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Pre-Requisites

This guide will explain how to deploy the Vonage Conversations for Salesforce package and send
an SMS/MMS message using the Ul.
1. AVonage account with your api-key and at least one purchased long virtual number
(LVN).
2. The LVN should be configured to use SMS/MMS.
a. Note: MMS messaging is only available in the US & Canada. To use images, your
LVN must be a USA/CA number that is approved for 10 DLC.



https://ui.idp.vonage.com/ui/auth/registration
https://developer.vonage.com/en/numbers/guides/number-management#rent-a-virtual-number
https://developer.vonage.com/en/messages/10-dlc/overview?source=messages
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Deployment

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

screen:
Install Vonage Communication Platform for
Salesforce

By Vonage Business Inc

This app is protected by an installation key.

....... ]

p L 222 2

Install for Specific

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

Platform for Salesforce

Additional Details  View Components

Select the group that you want to install the package for, and enter the installation key provided.
The warning below may appear. If it does, select "Done" and wait for the package deployment to

complete.
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This app is taking a long time to install.
You will receive an email after the installation has completed.

App Name Publisher Version Name Version Number

Vonage Communication Vonage Business Inc 0.15.0 0.15 (Beta 4)
Platform for Salesforce

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

access Vonage services:

Approve Third-Party Access

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

Website 551 Encrypted

api-su.vonage.com [w]

es, grant access to these third-party web sites

First Time Deployment

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

f@e?20 @@
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Select the link in the message to complete the setup:

T@e?2na®

Notifications Mark all as read X

Vonage Package installed - click to complete setup

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

a minute ago e

Click ‘Next' to start the deployment process:

V/ VONAGE

Step10f5| Next

Let's get started with Vonage Messaging in Salesforce.

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

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

V/ VONAGE

Back |Step 2 of 5| Next

¥ Authenticate with Vonage

Please authenticate using:

Vonage Authenticator s

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

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

V/ VONAGE

Log in to your
Vonage account

Don't have an account yet? Sign up.

ID* ‘

Password* ‘

Use a different email

| forgot my password

Once authentication is completed, you will see this confirmation and can return to Salesforce:
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Authentication successful

Please close this tab and return to the Salesforce Installation Page

Step 3 of the installation wizard contains a link back to the Vonage customer dashboard, where

you can configure your account, add API keys, and rent additional LVNs:

V/ VONAGE

Back |Step 3 of 3| Next

¥ Vonage account information

On the next step you will be askad to select your Vonage API Key and later your LVN.
If you would like to purchase an API Key or add an LVN to your AP Key, please refer to Vonage Customers Dashboard:

Vonage Customers Dashboard

In step 4, select the API key you want to use:
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Back |Step 4 of 5| Next

¥ Vonage API Key Selection

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

Key

N ey
- Key
S—
E—— Yy
E— ey
E—— Y

E— Y

OO0OO0O0OO0O®OO0O0

. Key

The final step will show the LVNs associated with that API key, along with the channels those

numbers support. Select a number, then click Finish:

V/ vonaGe

Back |Step 5 of 5| Finish

¥ Number Selection

Please select one of Vonage APIKey ms===s = numbers to use, then click the Finish button to complete the setup.
This is a long process. Please do not close or refresh this window before the operation is completed.

O s - Country: US, supported channels: MMS:SMS
O e s - Country: US, supported channels: MIMS;SMS
O 4475w s, - Country: GB, supported channels: SMS

@ 447 — Country: GB, supported channels: SMS;WHATSAPP, WABA: s s
O 47 ~ - Country: GB, supported channels: SMS

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

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

Please assign the|Vonage Connector User Permissions Setlto the relevant users.

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

Release Notes

** Release 0.14 ™

Target: Early access customers

IMinor fixes:

1. WhatsApp templates configuration save failure

2. Rolling log cleanup

** Release 0.13 ™

Target: Early access customers
New Features:

1. WhatsApp templates support
2. External channel support

3. Delivery status support

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

Assignments:

333 Setup Home  Object Manager v

SETUP
Permission Sets

Q, Quick Find

Setup Home

Service Setup Assistant

Permission Set
Multi-Factor Authentication Assistant Vonage Connector User t
Hyperforce Assistant [ @ Find setings % | | [Clone| Manage Assignments

Release Updates
P Permission Set Overview

Lightning Experience Transition Description  Necessary objects field and APEX class permissions for using the Vonage APIName  VonageConnectorUser
Assistant ‘Connector

License  Salesforce Namespace Prefix ~ VC
Salesforce Mobile App Session Activation Required Created By W Delem. 23/08/2023, 16:28

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

Assign the permission set to the agents you want to use the Vonage package to complete
deployment.
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The next section will explain how to add the Ul widget to a record page.
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Ul Setup

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

Add the widget to a standard sObject

To add the widget to a standard sObject, go to the record page and select "edit page":

» [ s ] ee2ee®

i1 Force.com Home  *Bertha Boxer |Lead v X

L setup o

Setup for current app

Lead

Ms. Bertha Boxer [ E
B servceseup

Title Company Phone (2) v Email Developer Console

Director of Vendor Relations Farmers Coop. of Florida \
Edit Page

Activity Details

8w [~

Related

We found no potential duplicates of this Lead.

Filters: All time « All activities « All types No duplicate rules are activated. Activate duplicate rules to identify

Refresh » Expand All « View All potential duplicate records

~ Upcoming & Overdue
No activities to show.

©) Campaign History (0 -+
Get started by sending an email, scheduling a task, and more. paig y (0)

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

Drag the widget to the suitable place on the page. For example, editing the page for a lead would
take you to this screen:
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:
9 X a8

3 Desktop v | Shrink To View v c Analyze Activation

Page > Vonage Conversation

Components ~ Fields

s
B3 V2. gertha Bover

- . Present Brand Endpoints <3} o
of Vendor Relations | [ Q
> standard (35) Always
~~~~~~~~
! Never
> Custom (0)
Adiviy  oeils G macaton Pattorm 2 T Add Filter
v B
Custom - Managed (2) 1 g1 B PV
V/ vowage  Vonage Conversation
V/ vonace  Vonage Files Usage
e
a
4 e
Get more on the AppExchange Poweredby: Vf vowse

1. Locate the Vonage Conversation” Ul widget in the Components menu.

2. Drag it to its designated location on the screen.

3. Setif the agent can select the Brand Endpoint. If Never - the agent cannot select the
Brand Endpoint and the default one will be used automatically. If Always - the agent will

be able to choose the Brand Endpoint from the drop-down list (4):

Fhone - l [44? v (O -_‘I e

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

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

"/ |

Phane - ] [44? ~ -_‘I B

Powered by: VJf vonace
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Note that the drop down uses the field label and not the phone number itself in order to allow the

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

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

set assigned will be able to see the widget and start sending messages:

Vonage Communication Platform

B Bertha Boxer -"f‘- o

23-Aug-2023

Hello Ms. Boxer, we are happy to let you know your
car is ready for you ! o

G Thank you! | will arrive to pick it up at 4pm(@)

e

Phone v ] [44? v|o L NG

Powered by: VJ vonace
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Add the widget to a custom sObject

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

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

SETUP > OBJECT MANAGER
<
Car

Details Fields & Relationships
9 Items, Sorted by Field Label

| Fields & Relationships

FIELD LABEL *  FIELD NAME DATA TYPE
Fage Layouts

Car Name Name Auto Number
Lightning Record Pages

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

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

Model Model_c Text(20])
Restriction Rules

owner Ownerid Lookup(User,Group)
Triggers

Plate Mumber Plate_Number_c Text{11}

Flow Triggers

Validation Rules

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

the Car__c sObject:

- SETUP > QOBJECT MANAGER
2@ Interaction

Details Fields & Relationships

36 Items, Sorted by Field Label

| Fields &: Relationships

FIELD LABEL “  FIELD NAME DATA TYPE
Page Layouts

Account VC_Account_c Lookup{Account)
Lightning Record Pages

Brand Endpoint VC_ Brand_Endpoint_c Text{255)

Buttons, Links, and Actions

e o

Fielo Sets Case VC_Case_c Lookupi(Case)

Object Limits
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Once that's in place, it is possible to add the widget to the Car__c record page:

B Grooor NewCortact | £t | NewOpporrty | v

Relsted  Details Vonage Commurication Pistform
cariame
Car-0001 B - B car-o001 Mo
Noses
a3
Nanstsce
Mazda
oata mbsr
AB-23456-YZ
Onvar e
n.

Driver vt

[ L Moien 3y

Thisis the begining of your inieractions..

| G "o

© @ samsSeiif -+ T~ B I U A~ E-EE=EE" § X
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Sending Messages from the Ul

Sending an SMS Message

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

on the page:

WYY N N N T Y T P R T N YT A R e Yy

Vonage Communication Platform

B Bertha Boxer -’V‘- o

23-Aug-2023

Hello Ms. Baxer, we are happy to let you know your 5
car is ready for you ! ' e

9 Thank you! | will arrive to pick it up at 4pmi@"™

4

[ Phone 3 v] [44?. VI92 1 -..I B

Powered by: VJf vonace

1. First, to send an SMS/MMS message, ensure that the speech bubble icon is selected in

the bottom right corner.
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2. Next, choose the phone number that you want to send the message to; the drop down is

automatically populated with all phone numbers associated with that record.

3. The next drop down shows the brand number the recipient will see. For example, you may
have one brand number for communications in the USA and another for communications
within the UK. If the permissions have been enabled, you can use the drop down to choose
between the numbers; if not, the default number will be selected.

4. You can attach an image to the message using the link button; see the next section for
more information.

5. Once you've sent a message, you will be able to see it in the conversation history. By
hovering over the sender icon, you will also be able to see the agent that sent that

message.

Sending an MMS Message with an Image

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

approved for 10DLC.

When sending messages, you can attach one image by selecting the link button in the top left:

o

‘ e

| Phone - | |44?. w [ -_'l e

Powered by: VJ vonace

You will see a list of images that you are permitted to send, and can preview the image by clicking

the eye icon on the right:


https://developer.vonage.com/en/messages/10-dlc/overview?source=messages
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Select/Reset the resources for your message

Label v | Description W

sofa_armchair

Miss you

O O|0O|C

ol
m
L]l §

dog

[ox | sem | cone |

e
o
=1
A
o

These images are managed through the ‘Files’ section. Once selected the image will be presented

in the message editor:

Hello there! |

=

Mobile Phone v 1 v 0 LIRS

Powered by: V/ vonace

Once sent, it will be shown in the conversation history:

Hella therele

-

Mobils Phone v 1; v 0 LIS

Powered by: Vf vonace
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Flow Development

BOT Template - Process Incoming Messages

The Vonage package contains a Salesforce Flow Template for creating a BOT that can recognise

an incoming message and send an automatic response depending on the contents of that

message.

The options are:

Incoming Message
(Case sensitive)

Please send text

Please send image

Please send both

Please answer from
brand name

Any other text

The flow is as follows:

Expected Response
Hello from Vonage
BOT example
Animage, as

configured in the Flow

Hello from Vonage
BOT + an image, as
configured in the flow

Hello from Vonage
BOT example

No answer

Response sender
identification

The configured phone
number (Vonage LVN)

The configured phone
number (Vonage LVN)

The configured phone
number (Vonage LVN)

The updated Brand
Name (as configured
in the Flow)

Notes

Available only for
USA and Canada
10DLC numbers

Available only for
USA and Canada
10DLC numbers
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Platform Event—Triggered
Flow
Start

| Isitaninco
messaqe?
eDEms\'un
L
\ Yes )
- T
Get the messaqe details £
Get Records
I
ase

Isit a test request? &

: f o \ :
| | . | |

PP Send text answer B g Send image answer PP Send both & Py Send answer from brand End
H u Create Records H H name
Creste Records Create Records Create Records

0" o" 0" o"

( Please send text response ) ( Please send image resp... ) ( Please send both ) ( Please answer from bra... )  Other incoming message )
: 3 L " ; ‘ L : ! ; :

o

1. First, the flow is triggered by a Platform Event, in this case the creation of an interaction.
2. Next, it will check if the message is an incoming message. If it's not, the flow ends, but if it

is incoming the BOT will retrieve the message details.

3. From there, the contents of the message are analyzed to determine what kind of response

should be sent.

Creating the BOT

On install, the BOT template is deactivated. To use it, go to Setup, then Flows, and find the

‘Vonage BOT Example' template. Then, copy it to amend it to your specific ORG needs.

While doing this, make sure that the relevant field names are updated throughout to reflect the

package namespace:
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Edit Decision

Is it an incoming message? {Is_incoming_message) #

Verify whether the Platform Event is related to an incoming message or an outgoing message.
Qutcomes For each path the flow can take, create an outcome. For each outcome, specify the conditions that must be met for the flow to take that path.

OUTCOME ORDER @ | + QUTCOME DETAILS

I *Label *QOutcome API Name
# Yes

Yes yes_it_is_incoming_message

Condition Requirements to Bxecute Outcome

All Conditions Are Met (AND)

Resource Operator Value

{1$Record VC_ Interaction Direction ¢} Equals w | | Inbound
RecordVC Jnteraction Direction ¢

+ A&dd Cendition

Please also update the following elements:
e ‘Send image answer’ - Update the resource value with one of the images for your ORG.
These are managed in the ‘Files’ application.
e ‘Send both’ - Update the resource values with files for your ORG. These are managed in
the ‘Files’ application.

Field Value

WC__Resources_ ¢ € | 0B98d00000FIgrnalE

e ‘Send answer from brand name’ - replace the brand name value with your preferred name.

Field Value

VC__Brand_Endpoint_c i Aa Interaction from Get_the_message_details » Brand E... X

Finally, activate the Flow to activate the BOT. You can now send text messages to your configured

LVN and receive responses from the BOT based on the content of the incoming request.
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Troubleshooting and Support

The Admin Configuration Page allows the admin to access several useful troubleshooting and
support functions:

1. Check the backend connectivity status.

2. Fetchlogs.

3. See shortcuts to the Vonage documentation, status page and customer dashboard.

To access the page search Vonage to find the 'Vonage Conversation Admin Settings”:

*ss  Force.com Home

77T N AN TN S
| Vanagd X

Apps
Mo results

Items

Vonage Conversation Admin Settings

Vonage Conversation Install Wizard
Vonage Conversation Upgrade Wizard

View All
wdd
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The ‘Troubleshooting and Support’ tab contains three sections:

Vonage Useful links

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

Analyze

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

Conversations for Salesforce’.

Support Information

Clicking the ‘Support Information’ button will fetch the latest connection status, current
configuration details and logs in one report. This information can be used for troubleshooting and
further communications with the Vonage support team - any tickets raised should be under the

category ‘Using Conversations for Salesforce’.


mailto:support@api.vonage.com
mailto:support@api.vonage.com
mailto:support@api.vonage.com

