you can easily create any OOB or custom entity record from it.

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

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

Dynamics 365 WhatsApp4Dynamic:

= [= =] [ & validate [il Dele gn €8 Word Templates 1# Sha B
slidate ) ~
2
“ WhatsApp +14155238886 Draft o ~
£ Pinned ~ Configuration
My Work General Record Type  Message Template  Related
Q Chats
Communication Medium Information Twilio Details
Customers
a n & Medium WhatsApp Account SII L PR L e
unts
R Contacts Mobile Number T Auth Token * ZZZZZ FTUSE XVUWA XWGXS KCANC KARSW DFAJD MHIEN BOOCX FHKIM HNODO
« L T B
RXKJG MPHUF JPEWN GWHAY FNINW KHMWEK MAKUE OCEJQ DRXXW SIVAQ GWRAT
Administration Description
[ € congurations Settings
i License Registration )
o Case, Opportunity
Analysis B session Timeout 1 day
EL Error Logs
[: Idle Timeout S minutes ~
%
Help
2| User Manual

Validate Configuration

Validate the configuration in WhatsApp4Dynamics after adding the Account SID and Authentication Token
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from the Twilio account. Validating the configuration helps ensure that the integration between
WhatsApp4Dynamics 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 WhatsApp4Dynamics

= 4 = B Save @ Save &dClose @ validate Deactivat Dele! Q, Check Access 5 sign &8 Word Templates £ Sha =]
@ Home I\ To validate this Configuration, kindly click on ‘Validat .

o}
) Racent ' WhatsApp +14155238886 lakdi Wl Draft o v
& Pinned “ Configuration v ‘
My Work General Record Type  Message Template  Related
Q) Chats

Communication Medium Information Twilio Details
Customers
A Accounts & Medium WhatsApp L A 1,
A Contacts Mabile Number ol T ZZZZZ FTUSE XVUWA XWGXS KCANC KARSW DFAJD MHIEN BOOCX FHKIM HNODO
RXKJG MPHUF JPEWN GWHAV FNJNW KHMWK MAKUE OCEJQ DRXXW SIVAQ GWRAT
Administration Description
Settings
| License Registratior
Case, Opportunity
Analysis & Session Timeout 1 doy
Eh Error Logs
Idle Timeout 5 minutes v

Help
% User Manual

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.

Dynamics 365 WhatsApp4Dynamics

() Account SID and Authentication Token successfully validated!
= B o Save @ Save & Close New (& Validate [ Deactivate [i] Delete () Refresh : 1# Share
4 Accounts
WhatsApp +14155238886 - saved 7/21/202312:33PM | Valid v
R Contacts > 1st Valida t at
Configuration e Yarge
&? lead
General Record Type Message Template  Related
&P Registration
0] Cppectpites Communication Medium Information Twilio Details
Administration 8 Medium®*
0 Medium Account SID R = . " me mmoew
|£°' Configurations WhatsApp
Auth Token *  ZZZZZ HROOB FAMDE WHMWP PWFLC WFQUD VUBJH
| License Registration Mobile Number* TUIGO XOMGS HEAKB WDVXK
=
Analysis
Settings
Description”
Error Logs Descption
direction-sink
Allow Create To Account, Contact, Invoice, Lead
Help

Copy URL from Power Automate Flow

Before proceeding with the Configuration, you need to copy the URL of Power Automate Flow — “Real-Time
Chat Logging” which is shipped in our solution and paste it into the Configuration field of Sandbox Setting in
Twilio.
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Please Note: If this step is not performed, you will not be able to receive any messages on the CRM.

1 Save & Close New

Automate Flow -

Real-time

2 " New Configuration - Unsa Draft o
P nned v t Validat
My Work General Record Type Message Template
=
Communication Medium Information Twilio Details
Customers
a » A Medium WhatsApp A [ ACa708c39e15fe2eaa5fb55a4944f9d0a5
R contacts Mobile Number 414027726751 At Token ZZZZZ HQVKK CQOAB ECDXJ FSBTQ MGQCA EIVPJ LIIVJ AENPP RFHLN DWSSC
CHOJV BRNNA PFCWD BEAKI WAQHE TURWT IREVT DXHMD FDJIL UNTKP BOAJW
Administration Description b
{3 Configurations Settings
| License Registration
) opi
Analysis 1day
Error Logs
Idle Timeout 5 minutes v
Help
A
8] User Manua
e Goto Power Automate in Dynamics 365
+ v ?7 @
Save
Apps R i gging’ and paste itinto the Configuration f eding with the configuratian.
@ OneDrive Il word juration Draft o v
Excel PowerPoint
m e a ? o ord Type  Message Template
[ cnenote Q SharePoint
on Medium Information Twilio Details
, ower A u)- Admin
I
All apps WhatsApp s  AccountSID ACa70Bc39e15feZeaa5tb55a4944f3d0a5
mber 14027726751 A ZZZZ7 HQVKK CQOAB ECDX) FSBTQ MGQCA EIVP) LIIV) AENPP RFHLN DWSSC
CHOJV BRNNA PFCWD BEAKI WAQHB TURWT IREVT DXHMD FDJIL UNTKP BOAJW
| E—
Settings
B Session Timeout 1 day
idle Timeou 5 minutes v
e Choose the environment in which the Solution is imported.

Page 13 0of 47




WhatsApp4Dynamics — User Manual

Fnvironments

Power Automate

Il

Home

Start building your flow with Copilot

® B

Approvals
Describe in detail how you want your au

My flows

Create

& + %

Templates [\‘
This Al-powered feature is in preview. See terms

&° Connectors

B Data N
B Monitor 5

Learning for every level seeal >
(B Al Builder N

Analyze process mining Analyze your business Automate a business Automate
09 Process mining Q reports in Power Automate @ process with Microsoft... process using Power... @ Robotic Pro
Beginner 45 min Beginner 43 min Beginner 4 hr 50 min Intermediate
(N Solutions
@a"{\sk a chatbot ® O O 0O

e Inthe list of Solutions, click WhatsApp4Dynamics.

Environments
Power Automate £ Search ]

LS Solutions

& Approvals

o® My flows

=+ Create Display name Name Created | Version Managed Publisher Solution check
<A Templates (O  WhatsApp4Dynamics : WhatsApp4Dyna. 3 weeks ago 90.00 Yes Inogic Checked by publ
" Connectors Entity records routing s Microsaft Dy Checked by publ

O Data 3 ProductivityTools : Prod eeks 2go ) es  Microsoft ecked

B Monitor B Omnichannel - Qutbound for Dyn.. ] OmnichanneiPr 3 weeks ago . Shacie by s

B Al Builder e Omnichannel - Outbound 2 Omn 48 3 o g

() Process aduisor Omnichannel - Teams for Dynami £ OmnichanneiPr weeks ag 13.16.8468 b k

& solutions Omnichannel - Teams Patch : nsdyn_Omnicha 3 week 5.6 e crosoft Dy Checked by publ

Learn = . .

o Omnichannel - Teams : Omnicha o by publ
Omnichannel — SocialChannels for... H OmnichannelPr 6.8648 & D put
Omnichannel - SocialChannels Pat... msdyn, e:

e WhatsApp4Dynamics Solution will open, then navigate to Cloud Flows and click Real-time Chat
Logging.
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Environments

Power Automate P search 8  \WaA4DOBF
= Objects < —+ New ~ S5 Add existing ~ 5 Publish all customizations - A Search
P search
|WhatsApp4Dynamics > Cloud flows ‘
IE a3
8 B3 Application ribbons (1) is Display name T ™ Name Type Managed Last Modif... ~~ Owner ™
B apps (1) . ‘ . . .
of Real-time Chat Logging : Real-time Chat L Cloud Flow No 2 weeks ago Sam )
) & Chatbots (0) -
e o Update Status Of Chat. : Update Status Of..  Cloud Flow No 2 weeks ago Sam )

Cloud flows (2)

@

ONRECTION TETErences

Custom controls (2)
<3 Plug-in assemblies (3)
<1 Plug-in steps (10)

B2 Processes (5)

& Security roles (2)

M Site maps (1)
=

v

Tables (10)

I

Web resoirces (93)

e C(Click on the Edit button inside Real-time Chat Logging in My Flows

Environments.

Power Automate O Search

& E &) Share &) SaveAs [i] Delete [ Sendacopy ™~ Export 5] Process insights (preview) | Analytics (D) Tumoff () Repair tips off Qs Flow cheq]

@ Home ‘ Flows > Real-time Chat Logging €

¢ Approvals

Details Edit Connection References See all
| o2 My flows
Flow Status
—+ Create Real-time Chat Logging On
Owner Created
<8 Templates Loading May 23, 04:08 PM
&7 Connectors Modified Owners Edit
Jun 6, 10:57 AM
B Data v Type
Automated
B Monitor v
Plan
B AlBuild F This flow runs on owner's plan
uilder

Solutions (1)
(L) Process advisor

3 Solutions . ~ )
28-day run history () Edit columns () All runs
@ Learn
Start Duration Status

Process advisor (preview) =+ Improve your
| - . _— s 0} = flow

113, 12:46 PA - = s Average run duration O

00-00-0

e Copy the HTTP POST URL
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Q
B

%

a

=

b
by

(2

Power Automate

Home

Approvals

My flows

Create

Templates

Connectors

Data N

Monitor e

Al Builder a4

Process mining

Solutions

I’!Vﬁ;( a chatbot

€~ WhatsApp4Dynamics Real-time Chat Logging

WhatsApp4Dynamics — User Manual

Environments

[ Comments

B save 5 Flow checker

é Test

When a HTTP request is received ®

HTTP POST URL e — |

{.\} Initialize variable

e Paste this HTTP POST URL in the Sandbox Configuration section to send and receive messages from
the Sandbox to your Application.

e The same URL will be pasted on the “When a message comes in” section as well as the “Status
callback URL”. Both the Method dropdown tab should be POST.
e C(Click Save to save the URLs pasted.

Console

sy B Tl moooen | O

Trial: $5.6786 Upgrade

Develop Monitor
# Phone Twilio Sandbox for WhatsApp lets you test your app in a developer environment without WhatsApp approval for your account
Numbers

Send a WhatsApp

v [ Messaging Sandbox Sandbox settings
Overview
v Tryitout Sandbox Configuration
Send an SMS To send and receive messages from the Sandbox to your Application, configure your endpoint URLs. Learn more [4

When a message comes in Method

message IRY
SRR pe——— ' ), e By T 7 L POST v
Services
Status callback URL Method
el
& Docs and Support Ty rvrws ko ap dafi mevhrimany, T [ R POST v

Account v  Biling v

Configuring Record Type

Users need to configure Record Types for all those entities with whom they want to chat. Also, at times a
record can have multiple phone numbers. WhatsApp 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.
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Dynamics 365 WhatsApp4Dynamics

S & [
{21 Home
WhatsApp +14155238886
& Recent v Configuration
57 Pinned hd General | Record Type
My Work
£ Chats Active Record Type
Name
Customers
Accounts Contact
R Contacts Account
Administration
l[ﬁ Configurations
20f2

| License Registration

Analysis

Save @ Save & Close + New

Message Template

Related ~

Phone Number Field ~

Business Phone

Main Phone

& Validate [ Deactivate

[l Delete

7/6/2023 4:07 PM

Compliance Field ~
Allow WhatsApp

Allow WhatsApp

(D Refresh

12 Share

Valid

-+ New Record Type (O Refresh
Created On T v
7/6/2023 4:06 PM

7/6/2023 6:37 PM

Page 1

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

Dynamics 365

WhatsApp4Dynamics

WhatsApp +14155238886

Configuration

Pinned / General RecordType Message Template Related

My Work

Active Record Type

Name Phone Number Field ¥

Customers

B Accounts
K Contacts

Administration

| License Registrat

Analysis

Error Logs
Help
% User Manua

Main Phone

Compliance Field v

7/6/2023 .57 PM  Valid o v
New Record Type 0O Refresh
Created On

023 11:.06 AM

e Mention the Record Type
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Dynamics 365 WhatsApp4Dynamics

¢ o Esawe & Save&Close

M Home

New Record Type o

Recent v

s Pinned v Details

My Work

O Chats Record Type } Chat Configuration % WhatsApp +14155238886

Customers ompliance Field B Status * Active
A Accounts Phone Number Field

R contacts RS

Administration
% Configurations

| License Registration

Analysis

Ea  Emor Logs

Help

& User Manual

e You can choose any Entity from OOB to Custom ones. However, this is only functional on Entities
that have a phone number associated with them.

Dynamics 365

= & i B save & Save & Close

Al Builder Dataset

Home
= New Record Type v
D Recent Al Builder Dataset File )
% Pinned " Details Al Builder Dataset Record
My Work
O, Chats Record Type elect an opt I o - 238886

Al Builder File
Compliance Field

Customers ! Al Builder File A
B Accounts Phone Number Field Al Configuration
A Ccontacts Al Event

_ Al Form Processing Document
Administration

(% Configurations

I etection Bounding Box
License Registration

ction Image
Analysis ction Image Mapping
EA Error Logs ction Label

Help

2 Jser Manual

e Forthe system to decide, whether the message should be sent, the message Compliance Field is
used.
e The Compliance Field lists all the Boolean Fields within the Record.
o If the value is selected as Yes, WhatsApp messages will be sent.
o Ifthe value is selected as No, WhatsApp messages will not be sent.

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

Administration

= < C B save @ Save &«
E e -
o (i New Record Type Allow WhatsApp . y
D Recent \ N e’
n
Pinned v Details o
My Work Credit Hold
) Chats Record Ty t Do not allow Bulk Emails (% WhatsApp +14155238886
o 3 Do not allow Bulk Mails
Customers ompliance Field { Kelect ar o
Do not allow Emails
B Accounts Phone Number Field D
s | Do not allow Faxes
R Contacts
Do not allow Mails

{8 Configurations

[ License Registration

s Assistant
Analysis
FA Error Logs
Help s in Workflow
2 _User Manual Send Marketing Materials

Do not allow Phene Calls

Follow Email Activity

GDPR Optout

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.

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

Dynamics 365

WhatsApp4Dynamics

Administration

= &« B save @’ Save & Close dress 1: Telephone 2
@ Hom Address 1: Telephone
e New Record Type Address 1: Telephone 3 0 4 "

@ Recent v Address 2: Telephone 1
5 Pinned ~ Details Address 2: Telephone 2
My Work ess 2: Telephone 3
£ Chats Record Type Contact 3: Telephone ftion (% WhatsApp +14155238886

) Address 3: Telephone2
Customers Compliance Field Active

lephone3
B Accounts Phone Number Field ‘ e
R Contacts
Business Phone

{® Configurations Callback Nun
| License Registration Company Phone
Home Phone
Analysis
Home Phone 2
B Eror Logs
¢ Manager Phone
Help
B uUser Manual

1: Phone

Busine

Configuring Message Templates

Configuring message templates in WhatsApp4Dynamics 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 through WhatsApp from

within the Dynamics environment. However, these templates need to be pre-approved by Twilio &
configured beforehand.
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Please Note: Although, you can only initiate a conversation by sending a message template. You have the
choice to send freeform messages when a customer initiates a conversation or replies on a sent template.

To configure WhatsApp message templates in Microsoft Dynamics 365 CRM using Twilio, you can follow
these steps:

1. Login to your Twilio Account, navigate to Try it out and then click on Send a WhatsApp message.

) twilio

Login

Don't have an account? Sign up.

2. Business-Initiated Messages:

Once you have established a connection with Twilio WhatsApp Sandbox, you can customize the default
templates under, Business-Initiated Messages. There are multiple Twilio message templates that you can
choose.

Please Note: Twilio (Sandbox) limits you to default message templates. Twilio templates can be used on
WhatsApp4Dynamics within Microsoft Dynamics 365 CRM.

Account v Billng v @S

o O
t

Next step >
Connect to san

dbox Business-Initiated message User-Initiated conversation

Send a business-Initiated message

ates to start 3 ness-initiated conversat nce your customers reply, the s can send free form messages for the next 24 s after your original messag:

Tevitout To

oul Req
whatsapp: +919324073243 v

curl

From

Send a

WhatsApp whatsapp:+14155238886 M Show auth token
message

Message Template

[ Appointment Reminders

Your appointment is coming up on July 21 at 3PM

«

For Example: The Appointment Reminders template says “Your appointment is coming up on {{1}}” In the
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curly brackets users can add dynamic values or CRM fields as values, while creating templates. However,

the template cannot be changed.

Account v Billing v (@) sar

Next step =

Develop Monitos -
[ O
Business-Initiated message User-Initiated conversation Wrap-up

Connect to sandbox

P # b Send a business-Initiated message

To

whatsapp:+919324073243
curl ava

Senda From
W Show auth token

WhatsApp whatsapp:+14155238886

Message Template

Order Notifications

WhatsApp Body
Your Yummy Cupcakes Company order of 1 dozen frosted
cupcakes has shipped and should be delivered on July 10,
2019. Details: httpy/fwww.yummycupcakes.com/

Another Example: The Order Notification template that says “Your {{1}} order of {{2}} has shipped and
should be delivered on {{3}}. Details: {{4}}” Similarly to the above example, in the curly brackets users can

add dynamic values or CRM fields as values.

For more information, you can refer the Twilio documentation here.

3. Create Messages Templates in Microsoft Dynamics 365 CRM:

You can now create WhatsApp message templates on Microsoft Dynamics 365 CRM after you have done
the setup and are ready to copy templates from your Twilio Account.
To do so, follow the steps;

In WhatsApp4Dynamics click Configurations, navigate to Message Templates.

[ ]
Click +New Message Template to create a new WhatsApp Message Template
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Dynamics 365  WhatsAppADynamics

@ Home te ) ] figu i th the configurat
y = ' WhatsApp +14155238886 - <aved 7/21/2023 220 PM  Valid o v
< Pinned v Configuration TV v .
My Work General Record Type | Message Template| Related
O chats
Active Message Templates Nev
Customers
Title T~ Record Type ¢
8 Accounts
R Contacts
vailable

Administration
| €3 configurations

| License Registration

Analysis

EX Error Logs

Help

4 User Manual

o Fill Up All the Fields:

Dynamics 365 WhatsApp4Dynamics

£ & Close New

& o BHsae & saved

New Message Template WhatsApp +14155238886 o v

@® Recent v

% Pinned - Details

My Wark

O Chats emplate Type Entity Template

Customers Tit

1 Accounts

R Contacts

Administration

% Config

| License Registration

tions

Analysis

Eh Error Logs

Help

£ User Manual

o Template Type — Entity Template
o Title — Add a fitting title or describe the template.
o Record Type — Mention in which Entity the message template needs to show.
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Dynamics 365 WhatsApp4Dynamics AA ? B

= < o Bsae New
& Home Al Builder Dataset
v New Message Template v
o Al Builder Dataset File
® Recent
57 Pinned ~ Details Al Builder Dataset Record

Al Builder Datasets Containe
My Work
) ~ Al Builder Feedback Loop
O Chats B Template Type Entity Template

Al Builder File
Sh - Al Builder File Attached Data
1 Account Record Type beloctan or Al Configuration

cts

R co

Administration
(% Configurations

i License Registration

Analysis

EL Eror Logs

Help

¥ User Manual

o Message — In the message section, copy & paste the template from Twilio and customize
the curly brackets. Add dynamic values or CRM fields as values to create templates as
required.

For Example: As shown in the screenshot below, the Support team has created a WhatsApp message
reminder about the appointment for the CRM Record (Contact). “Your appointment is{accountname}
with{contactid}” Here accountname & contacted are the dynamic values and can be changes as per your
preference.

i Dynamics 365 WhatsAppdDynamics

Support , WhatsApp + 14155238886 e
Recent Message Template
H— Details  Related
My Work
Q) chats & Templat Entity Template
Support
dT
your appaintment isfaccountnamelwith [contactid]

Please Note: Users can only edit the message field of the existing template.

Access Chat Ul on CRM Records

WhatsApp4Dynamics provides a feature that allows users to access a Chat User Interface (Ul) directly on
CRM records. Moreover, having the Chat Ul within CRM records enhances the overall user experience, as it
eliminates the need to switch between different applications or interfaces to access WhatsApp
conversations. It allows for a seamless and integrated approach to customer communication, which can
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lead to improved customer service and relationship management.
[.  Access Chat Ul When “Regarding” of Chat Session Is Set
Chat Ul is accessible from any CRM Records as well when Regarding is Set.

For Example: If a Lead record is associated as regarding to a particular session, then here is how you can
access Chat Ul from Lead record:

e Navigate to Settings --> Customizations.

Dynamics 365 « Settings ~  Business Management

Settings

Business Customization System

Business Manageme... |m Customizations E Administration

-

Templates -.; Solutions i

Nl Product Catalog IB Microsoft AppSource m Data Management

\\‘ 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?

I%? | Customize the System |

| . Create, modify, or delete components in your organization. Components include entities, fields, relationships, forms, reports, processes,
- 6 and others.

y ,:1}4 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.

e Navigate to Entities --> Lead --> Forms.
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Power Apps

. =
¥ [xl S dCl £
(= i Saveand Close [

> Solution: Default Solution
¥ |31’ Information

Solution Default Solution

3_7” Information

-

Components

E Option Sets

"# Client Extensions

ﬂ Web Resources

E. Processes

< Plug-in Assemblies

| Sdk Message Processing Steps
I?; Service Endpoints

;ﬂ Dashboards

=z | Dialog Boxes

'_‘J Reports
§5 Connection Roles

2] Article Templates
1#] Contract Templates

B solution: Default Salution - Microsoft Dynamics 365 - Goagle Chrame = O *

8 paul04d.crm.dynamics.com/toc

Power Apps

gy Publish All Customizations @ Help -
o " on

L@l Lead
== Forms

Solution Default Solution System Forms Active Forms v
© L§gR MIUITUYE 11T G
- [ knowledge Manage... TINew » | X Delete | & Enable Security Roles | [RjForm Order » | 3 Activate | 384 Deactivate | More Actions ~
> _& Knowledge persona..
- | Knowledge search f.. O Name Form State Form Type State Customizable..| Version L .;“_:;.
2 _& Knowledge Search I...
- [ Knowiledge search . Sales Insights Active Main Managed True 1.0 Updat
> _& KPI Event Data

g ke

» i Language

vent Definition Lead Active Main Managed True 5.0.00 Updat]

- Lgg Language i Lead Quick Create Active Quick Create Managed True 6.0.0.0 Defau
> | g Layout Style

e""'s App for Outlook Lead Quick Vi...  Active Quick View F...  Managed True 1.0

App for Outlook Lead Card Active Quick View F...  Managed True 1.0

ﬂj‘] Charts

(=] Fields

mKE}'S

=5 1:N Relatio

3‘:.1 M:1 Relationsl
2 N:N Relationshi. 4

f_£| lessages

51 Business Rules

e Click on Lead Entity with Form Type Main.

1-5of 5 (0 selected)
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“ _@ Publish All Custemizations @ Help -

l | Lead
L)
== Forms
Solution Default Solution System Forms Active Forms v
- L M UWIEUYE N e,
> [ Krowledge Manage... “INew ~ | X Delete | & Enable Security Roles | [Z)Form Order » | [ Activate | 34 Deactivate aore Actions =
> _@ Knowledge persona..
- | Knowledge search f.. O Name Form State Form Type State Customizable..| Version L .;‘_':;.
> _@ Knowledge Search ...
- [ Knowledge search . Sales Insights Active Main Managed True 1.0 Updat
> _@Ki vent Data
> [ KP1 Event Definition O LTacI Active Main Managed True 5.0.0.0 Upda
= Language
- Ligs Languzge : Lead Quick Create Active Quick Create  Managed True 6.0.0.0 Defau
> _@Layoylt Style
.
4% Lead App for Outlook Lead Card Active Quick View F... Managed True 1.0
= Forms
= fe : App for Outlook Lead Quick Vi...  Active Quick View F...  Managed True 1.0
fillj Charts
(& Fields
ﬂr“:N Relationshi... 4

e Select (or Add) the Tab

Power Apps

o i 00 00 00|03 2 = i\;ﬁ:g

Section  Three Three W
- Columns Columns Columns Columns Columns | Column

o= @
ACl  Assistant Predictiv
Control

Navigation Social

Bing 9
Timeline Maps Link  Insights

Sub-Grid Spacer Quick View
Form

3 Tabs 2 Tabs 1Tab Control

e Then Select, Subgrid.

Power Apps

T o T o == = i\:kzrl

Section  Three Three W
Columns Columns  Columns Columns Columns ~ Column

o= @
eBase ACI Assistant Predi
Control

Bing Navigatio
Timeline Maps Link

Sub-Grid |Spacer Quick View
Form

3 Tabs 2 Tabs 1Tab

e A new window will pop up. Add the Name, Label, Records as Only Related Records, Entity as Chat
Sessions (Regarding), Default View as All Chat Sessions - Internal Purpose.
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3 https;//masales.crm.dynamics.com/main.aspx?pagetype=formeditor&appSolutionld=%7bFD140AAF-4DF4-11DD-BD17-001989312238%7d&etc=4&extrags=formtype%3dmain%26formld%3dE3B6D... AY &

Set Properties

Set the List or Chart properties,

Displsy | Fommawing = Controis

[~ MName

Specify a unique name.

e o ]

[~ MName

Label® [wmszape cha

[ oispiay Iabel on the Form
Fanel hesder color (2527852

[~ Data Source

thisTist or chart.
Oy Related Records v
Defaur viaw

— Additional Options
[ Display Sezreh 3ex.
O Display index @
View Selector

e Navigate to Controls and click Add Controls.

Set Properties

Set the List or Chart properties.

Display ~ Formatting

Control

Read-only Grid (default)

Select or add a custom control to see its configuration.

e From the dropdown list search for Chat Systems and add it as a control.
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Select a custom control from the field.

CCA_Analytics ModernReportingControl
ChatSystem
DatasetControl_Display_Key

Due open activities control
ChatSystem

Modes:

Types: Grid

ChatSystem description

e Once done, Chat Systems 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

s

Tablet
Read-only Grid (default) O o] O

ChatSystem ® @® @

Add Control..,
4

[

Select or add a custom control to see its configuration.

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

FILE HOME INSERT
ﬂ Save As ~ Hearer ]
1 [g] Save and Close jﬁ
Save Bod Merge
L¢y Publish Forms
Sawve Edi Select Form Upgrade
0 This form is using high density header. For the best authoring experience with this form, use the new ferm designer, Learn more
Solution: Default Solution Field Explorer >
Form: Lead
e Filter All Flelds bl
H HPS
! 4 WhatsApp Chat i Only show unused fields
MNew Section ER ) Lead Grade
4 Sales (=] (Deprecated) Lead Score
& (Deprecated) Lead Score Trend
4 Service
(=] (Deprecated) Score History
4 Marketing i & (Deprecated) Score Reasons
4] Marketing Lists | | (5 Address 1: Address Type
4 Processes 5] Address 1: County
(=] Address 1: Fax
4 Common
(5] Address 1: Latitude

uments

ybooks (=] Address 1: Longitude

=] Address 1: Name

=it Artivitiac

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

Dynamics 365 Sales Hub

= ¢ B = Save @ Save & Close New [i] Delete () Refresh @ Check Access @ Qualify B Process T Connect sequence 1# Share B
&l Roy Harper - saved Warm  New @ Mark Anderson v OQ
® Recent \ Lead - Lead r t 2l T
5 Fa"
% Pinned v Lead to Opportunity Sal... |1 @ T\ U N O >
Active for 5 minutes Qualify (5 Min) & Develop & Propose & Close
My Work

Summary  WhatsApp Chat Details  Files Related
5 Sales accelerator [

B Activities
End Chat

8 Roy Hamer
% Dashboards Roy

Customers

B Accounts Contact Roy Harper is registered on 7/31/2023 10:13:39 AM
607 PM

R Contacts

Sales Hey do you have any feedback for us?

609 PM
& Leads

[ Opportunities Hi Good Evening

R Competitors

B Quotes

s o

II. Access Chat Ul When “To” of Chat Session Is Set

In case “To” is set in Contact field, then you can directly go in Contact - CRM Record and start
communicating with the customers / contacts.
To do so,
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e Go to Contact, Click Related.
e Navigate to Chat Sessions

= « T Save @ Save &Close &% Openorgchart [ Deactivate & Connect ; Addto Marketing List A, Assign : 12 share v g
i1 Home Roy Harper - saved Mark Anderson  ~~
() Recent s Contact - Contact Owner
= Pinned ~ Summary Details Scheduling Files Related - @ Playoooks
My Work Tagged Records
. CONTACT INFORMATION T dailycontactkpiitems —_=
& Sales accelerstor 1= Wheo Knows Whom
Bl e [ Conversations
Activities First Name™ . No email found
= Ongoing conversations (Deprecated)
% Dashboards Ray | 1] Add an email address for Roy Harper to see
ontact Price Lists common connections. Learn More.
8 c + Price List tions. Learn M
Customers Last Name® ﬂ & Outbox
Harper B W
Accounts ) Chats
- Assistant
I A contacts Job Title | @y Chat Sessions 1atsAp...
- &3 Outbox o Notifications
Sales
Account Name
& Lead Related - Sales . )
4" Leads A Southridge Video Electronics B @ No notifications or suggestions
[ opportunities % Leads Check back later to see what's new and stay up to
PP . . date.
M, Competitors e [} opportunities e
o v

e Start chatting with the respective Contact.

Dynamics 365

= . B o Save @ Save&Close - New &% Openorgchart [ Deactivate 53 Connect = Add to Marketing List R, Assign : 1# Share
@ Home Roy Harper - Unsaved @ Mark Anderson v
©® Recent ~ Contact - Contact e

X Pinned i Summary WhatApp Chat  Details Files Chat Sessions Related

My Work

Chat Session Associated View

& sales accelerator
Activities Due

% Dashboards

Customers e 06:07 PM - session started from WhatsApp +* End Chat

(3 Accounts

| 2 Contacts

Sales
~ Mark Anderson

& Leads Contact Roy Harper is registered on 7/31/2023 10:13:39 AM
[ Opportunities Gl
2 Competitors

~ Mark Anderson

Hey do you have any feedback for us?
Collateral E09 PM

B Quotes

8-

<>

Features

WhatsApp Conversation Manager in CRM

WhatsApp4Dynamics provides a seamless integration between WhatsApp Business Account and Microsoft
Dynamics 365 CRM. It allows users to communicate with customers and partners directly within the
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Dynamics environment and eliminates the need to switch between different platforms.
With WhatsApp4Dynamics, you can enjoy the same experience of WhatsApp in Dynamics 365 CRM.

e  Chats will show the following information:

o Profile Name — This shows the WhatsApp Profile name set by the user.

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, received, read, etc.

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

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

Dynamics 365 WhatsApp4Dynamics

= ¢ [ showcChart [i] Delete () Refresh 1 Email a Link @ Export to Excel 5]
A . _ _
Active Chats - S Editcolumns 7 Edit filters Filter by keyw Q
®©
& Profile Name v Mobile Number v Message v Status Direction v Date | v
I @ +917977632238 +917977632238 Hi O Failed QOutgoing 7/19/2023 1.01 PM
Henry ~919867142709 Hi Read Outgoing 7/19/2023 12:53 PM
R
Victor +19867142709 Hi Received Incoming 7/19/2023 10:.08 AM
o
Nick Junior 91702191303¢ hi Read Qutgoing 7/19/2023 9:58 AM
o
0}
[
i
E
= 1-40f4 Page 1
Chat Notification

Chat notifications in WhatsApp4Dynamics are the new incoming WhatsApp 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 chat bubble on the right-hand
side will notify the total count of unread chat message.
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Dynamics 365 WhatsApp4Dynamics

= ] Show Chart ]_| Delete () Refresh &) Email a Link [ ] Export to Excel =)
@ Home . N . B
Active Chats - T Edit columns v Edit filters Filter by keyworg GQ
(® Recent v
Profile Name ~ Mobile Number ~ Message v Status v Direction ~ Date | v
£ Pinned v
My Work Susan +9193240732 Hello Received Incomi... 7/12/2023 5:41 PM
I O Chats Samantha +9191675567 Hello Received Incomi... 7/12/2023 5:17 PM
Customers

(& Accounts

2 Contacts

Administration

[_‘l Configurations

| License Registration

Analysis

=

e Once you click the Chat Bubble, various buttons will be accessible through which you can directly
go on the chat Ul.
o Incase you receive a WhatsApp message for the first time in the CRM, you need to either
Accept or Decline the Chat.

Dynamics 365 WhatsApp4Dynamics

= = v Char ~ 3 . = ail 3 N i r i
[%] Show Chart li] Delete () Refresh  [2) Email a Link ; o Export to Excel y WhatsApp4Dynam|cs
@ .
Active Chats v Y Filter by keyword
) n +919324073243 Wednesday 17:41
LW Susan 5
Profile Name ~ Mobile Number ¥ Message Status Direction ~
s Hello
| o) Susan +919324073 Hello Received Incomi.. m m
Samantha +919167556 Hello Received Incomi..

N +919167556765 Wednesday 16:17
je A=W ~samantha sl
s Hello

, | pcept Jl oecine |
EA
[

1-20f2 Page 1

o Once Accepted, future WhatsApp message from the same contact will be prompted as
View Chat.
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Home

Recent '

Pinned ~

My Work

Chats

stomers
Accounts
Contacts
lead
Registration

Opportunities

Administration
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& | [E Show Chart  §= Focused view
My Active Contacts ~

Full Name T v

Abraham McCormick
Adrienne McMillan
Alexis Fry

Allison Dickson

Amie Gonzales

Amaos Conger

Andrew Book

- New

ITII Delete |
m Y
Email ¥

abraham_mccorm...

adrienne_memilla

allison_dickson@f.

() Refresh
Filter by keyword

Company Name

Fabrikam Robotics

Trey Research Inst

Southridge Video.

Adventure Works

Trey Research Ass

1-500f 143

Page 1 2

WhatsApp4Dynamics

@~ +¥19867142709 Monday 16:37
CZ* Joe Smith os
Hey there

Dynamics 365

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

WhatsApp4Dynamics

Home

Pinned v

My Work

Q Chats

Customers

Accounts

R Contacts

Administration

& Configurations

Analysis

B Error Logs

(o]
@ Recent v
?

Chat Details Outbox Related

Profile Details

Customer

Waiting for ossales.crm.dynamics.com...

£ Share ™

WhatsApp4Dynamics =)

Change ownership of the

record

Assign yourself the chat. You will not be
ye " ’ .
able to chat until you are assigned to it.

Yes
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Mapping CRM Records

Mapping CRM Records is possible with WhatsApp4Dynamics! WhatsApp4Dynamics finds CRM records (any
record types created during the configuration process) and maps them with the new chats 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, Roy is Account in the CRM that is mapped by WhatsApp4Dynamics from the
phone number associated.

e However, Roy has also set his profile name on WhatsApp. Hence it also shows under the Profile
Name field as well.

HY namics 365 | WhatsApp4Dynamics
pp

= < =7 Hsave @ Save&Close [ Deactivate [i] Delete () Refresh @ Check Access 8, Assign @8 Word Templates 12 Share B
@ Home .
Roy Harper - saved WhatsApp +14155238886 | Accepted @ Mark Anderson v o;g
© Recent ~  Chat ' '
52 Pinned hd Chat Details Outbox Related
My Work
- Profile Details WhatsApp Chat
£ Chats
B Profile Name - & Roy Harper 31/07/2023 04:12 PM - Sessh End Chat
Customers Roy Ray
B Accounts £ Mobile Number * +19167556758
2 Contacts Hello &
338 PM
Customer
Administration
® Configurations ~ Sam )
Customer Roy Harper How are you? when can we connect to discuss about your requirement?
[ License Registration 41 P
BIEES We can do today at 3:00 pm EST
A Error Logs 342 PM
(= Messag Create Record ~
3] User Manual

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 Chat User Interface

WhatsApp4Dynamics allows users to access an easy-to-use Chat User Interface (Ul) within the CRM
environment that is integrated with WhatsApp. This integration enables users to initiate and manage
WhatsApp conversations 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 communicating on WhatsApp 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.
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For Example: If you want to initiate a chat with one of your contact using WhatsApp4Dynamics.

e Click on Contacts and select the Contact you want to communicate with.
e Go to WhatsApp Chats and sent WhatsApp messages directly to your customers from the CRM.
e Choose the configured WhatsApp number or the Contact Template to start messaging.

Dynamics 365 Sales Hub

Save & Close New g% Openorgchart [ Deactivate %8 Connect T Add to Marketing List : 1# Share

= ¢ B o Save

Hor
@ Home Roy Harper - saved @ Mark Anderson
y

® Recent N Contact - Contact

5 Pinned e Summary WhatApp Chat Details Files Related
My Work
& sales accelerator & '—:S}:‘.’.NPH Whatshpp +14155238886 . End Chat
ZI Activities

% Dashboards

Customers
(  Accounts
| & contacts
Sales

& Leads

ﬂ Opportunities

kvi

Contact Template

R Competitors

~
n Sales v

e Below is a screenshot that displays how easily you can chat with your Contacts from within the
Dynamics 365 CRM itself and communicate with the customer on WhatsApp.

Dynamics 365 Sales Hub

]

<~ [ Save Save & Close New g% Open org chart ['“ Deactivate A Connect y =3 Add to Marketing List

@ Hom
() ome Roy Harper ved @ Mark Anderson v
(© Recent o Contact - Contact e

7 Pinned e Summary  WhatApp Chat Details Files Related -

My Work

,S?ﬂ Sales accelerator 8 &?};H”m 31/07/2023 04:12 PM - Session ended from W End Chat

Activities
Hello €Y

338 PM

#  Dashboards

Customers
~ Mark Anderson

& Accounts How are you? when can we connect to discuss about your requirement?

341PM

| R Contacts

sales We can do today at 3:00 pm EST

342 PM

That's Great!! We will shortly send you a meeting link for the same B Create Record

& Leads
B' Opportunities

)’“ﬂ Competitors

n Sales e

Please Note: Note: If you wish to view the Chat Ul within any of the CRM Records you would have to
configure it beforehand. Follow this link to know more.
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II.  Create CRM Record from WhatsApp (OOB or any Custom Entity):

WhatsApp4Dynamics offers a convenient feature that allows users to create CRM records directly from
WhatsApp chats. 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 WhatsApp chats, 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 | Sales Hub P Q9 + V¥ & ?2 B &
= . = @& Ssave @ Save & Close I New g% Openorgchart [ Deactivate S} Connect 7 Add to Marketing List 12 Share

@ Home

ROy Harper @ Mark Anderson %

® Recent v Contact - Contact

%

Pinned N Summary  WhatApp Chat Details Files Related -
My Work
59 sales accelerator ) Roy Harper 31/07/2023 04:12 PM - Session ended from W End Chat
@ Activities

# Dashboards

Hello &

Customers
8 Ac
]}3‘ Contact

Mark Anderson
ts How are you? when can we connect to discuss about your requirement?

3:41PM
Case

X ) _ Opportunity
Sales We can do today at 3:00 pm EST
242 PM Account

& Leads i
Lead

[ opportunities ;
7 B Create Record

R Competitors

n Sales C

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

o Click on Create Record and Select Lead

o The main form of CRM will open up, fill the details and click on Save & Close to create a
Lead.

o The Record created here will set as ‘Regarding’ automatically for the related chat session.

Page 36o0f47




WhatsApp4Dynamics — User Manual

Dynamics 365 Sales Hub

= € o B Save @& Save &Close New &% Openorgchat [ Deactivate R Connect = Add to Marketing List R, Assign  [i] Delete : 1 Share ]

) Home
v Roy Harper - save @ Mark Anderson
@ Recent ~ Contact - Contact e

57 Pinned 4 Summary  WhatApp Chat  Details  Files Chat Sessions  Related

My Work

B ShowChat () Refresh B ShowAs
Sales accelerator

&
Bl Activities All Chat Sessions - Internal Purpose v
%

Dashboards

Customers

A Accounts Subject ¥ To~ Regarding ¥ StartD.. |~ EndDate | v  Chatv Configura.. ¥ ActivityS.. ¥  MobileN.. ¥ |
| A Contacts 31/07/2023 05:45 PM - session started fr 0 Roy Harper| Speec u 3 7/31/202.. 8/1/2023 .. Roy Harper WhatsAp. Open

Sales 7/2023 05:44 PM - Session ended f o Roy Harper| Speed: lustries 7/31/202 8/1/2023 ... Roy Harper WhatsAp. Compl..
o Leads 05:44 PM - Session e f o Roy Harper| Spee Justrie 7/31/202. 8/1/2023 Ray Harper WhatsAp. Compl...
[T Opportunities 1/07/2023 05:44 PM - Session ended f @ roy Harper| spec fustries 7/31/202.. 8/1/2023..  RoyHarper  WhatsAp. Compl..

M Competitors

Collateral

B Quotes

_ﬂ Sales <

You can now directly chat with the Lead from the CRM Records as well, check the configuration here for
more.

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

[II.  Supports multiple languages & file formats in Chat UI:
WhatsApp4Dynamics typically supports multiple languages and various file formats within its Chat User
Interface (Ul) integration. This means that users can interact with customers using WhatsApp in their

preferred language and receive different types of files seamlessly within the CRM environment.

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

These file formats can also be seen in the Chat Notification, as shown as the screenshot below.
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= ] shy h B3 Email a Link WhatsApp4Dynamics =]
& b Active Chats [ edit columns it filters =)
y G- +15603862730 Thursday 05:17 M €
Profil Name ¥ Mobile Number ¥ Message ¥ Status v Direction ¥ Date L v .
@ Audio

Ebony L. Jack. Audio Received Incoming 7/27/2023 5:17 PM -

Anna D. Linko . Integration Planning Document Received /2023 508 PM
5. +18565826670 Thursday 05:0

o 1l

ohny y ) Your Attach2dynamics product saved my life!! Received /2742023 507 PM

Customers o nt
gration Planning Documen

/2023 5:04 PM

Dougl

Phato Received Incoming

A Accounts

15 Ul GROUPS A HIGH DEPTH ELEVTION-2.pdf Received

Thursday 05:06 PM

Derek & +9171 Hi, wanted to know pricing of Gamifi 023 5:00 PM

ater s
Administration

Hello 7/27/2023 416 PM

% Configurations A .' ! ’ ‘ f ) “eming )
S

i, +919325852880  Thursday 05:04 PM
Analysis 55 ) srours p
- [ OLIVIA HIGH DEPTH ELEVTION-2 pdf
2 Emor Logs
Help

+917021913036 Thursday 05:00 PM
B user Manual v H Derek @ 5

Hi, wanted to know pricing of Gamifics36!

And within the Chat Ul,

e Here is a screenshot that shows a French text from a contact.

= € B o B sSave @ Sawve&Close [ Deactivate [i] Delete (O Refresh @ CheckAccess A, Assign @ Word Templates =)
@ Home
Roy Harper - saved WhatsApp +14155238886  Accepted @ Mark Anderson o}
@ Recent v Chat nfigurat t . wner
% Pinned 4 Chat Details Outbox Related
My Work
. Profile Details WhatsApp Chat
Q) Chats
A R Roy Harper P
Customers & Profile Name Roy B - 3 End Chat
& Accounts B Mabile Number +19167556778
R Contacts
Customer
Administration
5 Bonjour
(% Configurations L
Customer Al Roy Harper 5:33 PM
[ License Registration
Je passais en revue votre liste de produits et je suis trés intéressé par
Analysis e
quelques-uns d'entre eux.
Ea Eror Logs 537 PM
Help w B
essage = Create Record
& User Manual

e Hereis a screenshot that shows an Image received from a contact.
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Dynamics 365 WhatsApp4Dynamics
= « o Save @ Save &Close [ Deactivate [i] Delete () Refresh @ Check Access R, Assign @8 Word Templates 1# Share )
@ Home
Roy Harper - saved WhatsApp +14155238886  Accepted Mark Anderson v/ eg
® Recent Chat Configuration Status Reason Owner
# Pinned N Chat Details Outbox Related
My Work
Profile Details WhatsApp Chat
|2 chats i
Customers B Profile Name © Roy = ﬁgz-vHarper 31/07/2023 05:19 PM - sessic End Chat
Accounts £ Mabile Number T +19167556758 S
R Contacts
. i Customer
Administration
% Configurations
Customer R Roy Harper
| License Registration
Analysis
Eh Error Logs e
& User Manual

e We only support text messages. However, you can receive images, videos, PDF and word
documents.

Store Chat History in Chat Sessions

WhatsApp4Dynamics provides the functionality to store chat history in chat sessions. This means that when
you communicate with customers through your WhatsApp Business Account from within the CRM, the
entire conversation history is recorded and stored as a chat session.

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

e To means the customer/partner with whom you would be chatting.
e Regarding defines the associated Record. (Record that was created from within the Chat Ul)

e “Start /End Date & Time” will be mentioned for each session. (Each chat session will be maintained
for 24 hours as per UTC Standard Time.)

e Configuration describes from which WhatsApp channel you are communicating.

Below is a screenshot showcasing the listicle view of the chat sessions.
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Dynamics 365  WhatsApp4Dynamics

= o B Save @ Save&Close [3 Deactivate [i] Delete () Refresh & Check Access A, Assign @B Word Templates 1 Share B
ft Hom
" N Roy Harper - sav WhatsApp +14155238886  Accepted @ Mark Anderson oQ‘
® Recent w  Chat nfiqurat t "
5 Pinned N Chat Details  Chat Session  Outbox | Chat Sessions | Related
My Work
. B ShowChart () Refresh
|2 chats
All Chat Sessions - Internal Purpose
Customers
Du:
B Accounts Al
R Contacts
Subject » Tov Regarding + StartDate |  EndDate L~  Chatv Configura.. ¥ ActivityS... ¥  MobileN.. ¥ N
Administration
torted from WhatsA... () RoyHarper SpeedyIn..  7/31/2023..  8/1/2023..  RoyHarper  Whatshg Open
(% Configurations
ended from WhatsA Roy Harper Speedy Ir 7/31/2023. 8/1/2023 ... arper  WhatsAp Compl
[ License Registration o i - ! P
31/07/2023 0544 PM - Session ended from Whatsh. . () Roy Harper Speedy I 73172023 8/1/2023 Roy H Compl
Analysis
nded from Whatsa... () Roy Harper Speedyln..  7/31/2023..  8/1/2023.. RoyHarper  Whatshs Compl...
Ex Error Logs
Help
5 User Manual
4 by e

Chat History can also be accessed from within the Chat UI.

— & B o Save @ Save & Close Mew &% Openorgchart [§ Deactivate % Connect = Add to Marketing List &, Assign : 1# Share
@ Hom
- Home Roy Harper - saved @ Mark Anderson
® Recent “~ Contact - Contact .
** Pinned 4 Summary WhatApp Chat Details Files Chat Sessions  Related
My Work
7 Calac ar . Roy Harper ot ctarted # wh .
& sales accelerator S Y 7 PM on started from Wha 4 End Chat
Activities PM - session started from
_ 5238886
# Dashboards
Customers
B Accounts

¥31/2023 10:13:39 AM

R Contacts

3 44 PM - ¢ rom 507 PM
v App +14155238886
Sales ~ Mark Anderson
Hey do you have any feedback for us?
& Leads

5:09 PM

[ opportunities

R Competitors Messa B Create Record -

Collateral

B Quotes

A
B sles 3

Trigger & Send Automate WhatsApp Messages

With WhatsApp4Dynamics, automate sending messages through workflows within Dynamics 365 CRM.
Users can set up triggers and actions based on specific events, such as sending automated WhatsApp
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 WhatsApp Trigger message on Order Creation. Which
means every time an order is created in CRM, the respective contact number associated to the order will
receive an automated message.
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e Inorderto set triggers and automate workflow, click on the Settings Icon and navigate to Advanced
Settings.

Dynamics 365 ‘WhatsApp4Dynamics

@ Home . o -
! Active Chats f% Edit colum] _ Advanced Settings X Q
Recent v Toast Notific ohag [
Profile Name ~ Mobile Number Message ¥ Sta v
% Pioned ofile N; bile Numbe ssage tus
My Work Samantha +9191¢ Hi Received Priva
S Chats ms
Customers

A Accounts

Help

[ User Manua

e Dropdown the Settings and click Processes

Customization System Process Center Application Upgrade Logs

Processes | . [E Upgrade Runs

LT
mEUIE

Subjects
ce locations where service operations take place. Add and remose rescurces, change site information, or delefe sites Manage the subjeet hierarchy for your organization's products, iterature, and aticles.

2 currencies

=

[[es Connection Roles
ange the exchange rates for existing currencies Create, edit and celete the standard labels used to define connections between records

~.*2\  Automatic Record Creation and Update Rules = Rollup Queries

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

+new | i DetETE v S EMALAUNK v o°Row - B, exporTToExce - Egwview (g newsvstemwview  [§ customize enmiTy €3 SYSTEM VIEWS

jol

Process Name Category Primary Entity Status Created On Modified On Y <
WhatsAppaDynamics - Add Multiple Loakup Fiel.. Workflow Record Type

Activat 2023 2:4,

Activated 3/2023 24... 13/2023 2...

1- 6 of 6 (0 selected) All # A B [« o] E F G H J K L M N =] P Q R S T u A w X Y z M4 Pagel p

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

Dynamics 365 Settings + | Processes >

o Weh client experience for security settings is being deprecated  Pleaze us= the Power Platform admin center to leverage the |atest experience and mansge security s=mtings | Leam Mers, x
+ NEw il DELETE | ~ @ EMALALNK |~ o Flow ~ O, expORTTOEXCEL  ~ Eaview [@ MEWSYSTEMVIEW (3 CUSTOMIZE ENTITY £ SYSTEM VIEWS
Create Process -
< Al Process Templates o ':‘;'\\‘En":é:p:r‘o:lzg s ai,'srw 3 misting template. ou can creste four kings of proceszes: business process |Seard‘ for records yol

send message 1o customer when order is received

O | Template Name | o - I P - | Owning Business Unit ¥ ()

SLACustomTimeCalculationTemplate A Run this workflow in the background (recommendad) Treele

f background workfiows. Click here to start building Flows!

n existing template [select from list)

Primary Entit;

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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B goese B | [ |Q peactivare | sd Show Dependencies | B Solution

@ seio <]

Process: send message to customer when order is received
Information

Working on solution: Default Solution

W recommend using Microso Fiow instead of background werkflows. Click here to start building Flows!

+ common Genersl | Administraton | Notes
- [T - Hide Process Properties
A Audit History

& Catalog Assignments

Entiy

Cazgory

Available to Run Options for Automatic Processes
Run this worciow in the background [recommendsd)

Scope

Start when

Workflow Job Retention

Automatically delete completed workflow jobs (to save disk space)
# Chatbot subcompone..

4 Process Sessions
[ Pracess Sessions

grder is received

send message to customer when order is received

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.

masales.crm.dynamics.com/SFA/Warkflow/entityform.aspx?workflowld=458dfch3-d756-4180-9106-d76b8

entityname=ikl_messageoutbox®activityname=CreateStep1&stepld=Crea.. Al [

L
@ Hein
A Process send message to customer whan arder is received
@ Create Outbox
4 General Form Assistant >
~
Mame *
e to customer when order is received 3

4 pdditional Fields

chs

Mebile Number [

e Users can choose the preferred Message Template. If not created, follow this link to know how to
Configure & Create Message Template.
e Once added, click Activate.
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n Process: for contact - Microsoft Dynamics 365 - Google Chrome

vorkflow

& ossales.crm.dynamics.com/sfa/v dit.aspx?ic

H t} Save and Close [ [} O' Activate J Convert to a real-time workflow uij Show Dependencies = Solution Layers HyActions » & Help -

l_ . Process: for contact Working on solution: Default Solution

== 7 Information

We recommend using Microsoft Flow instead of background workflows. Click here to start buiidina Flows!

4 Common s S process Activate Confirmation x .
Z. Information « Hide Process Propi Do you want to activate the selected 1 Prc 134
4 Audit History 4
(¢ Catalog Assignments Process Name *
& Comments Activate As . . -
[ SLA ems P This action will attempt to activate the Process you have selected
& PM Recordings Run this workl ~
& Agent script steps ey »

| & Macro Run Histories
[ s a child proce

{3 timespents ichanges
& Entities Workflow Job Ret . ancel fned

iti L4 Automaticall
L4y Entities 2 Automatically T TRecord fielde change

@ Chatbot subcompone... -
L) Record is deleted

4 Process Sessions
(& Process Sessions

B Add Step » | Sealnsert » X

@ Type a step description here.

Status: Draft

Once trigger is activated, the messages will be automatically sent on order confirmations, appointment

reminders etc. as shown in the screenshot below.
%0 N

Hello .

P

Good Evening Mr. Sam! How may | help you?

I am doing well! Could you please update me on

?
my order? e

Hello sir ,

We can do today at 3:00 pm EST ,

Contact Roy is registered on 6/18/2023 9:

PM

FAQs
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How to configure senders?

Now let’s look at how to configure a sender from a paid account.

Sender represents the phone number/ verified WhatsApp Business Account that you want to use as the
Sender ID.

Twilio allows you to associate multiple senders with a single Messaging Service. However, to use
WhatsApp4Dynamics you can currently add only one number.

e Access the Twilio Console: Go to the Twilio website and log in to your account. Navigate to
the Console dashboard.

Console

® o Account v  Billing v osam v
Develop Monitor
Ahoy Sam, welcome to Twilio!
Phone
> #

Numbers

> [J Messaging
Connect to 3rd-party applications Invite teammates
» = Studio
You'll need 3 things to use Twilio with most 3rd-party applications: Add developers in your team to your account.
> % Voice
@ Account SID and Auth token

. . i >
» [\ Conversations Invite teammates

Twilic phone number

o Upgraded Twilio account

® Docs and Support Get a trial phone number 4 Talk to Sales

Read 3rd-party integration FAQ [4

- g Connect with a Twilio expert to find out what products

and plans best suit your needs

«

e Add a Sender: Go to messaging -> Senders -> WhatsApp Senders
e Click on Create New Sender

Console

@ . Account v  Billing v @San

| I

N WhatsApp Senders

FYPRANUINE To use a number with WhatsApp, you need to register it as a WhatsApp sender. You can provision one from Twilio Phone Numbers [4
Sender ID

To start conversations with WhatsApp users, you will also need to use WhatsApp approved message templates [

Short codes

Hihatipp ¥ Optional next step:
senders
WhatsApp Finish Meta Business Verification

templates

Content Editor @ optional next step

R You can ignore this section if you have passed Meta Business Verification
+ Beta

> Settings

Congratulations! Now you can use up to 2 senders to respond to unlimited customer-initiated conversations and send business-initiated conversations to

50 unique customers

® Docs and Support

usiness \ on [2 if you want to!

You must complete Meta B

® Send unlimited business-initiated conversations

«
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e Select My Own phone number and click continue.

Cansole

@ Account ¥ Billing v (Y sam ~

Lm Monitor New SQnder

b
Sender ID ¥ 1. Select a phone number to register
Short codes
WhatsApp @ Before selecting a number
senders
If your phone numbe consumer or small bus on. please disconnect it prior to continuing below. If it s already connected to the

number instead.

WhatsApp Busines different provider, ple: support ticket (2 tor

sApp

templates

* Select a number

* Setting Twilio phone number
>
© My own phone number [
v tudio
pe hone number ye o use
wervies

® Docs and Support H m Cancel

e Inlink your WhatsApp Business Account, click on Continue with Facebook

Account ~  Biling (@) sam ~

e L » 1. Select a phone number to register
Sender ID ¥ 2. Link WhatsApp Business Account with your number
Short cod
WhatsApp
senders © Keep the window open

Please keep this window open while you create or select your WhatsApp Business Account

1 Link your WhatsApp Business Account.

You'll be guided through linking feta and WhatsApp Business s If nt. L ¥ SA r
, PRegulatory
Compliance
A WhatsApp account has been connected to your Twilio account
v = Studio
You have to select the WhatsApp Business Account with the following id: 115428848279054 for your new sender otherwise your request will be rejected
Overview

Continue with Facebook You will be directed to Facebook to set up WhatsApp in a popup window

T

@ Docs and Support

For more clarification or to get a guided view, visit Twilio Help Docs here.

What are the accepted content types for media on Twilio?

In case of multiple message, Twilio doesn’t guarantee that messages will be sent in a particular sequence.
Also, as WhatsApp4Dynamics integrate WhatsApp Business Account with CRM using Twilio API. Hence, only
messages sent from the CRM will be synced / stored in the CRM chat conversation.

Likewise, large text over character limit 1600 and text file (.txt) are not supported by Twilio.
For more information on this follow this link.
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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

Twitter: @inogic
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