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Engage SMS
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Phone Management Page

Once TE completes the setup for your organization, an administrator can use the Phone Management page to:

e Provision a Twilio account for the organization

e Provision a phone number for each user who should be sending and receiving SMS messages through TE
e Deprovision a phone number for a user who is no longer with the organization

e View basic SMS usage statistics

Provisioning a Number

An administrator must perform a 1-time action to provision a phone number for each user who wants to use
Engage SMS (2-way messaging). Once the number is created for a user, this action does not need to be repeated for
that user.

1. Navigate to Organization Admin & Communication Settings.
2. Onthe Phone Management page, locate the users in the list you want to provision numbers for.

Tip
You can enter text in the Search field to help locate a name. Users without a provisioned number display a blank
space in the Provisioned Phone Number column.

3. Select the checkboxes on the left side for these users.
4. Click the Provision phone number button.
5. Inthe Provision number box, select either:
a. Match user’s cell phone area code - The provisioned number for each user will be chosen to
match the area code of the cell phone number stored in those users’ account settings.
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b. Use acompany defined area code - The provisioned number for each user will be chosen to
match the area code you enter in the field below.

Note
The box displays the text “Generate phone number for X user(s)” (where X is the number of users originally
selected) to remind you of the action you are about to take.

6. Click the Generate Number(s) button.

Provision number

Select an option for your area code

Match user's cell phone area code

Use a company defined area code

Generate phone number for 1 user(s)

Cancel

7. Asuccess message appears with confirmation of the users who have had numbers provisioned. Click the
Done button to close this box.

Provision number

° Success!

A phone number has been provisioned for Ertich Bachman

On the Phone Management page, the new number for each user is displayed in the Provisioned Phone Number
column. This column remains blank for users without a provisioned number.

Deprovisioning a Number

An administrator can remove a phone number from a user. Thisuncouplesthe phone number from the user in our
platform and releasesitin Twilio (where it is eventually returned to the publicly available pool to get reassigned),
so TE and your organization are not charged monthly for the usage.
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Warning
Deprovisioning a number cannot be undone, so you should be sure of the action before following these steps.

Navigate to Organization Admin - Communication Settings.
On the Phone Management page, locate the users in the list you want to deprovision numbers for.
Select the checkboxes on the left side for these users.
Click the Deprovision phone number button.
In the confirmation box:
a. Checkthe boxto indicate that you understand that the action is irreversible.
b. Click the Deprovision Numbers # button to confirm the action. (The # indicates how many

A

numbers you originally selected.)

Deprovision SMS Numbers

You are about to remove the provisioned SMS numbers for 1 user(s).

| understand this action cannot be undone. Once deprovisioned, a number cannot be used again.

Cancel Deprovision Numbers 1

Viewing Organization SMS Usage

A system administrator can view the current month and past 12 months of Engage SMS segment usage for the
organization via the Phone Management page.

Note

Thisdata is based on Twilio-reported SMS message segments, which does not equal actual messages sent between
the Total Expert platform and contacts. Most message are made up of 1-3 message segments. This page displays
segment usage because it maps to TE’s SKU usage levels and overage billing.
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18,201 21,200 9,879 19,261 20,114 13,297 12,840 23,311 20,065 6,733 11,809 11,370
Deprovision SMS Numbers 4 Contacts Selected Search User Q
[J user PROVISIONED SMS NUMBER MOBILE PHONE NUMBER
Joann Schumm (555) 879-1200 (555) 336-2599
Genevieve Gerlach (555) 879-1200 (555) 336-2599
Dr. Marlene Swaniawski (555) 879-1200 (555) 336-2599
Cory Gleason (555) 879-1200 (555) 336-2599
Lillian Kshlerin (555) 879-1200 (555) 336-2599
Marjorie Koch (555) 879-1200 (555) 336-2599
Harold Batz (555) 879-1200 (555) 336-2599
Mr. Randy Grant (555) 879-1200 (555) 336-2599
Frankie Considine (555) 879-1200 (555) 336-2599
Angel O'Keefe (555) 879-1200 (555} 336-2599
Displaying 1-25 of 234 Contacts 1 2 4 16 > JumptoPage | 1 - ResultsPerPage | 25 w

Using the Message Widget

Sending an Opt-In Request

Before you can send a message to a contact, they must opt in to receiving messages. To comply with this
requirement, TE allows you to send an opt-in request to a contact from their contact details page.

1. Navigate to Leads & Contacts = Contacts.
2. Click the name of the contact you want to send an opt-in request to.

Note
The contact record must include a valid cell phone number.

3. Thefollowing options on the contact details page are equivalent (you only need to do 1 of these things).

Note
Depending on your configuration, you may not see all of these options.

a. Inthepage header, click the Message button. The Send an SMS boxopens. The message widget in
the lower-right corner of the page expands. Because the contact has not opted in yet, the option to
send a message is disabled, and an option to send an opt-in request is displayed; click the Send
opt-in request button to send the request.
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< contacts

Harold Davis

SEEETTINNG

Message

Actions v

Harold Davis

T Opt-out

@ optinrequired
This contact needs to opt in to receive SMS messages from
you befare you are able to message them

Send opt-in request

b. Scroll to the Communication Preferences section. Under the SMS heading, a message appears

notifyingyou that the contact has not opted in yet. This message also includes a link; click this link

to send the request.

Communication Preferences

Email SMS
M/A This contact needs to opt-in to receive SMS messages
from you before you are able to message them.

Phone
Able to Contact

Postal Mail
MN/A

c. Select Actions > Send SMS Opt-In Request.
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| i Actions
Call Grhadula
Add Qutcome

Create Marketing Kit

Send BombBomb Video

Invite to Co-Market

Send SMS Opt-In Request

Silence Communication

4. Inthe case of either option 3.b or 3.c above, a confirmation box appears with information about sending

the opt-in request. Click the Yes button in this box to send the request.

Send an SMS

Opt-in required
This contact has not yet opted in to receive SMS messages from you. They must optin
before you can send them SMS messages.

Would you like to send them an SMS inviting them to opt in to receive SMS

messages from you?
te

A success message appears at the top of the page.

L Successfully queued 1 requests

Note

Agiven user can send up to 3 opt-in requests to the same contact. These requests must be at least 12 hours apart.

If you have already sent 3 opt-in requests, or if it has been less than 12 hours since you sent the last request, the

options above are all hidden or disabled.

www.totalexpert.com

©2024 Total Expert Inc. All Rights Reserved.



TOTAL EXPERT

Messaging in the Widget

If the contact opts in to receiving SMS messages, the options above are all hidden or disabled, and you can now
message the contact directly:

1. Navigate to Leads & Contacts > Contacts.
2. Click the name of the contact you want to message.

Note
The contact record must include a valid cell phone number.

3. On the contact details screen, a messaging widget appears in the lower-right corner with the contact’s
name in its header. If the widget is collapsed, click the [~] button in its header to expand it.

Tip
Clicking the Message button in the page header also expands the messaging widget.

4. The widget resembles a texting phone app. Type a message and click the Send button.

< Contacts

Harold Davis ) (% @ petons 0
G20l
Profile Product Marketing Office365 Activity Insights Responses %2 MEMOS ~

Profile Details co: Harold Davis
Full Name Cell Phone Number Lead Status Bloptout
Harold Davis WD New .
Nov 5, 2024, 11:44 AM
Created On Last Modified Harold, this isdiMsemnt NMLS# Stsvscacamms from Total
11/05/2024 11/05/2024 Expert, Il text you from this number regarding any financing.

needs. Reply “YES” to opt-in. Msg & data rates may apply.

Professional Details e

Completed UST Has Resume
No No
2024, 12:01 PM
Relationships e« You're all set to receive text messages from AR
NMLS# ptSacsmpalbfrom Total Expert. Reply “HELP” for
help. To unsubscribe, reply “STOP”. Msg frequency will vary by
Qwner need.
SeTEen. 4
Communication Preferences
Nol
Email SMS Postal Mail
N/A Optedin N/A

Replies from the contact appear in the widget without needing to refresh the page. Depending on your
configuration, notifications for each message may be sent by email (with a direct link to the contact record) and/or
via the TE site.
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Harold Davis

] Optout

Nov 5,2024, 12:08 PM
Hi there.

Now'5,2024, 12:11 PM
All good!

Hello, Harold!

Mow 5,2024, 12:11 PM

How are you today?

Journeys Behavior

Journeys can send SMS messages to contacts on behalf of the user who owns the contact records. These messages
are sentfrom the phone number provisioned for the user who is configured to send the message. Contacts must be
opted in to receive the messages, but journeys will initiate an opt-in request if the contact is not already opted in.

o fend SMS

o C Save Journey  ~ Go to Classic Journey

Event Settings

E Send SMS

Editor

X

Name

Send SMS

Description

Occurrence Limit

This event may occur 9999 times per contact.

Event User Settings

This event fires on behalf of the user running the
journey

Event Parameters

Choose A Template *

New SMS Message

Send Opt-In Request if Not Opted-In

Edit

Edit
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Journey messages are shown in the conversation widget and on the mobile app the same way 1-to-1 conversations
display in the platform.

Sending Windows

Journeys hold both triggered messages and opt-in requests so they are not delivered during non-compliant
sending windows. An organization can configure its preferred window via the following org settings:

e sms.send window.start time

e sms.send window.end time

Messages that are triggered to be sent outside of these windows will be queued up to be sent at the start time of
the next sending window. Bulk messages sent from the contact list are handled the same way.

Thedefault sendingwindow in our platform is set to 8am-4pm Central Time. For a nationwide coverage client to be
TCPA compliant with national and state regulations we would recommend setting this to 10am -7pm Central Time
to ensure that messages are not sent between 8pm and 8am in the receipient’s local time zone.
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