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INTRODUCTION 

In this guide, we will walk you through the steps to install and configure the UpMessage 

application. 

 

Application description 

UpMessage is a managed package application for Salesforce which allows users to 

communicate with clients using SMS messages directly in Salesforce. The key feature of the 

application is supporting several SMS providers. Currently, you can set it up for Twilio and 

ClickSend. 

Please note: UpMessage is available only in Lightning Experience. 

 

Features 

• View inbox and live chat 

• Create, send (save), edit, delete messages 

• Create, save, edit, delete templates with the needed object’s fields which will be added to 
message box 

• Instant or schedule SMS messages sending 

• Select the sender (one of the registered user numbers) and recipient numbers 

• Easily check of inbox and message history 

• Search by message text in all available widgets 

• Protection against sending empty messages 

• Cancel sending 

• Remove failed messages from the system and widget 

 

QUICK SETUP 

1. Set up a domain 

2. Install the application 

3. Share permission sets 



 

 

4. Set up the application: 

a. Register provider 

b. Add phone numbers 

c. Let users send SMS 

5. Add widgets 

6. Set up SMS Receiving 

 

But for a more advanced setup, please follow all the steps in this guide. 

 

MY DOMAIN SETUP 

Important! For the correct working of the application, My Domain should be activated. If 

you have already set up a domain, skip the following steps. 

• Go to Setup > My Domain 

• Enter the desired domain name 

• Check availability 

• Register an available domain name 

 
 

• Check your email in a few minutes 



 

 

 

• Click on the link in the email or reload the My Domain page 

• Your subdomain is registered. Log in with your domain URL to deploy your domain 

 

 
 

• Now you can see your subdomain in a URL at the top of the browser. 



 

INSTALLATION 

• Follow the link, choose Install for Admins Only and click Install. 
 

• You will see the installed application on the ‘Installed Packages’ page 

• To open it, go to the App Launcher and select UpMessage 

 

Please note: UpMessage should be installed for administrators only, and then the 

administrator should provide access to users by assigning permission sets.

 
 

https://trellokanban-dev-ed.lightning.force.com/packagingSetupUI/ipLanding.app?apvId=04t2o000000m5x9


 

PERMISSION SETS 

Now you need to provide access to everyone who will work with the application. 3 types of 

Permission Sets will be installed with the application: 

• for administrators – permission set, which provides admins permissions to the user; 

• for users – permission set, that gives users general permissions; 

• for community guests – assign this permission set to a guest user who will manage 

inbound messages. 

 

Please note: access to standard and other user objects can be additionally provided by the 

administrator. The following table shows access rights only to those objects that the 

UpMessage application has. 

Permissions to access objects, events and settings such as tab availability: 
 

Now you need to provide access to everyone who will work with the application. 3 types 

of Manage assignments for permission sets: 

• Go to Setup > Permission sets 

• Select any application’s permission set of three presented and click on it 

• Click Manage Assignments > Add Assignments 

The user gets access to: 

› read, create, edit, delete: Messages, Bulk Messages, 

Schedules, Templates; 

› read, create: Messages Created (event).ttings tab is visible. 

The guest user gets access to read, create, edit, view all 

Messages. It’s necessary if you set up a community. 

UpMessage User 

 

 
UpMessage Recieve 

Messages 

The admin gets access to: 

› read, create, edit, delete, view all, modify all: Messages, 

Bulk Messages, Schedules, Templates, Channel Assignments, 

Channels, Provider Configurations; 

› read, create: Messages Created (event); 

› the Settings tab is visible. 

UpMessage Admin 



 

 

 

• Select appropriate users, click Assign and Done 

 

After that, selected users should get access to the appropriate application tools. 

 

APPLICATION SETUP 

UpMessage setup consists of several actions, including adding and configuring widgets, 

basic settings and adding bulk message buttons. 

 

Settings 

Salesforce administrator can set and change UpMessage settings on this page. 

 

General settings 

• Enable Application – switches the application on and off. Disabled by default 

• Use scheduled messages – if there is a need to schedule SMS sending this option on will 

add scheduling section to record page widgets. Disabled by default. When you activate 

Scheduled SMS, 4 Scheduled Jobs will be created and operate at intervals of 15 minutes 

• SMS Configuration: 

– Maximum Characters in SMS – various SMS providers have different message 

length. If the maximum number of characters exceeded, single message will be 

split into two messages. The admin can restrict the maximum length of the 

message to avoid splitting 



 

 

– Primary country – there is a list of Countries available for this point. This setting is 

responsible for phone number formatting. If any country is selected in picklist, the 

system will format receiver phone number based on selection 

For example: Your business is directed to the USA market and most of your 

clients have USA phone numbers. If you have a Lead with phone number is (xxx) 

yy-yy-yyyy and USA is selected as a primary country, the system will add the USA 

country code while sending SMS to this Lead. 

Please note: the USA is selected SMS Receiving Setup by default 

 

– Public URL – allow Salesforce to receive SMS messages from the providers’ side. 

Learn more about creating and setting up a community and site. 

 

Providers and Numbers 

For the application to work, you need an account with one of the supported SMS providers. 

Currently we support Twilio and Click Send. To register a provider, you will also need 

information such as API Username and API Secret. API Username and API Secret. This 

information is available in your provider’s account settings. If you do not know this 

information, please contact your provider. 

 

Register Provider 

On this page the admin can manage the provider credentials which will be used for 
messaging. 

 

• Click ‘Register Provider’ at the top right corner of the page 
 

 
 

https://docs.google.com/document/d/1dC2QeMwWRqubUtJ96ZlgvRA-Rea7_KF0U0BmI_7T5Mw/edit#heading%3Dh.eih2e5xlu8od


 

 

• Select the type of Provider 

• Enter Provider Name 

• Enter API Username and API Secret 

• Click Save 

• Your provider is displayed on the page and activated automatically 

• To Edit, Delete provider and Assign Endpoints click the gear button next to the provider’s 

name. You can deactivate a provider by unchecking the ‘Active’ checkbox. 

 

Add phone numbers 

When provider is created in Salesforce it is required to add phone numbers which will be 

later assigned to users for messaging with clients. Follow these steps to add phone 

numbers dedicated by your supplier: 

• To Add, Edit or Delete registered numbers click on the panel with the provider’s name 
 

• Click Add number. Provider is filled by selected provider by default 

• Enter a User Friendly Name, Number and click Save. 

 

When provider is created in Salesforce it is required to add phone numbers which will be 

later assigned to users for messaging with clients. Follow these steps to add phone 

numbers dedicated by your supplier:

 
 



 

 

 

 

Assign Endpoints 

To setup receiving SMS in UpMessage app administrator must assign endpoints to each 

phone number which should be used for receiving SMS messages. 

• On the Settings tab go to Providers and Numbers section 

• Click on the ‘cogwheel’ button near the provider name and select ‘Assign Endpoint’ 

• Select the phone numbers which are allowed to receive SMS and click on ‘Assign’ button 

 

 



 

 

This action creates a rule on Provider’s side which reassigns inbound messages to 

Salesforce. 

 

User management 

To let users send an SMS using the UpMessage app, the administrator should assign 

phone numbers to them. On Manage Assignments tab user can find ‘Add Assignments’ 

button which is a starting point to link Phone numbers with Users. 

• Click ‘Add Assignments’ button. 

• Select Provider from the list. 

• Select Number (all the User-Friendly Names for the provider selected above will be 

populated). 

• Click ‘Next’. On the opened window you can select to assign Phone number to User or 

Profile. 

• Select the users/profiles which should be assigned to the appropriate phone number 

and Save the changes. 

• The list of assignments is available on the Manage Assignments page. To unassign a 

phone number of a user/profile check the needed rows and click ‘Remove Assignments’ 

button. 

 

Please note: it is possible to assign several phone numbers to the same user/profile. 

 

Objects 

To let users send an SMS using the UpMessage app, the administrator should assign phone 

numbers to them. On Manage Assignments tab user can find ‘Add Assignments’ button 

which is a starting point to link Phone numbers with Users. 

Let's add a new object to UpMessage. Follow the next steps: 

• Click the ‘Select Object’ dropdown list and select the object you’d like to use for 

messaging 

• Select the object’s fields in which phone numbers are stored. Move the needed fields 

from ‘Object Fields’ to the ‘Selected Phone Fields’ section: 

•  



 

 

 
 

• Сlick Save. 
 

If you want to leave only the default objects and remove all others from the list, click the 

Reset Defaults button. If you want to delete a specific object, select it in the ‘Select Object’ 

dropdown list and move all fields from ‘Selected Phone Fields’ to the ‘Object Fields’ section. 



 

 

Widgets 

You can add and use two UpMessage widgets: SMS Widget and SMS Inbox. 

 

SMS Widget 
 

SMS Inbox 

 

SMS Widget allows users 

to view and send SMS. 

The message box is updated 

in real time. That is, if the 

user receives a message, he 

will see it immediately. 

Sending works the same 

way: the sent message will 

be delivered as soon as 

the user clicks the Send 

Message button. 

Based on this, it is best to 

install SMS Widget on a 

record detail page in a place 

where users can easily read 

new messages and send 

timely replies. 

 

 

 
 

 

 

 

 

SMS Inbox displays all 

inbound messages received 

by current user. It includes 

messages from all senders 

and are sorted by date 

received. Such a widget can 

be added to the home page 

so that users can 

immediately see all inbound 

messages. 

 
 

 
 



 

 

Please note: SMS Widget shows phone numbers in the format +1XXXXXXXXXX. Even if the 

object’s or provider’s phone number has a different format in the chat window it will always 

be displayed as +CXXXXXXXXXX, where C is a country code. 

Learn more about automatically adding a country code based on your settings. 

 

Adding a widget to the record detail page 

1. Open any record you’d like to add SMS widgets to (Lead, Contact, other system or 

custom object) 

2. At the top right corner of the page, click on the cogwheel button and select ‘Edit page’ 
 

 
3. At the left side of the page in Lightning Components section type ‘SMS’ in the search 

box. You will find: 

• SMSWidget 

• SMSInbox 

4. Drag-n-drop the needed widget to any appropriate place of the page. 

5. To change the widget properties, click on the newly added widget. 

 
 



 

 

 
 

6. Set Chat Height and Number of displayed SMS as needed. 

• The Chat Height field must contain a value that determines the height of the chat 

window. If there are a lot of messages, a scroll will appear on the right side of the 

window 

• The Number of displayed SMS value determines how many messages will be 

displayed immediately. Other messages will be hidden, but you always can open 

them with, ‘Show more’ 
 

 

7. Save the layout. 

 
 



 

 

The result is such a page: 
 

 

Adding widget to the home page 

1. From Setup, enter App Builder in the Quick Find box, then select Lightning App 

Builder 

2. Create new Home Page or customize your current Home Page if you already use    

a custom one. 

3. At the left side of the page in Lightning Components section type ‘SMS’ in the search box. 

4. Drag-n-drop the needed widget to any appropriate place of the page. 

5. To change widget properties, click on the newly added widget. 

6. Set Chat Height and Show messages received last hours ago as needed. 

 
 



 

 

 
 

7. Save the layout. 

The result is this type of page: 
 

 

Manage Bulk Message buttons 

The same message can be sent to a list of recipients at once. The ‘Send SMS’ button is 

available on object list views (except ‘Recently Viewed’ list) for objects which are registered 

for use in the application settings. 

 
 



 

 

First of all, to set up bulk messaging: 

• Go to the tab of any object that is available for sending SMS, click the gear icon > Edit 

Object. You can also open object’s settings via Setup > Object Manager > Object 

• Go to Buttons, Links, and Actions > click New Button or Link 

– Name it (e. g. ‘Send SMS’) 

– Display Type – List Button 

– Display Checkboxes (for Multi-Record Selection) – selected 

– Content Source – Visualforce Page 

– Content – BulkSmsContact [texter_BulkSmsContact] – for Contact 

– Content – BulkSmsLead [texter_BulkSmsLead] – for Lead 

– If you work with another object, create and use in ‘Content’ Visualforce Page with 

the code below (replace <object_api_name> with API Name of your object): 
 



 

 

 
 

• Click Save. 

Add this button to the list view: 

• Go to Search Layouts > edit List View 
 

In the ‘Custom Buttons’ section, move this button from ‘Available Buttons’ to ‘Selected 

Buttons’. 

 

 
 



 

• Click Save. 

Now you can see the ‘Send SMS’ button on the appropriate list view (except ‘Recently 

Viewed’): 
 

 

 

Templates setup 

UpMessage has an option to send predefined messages to recipients and supports merge 

fields. The template is private by default, and each template, regardless of this status, is 

available only to the owner. 

 

 

To make the template available to other users, follow the steps: 

 
 

 
 



 

• Go to Setup > Sharing Settings 

• Make sure Template is private 
 

 
• For ‘Manage sharing settings for’ select ‘Template’ 

 
 

 

• In the Template Sharing Rules section select New 

– Fill Label and Rule Name fields 

– Rule Type – Based on criteria 

– Criteria – Public equals True 

– Share with the right users 

– Set the Access Level 

 
 

 
 



 

 

 
 

• Click Save. 

Please note: in this case, the selected users will have access only to the public templates 

of other users. Private templates will remain available only to owners. 

The Template object has 2 main List Views: 

• All 

• My templates 
 

If you haven’t configured Sharing Rules, the data in both lists will be the same. Otherwise, 

in ‘All’ all visible templates will be displayed, and in ‘My templates’ the user will see only those 

templates that belong to him. 

 
 



 

 

SMS RECEIVING SETUP 

Please note: the following steps allow Salesforce to receive SMS messages. A provider needs 

to identify site API. Salesforce uses for this community or site link. So to receive messages, 

you need to create any community or site and insert this link in the ‘Public URL’ field. 

 

Community setup 

Communities are spaces for employees, customers and partners to collaborate on best 

practices and business processes. Learn more. 

 

Enable communities 

To get started with communities, you must first enable it and select a domain. 

• From Setup, enter ‘Communities Settings’ in the Quick Find box, then click Communities 

Settings 

• Enable communities 

• Enter a domain name and check availability 

• Click Save. 

 
 

https://help.salesforce.com/articleView?err=1&amp;id=networks_overview.htm&amp;type=5


 

 

Create a community 

• From Setup, enter ‘All Communities’ in the Quick Find box, then choose All Communities 

• Click New Community 

 

 

• Choose the Experience You Love 

• Click Get Started 

• Enter Name and URL (optional) 

• Click Create. 

You can customize the community as you like. 

 

Access Community Workspaces 

For convenience, you can also add workspaces next to the community name in All 

Communities: 

• From Setup, enter ‘Communities Settings’ in the Quick Find box, then click 

Communities Settings 

• Enable Community Workspaces 

• Click Save. 

 
 



 

 

 
 

• From Setup, enter ‘All Communities’ in the Quick Find box, then click All Communities. 

To access a community’s workspace area, click Workspaces next to its name. 

 

 

Add to Public URL 

• Go to Setup > All Communities 

• Copy the community URL 

• Go to UpMessage application and open the Settings tab 

• In General settings, fill the ‘Public URL’ field with a copied community URL 

• Click Save. 



 

 

 
 

Please note: the URL must start with ‘https://’ 

 

After the Public URL is filled, please assign endpoint for the phone numbers which should 

be used for receiving SMS messages. 

 

Site setup 

Salesforce Sites enables you to create public websites and applications that are directly 

integrated with your Salesforce organization without requiring users to log in with a 

username and password. Learn more. 

Create site 

• Go to Setup > Sites and create a new public site 

https://help.salesforce.com/articleView?id=sites_overview.htm&amp;type=5


 

 

 
 

The site is created, and a Site URL is generated automatically: 
 

 
Add to Public URL 

• Open the details of just created site 

• Click on ‘Public Access Settings’ button 

 
 



 

 

• In the ‘Enabled Apex Class Access’ add the following classes: 

– ReceiveMessages 

– ReceiveStatusCallback 

• Copy the site URL 

• Go to UpMessage application and open the Settings tab 

• In General settings fill the ‘Public URL’ field with a copied site URL 

• Click Save. 
 

Please note: the URL must start with ‘https://’ 

 

After the Public URL is filled, please assign an endpoint for the phone numbers which 

should be used for receiving SMS messages. 

 

MESSAGES SENDING AUTOMATION 

You can easily automate the messages sending based on certain events. Just use standard 

Salesforce tools like Process Builder and Flows. 

 

Process Builder 

• Go to Setup > Process Builder 

 
 



 

 

• Click New to create a new process 

• Fill the fields according to what the process should do and click Save 

• Add Object 

• Add ‘SMS Sender’ Apex Class in Immediate or Schedules actions 
 

• You will see required fields To Phone, Record Id and From Phone. Use for them: 

– references to the Phone and ID of the selected object 

– a phone number from which the message will be sent (provider number) 

• You can also add fields such as Message Text and SMS Template Id: 

– Message Text – just enter your message text in this field 

– SMS Template Id – fill it if you intend to use a readymade template 

 

Flows 

• Go to Setup > Flows 

• Click New Flow 

• Select the needed type 

• On the left side choose Action > Type > Apex Action 

 

 

 
 



 

 

 
 

 

• You will see required fields To Phone, Record Id and From Phone. Use for them: 

– references to the Phone and ID of the selected object 

– a phone number from which the message will be sent (provider number) 

• You can also add fields such as Message Text and SMS Template Id field: 

– Message Text – just enter your message text in this field 

– SMS Template Id – fill it if you intend to use a readymade template. 



 

 

Please note: either Message Text or SMS Template Id should be filled. Otherwise, the 

message will not be sent. If both of the fields filled, SMS Template will be used to send a 

message. 

 

PROVIDER SPECIFICS 
 

ClickSend 

• Сyrillic/chinese symbols are not supported by the provider 

• Endpoint assignment 

– When the administrator reassigns endpoint (e.g. community URL is changed) new 

SMS Inbound rules on ClickSend side are created, but not updated. ClickSend 

administrator should remove rules related to old endpoint to ensure correct work 

of integration 

– To see delivery statuses in Salesforce, appropriate rules should be created in 

ClickSend manually. Follow the next steps to find endpoint URL for SMS Delivery 

Report action address: 

° Navigate to Settings tab of UpMessage application 

° Open General section 

° Click on a button near the ‘Public URL’ text box 

° ‘Endpoint for SMS Message Status’ link is available on the opened 

‘Detailed URL Info’ pop-up window. 
 

 

Сontact us: upmessage@nixunited.com 

 
 

mailto:upmessage@nixunited.com
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