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What is MultiLine?

Last Modified on 10/31/2021 816 pm EDT

What is MultiLine?

MultiLine is a cloud-based communications service that provides you an additional secure business
number for all your business communications on your existing smartphone and carrier network.
The MultiLine App gives you a separate business number for all your work calls, texts, voicemail, and
contacts while giving you complete privacy over your personal number.

e Separation of business and personal
o Whetheryou're using your own phone or a company phone, what you do in MultiLine
stays in MultiLine, and what you do outside of MultiLine stays outside of MultiLine.
e Ease of number management
o Your organization's IT group is fully in charge of the purchased numbers, providing you
access to the service, configuring the look and feel of the app, and setting up the
features you'll use.
e Compliance
o Ifyour organization requires it, MultiLine automatically takes care of call and message
recording, recording announcement prompts (letting both users know the call is
recorded), and getting consent from your clients to send messages (Messaging ).
e Customer service:
o Connecting to clients where they prefer to communicate, whether that's calling, SMS, or
WhatsApp.

Mobile apps

All MultiLine mobile apps provide a separate number, contact list, and voicemail that you can use to
communicate with your clients. Because this number is a real carrier supported number, you don't
need an internet connection to call your clients and can call over Minutes or Data (See What's the
difference between Data mode and Minutes mode anyway?).

Integrations

Movius for BlackBerry and MultiLine for Intune are MultiLine apps that integrate with your
organizations EMM.

e Movius for BlackBerry is MultiLine integrated with BlackBerry Dynamics
e MultiLine for Intuneis MultiLine integrated with Microsoft Intune

Desktop apps

With the Desktop apps, you'll be able to use your MultiLine from the browser or desktop
application. So whether you're at your computer or on the go, you'll be able to connect with clients.

WhatsApp Connector

The WhatsApp Connector lets you send WhatsApp messages directly to users on WhatsApp from



your MultiLine application.

e Our connector provides a compliant way to message with WhatsApp users that abides with
their terms of service for business accounts.

e Your customers can click on your profile to see that you're messaging them as an official
WhatsApp business account and see your business profile

e Your customers can message you from their personal WhatsApp accounts.

e You just need the connector to send WhatsApp messages-- you don't have to use your
personal WhatsApp, or even have WhatsApp downloaded on your phone at all.

Wechat messaging support coming soon!

Salesforce Connector

The Salesforce connector lets you send SMS messages directly to users from Salesforce.
You can:

e communicate to your customers within Salesforce.

e make/receive calls and exchange text messages with your customers using your MultiLine
number.

e automatically track all commmunications with your customer thus eliminating the need to
manually log calls and texts.

This saves time and reduces human error compared to manual logging. MultiLine Salesforce
Connector is the solution to improve the experience of the sales team by helping them sell faster,
smarter and in the environment that they are familiar with.



Find and use your invitation

Last Modified on 10/31/2021 807 pm EDT

Everything you need to get started will be sent to you in a MultiLine invitation. You can use it to

start the activation process.

Get your invitation
e Expect aninvitation to be sent to your work email. Please don't reply to this email, as it is auto-

generated.
e Your invitation will contain a Download and Activate button, a QR code, and credentials for

activating MultiLine manually.

Sample Email below:

Hi Melanie Allen,

Welcome to [JTTIT!

« On your iPhone or Android, tap the button below:

Download and Activate

« On your computer, use your phone's camera or QR reading
app to scan the QR code below:

« To manually activate, click this link to download the app
and enter the credentials below during onboarding:
Company Id : Al
UserName : Me W@ moviuscorp.com
Password : dd

Thanks.
Team Movius

If you ever need to delete and reinstall the app, even if you're using the same account,
you'll need the information from the invitation to set up. Invitations never expire.

Save or archive the email for later. Otherwise, you'll need to contact your company IT administrator
to send a new invite any time you need to re-install the app. Note: You receive MultiLine invitations
from your IT organization. Movius or Movius representatives cannot send you invitations.

You have multiple options for activating MultiLine:

e If you are opening your email on your phone, tap the Download and Activate button.
o It will check if the MultiLine app is installed on your phone and begin installation if not.



The activation process will begin immediately.
e If you are opening your email on your desktop or tablet, take out your phone camera
and tap the QR code.
o It will check ifthe MultiLine app is installed on your phone and begin installation if not.
The activation process will begin immediately.
o Ifyou've already downloaded MultiLine, you can also scan the QR code using MultiLine.
e |fnecessary, you can also activate manually by entering the details from your invitation. Click
the Activate Manually link from the invitation or the first screen.
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Call Settings: Set Data or Minutes
calling modes

Last Modified on 11/03/2021 7:17 pm EDT

We want to ensure you stay connected with clients from anywhere. Our patented technology
allows you to make and receive calls over wifi, data, and cellular regardless of your underlying carrier.

What is data mode and minutes mode?

Call over Minutes means MultiLine doesn't require an Internet connection for
calls.

e You'll still need an Internet connection to send or receive messages.
Example #1: Using Minutes

If you use Minutes mode, MultiLine could work even if you're in a rural area with no access to an
internet connection. You will make and receive calls over your carrier minutes plan AT&T, Verizon, T-
Mobile, Vodafone, EE, etc...

Call over Data means MultiLine will use an internet connection for calls.

e When you turn on Wi-Fi for your phone, MultiLine will automatically use it for calling,
messaging, and other functions.
e |fyou move outside Wi-Fi coverage, calls will seamlessly transfer to data.

Example #2: Using Data

If you use Data mode and are connected to your office Wi-Fi,and you walk outside the building
and start driving in your car, your call will continue without interruption. Behind the scenes,
MultiLine seamlessly transitions from Wi-Fi to your data network, so you won't ever have to worry
about the call dropping.

MultiLine continuously monitors the quality of your data connection. Look for the colored dot next
to the briefcase icon.

e [fitis green,you have a good data connection
e [fitisred, your connection is poor and the call quality may be affected when you use data; try
switching to minutes
o The red dot will also appear if you have Data and Wi-Fi turned off in your Phone Settings.

How to set Minutes or Data mode

You can choose when to use data or minutes for calls in the Settings menu under Call Settings.

11



1. Tapthe menu icon i inthe bottom right (iOS) or upper right-hand corner (Android).
2. Tap Settings, then tap Call Settings.

MY MULTILINE NUMBERS

e Work .

12;  Personalize Number

': Call Settings

€} CallHandling

€D Manage Availability

You'll see three options for making and receiving calls.

Make calls

Tap the checkmark to choose your setting. Your selection will automatically save when you exit the
menu.

MAKE CALLS

Choose on Dialer

Enables the "minutes / data" switch on the dialer

Minutes Only v

Data Only

Receive calls

Tap the checkmark to choose your setting. Your selection will automatically save when you exit the
menu.

RECEIVE CALLS

Minutes Only
Data Only

Try Data, Otherwise Minutes v
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Call Handling: Sequential and
Simultaneous Dial, Do Not Disturb, Call
Forwarding

Last Modified on 11/03/2021 7:18 pm EDT

Read on to learn about using MultiLine's Call Handling Settings.

Overview

You can use Call Handling in the MultiLine Settings menu to

e Set Simultaneous or Sequential Dial
e Set Call Forwarding

e Set a Business Hours Schedule

e Turn on Do Not Disturb

Before you start

e You need to be connected to the Internet to change your Call Handling settings.
e An organization can choose to turn this feature off. If so, you won't see Call Handling in the
Settings menu.

Set Simultaneous or Sequential Dial

Use the Call Handling setting to designate multiple numbers for receiving incoming calls all at
once (simultaneous), or one at a time in order (sequentially).

1. Tapthe menu icon i inthe bottom right (i0S) or upper right-hand corner (Android).
2. GotoSettings and tap Manage Availability.

MY MULTILINE NUMBERS

e Work &

12:  Personalize Number
¢4 Call Settings

€i Call Handling

) Manage Availability

3¢ Contact Settings
<)) Sounds

E911 Personal Information

3. Choose your desired Call Handling setting.

13



o Sequential Ring: Rings the primary MultiLine application and then ring each number
one after the other listed in the Add Number list.

o Simultaneous Ring: Simultaneously rings all telephone numbers listed in the Add
Number list, including your MultiLine number. The first phone to pick up receives the
call.

o Add Number List: Input a list of numbers to be used by Sequential or Simultaneous
ring. The maximum is 10 numbers.

When you leave the menu your settings will automatically apply.

If you have Do Not Disturb or Business Hours settings applied, these rules apply first and your
calls will go to voicemail instead of going to the numbers in the Call Handling list.

Set Call Forwarding

Use Call Forwarding to send calls to your MultiLine number to the specified number. Your MultiLine
phone will not ring or receive the call when Call Forwarding is set.

1. Tapthemenu icon : inthe bottom right (iOS) or upper right-hand corner (Android).
2. GotoSettings and tap Manage Availability.

MY MULTILINE NUMBERS

e Work ”
+1 641-831-6054

12 Personalize Number

*5 Call Settings

[
Canen

Call Handling

) Manage Availability

3¢ Contact Settings
<)) Sounds

E911 Personal Information

3. Tap on Call Forwarding to enable it.
4. Enter the forwarding phone number

14



Forwarding Phone Number

9626012323

CANCEL  SAVE

5. Tap Save. If successful, you'll see the number you set on the screen.

<& Manage Availability

Do Not Disturb
Ring my phone

Call Forwarding <
Forward calls to +91 63805 47691

Business Hours
Schedule is not active

Forwarding number set.

The forward function WILL NOT work if you enter your primary device's number as the call
forwarding number.

Set Business Hours

Use Business Hours to set which hours you would like your phone to ring. Outside of those hours,

15



calls will go to voicemail.

1. Tapthe menu icon : inthe bottom right (iOS) or upper right-hand corner (Android).
2. GotoSettings and tap Manage Availability.

MY MULTILINE NUMBERS

Work

+1641-631-6054
12:  Personalize Number
*4. Call Settings

€i Call Handling

) Manage Availability

3% Contact Settings
<)) Sounds

= E911 Personal Information

3. Tap on Business Hours to enable it. Tap again to disable it.

4. Use the sliders to set the hours you're available on your MultiLine number. Any incoming calls
that are received outside those set hours will automatically be forwarded to your MultiLine
voicemail.

« Back Manage Availability Set

Do Not Disturb
a B . r

& Call Forwarding

o B.u.sinletr,s Iers

&0 A live

Time displayed in US/Central (COT)
You are 200 hours behind
Monday

Tuesday

Wednesday

Friday

Saturday

If you are using the Call Handling feature to set a list of numbers to simultaneously or



sequentially dial, the Do Not Disturb or Business Hours settings apply first and the calls will
go to your voicemail and not ring the numbers on your Call Handling lists.

Set Do Not Disturb

When Do Not Disturb is enabled, all the calls will be sent directly to your MultiLine voicemail.

1. Tapthemenu icon : inthe bottom right (iOS) or upper right-hand corner (Android).
2. GotoSettings and tap Manage Availability.

MY MULTILINE NUMBERS

e Work A
+1 641-631-6054

12:  Personalize Number
%5 Call Settings

¢€: Call Handling

) Manage Availability

3¢ Contact Settings
<)) Sounds

E911 Personal Information

P
o

3. Tap on Do Not Disturb to enable it. A checkmark will appear and the message will show that
MultiLine will send all calls to voicemail. Tap again to disable it. The checkmark will disappear
and the message will show that MultiLine will ring your phone.

< Manage Availability

Do Not Disturb o

Send all calls to voicemail

Call Forwarding
Ring my phone

Business Hours
Schedule is not active

If you are using the Call Handling feature to set a list of numbers to simultaneously or
sequentially dial, the Do Not Disturb or Business Hours settings apply first and the calls will
go to your voicemail and not ring the numbers on your Call Handling lists.
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Get started with Calling

Last Modified on 11/03/2021 824 pm EDT

There are multiple ways to place a call in MultiLine: from the Keypad, from the Recents tab, and

from your Contacts list.

Make a Call from Your Keypad Screen

1. Go to your Keypad tab in the navigation bar at the bottom of your screen (iOS) or the bottom
right (Android)

2. Ifyou see a toggle, you can choose whether to make the call over Data or Minutes
3. Search for a contact or type in a number using the buttons on the screen

Make a Call from Your Contacts Screen
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1. Gotoyour Contacts tab in the navigation bar at the bottom of your screen (iOS) or top of your
screen (Android) to bring up your Contacts list.
2. Tap a contact.

il Verizon &

Back

Sam Grinis
Movius
+1470-246-3714

Add to Favorites

Block Contact

3. Ifyou see this tab, you can choose to make the call over Data or Minutes
4. Tap the phone icon to make the call.

Make a call from your Recents screen
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2 +1800-309-2350
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Sam Grinis

2 Tara Panu

1. Gotoyour Recents tab in the navigation bar at the bottom of your screen (iOS) or top of your

screen (Android)
2. Tap on theiicon to reveal details about that call
Tap on the number or contact name to make a call
4. See which connection type over which you will be making the call

W

Once you've made the call:

9:41 AM « 100% *

MultiLine_Work
Sam Grinis

o

speaker

add call message

1. Check the Caller ID and call duration here
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2. Mute your microphone, open your keypad, put the call on speaker, or message the caller and
more
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Get started with Messaging

Last Modified on 11/03/2021 7:20 pm EDT

From the Messages screen, you can see your conversation history and compose new messages.

MultiLine supports group and picture messaging when enabled by your administrator.

How to compose a hew SMS (i10S)

1. Goto Messages.
2. Click the New Message icon.

11107 ull ¥ @

Edit MOVIUS 4

Q Search

O Melanie Allen 5/13/: >
Cool @

3. Enter a number manually, or type the name of an existing contact
Note: You must type at least 3 numbers or characters before results will appear. Tap a result
to send start a conversation with that contact.
Note for Exchange Contacts users: This will not find all the contacts in the GAL, only ones
that are stored in the app, or saved as a contact in Exchange. See Search and Store Exchange
Contacts for how to store an Exchange contact.

4. The conversation screen with the contact appears. Note: If you have never messaged with the
contact, this screen will be blank. Later you'll see all the messages exchanged between you
and them on your MultiLine number.

5. Enter your message in the field and tap the Send ° icon.

How to reply to SMS (iOS)

1. Goto Messages.
2. Click anywhere on a message to reply.
3. Enter your message in the field and tap the Send icon.

How to compose a hew SMS (Android)

1. Goto Messages.
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2. Tap the Message icon.

3. Enter a number manually, or type the name of an existing contact

Note: You must type at least 3 numbers or characters before results will appear. Tap a result
to send start a conversation with that contact.

Note for Exchange Contacts users: This will not find all the contacts in the GAL, only ones

that are stored in the app, or saved as a contact in Exchange. See Search and Store Exchange

Contacts for how to store an Exchange contact.

¢ (@ New Message DONE

14044686,

Select a Favorite -

0 Results found k

4. The conversation screen with the contact appears. Note: If you have never messaged with the

contact, this screen will be blank. Later you'll see all the messages exchanged between you
and them on your MultiLine number.
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5. Enter your message in the field and tap the Send e icon.

How to reply to SMS (Android)

1. Goto Messages.
Note: If you see an orange icon with a number indicates that you have that many Message
Logs with new messages. The Message Logs with new messages will be in bold.
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2. Tap yourreply in to the field and tap the Send ° icon.



Get consent to message using Opt-In
flow

Last Modified on 11/03/2021 7:29 pm EDT

Read this to learn how the Opt-In Flow collects consent for MultiLine users to send SMS or instant
messages to users.

Overview

Many regulated users must get consent from their clients to start text messaging conversations.
MultiLine automates this process for you, ensuring that any time you are messaging with a
number for the first time that your organization will collect their consent to be sent messages.

Before you start

e Your organization determines whether you have SMS Opt-In turned on.
e Using WhatsApp Messaging Connector requires Opt-In.

SMS Opt-In Flow

e Default messages are provided in the scenarios below. Your organization may configure the
messages differently.
e You or the client can initiate the opt-in flow.

MultiLine User initiates the Opt-In Flow

When you try to message a client at a number that you haven't messaged with previously, the
customer will receive a notification message requesting they accept or reject the Opt-in process.

e Default: [Auto Message] is trying to reach you. As per company policy, you must provide your
consent to continue messaging. To Opt in, reply YES. To opt out, reply STOP.

e Note: will show your name as it was submitted by the MultiLine Admin in the MultiLine
Management Portal.

You will also see a message letting you know the customer has been requested to accept the Opt-
in.

e Default: [Automated Message]: Your contact has been sent a request to Opt-in. Once they
accept, you will be able to message with your contact.

When the customer accepts the opt-in request by replying to the message with YES, you'll receive
a notification letting you know you can begin messaging with each other.

e Default: [Auto Message]: Your Contact has opted in. You may continue to send/receive
messages.

The customer will also receive a notification letting them know you can begin messaging with
each other.
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e Default: [Auto Message]: Opt in confirmed. If you wish to opt out at any time, reply STOP

Opt-Out Flow

The client can choose to reject messaging at any time by replying to the message conversation
with STOP.

If the client opts out, you'll see a notification letting you know you can no longer message with the
client.

e Default: [Auto Message]:Your contact has opted out. No further messages can be sent to this
contact until they have provided their consent again.

The client will also see a message letting them know they have successfully opted out and how to
undo their decision, if desired.

e Default: [Auto Message]: Opt out confirmed. If you change your mind, please reply with a new
message.

Client initiates the Opt-In Flow

When a client tries to message you first, and you haven't messaged together previously at that
number to establish opt-in, the client will automatically see a notification message. The notification
is a request to accept or reject the Opt-in process.

e Default: [Auto Message] You are trying to reach . As per company policy, you must provide
your consent in order for your message to be delivered. To opt in, reply YES. To opt out, reply
STOP.

e Note: will show your name as it was submitted by the MultiLine Admin in the MultiLine
Management Portal.

You will also receive a notification letting you know that the client has tried to contact you.

e Default: [Auto Message] A contact has attempted to send you a message. As per company
policy, they have been sent a request to opt in. Once confirmed, you will be able to
send/receive messages.

When the customer accepts the opt-in request by replying to the message with YES, you'll receive
a notification letting you know you can begin messaging with the customer.

e Default: [Auto Message] Your Contact has opted in. You may continue to send/receive
messages.

The customer will also receive a notification letting them know you can begin messaging with
each other.

e Default: [Auto Message] Opt in confirmed. To opt out at any time, reply STOP. Note: Employee
name is a variable, and will be picked by the system.

WhatsApp Opt-In Flow
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Refer to this topic to learn what to expect when you initiate a new WhatsApp conversation.

You can only send WhatsApp messages to users in your contacts. If you need help setting up your
contacts, see Add Contacts.

When you try to send a message to a client with WhatsApp for the first time, you're required to get
consent using an Opt In process.

1. To start a new WhatsApp conversation, find your contact and click the WhatsApp icon.

Back Edit

G Andrew Faulknall
+44 7977 589874 e o 0

Add to Favorites

Block Contact

1. A prompt will appear asking you if you'd like to send the contact an Opt In message.

Send Contact Opt-in

This requests permission from

the contact to start messaging
with WhatsApp.

CANCEL  CONFIRM

2. Click Confirm to send the Opt-In. There are four possible outcomes:

1. Contact doesn't have WhatsApp
1. You'll see a message letting you know your contact isn't a WhatsApp user, and ask if

you'd like to send an SMS instead.

Today, 05:27 PM

@ You have sent the contact an opt-in
request. You will be able to message
them after the contact accepts
your request.

Today, 05:27 PM

® Looks like this contact is not a
WhatsApp user.

Today, 05:27 PM
® Do you want to send as SMS instead?

No Yes

e Send message e

2. Select Yes to go to the SMS message screen. Select No to return to contacts.
2. Contact has WhatsApp- customer receives opt-in request
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& Messages to this chat and calls are now
secured with end-to-end encryption. Movius
EMEA Sales may use another company to store,
read and respond to your messages and calls.
Tap for more info.

1 UNREAD MESSAGE

[Auto Message] Melanie Allen is
trying to reach you. Per company
policy, you must provide your consent
to continue messaging. To opt in,
reply YES. To opt out, reply STOP.

3:39 PM

This chat is with the official business account of
"Movius EMEA Sales”. Tap for more info.

You're receiving messages from this business.
&1 REPORT

@ BLOCK

1. Contact accepts Opt-In request
1. You'll see a confirmation message letting you know the contact has chosen
to opt-in.
Today, 03:39 PM

® You have sent the contact an opt-in
request. You will be able to message
them after the contact accepts
your request.

Today, 03:40 PM

© Your Contact has opted in. You may
continue to send/receive messages.

e Send message e

2. Your contact will see a message letting them know they've opted-in.

Yes 3.40pm v/

[Auto Message] Opt in confirmed.
If you wish to stop at anytime,
reply STOP. 3:40 PM

[Melanie] Hi! Thanks for accepting
my request. 3:44 PM

[Melanie] How can | assist you today?
3:46 PM

| have some questions about
some changes | want to make to
my account. 3:47 PM ¥/
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2. Contact rejects Opt-In request
1. If your contact rejects the Opt-In, you'll see a message letting you know. The
message templates and send message field will be disabled for the contact.
Today, 06:03 PM

@ You've sent the contact an opt-in
request. You'll be able to start
messaging after the contact accepts
your request.

Today, 06:04 PM

® The contact has opted out. You can't
send requests or messages to the
contact anymore.

e Send message e

2. The customer will be informed of their Opt-Out status, and that it is possible
to Opt-In at any time by replying "yes".

Stop 3:37pm v/

[Auto Message] Opt out confirmed. If
you change your mind, please reply
with a new message. 3:37 PM

3. Contact doesn't respond to Opt-In request
1. If your contact doesn't respond to the Opt-In, you'll be able to send a new one

Today, 09:56 AM

® The contact hasn't responded to the
opt-in request for more than 24 hours.
You can try sending the request again.

Resend Opt-In Request

every 24 hours. O seo message e
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Get started with Contacts

Last Modified on 11/03/2021 7:22 pm EDT

Overview

e The MultiLine app provides you a separate contact list to use to make your business calls. We

offer three options for starting your Contacts list:
o Exchange Contacts: connect to an Exchange server, such as Outlook or BlackBerry
Exchange; two-way sync means contacts added or updated in MultiLine or Exchange

server will update both lists.
o Local Contacts: manually add contacts in a list that exists only within the MultiLine app.

o Native Contacts: sync with the Contacts app on your personal device or within the EMM
container; two-way sync means contacts added or updated in MultiLine or Contacts app

will update both lists.
e Once you set up your Contacts list, any contacts will appear on the Contacts screen. You can:

o Tap a contact to see options for calling and messaging them
o View, add, and update contacts

Before you start

e |fyour organization chooses to restrict the type of Contacts setting you can use, you may not

see certain Contact Source options.
e We recommend Exchange Contacts for the best experience with MultiLine Desktop.

How to choose your Contact Setting

You have options for sourcing, sorting, and displaying contacts. You'll need to choose your Contact
Source in Contact Settings before you begin adding contacts.

1. Tapthe menu icon i inthe bottom right (iOS) or upper right-hand corner (Android).

2. Tap Settings.
3. Tap Contact Settings.
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e Work A
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122 Personalize Number
®L  Call Settings
¢: CallHandling
) Manage Availability

'  Contact Settings

Select your chosen contact source:

e Native Contacts
e |ocal Contacts
e Exchange Contacts

& Contact Settings

Contact Source

Native Contacts

Utilizing the native address book in the app

Local Contacts

Contacts added/imported into the app

Exchange Contacts v

No account provided
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View a contact

To view, edit, delete, or message contacts, you must have at least one contact.

1. The Contacts tab displays all contacts in alphabetical order by default.

il Verizon & 73 67%

@ i

tZ Data

+1 476-§96-6726

S
1 @ Sam Crinis

OMmMoOO®>

11
@ Tara Panu

2 Contacts

BN<LXSESCCAVWIODVOZZIrxe —

2

Contacts

2. Clicking on any contact will bring you to that contact's information page, where you can call,
message, favorite, or block the contact.
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Edit

Sam Grinis

+1470-246-3714

Add to Favorites

Block Contact

gL}

Contacts

3. Clicking on the edit button in the top right-hand corner allows you to choose to delete or edit,
the selected contact.

Add a contact

It's easy to add contacts in the MultiLine application.
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1. Gotothe Contacts tab.
2. Click the Add Contact button.
o Fill out as many details as desired:
= First name
= | ast name
= Phone
= Email
= Address
o Clicking "Add Phone field", "Add Email field", or "Add Address field" will let you associate
multiple phone numbers, email addresses, and addresses for the contact. You can
choose labels for each field.

During onboarding, you should have chosen your Contact Settings, your contacts will either be
sourced from an Exchange server, your native device, or locally in MultiLine. See below for details on
how adding contacts works for the different settings.

Add a contact - Using Exchange server

e Using the Exchange Contacts option means MultiLine gets your contacts from a corporate
exchange database.

e Any changes made to the corporate exchange (adding, renaming, deleting, etc.) will
automatically be reflected in the MultiLine app and vice versa.
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e You'll be able to search for any contact from the Global Address List (CAL), your company'’s list
of all employees. However, the full GAL will not show up in the list of contacts for performance

reasons.

Add a contact - Using native device

e Using the Native Contacts option means MultiLine uses the same contacts list as your native

phone.
e Any changes made to your native Contact List (adding, renaming, deleting, etc.) will be
reflected in MultiLine and vice versa.

Add a contact - Using local contacts

e This is the default contact setting.
e Using the Local Contacts option means your contacts exist within the MultiLine app only.
e You can choose to do a one-time import from your native device and/or manually add
contacts yourself.
o Changes made in MultiLine (adding, renaming, deleting, etc.) will NOT be reflected in
your native contact list, and vice versa.
o There is no automated syncing between the Native and Local Contact Lists.

NOTICE: Local Contacts aren't backed up or stored outside the application, so they can be lost if
you lose your device or need to reinstall MultiLine.

NOTICE: ifyou create your Contact List using Local Contacts, and then switch your source to Native
or Exchange, the contacts you created will be deleted.

Update contact with a new number

If you have a contact that calls you from a new number you can update that contact with the new

number.
iI0S
1. GotoCalls.
2. Tap the blue information icon for the unknown number.
3. Tap Update.
4. Enterthe name or number of the existing contact you want to update.
5. The new number will be added.

o From this screen you can change the label, if desired.
o Ifyou need to delete the previous number, tap the x and confirm.
6. Tap Save.

Android

Go to Calls.

Tap the down arrow for the unknown number.

Tap Update.

Enter the name or number of the existing contact you want to update. Note for Exchange
Contacts users: this does not search the entire GAL.

5. The new number will be added.

W -

37



o From this screen you can change the label, if desired.
o Ifyou need to delete the previous number, tap the x and confirm.
6. Tap Save.

Add a Favorite contact

You may want to add contacts that you're in touch with more frequently to your favorite contacts.

This makes it easier to start new calls or messages with them.

To add a contact to your favorites

1. Gotothe Contacts tab.
2. Click your contact to open the Contact details.
3. Click the Star in the upper right-hand corner.

After you've added a contact to your contacts, you will see the Star on their icon.
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Get started with MultiLine Voicemail

Last Modified on 11/03/2021 7:22 pm EDT

Read this to learn how to record your voicemail greeting and listen to voicemails.

Overview

The MultiLine application provides you a separate voicemail to use for your business calling.

Before you start

e You need to be connected to the internet when updating your Voicemail greeting.
e Your organization can turn off voicemail features. If so, you may not see all the options
described here.

Record your Voicemail greeting

Use Voicemail Greeting from the Settings menu to set up a voicemail greeting. You have three
options: the default message, a custom message, and a message that includes audio of you
speaking your name.

1. Tapthemenu icon : inthe bottom right (iOS) or upper right-hand corner (Android).
2. Tap Settings.

3. Tap Voicemail Greeting.

4. You have three options for setting your Voicemail Greeting:

wil Verizon ¥ 14:58 7 % 66%
Cancel Voicemail Greeting Save
Default A

B v

Custom

| 0:07
Play Record

Spoken Name C

A. Default: This application comes with a default setting that callers will hear when leaving a
voicemail. For an example MultiLine number "+15555555555", the greeting is "You have reached
+15555555555, please leave your message after the tone".

B. Custom: Allows the user to set a customized voicemail greeting. Once you have recorded a
voicemail greeting, you can hit Play to listen to it, or Record if you want to re-do it. This can be
done or redone at any time.



C.Spoken Name: Allows the user to record their name. Once you have recorded your name,
you can hit Play to listen to it,or Record if you want to re-do it. This can be done or redone at
any time.

Listen to Voicemails

Movius MultiLine has embedded voicemail allowing callers to leave a message.

10S

1. Gotothe Messages tab.

Edit MOVIUS ]
Q, Search
¥ Data
O Melanie Allen /13/21 3
Cool &
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c }
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B
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|
0 \ ® o

O Deanne SFDC ML Number ~ 4/25/21 (i)

N
Vo

2. Voicemail messages are indicated by Voicemail icons. Tap anywhere to expose the options.
3. Click the Play icon to play the message.

[e]

[e]

[e]

[e]

[e]

The speakericon lets you play the Voicemail on speaker phone.

The phone icon lets you call the party back.

The speech bubble icon lets you message the party back.

The trash icon lets you delete the message.

The info icon will pull up the Contact Details page, where you can see history with the
contact or WhatsApp message the party back.

Android

1. Gotothe Messages tab. Voice messages are indicated by a voicemail icon.
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Play Call View Contact Delete
2. Click the menu down arrow to expose the options.
3. Click the Play icon.

You can also call back, message back, view contact (see call history and Whatsapp message back)
or delete the voicemail from this screen.
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Get started with WhatsApp Messaging
Connector

Last Modified on 10/31/2021 9:09 pm EDT

Read this to learn about WhatsApp Messaging Connector

Overview

The WhatsApp Messaging Connector allows compliant WhatsApp messaging directly inside
MultiLine.

e MultiLine users can send WhatsApp messages to contacts, and they can read and reply to
WhatsApp messages on the MultiLine messages screen alongside SMS and Voicemail
messages.

e WhatsApp users receive messages from the MultiLine user as coming from an official
WhatsApp business account.

Benefits

e Engage with clients on their preferred consumer messaging channel

e Help unify and bring together mobile voice and multiple messaging channels in a single,
convenient user experience

e Ability to record and archive all conversations over voice, SMS, and WhatsApp within MultiLine
for surveillance and compliance

e All conversations are captured and can be automatically be sent to existing compliance
archive and logged inside CRM

Features

e Call, SMS and WhatsApp - all within MultiLine app

e Shared messages inbox containing SMS and WhatsApp messages threads

e Supports one-to-one messaging between MultiLine App and external WhatsApp users

e Enforce mandatory opt-in from WhatsApp user

e MultiLine app detects if WhatsApp is not enabled for the receiving user and offers an option to
send SMS

e Supports data loss prevention feature with ability to redact or block WhatsApp messages as
per business defined policy

e Optional recording of all WhatsApp messages (with recording add-on)

e Support for iOS and Android

Before you start

e Your organization has to enable WhatsApp Messaging Connector for it to be available in
MultiLine. If not, you won't see the green WhatsApp messaging icon.

How it works
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Step 1. MultiLine user sends the first message to
WhatsApp user from MultiLine.

User clicks WhatsApp message icon:

Back Edit

@ Andrew Faulknall l
+447977 589874 00

Add to Favorites

Block Contact

MultiLine asks if the user would like to send the opt-in message:

Send Contact Opt-in

This requests permission from

the contact to start messaging
with WhatsApp.

CANCEL  CONFIRM

MultiLine sends the opt-in message:

Today, 05:27 PM

@ You have sent the contact an opt-in
request. You will be able to message
them after the contact accepts
your request.

Step 2: WhatsApp user receives a mandatory opt-
in message that lets them know the MultiLine
user wants to chat.
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& Messages to this chat and calls are now
secured with end-to-end encryption. Movius
EMEA Sales may use another company to store,
read and respond to your messages and calls.
Tap for more info.

1 UNREAD MESSAGE

[Auto Message] Melanie Allen is
trying to reach you. Per company
policy, you must provide your consent
to continue messaging. To opt in,
reply YES. To opt out, reply STOP.

319 PM

This chat is with the official business account of
"Movius EMEA Sales”. Tap for more info.

You're receiving messages from this business.

& REPORT

@ BLOCK

Step 3: If accepted, a 24 hour conversation
session begins. The users can freely message
each other.

Yes 340pm v/

[Auto Message] Opt in confirmed.
If you wish to stop at anytime,
reply STOP. 3:40 PM

[Melanie] Hi! Thanks for accepting
my request. 3:44PM

[Melanie] How can | assist you today?
3:46 PM

| have some questions about
some changes | want to make to
my account. 3:47 PM /.

© %5@0

Step 4: Starting a new conversation session

WhatsApp users may always start new conversation sessions by sending a message. To prevent
spam, after a 24 hour lapse of conversation, as a WhatsApp business account user, the MultiLine
user must re-initiate conversations using pre-approved template messages. These messages are
evaluated ahead of time to make sure they abide by WhatsApp Business policies.
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Today, 10:13 AM

@ The contact hasn't responded for
more than 24 hours. Please use the
template button in the bottom-left to
select a message to send.

° Send message e

I'm sorry that | wasn't able to respond to your
concerns yesterday but I'm happy to assist you now.
If you'd like to continue this discussion, please

I've emailed you the documents to complete. Please
fill them out and send back to us as soon as you
can. Let me know if you see it, or need me to rese

Just wanted to let you know to check your
email for some important documents. Please
fill them out and send back to us as soon as

Comparison to other available options

e Background Recording Agents snoop on all data and network traffic on the user phone. Our
WhatsApp Connector respects the user phone privacy and never accesses private use of the

phone.
e Modlified WhatsApp apps are unapproved clones that add the recording feature. Our

WhatsApp connector is approved, and abides by all WhatsApp policies.
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Get started with Movius for BlackBerry

Last Modified on 10/31/2021 919 pm EDT

Read on to learn the Movius for BlackBerry's unique integration features.

Overview

Movius for BlackBerry is a MultiLine mobile app that specially integrates with BlackBerry UEM.

Before you start

e To learn how to activate and set up your app, refer to the MultiLine Getting Started Guide.
e This guide assumes the BlackBerry administrator is using our recommended settings to
enforce separation of business and personal.

Dynamics Launcher Integration

The Movius for BlackBerry client is registered with the BlackBerry Dynamics Launcher, therefore,
appearing in the list of available Dynamics apps when the user hits the blue floating launcher
button to open the Dynamics Launcher overlay screen.

3 100% (-

Edit

Tara Panu
B e
Contacts

Mail Calendar

Exchange Apps —»
.

Movius for B

‘— Launcher Icon

BlackBerry Exchange Contacts

Most Movius for BlackBerry users will use BlackBerry Exchange Contacts.

1. Tapthemenu icon : inthe bottom right (iOS) or upper right-hand corner (Android).
2. Tap Settings.
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3. Tap Contact Settings.
4. Tap Exchange Contacts.

o Once you select BlackBerry exchange contacts the sync will begin and you'll soon have

access to your contacts.

o Ifyou'd like to change how often your contacts sync with the exchange server, tap Sync

Interval and choose your preference.

ol ¥ 941 AM
{ Back

CONTACT SOURCE
Native Contacts
Utlizing the native addres

Local Contacts
Contacts added | imported into the apg

BlackBerry Exchange Contacts
rathish.ravi@moviusconp cof

SYNC INTERVAL

Sync Interval

SOAT BY
First Name

ontacts by Hr
Last Name
Sort contacts by Last Name
DISPLAY ORDER

First Name, Last Name

Displiny by Frst Name me

Last Name, First Name

Displary by Last Narme, Finst Name

Contact Settings

1 100% -

Sync Interval

Sync Now
Manual Sync
Every 1 hour
Every 4 hours

Every 12 hours

Every 24 hours

Cancel

Note: If you created contacts while using Local Contacts or Native Contacts before switching to

Exchange, these contacts will be deleted.

Add contact

If you add a contact on your device locally it won't be synced or created on exchange server. You can

modify locally added contacts in Movius for Blackberry but cannot modify imported contacts.

i Airtel 4G 2:39PM @ 7 aum e Saram
@  movivs  + Cancel Add Account
-
s Chris
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-
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v Add Contact
Q :
? Delete Contact(s)
Arvind Laxminarayan '
=S
(-] n Cancel
Contocts

 100% w—

Done of

Delete contact

Alert
The created contact wil be stored
ocally. It will ot sync back to the
Exchange Server.

Cancel

Continue ©

Upon clicking
continue, the
contact will be
saved locally

If you try to delete a contact from Movius for Blackberry, the client will show an error message. You
can't delete an imported contact; only locally saved contacts.
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il Airtel 4G 12:39 PM @ 7 I%e

&  movius +9
ey |

-l 9:41AM 4005 -

Cancel Add Contacts Select All

(&) My Number: +1470-246-3889 ¢
A c F
O Abhishek Dwivedi . o
¥ O Ashuthosh Gowarikar

O Alexander Schafer 22 ] 5 X
9 u

O Amit Modi F O Badri Narayan "
c ]

O Chandrashekar Shetty jbf

s
O Sumitra Pathak
Add Contact

-
O Sudharshan

i
5
a
z
z
g
E

- l act(s
O Arvind Laxminarayan : Delete Contact(s)

® n Cancel

Block contact

You can add a contact (local/exchange) or a number to the Blocked Number list. You won't receive
any calls or messages from the blocked number.

12:34 PM @ Nork = 12:34 PM @ Nork = 12:34 PM ® 1 7 W 2:36 PM
i s
MmMOovVvius MOovVviIus Call Settings < Back Blocked Numbers
Al MY MULTILINE NUMBERS
Q search for Contacts
e Work N
‘ MRECALLS S
people in the below list.
2 12;  Personalize Number Choose on Dialer
U Backhaus George A Enables the *minutes / data® switch on
8
c P - "
Barber Wilbur 4 %% Call Settings ) Minutes Only %
: Z
Becker Ewald off €3 canHanding Data Only -
i
3
Behera Praciesp Kumer k|| 4D Mmanage Avalabilty RECEIVE CALLS
L
Behera Pradeep Kumar . i
e 4 % Contact Settings Minutes Only
@ Beliak Valerie g Data Only v
R @® Voicemail Greeting
X s
Beverage Jim T Try Data, Otherwise Minutes
v ) Sounds
—— :
X
S ¥ -4 E911 Personal Information N
bridge conference : Show my Caller ID [ @)
#
M ... ... [
® »m D @ M B e
2 : Blocked Numbers
Messages  Comtacts _Keypad Message antact. Keypac Settings

GAL Look up

Global Address List (CGAL) doesn't allow search for a contact by contact number. If you search for a
contact using a number, you'll see a notification message. You can search for a contact using First
Name, Last Name, Display Name, Full Name, Alias and Email fields.



Q786 @ Cancel

5 Stored Contact(s)

e coppalal1786 derrek1786
e coppala2786 derrek2786

o coppala786 derrek786

@ Gibs1786 Walky1786 %
@ Gibs786 Walky786

0 Directory Contact(s)

BlackBerry Exchange lookup does not support
search using phone numbers.

/ J \ Q 5 00 —
i 000 i

Recents Messages Contacts Keypad Settings

Call or text contact

Calling or texting a Contact using the Movius for BlackBerry client directly from the BlackBerry Work
Contacts application:

Open a BlackBerry Work Contact and hit the phone number for that contact, or the phone icon
beside the number. The Movius for BlackBerry client will call the number directly; as shown below:



M lac... wll > 3:53PM

£ All Contacts

O

Profile Team History

@MoviusCorp.com

Tapping the message bubble icon beside a contact/number will open the Movius for BlackBerry
client to the draft message screen to allow the user to type a message and tap send.

BlackBerry Work Email Integration

When BlackBerry Work recognizes a phone number in an email, it turns the number into a link.

e Tapping on arecognized phone number in a BlackBerry Work email prompts the user to
choose to call or text the number.

Wil ATRT T

< Inbox

3:59PM

SG  sam Grinis

Follow-Up

Click-to-Call “:»,:}

After tapping the
—  number, you will
have the option

to either call or text.

If you choose call, the client will open and make a call to the number.

If you choose text, the Movius for BlackBerry client will open to the draft message screen to
allow you to type the message and tap Send.
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BlackBerry Work Calendar integration

Calling a phone number directly from a BlackBerry Work Calendar invitation is supported with
Movius for BlackBerry.

When opening a BlackBerry Work Calendar event, if BlackBerry Dynamics recognizes a number
within the event details as a phone number, it will be underlined and stylized as blue text.

If the user clicks directly on the phone number, they will be prompted to choose whether they want

to make a call or send a text.

all ATRT &

3:59PM

Event

Reminder

Show As

Tara Panu s inviting you to a scheduled Zoom meeting

Join Zoom Meeting
hit scorp.zoom us/{/893327081?
FTm1kZStNanBmVzNMLzByS3NPUT09

Auto-Add
Conference Code

Click-to-Call ‘ s e,

Dial by your location
+16 US (San Jose)

e When choosing to make a call, the call is made directly using the Movius for BlackBerry client:
e When choosing to send a text, the user will be taken directly to the draft message screen in
the Movius for BlackBerry client.

Minutes Calling

If the Movius for BlackBerry client is configured to make calls using minutes, when choosing Movius
for BlackBerry, the Ul will display the relationship number in the call box. This is not a mistake! This
relationship number is how the Movius application routes your call to the intended number using
minutes. Calling this assigned relationship number will allow the call recipient’s caller ID to show
your MultiLine number, as with a VolP call.
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+1(470) 447-1926

Cancel
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Get started with MultiLine for Intune

Last Modified on 10/31/2021 919 pm EDT

What is MultiLine for Intune??

MultiLine for Intune is a secure, carrier-agnostic business application that enables employees to
compliantly communicate with external clients through a separate business number on their own
personal devices, specially built to be managed by Microsoft Intune. This version of MultiLine allows
IT and mobility managers to secure their client communication data while ensuring employees are
not using their personal number or other consumer messengers for business communications.

MultiLine for Intune works over any iOS/Android device and can be deployed over any global carrier.

MultiLine's patented technology allows employees to make and receive calls on their business
number over WiFi, mobile data and/or GSM (not VolP-only) ensuring employees are always
accessible and connected with their clients no matter where they work.

. Authenticate the same way you do other Work apps

o Access MultiLine with the corporate credentials you use for Outlook or Office 365.
o Ifapplicable, download MultiLine from corporate-protected App or Play store.

. One-click sync to Exchange contacts

o MultiLine for Intune automatically detects the Exchange contacts associated with your
email ID.

. Automatic phone number recognition

o Whenever a phone number appears in your managed apps—within an SMS or
messaging program, in an email, in the browser, the number will be rendered as a
clickable link. Tap the link and the MultiLine for Intune call screen will automatically
appear to make the call.
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Get started with Salesforce Connector

Last Modified on 11/03/2021 7:12 pm EDT

Read this guide to learn how to use MultiLine Salesforce connector.

Overview

MultiLine Salesforce Connector offers seamless merging your MultiLine application into Salesforce
CRM. With this integration, you can:

e communicate to your customers within Salesforce.

e make/receive calls and exchange text messages with your customers using your MultiLine
number.

e automatically track all communications with your customer thus eliminating the need to
manually log calls and texts.

This saves time and reduces human error compared to manual logging. MultiLine Salesforce
Connector is the solution to improve the experience of sales teams by helping them sell faster,
smarter and in the environment that they are familiar with.

Before you Start

Your organization must purchase Salesforce Connector for you to have access to this tool.
Only Chrome browser is supported
e Doesn't support Group Messages

o Incoming group messages will appear as individual messages.

o Ifagroup message is sent to two or more contacts from the mobile app, records will be
logged for each user separately in MultiLine for Salesforce; one for each contact. Each
contact's log will individually show the outgoing message sent by the Salesforce user.

Doesn't support Picture Messages

o User will receive an automated message reading "Unsupported multimedia" for all

incoming picture messages

MultiLine Salesforce Connector
Features

Seamless integration between Salesforce and MultiLine app

e Inbound/Outbound calling

e Visual Voicemail

e Supports Salesforce Lightning
e MultiLine Utility

e Click to Text

e Click to Call

e Automatic Call Logging

e Alert Notifications

e Notes

e Automatic Reply
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e Quick Text Templates
e Reporting

Step 1. Activate MultiLine for Salesforce

Once your organization sets you up with MultiLine for Salesforce, when you log into Salesforce, you
should see the MultiLine utility in the bottom left of your screen.

Agree to the Terms and Conditions, and your Salesforce account will be linked to MultiLine.

. MultiLine ia

M Daniel Morgan A

ir

Click "Agree and Continue" button
below to accept the MultiLine
Terms & Conditions and Privacy
Policy

t, MultiLine

Step 2: Calls and Messages

With MultiLine for Salesforce all phone numbers in Salesforce are clickable.
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Next Steps More Steps

b = Email Legal Redlined Contract x
| You have an upcoming task with Sam Grinis E Ty‘|E]" Smith &
> E Call to set up technical workshop
You have an upcoming task with Tyler Smi% Title Account Name
S Director, IT Acme Corp.
Past Activities Phone Email

L, (650) 380-5428 == tylersmith@acmecorp.com
b Send 5am security document
| You had a task with Sam Grinis
. MultiLine

e On clicking any phone number field in Salesforce, the MultiLine for Salesforce utility is launched.

e The phone number is automatically populated in the keypad and provides the user a choice to
send an SMS or make a call.

e Click on the calling icon to initiate the call.

Softphone Calling Modes

MultiLine for Salesforce supports two calling modes.

1. Softphone Disabled: Allows the Salesforce User to initiate a call from Salesforce directly - but
requires the MultiLine app or a deskphone to be configured to continue the call

2. Softphone Enabled: Allows the Salesforce User to make calls directly from the softphone in
Salesforce.

This setup is decided by the Salesforce Admin while installing the package. It can be changed by the
Salesforce Admin at any time.

Softphone Disabled

Outgoing Calls:

The call first rings on the MultiLine application installed on the user's device - and on the deskphone
if the Salesforce User has configured it to do so under Settings. Once the call is answered on either
device, it prompts the user to enter any key. Upon entering the key, the call is then connected to
the called number. If the call goes to voicemail on the MultiLine number, then the called number is
never connected.

Incoming Calls:

MultiLine for Salesforce opens up automatically to notify the user of the incoming call. Calls ring on
both the MultiLine app on the device and on the deskphone if the Salesforce User has configured it
to do so under Settings. The user can enter notes on the MultiLine for Salesforce but needs the
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MultiLine app on the device or a deskphone for other call controls as mute/keypad/end call.

Answered/Ongoing Calls:

To log notes related to the call, enter the notes in the text area shown below and click Save.

% MultiLine =
Ongoing Call -
Call connecting...

Frank John 00:00
16783675236

Opportunity

Softphone Enabled

Outgoing calls

If a Salesforce Admin enables Softphone, the Salesforce User can make calls from the softphone
directly within MultiLine for Salesforce in the Salesforce application.

Incoming calls

On an Incoming call, the calling interface in Multiline for Salesforce opens. You can answer, reject or
respond via text from the calling interface.

Click on ‘Reject’ to reject the call or on ‘Answer’ to answer the call.
Click on the message icon to disconnect the call and respond with a message.

An incoming call also rings on the MultiLine app. The user has a choice whether to answer the call
from MultiLine for Salesforce or from the MultiLine App. Incoming calls will continue to ring on
MultiLine for Salesforce even if the device on which the MultiLine app is installed is powered off.
Incoming calls will continue to ring on MultiLine for Salesforce irrespective of the incoming call on
data or minute setting of the MultiLine app on the device.

Answered/Ongoing Calls

1. Enter notes within the “notes” blurb and click save to log notes against the call.

2. Click ‘Mute’ to mute.

3. Click ‘Keypad'to add the extension.

4. Even when a call is answered on the MultiLine app the User can add notes into Salesforce.
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%= MuttiLine -

Incoming Call -

Incoming Call

Chris Almeida 00:36
" 14703425049

e

Motes here...

Syncing between MultiLine and MultiLine for Salesforce

All calls made from the MultiLine app are synced with MultiLine for Salesforce.

e Incoming calls answered on the MultiLine app appear as “answered” on MultiLine for Salesforce.
Calls made from MultiLine for Salesforce are NOT synced onto the MultiLine app.

Incoming calls answered on MultiLine for Salesforce appear as “missed” on the MultiLine app.

Call Logging

All calls made/received on MultiLine for Salesforce are automatically logged as a task under the
‘Activity’ subsection of the respective contact/lead.

During or after the call, the Salesforce user can enter notes in the notes section located in that
subsection. These notes will be saved in the call log. Notes can also be viewed and edited from the
‘Tasks' section created for each call under the ‘Activity’ subsection.

All ongoing calls go through three different stages:

e Call connecting: When the call rings
e Callin progress: When the call is answered
e Callended: When the call has ended

Recent Calls

The Call tab in MultiLine for Salesforce lists the calls with a lead, contact or person account. Outgoing
calls, incoming calls, and missed calls are differentiated by appropriate indicators.

Each call record shows:

1. The name of the lead, contact or person account,

2. The timestamp of the call (Note: for the current day, only Time is displayed. For the last seven
days, the Day and Time is displayed. Prior to last seven days, the Month, Date, Year and Time is
displayed)

The duration of the call

The notes indicator (if notes are logged for the call)

Calling ability

Messaging ability

o kW
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To navigate to more extensive details of the lead, contact or person account, click on their name.

Click anywhere else to get call details. Call details shows the notes entered previously. These notes
can be modified during the call or any time after the call has ended by clicking .

. MultiLine o

¢« CallLog

Chris Almeida
14703425049

Type
' outbound

Date & Time
Wednesday, 10/30/2019, 11:19 AM

Call Duration
19 Sec

Opportunity

Wealth Management- v

Motes

Proposal sent o

All calls made from MultiLine for Salesforce can be recorded by purchasing the ‘Call Recording’
feature from the MultiLine platform. The recordings are available in the MultiLine Admin Portal
and/or through the platform’s integration with your archival system.

Out of office features

Do not Disturb and Call Forwarding settings on the MultiLine application are applicable for
incoming calls in the MultiLine Connector as well.

e IfDo not Disturb is set on the MultiLine app on the device, the call is sent to voicemail.

e |fCall Forwarding is set on the MultiLine app, the call is forwarded to the number configured
in the MultiLine application; whereas the ‘Business Hours' configuration in the MultiLine
application is ignored in Salesforce.

Handling Unsaved Contacts
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You can call to an unsaved number from the keypad. An incoming or outgoing call to an unsaved
number will create a record in the Recent calls / Recent messages screen.

On opening the call detail or message conversation screen, click the H icon on the top left to
create a new contact or associate an existing contact with this number.

Send or receive an SMS

e Clicking any phone number field in Salesforce will launch MultiLine for Salesforce
e The phone number will auto-populate in the keypad
e Clicking on the message icon opens the message conversation thread with that number

Recent messages

Recent Messages shows the list of all the lead, contact or person accounts that the Salesforce User
has message conversations with.

Each record shows:

e The name of the lead, contact or person account

e The timestamp of the message (Note: for the current day, only Time is displayed. For the last
seven days, the Day and Time is displayed. Prior to last seven days, the Month, Date, Year and
Time is displayed)

e Asnippet of the last message

e Calling ability

\. MultiLine —

D Nina Myers

16367360499

You: Have a great day! .
11:26 AM

5559000

Please find your PIN 985520 |

Monday 11:24 AM

17702419713
[Auto Message] A contact has attempt... .
Thursday 05:44 PM

e To navigate to the details of the lead or contact or the person account
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I O

Click on their name.

Click anywhere else to open the message conversation thread.

Type the message in the text area or use a Quick Text template.

Click on the send button.

All messages shared from MultiLine for Salesforce are synced in the MultiLine app on the
device, and all messages shared from the MultiLine app are synced in MultiLine for Salesforce.

All messages sent from MultiLine for Salesforce can be recorded by enabling the ‘Message

Recording’ feature for the organization (to be done by Salesforce Admin). The recordings are
available in the MultiLine Admin Portal and/or through the platform'’s integration with the

customer’s archival system.

Use Salesforce’'s out-of-the-box functionality for Quick Text to save time by creating common
responses ahead of time that you can retrieve easily from the message conversation screen.

Enable Quick Text

1.
2.

Open the Setup tab
Click Enable Quick Text

Create a Quick Text

O A WN

© N

10.

1.

12.

Open the Setup tab
Enter Quick Text Settings in the Quick Find box
Select Quick Text Settings
Select Enable Quick Text
Click the App Launcher
Under All ltems, select Quick Text
o |In standard navigation apps, click the Quick Text tab
o In console navigation apps, select Quick Text from the item picker
Click New
If you have more than one quick text record type, select a record type for the new message
Click Continue
Enter a message name
o Use a name that helps users identify when to use this message
Enter the message
o The message can include line breaks, lists, special characters, merge fields, and up to 4,000
characters
Select the channels in which you want the message to be available
o Depending on which features are enabled in your org, the following channels might be
available

- Channel types

Email—for Email actions

Event—for Event actions

Internal—works with internal fields, such as the Change Status action Knowledge—for
Knowledge articles in Lightning Experience

Live Agent—for Live Agent chat in the Service Console

Phone—for the Log a Call action

Portal—works in a community or a customer portal

Social—for social posts
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Task—for Task actions

13. Select aCategory
o |In organizations created before Spring 18 that have quick text enabled in Salesforce
Classic, this field is required, and a default Category is provided for you. In organizations
created after Spring 18, this field isn't required
14. Select a folder
o Folders help you organize and share quick text. You can create up to four levels of folders:
one root folder and up to three subfolders
o This field is visible only when Share and organize quick text in folders is enabled
o In some organizations, the Folder field must be added to the page layout
15. If you use merge fields, click Preview to review the message with data from the records that
you choose
16. Click Save

Add a Quick Text

. MultiLine

¢ Quick Text Template

Closings w Search for Quick Text

Good Bye - Thank you, {!Contact.FirstName}
Have a nice day!

Thank You - Thank you, {!Lead.FirstName} ,Have
a nice day!

1. When composing a message, click the Quick Text icon a to bring up the list of available
Quick Text templates
2. Select the template.

The content of the selected template will populate the message text area

Refer to Salesforce Help for more information on creating Quick Text messages and sharing them.

If you make or receive a call from an unsaved number, this automatically creates a contact under
the default account MultiLine Internal. This account is set by the Salesforce Admin while
installing the MultiLine for Salesforce.

For these contacts:
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e The first name and last name fields are saved as the phone number.
e The email address is saved as [phone number]@domain.com.
e The mobile field is saved as the phone number.

The contact can be later modified if the user has privileges to edit contacts.

The Salesforce administrator can further build workflows or visual flows to assign these contacts
to separate groups/teams, auto-delete, or take advanced actions such as alert users/groups
based on keywords in the text message.

Step 3: Settings
Set an Out of Office auto-reply by going to MultiLine for Salesforce > Settings > Out of Office.

1. Enter From and To dates to set the time range
2. Complete the out of office auto-response
3. Set the Active toggle to on and click Save

All incoming SMS during the set ‘out of office’ date range will receive the auto-response defined in
this configuration

. MultiLine _

I
I

OUT OF OFFICE |

v @) |

Active

From

Aug 6, 2019 ] 7:56 AM ®

To

Sep 14, 2019 =] 7:56 AM ®©

Reply to every text message with

I am currently on vacation and will be back
online on 9/15. Thank you.

k\_ -ance )
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Do Not Disturb and Call Forwarding settings on the MultiLine application are applicable for
incoming calls in the MultiLine Connector as well.

e |fDo Not Disturb is set on the MultiLine app on the device, the call is sent to voicemail.

e |fCall Forwarding is set on the MultiLine app, the call is forwarded to the number configured
in the MultiLine application; whereas the ‘Business Hours' configuration in the MultiLine
application is ignored in Salesforce.

You're ready to use Salesforce
Connector

You've learned how to navigate the Salesforce Connector and use it to manage calls and messages
within Salesforce. To learn more about using the mobile app, explore the Using MultiLine category.
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Get started with MultiLine Desktop

Last Modified on 11/03/2021 7:26 pm EDT

Read on to learn about using MultiLine Desktop.

Overview

MultiLine Desktop brings the mobile business calling and messaging features critical to your
frontline client communications to the browser.

For regulated users, these calls and messages will be captured for compliance teams in the
Management Portal just as they are in the mobile apps. You can sync with your Office 365 Exchange
Contacts, or build a local contact list. 1.1 messaging and calling is supported. Manage Availability and
Call Handling settings can only be set in the mobile app, but will apply for the desktop.

Before you start

You can use the MultiLine Desktop application with the following browsers:

e Chrome 90.0.4430 or above
e Safari14 or above
e MS Edge 90.0.818.39 or above

Activation and first log in

Accept your invitation

To prevent unauthorized users, both mobile and desktop MultiLine applications don't allow self-
registration and are invitation-only.

For current users of the mobile app, expect an email from your organization providing you the link to
your organization's MultiLine Desktop web site. Use the username and password from your most
recent invitation to the mobile app. If you can't find it, you can reset your password using Forgot
Password.

For new users to mobile and desktop, The link to MultiLine Desktop and credentials for activating
your mobile app and your first log in to the web portal are included in the MultiLine invitation.

e Your username will be an email address.

e The password in your invitation is a one-time use password that will only be used for your first
log-in. After you sign in, you will be asked to set a new password.

e |fyou lose your invitation, contact your IT team to have a new one sent.

e |fyou receive multiple invitations for any reason, use the details in the most recent invitation.

e Continue to use the password from your most recent invitation whenever you need to activate
or reactivate your mobile application, not the new password you set for Desktop.
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Hi Brittany Hoffman,

Welcome to MultiLine!

® On your iPhone or Android, tap the button below

Download and Activate

* On your computer, use your phone's camera or QR reading app to
scan the QR code below

EI3

* To manually activate, click this link to download the app and enter
the credentials below during onboarding
Company ID : MYCT.GHT200
User Name : john.s@gmail.com
Password : GhBf56Xfgt

* To access MultiLine WebClient click this link and enter the
credentials below during onboarding

User Name : Brittany.Hoffman@MoviusCorp.com
Password : GhBf56Xfgt

First Log In

1. Enter the email ID from your invitation on the log in screen.
o Ifyou're set up with two factor authentication, SSO, or other security measures, these will
activate automatically once you've entered your email ID.

Welcome!

Enter your username to sign in

Enter Email Id

2. Enter your password from the invitation, then check your registered email for a PIN. Note: If you
can't find your invitation, click Forgot Password to set a new one. After completing the
Password Reset steps, you'll skip to step 5, syncing your Exchange Contacts.
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Welcome!

Enter your password to sign in
brinttany.hoffman@moviuscorp.com
Enter Password ®

C Back )

Forgot Password?

3. Enterthe PIN you received at your email on the screen. Note: You must type it in rather than

Enter PIN

A PIN has been sent to your registered email if
your account was found

8 8 3 9 4 6 o0

By clicking on "Next", you agree to the
Terms and Privacy Policy"

Resend PIN

This page will timeout automatically after 4:59 min

copy-paste.
4. You'll be prompted to set a new password.
o Password Requirements:
e minimum of 8 characters
e contain at least one special character, at least one uppercase and one lowercase
character
e contain at least one number

Set New Password

The MultiLine number +1 (470) 246 3889 has been
assigned to you. Please set a new password:

Set new password ® [8 Your password must contain atleast,

© minimum 8 characters
o one special character (eg: $, #, @, 1,%,%,&*,(,), etc.)
o one Uppercase, Lowercase

Confirm new password ®
o one Number

S.If you're a user in the USA, and haven't entered your E911 information into the mobile app, you'll
see the E911 screen. Use the address where you'll be using MultiLine Desktop, this address will be
used by emergency dispatchers if you contact 911.

Example below for emergency address "11370 Lakefield Drive Johns Creek Duluth, GA 30067":
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First Name Last Name John Green

Unit/Apt Number/Street# 11370

Address Line 1 LAKEFIELD DR

Address Line 1 - JOHNS CREEK

DULUTH 30067
City Postal / Zip code
State v v
By clicking on "Continue", you agree to the E911 Terms & Conditions By clicking on "Continue", you agree to the E911 Terms & Conditions

6. You'll be prompted to sync your contacts. We can identify your Office 365 Exchange account using
the email you signed in with, so it will only take a few seconds.

Step 30f3

Welcome Onboard!

Q@
y =

.

Sync your Exchange contacts and start communicating. Click
Connect to Office 365 Exchange Server to access your
Exchange Contacts

Connect to Office 365 Exchange Server

Lwill do it later

That's it! Your MultiLine number will display and the activation process for the web application is
complete.

You'll remain logged to MultiLine Desktop as long as you have the site open in the browser even if
you are using other tabs or browser windows. We will display a notification and play a sound for
incoming calls.

Calling

Making a call

There are multiple ways to make calls in MultiLine Desktop.
Note

e You must grant MultiLine Desktop permission to use your microphone and speakers to make
calls.
e Your organization must allow calling for you to make calls from MultiLine Desktop.

Calls Screen
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The first time you go to the Calls screen, click the Make a Call button to place your first call.

Your contacts are waiting to hear from you! Click
Make a Call to begin dialing a number.

Make a Call

After you place your first call, your list of recent calls will appear on the Call logs screen.

MULTILINE t Erinany Hc:;ffryrfa(n

Calls Q

g Gary Christensen C ﬁ
 Mobile v

+1770-298-1098
& Unknow

Gary Christensen
+1770-298-8573

Anonymous 2 - D
Q€ Unknow
Q .
ﬁ Cynthia Singleton terd Message call
joe Reed .
° JK Calls History Clear All
Q€ Home
ﬁ‘ Matthew Watson (1) : @ Incoming 1030 AV 1 mins sec
@ Home
@ Outgoing  Yesterday, 1030 AM 45 sec
q Cynthia Singleton
& Work @ Missed 0ct 30, & 2min &
joe Reed
© - Pp————
 Hor
ﬁ‘ Matthew Watson (2) @ Outgoing  Oct27, 1030 AV 1 min s sec
@ Home
& 2mi

Cynthia Singleton

1. Use the Search icon to search your recent Calls.

2. Use the Dialer icon to bring up the Dialer screen.

3. Clicking a Call log will display the call history and contact information, if available. For a saved
Contact clicking on the Contact name or Contact picture will take you to the
specific Contact detail page.

4. You can easily call or message a contact again from this screen by clicking the Call and
Message icons.

Dialer Screen

From the dialer, you can manually dial a number or enter the first or last name of a contact to pull up
their number.

e You can click the numbers or use your keyboard.
e When dialing numbers, please make sure to include the international country code even when
placing domestic calls.
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Note:

e Dynamic search will only display saved contacts, it doesn't search the GAL. See Search and

Store Contacts from GAL.
e You must type at least three numbers or three letters of a contact's first or last name to activate

the dynamic search.

+1 Enter Name or Number

1 2 3
o e G
4 5 6
7 8 9
* 0 #

Entering a number:

+1 770| a

O Anthony Miller
+1 770-298-1123

, Frances Brooks
+1770-296-8573

Jacob Johnson
+1770-110-1919

Entering a name:

gyp| «a
‘ Gypsy Hardinge
+1770-298-1122
‘9 Gypa Stanley
+1470-246-3889
Asc oeF
4 S 6

GHI JKL MNO

Complete dialing the number, or select the contact, then click the Start Call ° button.

In-Call Screen

The In-Call screen will appear when someone you call answers the call, or you answer a call from
someone else.



Gary Christensen

+1770-298-8573
00:01:07

A B C

X "

Mute Hold Keypad

D

1. Use Mute to cut off your microphone. You can hear the other caller, but they can't hear you.
Press it again to turn your microphone back on.

2. Use Hold to suspend the call. The call will not be disconnected, but neither party will be able to

hear the other party during the hold. Press it again to end the hold.

Open the Keypad to dial numbers.

4. Use the End Call button to end the call.

W

Accept or reject incoming calls

Your incoming call screen and notifications may appear differently depending on what you're doing.

Incoming Call Notifications and Screens

Whether you're on the MultiLine Desktop tab or window, the ringtone will play and a visual
notification will display when you receive an incoming call.

GOOGLE CHROME
Incoming call

sml.moviuscorp.net
Incoming Call From +14437669238

Melanie Allen
@ +1470-246-3849

If the caller is in your contacts, you'll see their contact information on the incoming call screen and
options to Reject and Accept. Clicking Reject will send the user to your voicemail, and Accept will
answer the call.
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Calls

Incoming Call
Kathryn Montgomery
+1 770-283-1402

As you move through screens on MultiLine Desktop when you're on a call, the call window will follow.
You can move it by clicking and dragging.

Ongoing 00:00:32

Zachary Brown X e

If you receive another incoming call, your option to accept or reject the incoming call will appear
below your ongoing call. If you accept a call while on a call, this will automatically put the person

you're currently talking to on hold.

A window will appear with the two calls. From this screen you can swap calls, and perform other

actions.
Ongoing 00:20:12
‘ Gypsy Hardinge % N °

Incoming Call

Bt
SR

Linda Washington

Many web users were bothered by nuisance audio coming from web sites that automatically play
when a page is loaded, such as that from videos and advertisements. To address this, Chrome and
Safari browsers added a feature that blocks audio by default from web pages if the page or tab is
refreshed, but not clicked on by the user.

Therefore, if you haven't accessed the MultiLine Desktop tab since the last time it refreshed (for
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example, if you closed and restarted chrome and loaded your tabs from the previous session) the
ringing sound will be blocked. However, you'll still be able to see the visual notification of the
incoming call.

To unblock the ringtone from being played, open the tab where MultiLine Desktop has recently
refreshed and click anywhere within the MultiLine Desktop application and this should ensure that
the ring sound will play.

Place a call on hold

Gary Christensen

+1770-298-8573
00:01:07

X i
Mute Keypad

After putting the call on hold, you can dial a number by clicking the Keypad.

Click the Hold button to put the call on hold.

¥
Muts

e o Keypad

When you have two ongoing calls, your ongoing call window will display the information of the two
parties. You can only speak to one party at a time the other will be placed on hold.

You will see the Mute icon, Hold icon, and End Call icon for the party you are speaking with. You
will see the Swap Call icon for the party on hold. Click the Swap Call icon to put the party you're
speaking with on hold, and begin speaking to the other party.

Ongoing 00:20:12
i X N
Gypsy Hardinge ™
On Hold 00:20:12

§3 Lindawashi.. 1 swpca @)

Use the Manage Availability and Call Handling in the mobile app MultiLine Settings menu to set in
MultiLine Desktop.

e Call Handling
o Set Simultaneous and Sequential Dialing
o Set Call Forwarding
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o Set Business Hours
o Set Do Not Disturb

Messaging

MultiLine Desktop currently only supports 1.1 SMS messaging. Group Messaging, Picture Messaging,
and WhatsApp messaging coming soon!

When it's your first time on the Messages screen, click Start a Chat to send your first message.

Ready to message your contacts? Click Start a
chat to begin a conversation.

Start a Chat

At the new message window, begin typing the first or last name of someone in your saved contacts,

or a mobile number.

+1 Enter Name or Number

©  Typeyour message °

After you've entered at least 4 digits (including country code) or letters, you'll see a list of auto-
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suggestions. Note: only saved contacts will appear in the auto-suggestions.

+1 770| a

0 Anthony Miller
+1770-298-1123

@ Frances Brooks
+1 770-298-8573

Jacob Johnson

+1770-110-1919

Jeremy Price

+1 220-770-8877

a Kathy Phillips

213-132-4770

When you have completed entering the number, or selected from the results, you can type your

message in the Type your message... field.

b

Press the enter or return key, or click the Send Message icon to send the message.

@ +1470-246-3889

MULTILINE t Brittany Hoffman

Messages Q @ +1770-800-1234 .

+1770-800-1234
You: Hi Jim, how are you

Hi Jim, how

Terry Elliott 0:30 AM
You: Thank you

Barbara Pena 09:18 AM

Can you look after my carebears later?

Harold Harvey 08:27 AM

Can you send me the client presentation

Lori Santos

Can you look after my carebears later?

Rebecca Gutierrez Yesterday, 10:30 AM

O ® P~

You: Meeting in 45min

Once you've sent at least one message, your list of Messages will appear on the screen.

1. Click any Message to see your Message history.
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MULTILINE

Messages Q @

+1770-800-1234

You: Hi Jim, how are you

Terry Elliott

? You: Thank you
Barbara Pena 09:18 AM
Can you look after my carebears later?
Harold Harvey 08:27 AM
Can you send me the client presentatior
\ﬂ' Lori Santos Yesterday, 10:30 AM
¥ Can you look after my carebears later?

Rebecca Gutierrez

You: Meeting in 45min

Anna Hopkins

Do you know where Justin i

Maria Griffin 9 Sep 2020, 4

Hey man if you have a moment can we hav

Kenneth Jacobs

Yeah, i will be there in 10 mir

®e o0

+1470-300-1122

Share the documents today without fail

2. Click the Search icon
not search message content.

Terry Elliott

« +1470-246-1234

Netflix. Do you mind a full action type of
movie?

Okay great. You should see -
Extraction. | enjoyed watching it.

0:15 AM

Okay great. You should see -
Extraction. | enjoyed watching it.

20 AM
Well there's a few new releases at

Netflix. Do you mind a full action type of
movie?

Okay great. You should see -
Extraction. | enjoyed watching it.

©  Typeyour message

MULTILINE
0) Cancel
Anna Hopkins Yesterday, 10:30 AM
Do you know where Justin is?
=
Andrew Johnson 09:18 AM

Messages

3. Click the New Message icon

4. Click the menu icon to see Contact Information or Mute Notifications

Can you look after my carebears later?

to start a new message.

Brittany Hoffman

Terry, what's a nice movie | can go
watch and relax

+1 470-246-3889

5AM

>

to search your messages by name or number. Note: search does

L S

Contact Information

Mute Notifications

1. Select Contact Information to see the Contact Information screen. If the user is in your
contacts, you'll see the information stored. If not, you'll be able to add the user to your

contacts from this screen.
1. Useris in contacts:
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&

Terry Elliott

terry.elliott@moviuscorp.com

L .
Message Call
Details
Home +1770-298-8573
Company Microsoft
Job title Manager
Business Address 11360 Lakefield Dr

Duluth, GA 30097
United States

2. Useris not in contacts:

14705182526
Unknown
L L a &
Message Call Create Add to
Contact Existing

2. Select Mute Notifications to stop sound and visual notifications when the contact
messages you. You will see the messages sent to you when visiting the message thread.

When you have new messages there will be an orange badge notification on the Messages tab.

.

Threads with new messages will have an orange badge notification. The number represents how
many unread messages are in the conversation thread.
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ﬁ Terry Elliott 10:30 AM

. You: Thank you
@ Barbara Pena 09:18 AM
Can you look after my carebears later? iz
e Harold Harvey 08:27 AM
Can you send me the client presentation 5

ﬁ Lori Santos Yesterday, 10:30 AM
]
Can you look after my carebears later?

We provide helpful reminders to help you know what to pay attention to. For example, we might
show you that a set of messages is from today.

Terry Elliott W

¢ +1470-246-1234

Netflix. Do you mind a full action type of
movie?

6:35PM

Okay great. You should see -
Extraction. | enjoyed watching it.

10:15 AM

Okay great. You should see -
Extraction. | enjoyed watching it.

10:20 AM
Well there's a few new releases at

Netflix. Do you mind a full action type of
movie?

5 AM

Okay great. You should see -
Extraction. | enjoyed watching it.

@ Type your message... °

Or if you've had many new messages, we will show you where your unread messages begin.




g Terry Elliott

& +1470-246-1234

Netflix. Do you mind a full action type of
rmovie?

6:35 PM

Okay great. You should see -
Extraction. | enjoyed watching it.

7:12 PM
Well there's a few new releases at

Netflix. Do you mind a full action type of
movie?

7:57 AM

Okay great. You should see -
Extraction. | enjoyed watching it.

8:05 AM

Well there's a few new releases at
Netflix. Do you mind a full action type of
movie?

Contacts

You can add, edit, update and delete contacts from the Contacts screen. You can also add and
update unknown numbers from the Calls and Messages screens.

Note: When using Exchange Contacts, you can also add contacts to your list by adding them
directly to the Office 365 Exchange Server. It will reflect in your contacts list at the next sync period.

Add a new Contact

You can add, edit, and delete contacts from the Contacts screen.

1. GotoContacts and click the Create Contact icon.

79



MULTILINE

Contacts e e

Andy Nelson

Bonnie Watkins

Cynthia Singleton

(&)

Contacts

Diego Watson

Emily Singleton

o
¥
e David Reed
¥
L2

Eva Craig
2. The Create Contact screen will appear. Fill out the details then click Create. Note: The only

required fields are First Name and Last Name and at least one phone number. You can add all
fields that are available in Office 365 Exchange Contacts.

Create Contact

A

First name *

@ Last name *

Contact information

=. D

= +1

Email C

Work

Company

Notes

E

Add notes

1. First Name and Last Name

2. Contact Information
s Business Phone is the default label
= Make sure to include country code when entering phone numbers



3. Email Address
4. Work (Company Name)
5. Notes
6. Add More menu
1. Click Add More menu to add more fields

Expanded Contacts screen

3. Add a picture for the contact by clicking the camera icon.
o Add your photo, and then click Apply.

Add Photo

Drag your photo here

or

A Upload a photo

4. When completed, click Create.

Add an unknown number to Contacts

1. You can add an unknown number from Calls or Messages:
1. For calls: Go to Calls and click the Call log.

MultiLine

w Calls Q e

Calls

15555555555 1:51PM
Q2 Unknown

2. For messages:
1. Goto Calls and click the Message Log.



MultiLine

Messages Q @
40420 2:07 PM
You: Do you have my financial report ready?
n Melanie Allen 2:05 PM
MeSsazes ez You: Thanks!

2. Click the Messages Menu and select Contact Information.

Melanie Allen
@ +1484-312-3575

404120 @)

|
Contact Information

Mute Notifications

Do you have my financial report ready?

2. You have two options to add the caller to your Contacts list:

Today

15555555555
Unknown
A B
L . a &
Message Call Create Add to
Contact Existing
Calls History
Q2 Outgoing 1:51 PM 1sec

1. To make a new contact from the Unknown number, click Create Contact.
= This will pull up the Add a Contact screen, where you can fill out the details as
desired.
2. To add the Unknown number to an existing contact, click Add to Existing.
1. Narrow down the list of contacts by typing in at least one letter of the existing
contact's first or last name into the search field.
2. Click the radio button for the desired contact, then click Add to Contact.

Add number to contact

Amit M

o Melanie Allen
Add to contact

3. This will pull up the Update Contact screen and automatically add the new
number.
1. Click Update to add the new number.
2. Ifyou need to delete the old number, hover over the number to reveal the



trashcan icon, click it to remove the number, then click Update.

Contact information

Home Phone

+1555555555|

_= -

Edit or Update a Contact

1. Goto Contacts, and click the Contact.

Jacqueline Davidson

a . ' o

Message Call Edit Delete

2. Click Edit.

3. Onthe Update Contact screen, make your desired changes.

Update Contact

Jacqueline

Q Davidson

Contact information

Mobile Phone
17702831789

Email

Work

Company

4. Click Update.

Delete a Contact

1. GotoContacts and click the Contact.
2. Click Delete.

3. At the confirmation prompt, click Delete.
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Delete Contact

Do you want to delete contact ?

Cancel

Searching Contacts

You can search contacts from the Contacts page by their first or last name.

1. Click the Search icon to pull up the search field.

MultiLine

Contacts Q e

Frequent Contacts (2)

Jacqueline Davidson

Steven Stephenson

o

All Contacts (28)
Contacts

Amit M

2. Once you begin typing the first letter, dynamic search will automatically pull up matches from
your locally added contacts.

MultiLine

CS [ <] Q) Cancel

Frequent Contacts (1)

Steven Stephenson
All Contacts (5)

(o) Paridhi Sinha
Contacts
Samuel Grinis
Sandeep Kakumanu

Sean Winter

Steven Stephenson

3. Ifyou're using Exchange contacts, type at least 3 characters to search the entire GAL directory.
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MultiLine

(Ste| (<] O\) Cancel

Frequent Contacts (1)

Steven Stephenson

All Contacts (1)

Steven Stephenson

Contacts

Exchange Directory (6)

Steiger, Jordan

Stephen Smith

Stephen Tucker

Steve Carter

Voicemail

The first time you dial your voicemail you'll need to set up your voicemail password. The automated

system will guide you through the steps.

1. Goto the Dialer screen.
2. Long press on 1 for a few seconds until it begins dialing your voicemail.

MULTILINE

@

17702831789 291un 2021, 12:28 PM
@ Unknown

-+

g=

12252777974 (10) 04 May 2021, 2:50 PM
Q¢ Unknown

ABC DEF

GHI JKL MNO

PQRS TUv wxyz

o

3. When prompted, dial your voicemail password.

You'll be able to listen to each voicemail, repeat, and delete voicemails.

Support

To get technical assistance or submit a bug, click the Support icon.

Mela

+1
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Support

® Call support

+1(770) 283-1000

® Email support

( moviustickets@moviuscorp.com )

® Knowledge base

help.moviuscorp.com

e Click the numberto dial IT.
e Click the email tosend an email to IT.
o Please use the form to describe your issue.
o This email will automatically include logs to help diagnose your issue.
e Click the Knowledge base URL to return here and use our self-help resources.
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Making Calls

Last Modified on 11/03/2021 824 pm EDT

There are multiple ways to place a call in MultiLine: from the Keypad, from the Recents tab, and
from your Contacts list.

Make a Call from Your Keypad Screen

1. Go to your Keypad tab in the navigation bar at the bottom of your screen (iOS) or the bottom
right (Android)

2. Ifyou see a toggle, you can choose whether to make the call over Data or Minutes
3. Search for a contact or type in a number using the buttons on the screen

Make a Call from Your Contacts Screen
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wil Verizon &

@

+;I ‘470-396 -6726

S
@ Sam Grinis

XY .

T
@ Tara Panu

2 Contacts

WBOTVOZIr R —

#N<xE<cH

1. Gotoyour Contacts tab in the navigation bar at the bottom of your screen (iOS) or top of your
screen (Android) to bring up your Contacts list.
2. Tap a contact.

il Verizon &

Back

Sam Grinis
Movius
+1470-246-3714

Add to Favorites

Block Contact

3. Ifyou see this tab, you can choose to make the call over Data or Minutes
4. Tap the phone icon to make the call.

Make a call from your Recents screen
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il Verizon ¥

@

Missed |

X Search

+1510-304-5370
Tara Panu 5 2.
+1510-304-5370 (4)
2 +1800-309-2350
Tara Panu
Sam Grinis

2 Tara Panu

1. Gotoyour Recents tab in the navigation bar at the bottom of your screen (iOS) or top of your

screen (Android)
2. Tap on theiicon to reveal details about that call
Tap on the number or contact name to make a call
4. See which connection type over which you will be making the call

W

Once you've made the call:

9:41 AM « 100% *

MultiLine_Work
Sam Grinis

o

speaker

add call message

1. Check the Caller ID and call duration here
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2. Mute your microphone, open your keypad, put the call on speaker, or message the caller and
more
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Call Settings: Set Data or Minutes
calling modes

Last Modified on 10/31/2021 914 pm EDT

We want to ensure you stay connected with clients from anywhere. Our patented technology
allows you to make and receive calls over wifi, data, and cellular regardless of your underlying carrier.

What is data mode and minutes mode?

Call over Minutes means MultiLine doesn't require an Internet connection for
calls.

e You'll still need an Internet connection to send or receive messages.
Example #1: Using Minutes

If you use Minutes mode, MultiLine could work even if you're in a rural area with no access to an
internet connection. You will make and receive calls over your carrier minutes plan AT&T, Verizon, T-
Mobile, Vodafone, EE, etc...

Call over Data means MultiLine will use an internet connection for calls.

e When you turn on Wi-Fi for your phone, MultiLine will automatically use it for calling,
messaging, and other functions.
e |fyou move outside Wi-Fi coverage, calls will seamlessly transfer to data.

Example #2: Using Data

If you use Data mode and are connected to your office Wi-Fi,and you walk outside the building
and start driving in your car, your call will continue without interruption. Behind the scenes,
MultiLine seamlessly transitions from Wi-Fi to your data network, so you won't ever have to worry
about the call dropping.

MultiLine continuously monitors the quality of your data connection. Look for the colored dot next
to the briefcase icon.

e [fitis green,you have a good data connection
e [fitisred, your connection is poor and the call quality may be affected when you use data; try
switching to minutes
o The red dot will also appear if you have Data and Wi-Fi turned off in your Phone Settings.

How to set Minutes or Data mode

You can choose when to use data or minutes for calls in the Settings menu under Call Settings.
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1. Tapthe menu icon i inthe bottom right (iOS) or upper right-hand corner (Android).
2. Tap Settings, then tap Call Settings.

MY MULTILINE NUMBERS

e Work .

12;  Personalize Number

': Call Settings

€} CallHandling

€D Manage Availability

You'll see three options for making and receiving calls.

Make calls

Tap the checkmark to choose your setting. Your selection will automatically save when you exit the
menu.

MAKE CALLS

Choose on Dialer

Enables the "minutes / data" switch on the dialer

Minutes Only v

Data Only

Receive calls

Tap the checkmark to choose your setting. Your selection will automatically save when you exit the
menu.

RECEIVE CALLS

Minutes Only
Data Only

Try Data, Otherwise Minutes v
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Call Handling: Sequential and
Simultaneous Dial, Do Not Disturb, Call
Forwarding

Last Modified on 11/03/2021 7:18 pm EDT

Read on to learn about using MultiLine's Call Handling Settings.

Overview

You can use Call Handling in the MultiLine Settings menu to

e Set Simultaneous or Sequential Dial
e Set Call Forwarding

e Set a Business Hours Schedule

e Turn on Do Not Disturb

Before you start

e You need to be connected to the Internet to change your Call Handling settings.
e An organization can choose to turn this feature off. If so, you won't see Call Handling in the
Settings menu.

Set Simultaneous or Sequential Dial

Use the Call Handling setting to designate multiple numbers for receiving incoming calls all at
once (simultaneous), or one at a time in order (sequentially).

1. Tapthe menu icon i inthe bottom right (i0S) or upper right-hand corner (Android).
2. GotoSettings and tap Manage Availability.

MY MULTILINE NUMBERS

e Work &

12:  Personalize Number
¢4 Call Settings

€i Call Handling

) Manage Availability

3¢ Contact Settings
<)) Sounds

E911 Personal Information

3. Choose your desired Call Handling setting.
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o Sequential Ring: Rings the primary MultiLine application and then ring each number
one after the other listed in the Add Number list.

o Simultaneous Ring: Simultaneously rings all telephone numbers listed in the Add
Number list, including your MultiLine number. The first phone to pick up receives the
call.

o Add Number List: Input a list of numbers to be used by Sequential or Simultaneous
ring. The maximum is 10 numbers.

When you leave the menu your settings will automatically apply.

If you have Do Not Disturb or Business Hours settings applied, these rules apply first and your
calls will go to voicemail instead of going to the numbers in the Call Handling list.

Set Call Forwarding

Use Call Forwarding to send calls to your MultiLine number to the specified number. Your MultiLine
phone will not ring or receive the call when Call Forwarding is set.

1. Tapthemenu icon : inthe bottom right (iOS) or upper right-hand corner (Android).
2. GotoSettings and tap Manage Availability.

MY MULTILINE NUMBERS

e Work ”
+1 641-831-6054

12 Personalize Number

*5 Call Settings

[
Canen

Call Handling

) Manage Availability

3¢ Contact Settings
<)) Sounds

E911 Personal Information

3. Tap on Call Forwarding to enable it.
4. Enter the forwarding phone number
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Forwarding Phone Number

9626012323

CANCEL  SAVE

5. Tap Save. If successful, you'll see the number you set on the screen.

<& Manage Availability

Do Not Disturb
Ring my phone

Call Forwarding <
Forward calls to +91 63805 47691

Business Hours
Schedule is not active

Forwarding number set.

The forward function WILL NOT work if you enter your primary device's number as the call
forwarding number.

Set Business Hours

Use Business Hours to set which hours you would like your phone to ring. Outside of those hours,
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calls will go to voicemail.

1. Tapthe menu icon : inthe bottom right (iOS) or upper right-hand corner (Android).
2. GotoSettings and tap Manage Availability.

MY MULTILINE NUMBERS

Work

+1641-631-6054
12:  Personalize Number
*4. Call Settings

€i Call Handling

) Manage Availability

3% Contact Settings
<)) Sounds

= E911 Personal Information

3. Tap on Business Hours to enable it. Tap again to disable it.

4. Use the sliders to set the hours you're available on your MultiLine number. Any incoming calls
that are received outside those set hours will automatically be forwarded to your MultiLine
voicemail.

« Back Manage Availability Set

Do Not Disturb
a B . r

& Call Forwarding

o B.u.sinletr,s Iers

&0 A live

Time displayed in US/Central (COT)
You are 200 hours behind
Monday

Tuesday

Wednesday

Friday

Saturday

If you are using the Call Handling feature to set a list of numbers to simultaneously or



sequentially dial, the Do Not Disturb or Business Hours settings apply first and the calls will
go to your voicemail and not ring the numbers on your Call Handling lists.

Set Do Not Disturb

When Do Not Disturb is enabled, all the calls will be sent directly to your MultiLine voicemail.

1. Tapthemenu icon : inthe bottom right (iOS) or upper right-hand corner (Android).
2. GotoSettings and tap Manage Availability.

MY MULTILINE NUMBERS

e Work A
+1 641-631-6054

12:  Personalize Number
%5 Call Settings

¢€: Call Handling

) Manage Availability

3¢ Contact Settings
<)) Sounds

E911 Personal Information

P
o

3. Tap on Do Not Disturb to enable it. A checkmark will appear and the message will show that
MultiLine will send all calls to voicemail. Tap again to disable it. The checkmark will disappear
and the message will show that MultiLine will ring your phone.

< Manage Availability

Do Not Disturb o

Send all calls to voicemail

Call Forwarding
Ring my phone

Business Hours
Schedule is not active

If you are using the Call Handling feature to set a list of numbers to simultaneously or
sequentially dial, the Do Not Disturb or Business Hours settings apply first and the calls will
go to your voicemail and not ring the numbers on your Call Handling lists.
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Sending and replying to SMS

Last Modified on 10/31/2021 916 pm EDT

From the Messages screen, you can see your conversation history and compose new messages.

MultiLine supports group and picture messaging when enabled by your administrator.

How to compose a hew SMS (i10S)

1. Goto Messages.
2. Click the New Message icon.

11107 ull ¥ @

Edit MOVIUS 4

Q Search

O Melanie Allen 5/13/: >
Cool @

3. Enter a number manually, or type the name of an existing contact
Note: You must type at least 3 numbers or characters before results will appear. Tap a result
to send start a conversation with that contact.
Note for Exchange Contacts users: This will not find all the contacts in the GAL, only ones
that are stored in the app, or saved as a contact in Exchange. See Search and Store Exchange
Contacts for how to store an Exchange contact.

4. The conversation screen with the contact appears. Note: If you have never messaged with the
contact, this screen will be blank. Later you'll see all the messages exchanged between you
and them on your MultiLine number.

5. Enter your message in the field and tap the Send ° icon.

How to reply to SMS (iOS)

1. Goto Messages.
2. Click anywhere on a message to reply.
3. Enter your message in the field and tap the Send icon.

How to compose a hew SMS (Android)

1. Goto Messages.
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2. Tap the Message icon.

3. Enter a number manually, or type the name of an existing contact
Note: You must type at least 3 numbers or characters before results will appear. Tap a result
to send start a conversation with that contact.
Note for Exchange Contacts users: This will not find all the contacts in the GAL, only ones

that are stored in the app, or saved as a contact in Exchange. See Search and Store Exchange
Contacts for how to store an Exchange contact.

¢ (@ New Message DONE

14044686,

Select a Favorite -

0 Results found k

4. The conversation screen with the contact appears. Note: If you have never messaged with the

contact, this screen will be blank. Later you'll see all the messages exchanged between you
and them on your MultiLine number.
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.ee

& @ +1404-468-16.. .

B peld (>

()  Hello Jello Hellos

121314151617 38)9}0

q'wertyuiop

5. Enter your message in the field and tap the Send e icon.

How to reply to SMS (Android)

1. Goto Messages.
Note: If you see an orange icon with a number indicates that you have that many Message
Logs with new messages. The Message Logs with new messages will be in bold.
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& MOVIUS 2

work: +1 561-708
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2. Tap yourreply in to the field and tap the Send ° icon.
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Recording MultiLine voicemail greeting
and listening to voicemails

Last Modified on 10/31/2021 917 pm EDT

Read this to learn how to record your voicemail greeting and listen to voicemails.

Overview

The MultiLine application provides you a separate voicemail to use for your business calling.

Before you start

e You need to be connected to the internet when updating your Voicemail greeting.
e Your organization can turn off voicemail features. If so, you may not see all the options
described here.

Record your Voicemail greeting

Use Voicemail Greeting from the Settings menu to set up a voicemail greeting. You have three
options: the default message, a custom message, and a message that includes audio of you
speaking your name.

1. Tapthe menu icon i inthe bottom right (iOS) or upper right-hand corner (Android).
2. Tap Settings.

3. Tap Voicemail Greeting.

4. You have three options for setting your Voicemail Greeting:

!l Verizon ¥ 14:58 7 3 66%
Cancel Voicemail Greeting Save
Default A

B o

Custom

| 0:07

Play Record

Spoken Name e

A. Default: This application comes with a default setting that callers will hear when leaving a
voicemail. For an example MultiLine number "+15555555555", the greeting is "You have reached
+15555555555, please leave your message after the tone".

B.Custom: Allows the user to set a customized voicemail greeting. Once you have recorded a
voicemail greeting, you can hit Play to listen to it, or Record if you want to re-do it. This can be
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done or redone at any time.

C.Spoken Name: Allows the user to record their name. Once you have recorded your name,
you can hit Play to listen to it,or Record if you want to re-do it. This can be done or redone at

any time.

Listen to Voicemails

Movius MultiLine has embedded voicemail allowing callers to leave a message.

10S

1. Gotothe Messages tab.

Edit MOVIUS ]

Q, Search

O Melanie Allen /1321 3
Cy -

O Deeksha /621 >
& ;

0
O Tim Fitzpatrick 1/30/21 (i)
B

Jins /6/21 >

) \ @ ]
O Deanne SFDC ML Number ~ #/28/21 (i)

2. Voicemail messages are indicated by Voicemail icons. Tap anywhere to expose the options.

P

3. Click the Play icon to play the message.

[e]

[e]

[e]

[e]

[e]

The speakericon lets you play the Voicemail on speaker phone.

The phone icon lets you call the party back.

The speech bubble icon lets you message the party back.

The trash icon lets you delete the message.

The info icon will pull up the Contact Details page, where you can see history with the
contact or WhatsApp message the party back.

Android

1. Gotothe Messages tab. Voice messages are indicated by a voicemail icon.
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Play Call View Contact Delete

2. Click the menu down arrow to expose the options.
3. Click the Play icon.

You can also call back, message back, view contact (see call history and Whatsapp message back)
or delete the voicemail from this screen.
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Getting consent to message using Opt-
In flow

Last Modified on 11/03/2021 7:29 pm EDT

Read this to learn how the Opt-In Flow collects consent for MultiLine users to send SMS or instant
messages to users.

Overview

Many regulated users must get consent from their clients to start text messaging conversations.
MultiLine automates this process for you, ensuring that any time you are messaging with a
number for the first time that your organization will collect their consent to be sent messages.

Before you start

e Your organization determines whether you have SMS Opt-In turned on.
e Using WhatsApp Messaging Connector requires Opt-In.

SMS Opt-In Flow

e Default messages are provided in the scenarios below. Your organization may configure the
messages differently.
e You or the client can initiate the opt-in flow.

MultiLine User initiates the Opt-In Flow

When you try to message a client at a number that you haven't messaged with previously, the
customer will receive a notification message requesting they accept or reject the Opt-in process.

e Default: [Auto Message] is trying to reach you. As per company policy, you must provide your
consent to continue messaging. To Opt in, reply YES. To opt out, reply STOP.

e Note: will show your name as it was submitted by the MultiLine Admin in the MultiLine
Management Portal.

You will also see a message letting you know the customer has been requested to accept the Opt-
in.

e Default: [Automated Message]: Your contact has been sent a request to Opt-in. Once they
accept, you will be able to message with your contact.

When the customer accepts the opt-in request by replying to the message with YES, you'll receive
a notification letting you know you can begin messaging with each other.

e Default: [Auto Message]: Your Contact has opted in. You may continue to send/receive
messages.

The customer will also receive a notification letting them know you can begin messaging with
each other.
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e Default: [Auto Message]: Opt in confirmed. If you wish to opt out at any time, reply STOP

Opt-Out Flow

The client can choose to reject messaging at any time by replying to the message conversation
with STOP.

If the client opts out, you'll see a notification letting you know you can no longer message with the
client.

e Default: [Auto Message]:Your contact has opted out. No further messages can be sent to this
contact until they have provided their consent again.

The client will also see a message letting them know they have successfully opted out and how to
undo their decision, if desired.

e Default: [Auto Message]: Opt out confirmed. If you change your mind, please reply with a new
message.

Client initiates the Opt-In Flow

When a client tries to message you first, and you haven't messaged together previously at that
number to establish opt-in, the client will automatically see a notification message. The notification
is a request to accept or reject the Opt-in process.

e Default: [Auto Message] You are trying to reach . As per company policy, you must provide
your consent in order for your message to be delivered. To opt in, reply YES. To opt out, reply
STOP.

e Note: will show your name as it was submitted by the MultiLine Admin in the MultiLine
Management Portal.

You will also receive a notification letting you know that the client has tried to contact you.

e Default: [Auto Message] A contact has attempted to send you a message. As per company
policy, they have been sent a request to opt in. Once confirmed, you will be able to
send/receive messages.

When the customer accepts the opt-in request by replying to the message with YES, you'll receive
a notification letting you know you can begin messaging with the customer.

e Default: [Auto Message] Your Contact has opted in. You may continue to send/receive
messages.

The customer will also receive a notification letting them know you can begin messaging with
each other.

e Default: [Auto Message] Opt in confirmed. To opt out at any time, reply STOP. Note: Employee
name is a variable, and will be picked by the system.

WhatsApp Opt-In Flow
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Refer to this topic to learn what to expect when you initiate a new WhatsApp conversation.

You can only send WhatsApp messages to users in your contacts. If you need help setting up your
contacts, see Add Contacts.

When you try to send a message to a client with WhatsApp for the first time, you're required to get
consent using an Opt In process.

1. To start a new WhatsApp conversation, find your contact and click the WhatsApp icon.

Back Edit

G Andrew Faulknall
+44 7977 589874 e o 0

Add to Favorites

Block Contact

1. A prompt will appear asking you if you'd like to send the contact an Opt In message.

Send Contact Opt-in

This requests permission from

the contact to start messaging
with WhatsApp.

CANCEL  CONFIRM

2. Click Confirm to send the Opt-In. There are four possible outcomes:

1. Contact doesn't have WhatsApp
1. You'll see a message letting you know your contact isn't a WhatsApp user, and ask if

you'd like to send an SMS instead.

Today, 05:27 PM

@ You have sent the contact an opt-in
request. You will be able to message
them after the contact accepts
your request.

Today, 05:27 PM

® Looks like this contact is not a
WhatsApp user.

Today, 05:27 PM
® Do you want to send as SMS instead?

No Yes

e Send message e

2. Select Yes to go to the SMS message screen. Select No to return to contacts.
2. Contact has WhatsApp- customer receives opt-in request
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<4 MoviusEMEA.. & m«

& Messages to this chat and calls are now
secured with end-to-end encryption. Movius
EMEA Sales may use another company to store,
read and respond to your messages and calls.
Tap for more info.

1 UNREAD MESSAGE

[Auto Message] Melanie Allen is
trying to reach you. Per company
policy, you must provide your consent
to continue messaging. To opt in,
reply YES. To opt out, reply STOP.

3:39 PM

This chat is with the official business account of
"Movius EMEA Sales”. Tap for more info.

You're receiving messages from this business.
&1 REPORT

@ BLOCK

1. Contact accepts Opt-In request
1. You'll see a confirmation message letting you know the contact has chosen
to opt-in.
Today, 03:39 PM

® You have sent the contact an opt-in
request. You will be able to message
them after the contact accepts
your request.

Today, 03:40 PM

© Your Contact has opted in. You may
continue to send/receive messages.

e Send message e

2. Your contact will see a message letting them know they've opted-in.

Yes 3.40pm v/

[Auto Message] Opt in confirmed.
If you wish to stop at anytime,
reply STOP. 3:40 PM

[Melanie] Hi! Thanks for accepting
my request. 3:44 PM

[Melanie] How can | assist you today?
3:46 PM

| have some questions about
some changes | want to make to
my account. 3:47 PM ¥/
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2. Contact rejects Opt-In request
1. If your contact rejects the Opt-In, you'll see a message letting you know. The
message templates and send message field will be disabled for the contact.
Today, 06:03 PM

@ You've sent the contact an opt-in
request. You'll be able to start
messaging after the contact accepts
your request.

Today, 06:04 PM

® The contact has opted out. You can't
send requests or messages to the
contact anymore.

e Send message e

2. The customer will be informed of their Opt-Out status, and that it is possible
to Opt-In at any time by replying "yes".

Stop 3:37pm v/

[Auto Message] Opt out confirmed. If
you change your mind, please reply
with a new message. 3:37 PM

3. Contact doesn't respond to Opt-In request
1. If your contact doesn't respond to the Opt-In, you'll be able to send a new one

Today, 09:56 AM

® The contact hasn't responded to the
opt-in request for more than 24 hours.
You can try sending the request again.

Resend Opt-In Request

every 24 hours. O seo message e
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Using MultiLine Contacts list

Last Modified on 10/31/2021 918 pm EDT

Overview

e The MultiLine app provides you a separate contact list to use to make your business calls. We

offer three options for starting your Contacts list:
o Exchange Contacts: connect to an Exchange server, such as Outlook or BlackBerry
Exchange; two-way sync means contacts added or updated in MultiLine or Exchange

server will update both lists.
o Local Contacts: manually add contacts in a list that exists only within the MultiLine app.

o Native Contacts: sync with the Contacts app on your personal device or within the EMM
container; two-way sync means contacts added or updated in MultiLine or Contacts app

will update both lists.
e Once you set up your Contacts list, any contacts will appear on the Contacts screen. You can:

o Tap a contact to see options for calling and messaging them
o View, add, and update contacts

Before you start

e |fyour organization chooses to restrict the type of Contacts setting you can use, you may not

see certain Contact Source options.
e We recommend Exchange Contacts for the best experience with MultiLine Desktop.

How to choose your Contact Setting

You have options for sourcing, sorting, and displaying contacts. You'll need to choose your Contact
Source in Contact Settings before you begin adding contacts.

1. Tapthe menu icon i inthe bottom right (iOS) or upper right-hand corner (Android).

2. Tap Settings.
3. Tap Contact Settings.
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e Work A
+1 470-246-3714

122 Personalize Number
®L  Call Settings
¢: CallHandling
) Manage Availability

'  Contact Settings

Select your chosen contact source:

e Native Contacts
e |ocal Contacts
e Exchange Contacts

& Contact Settings

Contact Source

Native Contacts

Utilizing the native address book in the app

Local Contacts

Contacts added/imported into the app

Exchange Contacts v

No account provided
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View a contact

To view, edit, delete, or message contacts, you must have at least one contact.

1. The Contacts tab displays all contacts in alphabetical order by default.

il Verizon & 73 67%

@ i

tZ Data

+1 476-§96-6726

S
1 @ Sam Crinis

OMmMoOO®>

11
@ Tara Panu

2 Contacts

BN<LXSESCCAVWIODVOZZIrxe —

2

Contacts

2. Clicking on any contact will bring you to that contact's information page, where you can call,
message, favorite, or block the contact.
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o Verizon = 1 % 67%
Edit

Sam Grinis

+1470-246-3714

Add to Favorites

Block Contact

gL}

Contacts

3. Clicking on the edit button in the top right-hand corner allows you to choose to delete or edit,
the selected contact.

Add a contact

It's easy to add contacts in the MultiLine application.
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1. Gotothe Contacts tab.
2. Click the Add Contact button.
o Fill out as many details as desired:
= First name
= | ast name
= Phone
= Email
= Address
o Clicking "Add Phone field", "Add Email field", or "Add Address field" will let you associate
multiple phone numbers, email addresses, and addresses for the contact. You can
choose labels for each field.

During onboarding, you should have chosen your Contact Settings, your contacts will either be
sourced from an Exchange server, your native device, or locally in MultiLine. See below for details on
how adding contacts works for the different settings.

Add a contact - Using Exchange server

e Using the Exchange Contacts option means MultiLine gets your contacts from a corporate
exchange database.

e Any changes made to the corporate exchange (adding, renaming, deleting, etc.) will
automatically be reflected in the MultiLine app and vice versa.
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e You'll be able to search for any contact from the Global Address List (CAL), your company'’s list
of all employees. However, the full GAL will not show up in the list of contacts for performance

reasons.

Add a contact - Using native device

e Using the Native Contacts option means MultiLine uses the same contacts list as your native

phone.
e Any changes made to your native Contact List (adding, renaming, deleting, etc.) will be
reflected in MultiLine and vice versa.

Add a contact - Using local contacts

e This is the default contact setting.
e Using the Local Contacts option means your contacts exist within the MultiLine app only.
e You can choose to do a one-time import from your native device and/or manually add
contacts yourself.
o Changes made in MultiLine (adding, renaming, deleting, etc.) will NOT be reflected in
your native contact list, and vice versa.
o There is no automated syncing between the Native and Local Contact Lists.

NOTICE: Local Contacts aren't backed up or stored outside the application, so they can be lost if
you lose your device or need to reinstall MultiLine.

NOTICE: ifyou create your Contact List using Local Contacts, and then switch your source to Native
or Exchange, the contacts you created will be deleted.

Update contact with a new number

If you have a contact that calls you from a new number you can update that contact with the new

number.
iI0S
1. GotoCalls.
2. Tap the blue information icon for the unknown number.
3. Tap Update.
4. Enterthe name or number of the existing contact you want to update.
5. The new number will be added.

o From this screen you can change the label, if desired.
o Ifyou need to delete the previous number, tap the x and confirm.
6. Tap Save.

Android

Go to Calls.

Tap the down arrow for the unknown number.

Tap Update.

Enter the name or number of the existing contact you want to update. Note for Exchange
Contacts users: this does not search the entire GAL.

5. The new number will be added.

W -
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o From this screen you can change the label, if desired.
o Ifyou need to delete the previous number, tap the x and confirm.
6. Tap Save.

Add a Favorite contact

You may want to add contacts that you're in touch with more frequently to your favorite contacts.

This makes it easier to start new calls or messages with them.

To add a contact to your favorites

1. Gotothe Contacts tab.
2. Click your contact to open the Contact details.
3. Click the Star in the upper right-hand corner.

After you've added a contact to your contacts, you will see the Star on their icon.
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Exchange Contacts: Search and Store

Last Modified on 11/03/2021 520 pm EDT

When you're using Exchange contacts, you'll be able to search for any contact from the Global
Address List (GAL), your company’s list of all employees. However, the full GAL will not show up in the

list of contacts for performance reasons. Therefore, you may want to store the contacts you contact
often.

How to search and store a contact from Exchange

1. To search for a contact, tap the Search icon and enter the name or number of the contact you
want to look up.

MOVIUs © (2

Wor: +1 404- Sl I

CALLS MESSAGES CONTACTS

sathish

O

2 Contacts

— I OGmMmOUO W >» H#

2. Your result will be displayed in two categories Stored Contacts and Directory Contacts. To
store the directory contact, tap the result.

118



& Mrinalini X
Work: +1 470-1E- I

CALLS MESSAGES CONTACTS

0 Stored Contact(s)

1 Directory Contact(s)

@ Mrinalini Bl

3. Tap the Add Contact button. Now this contact is a Stored Contact and will appearin
the Contacts tab.

1 Directory Contact(s)

Mrinalini Bl

- T

Call Add Contact

You may also wish to add contacts to your Favorites list.
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Edit ringtone and notification
preferences

Last Modified on 10/29/20211:11 pm EDT

Read on to learn how to change the notification/ring sounds on your MultiLine in your settings.

Overview

You can set separate notification sounds for receiving calls and texts on MultiLine when using Data
mode.

Before you start

e [fyou're using Minutes mode, MultiLine will use the notification and ring sounds that are set in
your Phone Settings.

Edit ringtone and notification
preferences

You can change the notification/ring sounds on your MultiLine in your settings.

1. Tapthemenu icon i inthe bottom right (iOS) or upper right-hand corner (Android).
2. Tap Settings then tap Sounds.

1. Tochange the ring for Data calls, click Ringtone (for Data calls) and select a ringtone.
m Select Silent to silence your Ringtone.
2. To change the message notification click Message Notification, and select a
notification sound.
3. To change the voicemail notification, click Voicemail Notification and select a
notification sound.

4. To add a vibration alert for calls and messages, tap to turn on the toggle. Tap again to
remove vibration alert.
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< Back Sounds

Ringtone (for Data Calls) Default
Vibrate on call o
Message notification Fly
Vibrate on new message O
Voicemail notification None

Vibrate on new voicemail

121



Set the default country calling code

Last Modified on 10/29/20211:32 pm EDT

Read on to learn how to set the default country calling code.

Overview

A country calling code, or country dial-in code, is a prefix dialed before the telephone number when
placing an international call. For example +39is the calling code for Italy. By default, the prefix will
reflect the country code of your MultiLine number.

Set the default country code

Mobile

1. Open the dialer.
2. Tap the current country code (example below: +39).

. :-.- - 2083 sinm
1 2z 3
4 5 6
7 8 9
« O #

e Call Over

e @ H

3. Tap from the list to select the desired country calling code.

= 20053 RN |

Back Select Country

=

U.S, Virgn |slands +1340
Uganda +256

Ukraine +380

United Arab Emirates +971

United Kingdom +44

[T
i

United States +1
Uruguay +598

Uzbekistan +998 ]

anuatu +678
‘Venezuela +58

Vietnam +84

‘Wallis and Futuna +6&1

‘AEE@ R A<
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Desktop

Desktop does not assume any given country code. You should always include the country code
when adding contacts, dialing numbers, or entering numbers to text.
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Using MultiLine for Intune

Last Modified on 10/31/2021 919 pm EDT

What is MultiLine for Intune??

MultiLine for Intune is a secure, carrier-agnostic business application that enables employees to
compliantly communicate with external clients through a separate business number on their own
personal devices, specially built to be managed by Microsoft Intune. This version of MultiLine allows
IT and mobility managers to secure their client communication data while ensuring employees are
not using their personal number or other consumer messengers for business communications.

MultiLine for Intune works over any iOS/Android device and can be deployed over any global carrier.
MultiLine's patented technology allows employees to make and receive calls on their business
number over WiFi, mobile data and/or GSM (not VolP-only) ensuring employees are always
accessible and connected with their clients no matter where they work.

. Authenticate the same way you do other Work apps

o Access MultiLine with the corporate credentials you use for Outlook or Office 365.
o Ifapplicable, download MultiLine from corporate-protected App or Play store.

. One-click sync to Exchange contacts

o MultiLine for Intune automatically detects the Exchange contacts associated with your
email ID.

. Automatic phone number recognition

o Whenever a phone number appears in your managed apps—within an SMS or
messaging program, in an email, in the browser, the number will be rendered as a
clickable link. Tap the link and the MultiLine for Intune call screen will automatically
appear to make the call.

124



Using Movius for BlackBerry

Last Modified on 10/31/2021 919 pm EDT

Read on to learn the Movius for BlackBerry's unique integration features.

Overview

Movius for BlackBerry is a MultiLine mobile app that specially integrates with BlackBerry UEM.

Before you start

e To learn how to activate and set up your app, refer to the MultiLine Getting Started Guide.
e This guide assumes the BlackBerry administrator is using our recommended settings to
enforce separation of business and personal.

Dynamics Launcher Integration

The Movius for BlackBerry client is registered with the BlackBerry Dynamics Launcher, therefore,
appearing in the list of available Dynamics apps when the user hits the blue floating launcher
button to open the Dynamics Launcher overlay screen.

3 100% (-

Edit

Tara Panu
B e
Contacts

Mail Calendar

Exchange Apps —»
.

Movius for B

‘— Launcher Icon

BlackBerry Exchange Contacts

Most Movius for BlackBerry users will use BlackBerry Exchange Contacts.

1. Tapthemenu icon : inthe bottom right (iOS) or upper right-hand corner (Android).
2. Tap Settings.
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3. Tap Contact Settings.
4. Tap Exchange Contacts.

o Once you select BlackBerry exchange contacts the sync will begin and you'll soon have

access to your contacts.

o Ifyou'd like to change how often your contacts sync with the exchange server, tap Sync

Interval and choose your preference.

ol ¥
{ Back

541 AM

CONTACT SOURCE
Native Contacts
Utlizing the native addres

Local Contacts
Contacts added | imported into the apg

BlackBerry Exchange Contacts
rathish.ravi@moviusconp cof

SYNC INTERVAL

Sync Interval

SOAT BY
First Name

ontacts by Hr
Last Name
Sort contacts by Last Name
DISPLAY ORDER

First Name, Last Name

Displiny by Frst Name me

Last Name, First Name

Displary by Last Narme, Finst Name

Contact Settings

1 100% -

Sync Interval

Sync Now
Manual Sync
Every 1 hour
Every 4 hours

Every 12 hours

Every 24 hours

Cancel

Note: If you created contacts while using Local Contacts or Native Contacts before switching to

Exchange, these contacts will be deleted.

Add contact

If you add a contact on your device locally it won't be synced or created on exchange server. You can

modify locally added contacts in Movius for Blackberry but cannot modify imported contacts.

i Airtel 4G 2:39PM @ 7 aum e Saram
@  movivs  + Cancel Add Account
-
s Chris
) for Contacts
=3 Middle Name
-
‘\g) My Number: +1 470-246-3889 K Brown
A : mpar
° Abhishek Dwived: H
’
° Alexander Schafer " @ work +1470-246-1102
° Amit Modi X @ =dd phone
e
Anoop Melgiri 1
©) 22 P
© omro :
3|
° Aravind M Kulkarni e @ add address
v Add Contact
Q :
? Delete Contact(s)
Arvind Laxminarayan '
=S
(-] n Cancel
Contocts

 100% w—

Done of

Delete contact

Alert
The created contact wil be stored
ocally. It will ot sync back to the
Exchange Server.

Cancel

Continue ©

Upon clicking
continue, the
contact will be
saved locally

If you try to delete a contact from Movius for Blackberry, the client will show an error message. You
can't delete an imported contact; only locally saved contacts.
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Add Contact

Delete Contact(s)

Block contact

=
MOoVIUS

Q Search for Contacts

') Backhaus George

@

Barber Wilbur

Becker Ewald

Behera Pradeep Kumar
Behera Pradeep Kumar
@ Beliak Valerie
Beverage Jim

Brewer Eric.

bridge conference
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R

Contacts
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Cancel

12:34 PM

MOVIUS

MY MULTILINE NUMBERS

e Work N

Personalize Number

Call Settings 3

Call Handling

Manage Availability

Contact Settings

Voicemail Greeting

) Sounds

E911 Personal Information

© M E e

Wessage: ontact Keypad Settings

12:34 PM

Call Settings

MAKE CALLS

Choose on Dialer

Enables the *mi data" switch on

Minutes Only

Data Only

RECEIVE CALLS

Minutes Only
Data Only

Try Data, Otherwise Minutes

Show my Caller ID

Blocked Numbers

-l

Cancel

O Ashuthosh Gowarikar
B

O Badri Narayan

c

O Chandrashekar Shetty jbf

s
O Sumitra Pathak
-
O Sudharshan

9:41AM 4005 -

Add Contacts

Select All

mOv0ZEr®.

< Back

You can add a contact (local/exchange) or a number to the Blocked Number list. You won't receive
any calls or messages from the blocked number.

Blocked Numbers

You will not receive phone calls or messages from
people in the below list.

GAL Look up

Global Address List (CGAL) doesn't allow search for a contact by contact number. If you search for a
contact using a number, you'll see a notification message. You can search for a contact using First
Name, Last Name, Display Name, Full Name, Alias and Email fields.
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5 Stored Contact(s)

e coppalal1786 derrek1786
e coppala2786 derrek2786

o coppala786 derrek786

@ Gibs1786 Walky1786 %
@ Gibs786 Walky786

0 Directory Contact(s)

BlackBerry Exchange lookup does not support
search using phone numbers.

/ J \ Q 5 00 —
i 000 i

Recents Messages Contacts Keypad Settings

Call or text contact

Calling or texting a Contact using the Movius for BlackBerry client directly from the BlackBerry Work

Contacts application:

Open a BlackBerry Work Contact and hit the phone number for that contact, or the phone icon
beside the number. The Movius for BlackBerry client will call the number directly; as shown below:
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£ All Contacts

O

Profile Team History

@MoviusCorp.com

Tapping the message bubble icon beside a contact/number will open the Movius for BlackBerry
client to the draft message screen to allow the user to type a message and tap send.

BlackBerry Work Email Integration

When BlackBerry Work recognizes a phone number in an email, it turns the number into a link.

e Tapping on arecognized phone number in a BlackBerry Work email prompts the user to
choose to call or text the number.

Wil ATRT T

< Inbox

3:59PM

SG  sam Grinis

Follow-Up

Click-to-Call “:»,:}

After tapping the
—  number, you will
have the option

to either call or text.

If you choose call, the client will open and make a call to the number.

If you choose text, the Movius for BlackBerry client will open to the draft message screen to
allow you to type the message and tap Send.
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BlackBerry Work Calendar integration

Calling a phone number directly from a BlackBerry Work Calendar invitation is supported with
Movius for BlackBerry.

When opening a BlackBerry Work Calendar event, if BlackBerry Dynamics recognizes a number
within the event details as a phone number, it will be underlined and stylized as blue text.

If the user clicks directly on the phone number, they will be prompted to choose whether they want

to make a call or send a text.

all ATRT &

3:59PM

Event

Reminder

Show As

Tara Panu s inviting you to a scheduled Zoom meeting

Join Zoom Meeting
hit scorp.zoom us/{/893327081?
FTm1kZStNanBmVzNMLzByS3NPUT09

Auto-Add
Conference Code

Click-to-Call ‘ s e,

Dial by your location
+16 US (San Jose)

e When choosing to make a call, the call is made directly using the Movius for BlackBerry client:
e When choosing to send a text, the user will be taken directly to the draft message screen in
the Movius for BlackBerry client.

Minutes Calling

If the Movius for BlackBerry client is configured to make calls using minutes, when choosing Movius
for BlackBerry, the Ul will display the relationship number in the call box. This is not a mistake! This
relationship number is how the Movius application routes your call to the intended number using
minutes. Calling this assigned relationship number will allow the call recipient’s caller ID to show
your MultiLine number, as with a VolP call.
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Using Salesforce Connector

Last Modified on 10/31/2021 920 pm EDT

Read this guide to learn how to use MultiLine Salesforce connector.

Overview

MultiLine Salesforce Connector offers seamless merging your MultiLine application into Salesforce
CRM. With this integration, you can:

e communicate to your customers within Salesforce.

e make/receive calls and exchange text messages with your customers using your MultiLine
number.

e automatically track all communications with your customer thus eliminating the need to
manually log calls and texts.

This saves time and reduces human error compared to manual logging. MultiLine Salesforce
Connector is the solution to improve the experience of sales teams by helping them sell faster,
smarter and in the environment that they are familiar with.

Before you Start

Your organization must purchase Salesforce Connector for you to have access to this tool.
Only Chrome browser is supported
Doesn't support Group Messages

o Incoming group messages will appear as individual messages.

o Ifagroup message is sent to two or more contacts from the mobile app, records will be
logged for each user separately in MultiLine for Salesforce; one for each contact. Each
contact's log will individually show the outgoing message sent by the Salesforce user.

Doesn't support Picture Messages

o User will receive an automated message reading "Unsupported multimedia" for all
incoming picture messages

MultiLine Salesforce Connector
Features

Seamless integration between Salesforce and MultiLine app

e Inbound/Outbound calling

e Visual Voicemail

e Supports Salesforce Lightning
e MultiLine Utility

e Click to Text

e Click to Call

e Automatic Call Logging

e Alert Notifications

e Notes

e Automatic Reply
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e Quick Text Templates
e Reporting

Step 1. Activate MultiLine for Salesforce

Once your organization sets you up with MultiLine for Salesforce, when you log into Salesforce, you
should see the MultiLine utility in the bottom left of your screen.

Agree to the Terms and Conditions, and your Salesforce account will be linked to MultiLine.

. MultiLine ia

M Daniel Morgan A

ir

Click "Agree and Continue" button
below to accept the MultiLine
Terms & Conditions and Privacy
Policy

t, MultiLine

Step 2: Calls and Messages

With MultiLine for Salesforce all phone numbers in Salesforce are clickable.
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Next Steps More Steps

b = Email Legal Redlined Contract x
| You have an upcoming task with Sam Grinis E Ty‘|E]" Smith &
> E Call to set up technical workshop
You have an upcoming task with Tyler Smi% Title Account Name
S Director, IT Acme Corp.
Past Activities Phone Email

L, (650) 380-5428 == tylersmith@acmecorp.com
b Send 5am security document
| You had a task with Sam Grinis
. MultiLine

e On clicking any phone number field in Salesforce, the MultiLine for Salesforce utility is launched.

e The phone number is automatically populated in the keypad and provides the user a choice to
send an SMS or make a call.

e Click on the calling icon to initiate the call.

Softphone Calling Modes

MultiLine for Salesforce supports two calling modes.

1. Softphone Disabled: Allows the Salesforce User to initiate a call from Salesforce directly - but
requires the MultiLine app or a deskphone to be configured to continue the call

2. Softphone Enabled: Allows the Salesforce User to make calls directly from the softphone in
Salesforce.

This setup is decided by the Salesforce Admin while installing the package. It can be changed by the
Salesforce Admin at any time.

Softphone Disabled

Outgoing Calls:

The call first rings on the MultiLine application installed on the user's device - and on the deskphone
if the Salesforce User has configured it to do so under Settings. Once the call is answered on either
device, it prompts the user to enter any key. Upon entering the key, the call is then connected to
the called number. If the call goes to voicemail on the MultiLine number, then the called number is
never connected.

Incoming Calls:

MultiLine for Salesforce opens up automatically to notify the user of the incoming call. Calls ring on
both the MultiLine app on the device and on the deskphone if the Salesforce User has configured it
to do so under Settings. The user can enter notes on the MultiLine for Salesforce but needs the
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MultiLine app on the device or a deskphone for other call controls as mute/keypad/end call.

Answered/Ongoing Calls:

To log notes related to the call, enter the notes in the text area shown below and click Save.

% MultiLine =
Ongoing Call -
Call connecting...

Frank John 00:00
16783675236

Opportunity

Softphone Enabled

Outgoing calls

If a Salesforce Admin enables Softphone, the Salesforce User can make calls from the softphone
directly within MultiLine for Salesforce in the Salesforce application.

Incoming calls

On an Incoming call, the calling interface in Multiline for Salesforce opens. You can answer, reject or
respond via text from the calling interface.

Click on ‘Reject’ to reject the call or on ‘Answer’ to answer the call.
Click on the message icon to disconnect the call and respond with a message.

An incoming call also rings on the MultiLine app. The user has a choice whether to answer the call
from MultiLine for Salesforce or from the MultiLine App. Incoming calls will continue to ring on
MultiLine for Salesforce even if the device on which the MultiLine app is installed is powered off.
Incoming calls will continue to ring on MultiLine for Salesforce irrespective of the incoming call on
data or minute setting of the MultiLine app on the device.

Answered/Ongoing Calls

1. Enter notes within the “notes” blurb and click save to log notes against the call.

2. Click ‘Mute’ to mute.

3. Click ‘Keypad'to add the extension.

4. Even when a call is answered on the MultiLine app the User can add notes into Salesforce.
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%= MuttiLine -

Incoming Call -

Incoming Call

Chris Almeida 00:36
" 14703425049

e

Motes here...

Syncing between MultiLine and MultiLine for Salesforce

All calls made from the MultiLine app are synced with MultiLine for Salesforce.

e Incoming calls answered on the MultiLine app appear as “answered” on MultiLine for Salesforce.

Calls made from MultiLine for Salesforce are NOT synced onto the MultiLine app.
Incoming calls answered on MultiLine for Salesforce appear as “missed” on the MultiLine app.

Call Logging

All calls made/received on MultiLine for Salesforce are automatically logged as a task under the
‘Activity’ subsection of the respective contact/lead.

During or after the call, the Salesforce user can enter notes in the notes section located in that
subsection. These notes will be saved in the call log. Notes can also be viewed and edited from the
‘Tasks' section created for each call under the ‘Activity’ subsection.

All ongoing calls go through three different stages:

e Call connecting: When the call rings
e Callin progress: When the call is answered
e Callended: When the call has ended

Recent Calls

The Call tab in MultiLine for Salesforce lists the calls with a lead, contact or person account. Outgoing

calls, incoming calls, and missed calls are differentiated by appropriate indicators.
Each call record shows:

1. The name of the lead, contact or person account,

2. The timestamp of the call (Note: for the current day, only Time is displayed. For the last seven
days, the Day and Time is displayed. Prior to last seven days, the Month, Date, Year and Time is
displayed)

The duration of the call

The notes indicator (if notes are logged for the call)

Calling ability

Messaging ability

o kW
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To navigate to more extensive details of the lead, contact or person account, click on their name.

Click anywhere else to get call details. Call details shows the notes entered previously. These notes
can be modified during the call or any time after the call has ended by clicking .

. MultiLine o

¢« CallLog

Chris Almeida
14703425049

Type
' outbound

Date & Time
Wednesday, 10/30/2019, 11:19 AM

Call Duration
19 Sec

Opportunity

Wealth Management- v

Motes

Proposal sent o

All calls made from MultiLine for Salesforce can be recorded by purchasing the ‘Call Recording’
feature from the MultiLine platform. The recordings are available in the MultiLine Admin Portal
and/or through the platform’s integration with your archival system.

Out of office features

Do not Disturb and Call Forwarding settings on the MultiLine application are applicable for
incoming calls in the MultiLine Connector as well.

e IfDo not Disturb is set on the MultiLine app on the device, the call is sent to voicemail.

e |fCall Forwarding is set on the MultiLine app, the call is forwarded to the number configured
in the MultiLine application; whereas the ‘Business Hours' configuration in the MultiLine
application is ignored in Salesforce.

Handling Unsaved Contacts
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You can call to an unsaved number from the keypad. An incoming or outgoing call to an unsaved
number will create a record in the Recent calls / Recent messages screen.

On opening the call detail or message conversation screen, click the H icon on the top left to
create a new contact or associate an existing contact with this number.

Send or receive an SMS

e Clicking any phone number field in Salesforce will launch MultiLine for Salesforce
e The phone number will auto-populate in the keypad
e Clicking on the message icon opens the message conversation thread with that number

Recent messages

Recent Messages shows the list of all the lead, contact or person accounts that the Salesforce User
has message conversations with.

Each record shows:

e The name of the lead, contact or person account

e The timestamp of the message (Note: for the current day, only Time is displayed. For the last
seven days, the Day and Time is displayed. Prior to last seven days, the Month, Date, Year and
Time is displayed)

e Asnippet of the last message

e Calling ability

\. MultiLine —

D Nina Myers

16367360499

You: Have a great day! .
11:26 AM

5559000

Please find your PIN 985520 |

Monday 11:24 AM

17702419713
[Auto Message] A contact has attempt... .
Thursday 05:44 PM

e To navigate to the details of the lead or contact or the person account
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Click on their name.

Click anywhere else to open the message conversation thread.

Type the message in the text area or use a Quick Text template.

Click on the send button.

All messages shared from MultiLine for Salesforce are synced in the MultiLine app on the
device, and all messages shared from the MultiLine app are synced in MultiLine for Salesforce.

All messages sent from MultiLine for Salesforce can be recorded by enabling the ‘Message

Recording’ feature for the organization (to be done by Salesforce Admin). The recordings are
available in the MultiLine Admin Portal and/or through the platform'’s integration with the

customer’s archival system.

Use Salesforce’'s out-of-the-box functionality for Quick Text to save time by creating common
responses ahead of time that you can retrieve easily from the message conversation screen.

Enable Quick Text

1.
2.

Open the Setup tab
Click Enable Quick Text

Create a Quick Text

O A WN

© N

10.

1.

12.

Open the Setup tab
Enter Quick Text Settings in the Quick Find box
Select Quick Text Settings
Select Enable Quick Text
Click the App Launcher
Under All ltems, select Quick Text
o |In standard navigation apps, click the Quick Text tab
o In console navigation apps, select Quick Text from the item picker
Click New
If you have more than one quick text record type, select a record type for the new message
Click Continue
Enter a message name
o Use a name that helps users identify when to use this message
Enter the message
o The message can include line breaks, lists, special characters, merge fields, and up to 4,000
characters
Select the channels in which you want the message to be available
o Depending on which features are enabled in your org, the following channels might be
available

- Channel types

Email—for Email actions

Event—for Event actions

Internal—works with internal fields, such as the Change Status action Knowledge—for
Knowledge articles in Lightning Experience

Live Agent—for Live Agent chat in the Service Console

Phone—for the Log a Call action

Portal—works in a community or a customer portal

Social—for social posts
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Task—for Task actions

13. Select aCategory
o |In organizations created before Spring 18 that have quick text enabled in Salesforce
Classic, this field is required, and a default Category is provided for you. In organizations
created after Spring 18, this field isn't required
14. Select a folder
o Folders help you organize and share quick text. You can create up to four levels of folders:
one root folder and up to three subfolders
o This field is visible only when Share and organize quick text in folders is enabled
o In some organizations, the Folder field must be added to the page layout
15. If you use merge fields, click Preview to review the message with data from the records that
you choose
16. Click Save

Add a Quick Text

. MultiLine

¢ Quick Text Template

Closings w Search for Quick Text

Good Bye - Thank you, {!Contact.FirstName}
Have a nice day!

Thank You - Thank you, {!Lead.FirstName} ,Have
a nice day!

1. When composing a message, click the Quick Text icon a to bring up the list of available
Quick Text templates
2. Select the template.

The content of the selected template will populate the message text area

Refer to Salesforce Help for more information on creating Quick Text messages and sharing them.

If you make or receive a call from an unsaved number, this automatically creates a contact under
the default account MultiLine Internal. This account is set by the Salesforce Admin while
installing the MultiLine for Salesforce.

For these contacts:
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e The first name and last name fields are saved as the phone number.
e The email address is saved as [phone number]@domain.com.
e The mobile field is saved as the phone number.

The contact can be later modified if the user has privileges to edit contacts.

The Salesforce administrator can further build workflows or visual flows to assign these contacts
to separate groups/teams, auto-delete, or take advanced actions such as alert users/groups
based on keywords in the text message.

Step 3: Settings
Set an Out of Office auto-reply by going to MultiLine for Salesforce > Settings > Out of Office.

1. Enter From and To dates to set the time range
2. Complete the out of office auto-response
3. Set the Active toggle to on and click Save

All incoming SMS during the set ‘out of office’ date range will receive the auto-response defined in
this configuration

. MultiLine _

I
I

OUT OF OFFICE |

v @) |

Active

From

Aug 6, 2019 ] 7:56 AM ®

To

Sep 14, 2019 =] 7:56 AM ®©

Reply to every text message with

I am currently on vacation and will be back
online on 9/15. Thank you.

k\_ -ance )
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Do Not Disturb and Call Forwarding settings on the MultiLine application are applicable for
incoming calls in the MultiLine Connector as well.

e |fDo Not Disturb is set on the MultiLine app on the device, the call is sent to voicemail.

e |fCall Forwarding is set on the MultiLine app, the call is forwarded to the number configured
in the MultiLine application; whereas the ‘Business Hours' configuration in the MultiLine
application is ignored in Salesforce.

You're ready to use Salesforce
Connector

You've learned how to navigate the Salesforce Connector and use it to manage calls and messages
within Salesforce. To learn more about using the mobile app, explore the Using MultiLine category.
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What is WhatsApp Messaging
Connector?

Last Modified on 10/31/2021 920 pm EDT

Read on to learn about WhatsApp Messaging Connector

Overview

The WhatsApp Messaging Connector allows compliant WhatsApp messaging directly inside
MultiLine.

e MultiLine users can send WhatsApp messages to contacts, and they can read and reply to
WhatsApp messages on the MultiLine messages screen alongside SMS and Voicemail
messages.

e WhatsApp users receive messages from the MultiLine user as coming from an official
WhatsApp business account.

Benefits

e Engage with clients on their preferred consumer messaging channel

e Help unify and bring together mobile voice and multiple messaging channels in a single,
convenient user experience

e Ability to record and archive all conversations over voice, SMS, and WhatsApp within MultiLine
for surveillance and compliance

e All conversations are captured and can be automatically be sent to existing compliance
archive and logged inside CRM

Features

e Call, SMS and WhatsApp - all within MultiLine app

e Shared messages inbox containing SMS and WhatsApp messages threads

e Supports one-to-one messaging between MultiLine App and external WhatsApp users

e Enforce mandatory opt-in from WhatsApp user

e MultiLine app detects if WhatsApp is not enabled for the receiving user and offers an option to
send SMS

e Supports data loss prevention feature with ability to redact or block WhatsApp messages as
per business defined policy

e Optional recording of all WhatsApp messages (with recording add-on)

e Support for iOS and Android

Before you start

e Your organization has to enable WhatsApp Messaging Connector for it to be available in
MultiLine. If not, you won't see the green WhatsApp messaging icon.

How it works
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Step 1. MultiLine user sends the first message to
WhatsApp user from MultiLine.

User clicks WhatsApp message icon:

Back Edit

@ Andrew Faulknall l
+447977 589874 00

Add to Favorites

Block Contact

MultiLine asks if the user would like to send the opt-in message:

Send Contact Opt-in

This requests permission from

the contact to start messaging
with WhatsApp.

CANCEL  CONFIRM

MultiLine sends the opt-in message:

Today, 05:27 PM

@ You have sent the contact an opt-in
request. You will be able to message
them after the contact accepts
your request.

Step 2: WhatsApp user receives a mandatory opt-
in message that lets them know the MultiLine
user wants to chat.
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<4 MoviusEMEA.. & m«

& Messages to this chat and calls are now
secured with end-to-end encryption. Movius
EMEA Sales may use another company to store,
read and respond to your messages and calls.
Tap for more info.

1 UNREAD MESSAGE

[Auto Message] Melanie Allen is
trying to reach you. Per company
policy, you must provide your consent
to continue messaging. To opt in,
reply YES. To opt out, reply STOP.

319 PM

This chat is with the official business account of
"Movius EMEA Sales”. Tap for more info.

You're receiving messages from this business.

& REPORT

@ BLOCK

Step 3: If accepted, a 24 hour conversation
session begins. The users can freely message
each other.

Yes 340pm v/

[Auto Message] Opt in confirmed.
If you wish to stop at anytime,
reply STOP. 3:40 PM

[Melanie] Hi! Thanks for accepting
my request. 3:44PM

[Melanie] How can | assist you today?
3:46 PM

| have some questions about
some changes | want to make to
my account. 3:47 PM /.

© %5@0

Step 4: Starting a new conversation session

WhatsApp users may always start new conversation sessions by sending a message. To prevent
spam, after a 24 hour lapse of conversation, as a WhatsApp business account user, the MultiLine
user must re-initiate conversations using pre-approved template messages. These messages are
evaluated ahead of time to make sure they abide by WhatsApp Business policies.
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Today, 10:13 AM

@ The contact hasn't responded for
more than 24 hours. Please use the
template button in the bottom-left to
select a message to send.

° Send message e

I'm sorry that | wasn't able to respond to your
concerns yesterday but I'm happy to assist you now.
If you'd like to continue this discussion, please

I've emailed you the documents to complete. Please
fill them out and send back to us as soon as you
can. Let me know if you see it, or need me to rese

Just wanted to let you know to check your

email for some important documents. Please
fill them out and send back to us as soon as

Comparison to other available options

e Background Recording Agents snoop on all data and network traffic on the user phone. Our
WhatsApp Connector respects the user phone privacy and never accesses private use of the

phone.
e Modlified WhatsApp apps are unapproved clones that add the recording feature. Our

WhatsApp connector is approved, and abides by all WhatsApp policies.
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Movius PBX Integration

Last Modified on 10/29/2021 5:56 pm EDT

Movius PBX Integration allows you to use the same number when using your PBX desk phone
and MultiLine applications.

e You can place and answer calls from your PBX desk phone or mobile phone
o Simultaneous ringing presents calls to both devices at once
o The called party sees the same calling number no matter which device is used.

o Forregulated users, all Movius call recording options are available for calls from PBX
phone or mobile phone

e You can send and receive recorded SMS messages with MultiLine apps
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Using MultiLine Desktop

Last Modified on 10/31/2021 935 pm EDT

Read on to learn about using MultiLine Desktop.

Overview

MultiLine Desktop brings the mobile business calling and messaging features critical to your
frontline client communications to the browser.

For regulated users, these calls and messages will be captured for compliance teams in the
Management Portal just as they are in the mobile apps. You can sync with your Office 365 Exchange
Contacts, or build a local contact list. 1.1 messaging and calling is supported. Manage Availability and
Call Handling settings can only be set in the mobile app, but will apply for the desktop.

Before you start

You can use the MultiLine Desktop application with the following browsers:

e Chrome 90.0.4430 or above
e Safari14 or above
e MS Edge 90.0.818.39 or above

Activation and first log in

Accept your invitation

To prevent unauthorized users, both mobile and desktop MultiLine applications don't allow self-
registration and are invitation-only.

For current users of the mobile app, expect an email from your organization providing you the link to
your organization's MultiLine Desktop web site. Use the username and password from your most
recent invitation to the mobile app. If you can't find it, you can reset your password using Forgot
Password.

For new users to mobile and desktop, The link to MultiLine Desktop and credentials for activating
your mobile app and your first log in to the web portal are included in the MultiLine invitation.

e Your username will be an email address.

e The password in your invitation is a one-time use password that will only be used for your first
log-in. After you sign in, you will be asked to set a new password.

e |fyou lose your invitation, contact your IT team to have a new one sent.

e |fyou receive multiple invitations for any reason, use the details in the most recent invitation.

e Continue to use the password from your most recent invitation whenever you need to activate
or reactivate your mobile application, not the new password you set for Desktop.
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Hi Brittany Hoffman,

Welcome to MultiLine!

® On your iPhone or Android, tap the button below

Download and Activate

* On your computer, use your phone's camera or QR reading app to
scan the QR code below

EI3

* To manually activate, click this link to download the app and enter
the credentials below during onboarding
Company ID : MYCT.GHT200
User Name : john.s@gmail.com
Password : GhBf56Xfgt

* To access MultiLine WebClient click this link and enter the
credentials below during onboarding

User Name : Brittany.Hoffman@MoviusCorp.com
Password : GhBf56Xfgt

First Log In

1. Enter the email ID from your invitation on the log in screen.
o Ifyou're set up with two factor authentication, SSO, or other security measures, these will
activate automatically once you've entered your email ID.

Welcome!

Enter your username to sign in

Enter Email Id

2. Enter your password from the invitation, then check your registered email for a PIN. Note: If you
can't find your invitation, click Forgot Password to set a new one. After completing the
Password Reset steps, you'll skip to step 5, syncing your Exchange Contacts.
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Welcome!

Enter your password to sign in
brinttany.hoffman@moviuscorp.com
Enter Password ®

C Back )

Forgot Password?

3. Enterthe PIN you received at your email on the screen. Note: You must type it in rather than

Enter PIN

A PIN has been sent to your registered email if
your account was found

8 8 3 9 4 6 o0

By clicking on "Next", you agree to the
Terms and Privacy Policy"

Resend PIN

This page will timeout automatically after 4:59 min

copy-paste.
4. You'll be prompted to set a new password.
o Password Requirements:
e minimum of 8 characters
e contain at least one special character, at least one uppercase and one lowercase
character
e contain at least one number

Set New Password

The MultiLine number +1 (470) 246 3889 has been
assigned to you. Please set a new password:

Set new password ® [8 Your password must contain atleast,

© minimum 8 characters
o one special character (eg: $, #, @, 1,%,%,&*,(,), etc.)
o one Uppercase, Lowercase

Confirm new password ®
o one Number

S.If you're a user in the USA, and haven't entered your E911 information into the mobile app, you'll
see the E911 screen. Use the address where you'll be using MultiLine Desktop, this address will be
used by emergency dispatchers if you contact 911.

Example below for emergency address "11370 Lakefield Drive Johns Creek Duluth, GA 30067":
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First Name Last Name John Green

Unit/Apt Number/Street# 11370

Address Line 1 LAKEFIELD DR

Address Line 1 - JOHNS CREEK

DULUTH 30067
City Postal / Zip code
State v v
By clicking on "Continue", you agree to the E911 Terms & Conditions By clicking on "Continue", you agree to the E911 Terms & Conditions

6. You'll be prompted to sync your contacts. We can identify your Office 365 Exchange account using
the email you signed in with, so it will only take a few seconds.

Step 30f3

Welcome Onboard!

Q@
y =

.

Sync your Exchange contacts and start communicating. Click
Connect to Office 365 Exchange Server to access your
Exchange Contacts

Connect to Office 365 Exchange Server

Lwill do it later

That's it! Your MultiLine number will display and the activation process for the web application is
complete.

You'll remain logged to MultiLine Desktop as long as you have the site open in the browser even if
you are using other tabs or browser windows. We will display a notification and play a sound for
incoming calls.

Calling

Making a call

There are multiple ways to make calls in MultiLine Desktop.
Note

e You must grant MultiLine Desktop permission to use your microphone and speakers to make
calls.
e Your organization must allow calling for you to make calls from MultiLine Desktop.

Calls Screen
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The first time you go to the Calls screen, click the Make a Call button to place your first call.

Your contacts are waiting to hear from you! Click
Make a Call to begin dialing a number.

Make a Call

After you place your first call, your list of recent calls will appear on the Call logs screen.

MULTILINE t Erinany Hc:;ffryrfa(n

Calls Q

g Gary Christensen C ﬁ
 Mobile v

+1770-298-1098
& Unknow

Gary Christensen
+1770-298-8573

Anonymous 2 - D
Q€ Unknow
Q .
ﬁ Cynthia Singleton terd Message call
joe Reed .
° JK Calls History Clear All
Q€ Home
ﬁ‘ Matthew Watson (1) : @ Incoming 1030 AV 1 mins sec
@ Home
@ Outgoing  Yesterday, 1030 AM 45 sec
q Cynthia Singleton
& Work @ Missed 0ct 30, & 2min &
joe Reed
© - Pp————
 Hor
ﬁ‘ Matthew Watson (2) @ Outgoing  Oct27, 1030 AV 1 min s sec
@ Home
& 2mi

Cynthia Singleton

1. Use the Search icon to search your recent Calls.

2. Use the Dialer icon to bring up the Dialer screen.

3. Clicking a Call log will display the call history and contact information, if available. For a saved
Contact clicking on the Contact name or Contact picture will take you to the
specific Contact detail page.

4. You can easily call or message a contact again from this screen by clicking the Call and
Message icons.

Dialer Screen

From the dialer, you can manually dial a number or enter the first or last name of a contact to pull up
their number.

e You can click the numbers or use your keyboard.
e When dialing numbers, please make sure to include the international country code even when
placing domestic calls.
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Note:

e Dynamic search will only display saved contacts, it doesn't search the GAL. See Search and

Store Contacts from GAL.
e You must type at least three numbers or three letters of a contact's first or last name to activate

the dynamic search.

+1 Enter Name or Number

1 2 3
o e G
4 5 6
7 8 9
* 0 #

Entering a number:

+1 770| a

O Anthony Miller
+1 770-298-1123

, Frances Brooks
+1770-296-8573

Jacob Johnson
+1770-110-1919

Entering a name:

gyp| «a
‘ Gypsy Hardinge
+1770-298-1122
‘9 Gypa Stanley
+1470-246-3889
Asc oeF
4 S 6

GHI JKL MNO

Complete dialing the number, or select the contact, then click the Start Call ° button.

In-Call Screen

The In-Call screen will appear when someone you call answers the call, or you answer a call from
someone else.
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Gary Christensen

+1770-298-8573
00:01:07

A B C

X "

Mute Hold Keypad

D

1. Use Mute to cut off your microphone. You can hear the other caller, but they can't hear you.
Press it again to turn your microphone back on.

2. Use Hold to suspend the call. The call will not be disconnected, but neither party will be able to

hear the other party during the hold. Press it again to end the hold.

Open the Keypad to dial numbers.

4. Use the End Call button to end the call.

W

Accept or reject incoming calls

Your incoming call screen and notifications may appear differently depending on what you're doing.

Incoming Call Notifications and Screens

Whether you're on the MultiLine Desktop tab or window, the ringtone will play and a visual
notification will display when you receive an incoming call.

GOOGLE CHROME
Incoming call

sml.moviuscorp.net
Incoming Call From +14437669238

Melanie Allen
@ +1470-246-3849

If the caller is in your contacts, you'll see their contact information on the incoming call screen and
options to Reject and Accept. Clicking Reject will send the user to your voicemail, and Accept will
answer the call.
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Calls

Incoming Call
Kathryn Montgomery
+1 770-283-1402

As you move through screens on MultiLine Desktop when you're on a call, the call window will follow.
You can move it by clicking and dragging.

Ongoing 00:00:32

Zachary Brown X e

If you receive another incoming call, your option to accept or reject the incoming call will appear
below your ongoing call. If you accept a call while on a call, this will automatically put the person

you're currently talking to on hold.

A window will appear with the two calls. From this screen you can swap calls, and perform other

actions.
Ongoing 00:20:12
‘ Gypsy Hardinge % N °

Incoming Call

Bt
SR

Linda Washington

Many web users were bothered by nuisance audio coming from web sites that automatically play
when a page is loaded, such as that from videos and advertisements. To address this, Chrome and
Safari browsers added a feature that blocks audio by default from web pages if the page or tab is
refreshed, but not clicked on by the user.

Therefore, if you haven't accessed the MultiLine Desktop tab since the last time it refreshed (for
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example, if you closed and restarted chrome and loaded your tabs from the previous session) the
ringing sound will be blocked. However, you'll still be able to see the visual notification of the
incoming call.

To unblock the ringtone from being played, open the tab where MultiLine Desktop has recently
refreshed and click anywhere within the MultiLine Desktop application and this should ensure that
the ring sound will play.

Place a call on hold

Gary Christensen

+1770-298-8573
00:01:07

X i
Mute Keypad

After putting the call on hold, you can dial a number by clicking the Keypad.

Click the Hold button to put the call on hold.

¥
Muts

e o Keypad

When you have two ongoing calls, your ongoing call window will display the information of the two
parties. You can only speak to one party at a time the other will be placed on hold.

You will see the Mute icon, Hold icon, and End Call icon for the party you are speaking with. You
will see the Swap Call icon for the party on hold. Click the Swap Call icon to put the party you're
speaking with on hold, and begin speaking to the other party.

Ongoing 00:20:12
i X N
Gypsy Hardinge ™
On Hold 00:20:12

§3 Lindawashi.. 1 swpca @)

Use the Manage Availability and Call Handling in the mobile app MultiLine Settings menu to set in
MultiLine Desktop.

e Call Handling
o Set Simultaneous and Sequential Dialing
o Set Call Forwarding
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o Set Business Hours
o Set Do Not Disturb

Messaging

MultiLine Desktop currently only supports 1.1 SMS messaging. Group Messaging, Picture Messaging,
and WhatsApp messaging coming soon!

When it's your first time on the Messages screen, click Start a Chat to send your first message.

Ready to message your contacts? Click Start a
chat to begin a conversation.

Start a Chat

At the new message window, begin typing the first or last name of someone in your saved contacts,

or a mobile number.

+1 Enter Name or Number

©  Typeyour message °

After you've entered at least 4 digits (including country code) or letters, you'll see a list of auto-

157



suggestions. Note: only saved contacts will appear in the auto-suggestions.

+1 770| a

0 Anthony Miller
+1770-298-1123

@ Frances Brooks
+1 770-298-8573

Jacob Johnson

+1770-110-1919

Jeremy Price

+1 220-770-8877

a Kathy Phillips

213-132-4770

When you have completed entering the number, or selected from the results, you can type your

message in the Type your message... field.

b

Press the enter or return key, or click the Send Message icon to send the message.

@ +1470-246-3889

MULTILINE t Brittany Hoffman

Messages Q @ +1770-800-1234 .

+1770-800-1234
You: Hi Jim, how are you

Hi Jim, how

Terry Elliott 0:30 AM
You: Thank you

Barbara Pena 09:18 AM

Can you look after my carebears later?

Harold Harvey 08:27 AM

Can you send me the client presentation

Lori Santos

Can you look after my carebears later?

Rebecca Gutierrez Yesterday, 10:30 AM

O ® P~

You: Meeting in 45min

Once you've sent at least one message, your list of Messages will appear on the screen.

1. Click any Message to see your Message history.

158



MULTILINE

Messages Q @

+1770-800-1234

You: Hi Jim, how are you

Terry Elliott

? You: Thank you
Barbara Pena 09:18 AM
Can you look after my carebears later?
Harold Harvey 08:27 AM
Can you send me the client presentatior
\ﬂ' Lori Santos Yesterday, 10:30 AM
¥ Can you look after my carebears later?

Rebecca Gutierrez

You: Meeting in 45min

Anna Hopkins

Do you know where Justin i

Maria Griffin 9 Sep 2020, 4

Hey man if you have a moment can we hav

Kenneth Jacobs

Yeah, i will be there in 10 mir

®e o0

+1470-300-1122

Share the documents today without fail

2. Click the Search icon
not search message content.

Terry Elliott

« +1470-246-1234

Netflix. Do you mind a full action type of
movie?

Okay great. You should see -
Extraction. | enjoyed watching it.

0:15 AM

Okay great. You should see -
Extraction. | enjoyed watching it.

20 AM
Well there's a few new releases at

Netflix. Do you mind a full action type of
movie?

Okay great. You should see -
Extraction. | enjoyed watching it.

©  Typeyour message

MULTILINE
0) Cancel
Anna Hopkins Yesterday, 10:30 AM
Do you know where Justin is?
=
Andrew Johnson 09:18 AM

Messages

3. Click the New Message icon

4. Click the menu icon to see Contact Information or Mute Notifications

Can you look after my carebears later?

to start a new message.

Brittany Hoffman

Terry, what's a nice movie | can go
watch and relax

+1 470-246-3889

5AM

>

to search your messages by name or number. Note: search does

L S

Contact Information

Mute Notifications

1. Select Contact Information to see the Contact Information screen. If the user is in your
contacts, you'll see the information stored. If not, you'll be able to add the user to your

contacts from this screen.
1. Useris in contacts:
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&

Terry Elliott

terry.elliott@moviuscorp.com

L .
Message Call
Details
Home +1770-298-8573
Company Microsoft
Job title Manager
Business Address 11360 Lakefield Dr

Duluth, GA 30097
United States

2. Useris not in contacts:

14705182526
Unknown
L L a &
Message Call Create Add to
Contact Existing

2. Select Mute Notifications to stop sound and visual notifications when the contact
messages you. You will see the messages sent to you when visiting the message thread.

When you have new messages there will be an orange badge notification on the Messages tab.

.

Threads with new messages will have an orange badge notification. The number represents how
many unread messages are in the conversation thread.
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ﬁ Terry Elliott

You: Thank you

Harold Harvey

@ Barbara Pena
Can you look after my carebears later?

Can you send me the client presentation

Yesterday, 10:30 AM

‘a Lori Santos :
1
Can you look after my carebears later?

We provide helpful reminders to help you know what to pay attention to. For example, we might

09:18 AM

08:27 AM

show you that a set of messages is from today.

¢

Terry Elliott W

+1470-246-1234

Netflix. Do you mind a full action type of
movie?

6:35PM

Okay great. You should see -
Extraction. | enjoyed watching it.

10:15 AM

1

Okay great. You should see -
Extraction. | enjoyed watching it.

10:20 AF

M

Well there's a few new releases at
Netflix. Do you mind a full action type of
movie?

5 AM

Okay great. You should see -
Extraction. | enjoyed watching it.

@

Or if you've had many new messages, we will show you where your unread messages begin.

Type your message... °
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g Terry Elliott

& +1470-246-1234

Netflix. Do you mind a full action type of
rmovie?

6:35 PM

Okay great. You should see -
Extraction. | enjoyed watching it.

7:12 PM

Well there's a few new releases at
Netflix. Do you mind a full action type of
movie?

7:57 AM

Okay great. You should see -
Extraction. | enjoyed watching it.

8:05 AM

Well there's a few new releases at
Netflix. Do you mind a full action type of
movie?

Contacts

You can add, edit, update and delete contacts from the Contacts screen. You can also add and
update unknown numbers from the Calls and Messages screens.

Note: When using Exchange Contacts, you can also add contacts to your list by adding them
directly to the Office 365 Exchange Server. It will reflect in your contacts list at the next sync period.

Add a new Contact

You can add, edit, and delete contacts from the Contacts screen.

1. GotoContacts and click the Create Contact icon.
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MULTILINE

Contacts e e

Andy Nelson

Bonnie Watkins

Cynthia Singleton

(&)

Contacts

Diego Watson

Emily Singleton

o
¥
e David Reed
¥
L2

Eva Craig
2. The Create Contact screen will appear. Fill out the details then click Create. Note: The only

required fields are First Name and Last Name and at least one phone number. You can add all
fields that are available in Office 365 Exchange Contacts.

Create Contact

A

First name *

@ Last name *

Contact information

=. D

= +1

Email C

Work

Company

Notes

E

Add notes

1. First Name and Last Name

2. Contact Information
s Business Phone is the default label
= Make sure to include country code when entering phone numbers
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3. Email Address

4. Work (Company Name)

5. Notes
6. Add More menu

1. Click Add More menu to add more fields

Expanded Contacts screen

3. Add a picture for the contact by clicking the camera icon.
o Add your photo, and then click Apply.

Add an unknown number to Contacts

1. You can add an unknown number from Calls or Messages:

Add Photo

Drag your photo here

or

A Upload a photo

4. When completed, click Create.

1. For calls: Go to Calls and click the Call log.

MultiLine

w Calls

< @

Calls

15555555555
Q2 Unknown

1:51 PM

2. For messages:

1. Goto Calls and click the Message Log.
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MultiLine

Messages

* @

40420

You: Do you have my financial report ready?

2:07 PM

Melanie Allen

Messages You: Thanks!

2:05 PM

2. Click the Messages Menu and select Contact Information.

40420

Melanie Allen
@ +1484-312-3575

0]
- Contact Information

Mute Notifications

Do you have my financial report ready?

Today

2. You have two options to add the caller to your Contacts list:

15555555555
Unknown
A
L A a
Message call Create

Contact

Calls History

Q2 Outgoing 1:51 PM

1. To make a new contact from the Unknown number, click Create Contact.
= This will pull up the Add a Contact screen, where you can fill out the details as

desired.

2. To add the Unknown number to an existing contact, click Add to Existing.
1. Narrow down the list of contacts by typing in at least one letter of the existing

B

Add to
Existing

1 sec

contact's first or last name into the search field.

2. Click the radio button for the desired contact, then click Add to Contact.

Add number to contact

Amit M

o Melanie Allen
Add to contact

3. This will pull up the Update Contact screen and automatically add the new

number.

1. Click Update to add the new number.

2. Ifyou need to delete the old number, hover over the number to reveal the
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trashcan icon, click it to remove the number, then click Update.

Contact information

Home Phone

+1555555555|

_= -

Edit or Update a Contact

1. Goto Contacts, and click the Contact.

Jacqueline Davidson

a . ' o

Message Call Edit Delete

2. Click Edit.

3. Onthe Update Contact screen, make your desired changes.

Update Contact

Jacqueline

Q Davidson

Contact information

Mobile Phone
17702831789

Email

Work

Company

4. Click Update.

Delete a Contact

1. GotoContacts and click the Contact.
2. Click Delete.

3. At the confirmation prompt, click Delete.
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Delete Contact

Do you want to delete contact ?

Cancel

Searching Contacts

You can search contacts from the Contacts page by their first or last name.

1. Click the Search icon to pull up the search field.

MultiLine

Contacts Q e

Frequent Contacts (2)

Jacqueline Davidson

Steven Stephenson

o

All Contacts (28)
Contacts

Amit M

2. Once you begin typing the first letter, dynamic search will automatically pull up matches from
your locally added contacts.

MultiLine

CS [ <] Q) Cancel

Frequent Contacts (1)

Steven Stephenson
All Contacts (5)

(o) Paridhi Sinha
Contacts
Samuel Grinis
Sandeep Kakumanu

Sean Winter

Steven Stephenson

3. Ifyou're using Exchange contacts, type at least 3 characters to search the entire GAL directory.

167



MultiLine

(Ste| (<] O\) Cancel

Frequent Contacts (1)

Steven Stephenson

All Contacts (1)

Steven Stephenson

Contacts

Exchange Directory (6)

Steiger, Jordan

Stephen Smith

Stephen Tucker

Steve Carter

Voicemail

The first time you dial your voicemail you'll need to set up your voicemail password. The automated

system will guide you through the steps.

1. Goto the Dialer screen.
2. Long press on 1 for a few seconds until it begins dialing your voicemail.

MULTILINE

@

17702831789 291un 2021, 12:28 PM
@ Unknown

-+

g=

12252777974 (10) 04 May 2021, 2:50 PM
Q¢ Unknown

ABC DEF

GHI JKL MNO

PQRS TUv wxyz

o

3. When prompted, dial your voicemail password.

You'll be able to listen to each voicemail, repeat, and delete voicemails.

Support

To get technical assistance or submit a bug, click the Support icon.

Mela

+1
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Support

® Call support

+1(770) 283-1000

® Email support

( moviustickets@moviuscorp.com )

® Knowledge base

help.moviuscorp.com

e Click the numberto dial IT.
e Click the email tosend an email to IT.
o Please use the form to describe your issue.
o This email will automatically include logs to help diagnose your issue.
e Click the Knowledge base URL to return here and use our self-help resources.
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How do | contact support?

Last Modified on 10/18/202111:40 am EDT
When you need help from support, tap your Settings menu, then Help, then Contact Support.

1. Tap the menuicon ! inthe bottom right (iOS) or upper right-hand corner (Android).
2. Tap Settings, then Help, then Contact Support.

& Help

FAQ

Contact Support
Run Diagnostics
About Us

Terms and Privacy Policy

e Emailalog to Support:

o Ifyou've been requested to email logs, tap the email icon to generate an email which will

include logs to send to support.
o Add your explanation of the problem at the top of the generated email and send.
= Send logs as soon as possible after a problem occurs, and include the time and date

of the problem if you can.

e Call Support:
o Tap the number to place the call using your MultiLine app.

& Contact Support

17702831000

Help@MoviusCorp.com

e Run Diagnostics: If you've been requested to run diagnostics this feature is located in

Settings > Help > Run Diagnostics.
o This will help identify any issues that may be causing a problem, and will generate a

diagnostic report you can email to support.
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& Help
FAQ
Contact Support

Run Diagnostics

About Us

Terms and Privacy Policy

We recommend using the above steps any time you can because you'll best be supported by
contacting your organization's IT support and emailing logs. However, if you're having a problem
getting inside the app, you can email help@moviuscorp.com.

The more details you can provide us to resolve your issue the better:

e Details of the problem experienced
e Application having the problem (Examples: MultiLine for Intune, MultiLine Desktop, Salesforce
connector)
e Environment
o For mobile apps: Phone OS (Examples: Android, iOS)
o For Desktop apps: Internet browser (Examples: Chrome, Internet Explorer)
e Time the problem occurred (include timezone)
e [freporting a call or messaging issue, phone number dialed
e Name of your organization
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How do | solve call quality issues,
dropped calls, or connection errors?

Last Modified on 10/18/2021 11:51 am EDT

Overview

MultiLine apps are built to continuously monitor the quality of connection and smartly adapt to
changing network conditions to deliver exceptional call quality. However, when making calls in
certain environments, you may need to take steps to ensure you have the right settings to make
sure you connect to the best available signal.

Before you start

e Your organization can choose to restrict certain call settings. If so, you may not see all the call
settings described.

e MultiLine apps depend on the quality of the data or minutes connection, if no good quality
connection is available poor call quality will result.

Connection Errors and Dropped Calls

If you're seeing an error message telling you that you're offline or have an unstable internet
connection, or the app stalls at a connection screen, or calls drop, there are a few possible
resolutions.

MultiLine apps continuously monitor the status of your internet connection. We display this to you

using a colored dot on the briefcase badge in the upper left of the screen.

e |fyou see a green dot, this means MultiLine detects a good Internet connection.
e |fyou see the red dot, this means MultiLine doesn't detect a good Internet connection.
o This could be due to a poor Wi-Fi connection or because you're in an area that isn't
getting good signal.

Example: MultiLine detects a good connection (green dot)

MOVIUS Q

Work: +1 470- 1 49

CALLS MESSAGES CONTACTS

Example: MultiLine detects a bad connection (red dot)
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V] MOVIUS Q

Work: +1 470- 49

CALLS MESSAGES CONTACTS

Switch to Minutes

If you already know that you're in an area without Wi-Fi or a good Data connection, then the best
option is to use Minutes mode.

e Before making a call from your recent calls or contacts menu, click the tab to use Minutes
Mode.

MOVIUS Q

Work: +1 470-246-3849

CALLS MESSAGES CONTACTS

S e

a Zach (4)
A Feb18,2021,04:10 PM, 0 sec

e Before making a call from the keypad, switch the toggle to Minutes.

Call Over

e Gointoyour Call Settings and switch to Minutes Only.

MAKE CALLS ‘

Choose on Dialer

Enables the "minutes / data" switch on the dialer

Minutes Only v

Data Only

You can also check the following:

The red icon sometimes appears when Wi-Fi and Mobile Data are turned off in
your Phone Settings

e Do you have Wi-Fi turned on?
e Do you have Mobile Data turned on?
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e Have you accidentally turned on Airplane mode?
o Airplane mode turns off Wi-Fi and Mobile Data.

Are you connected to the correct Wi-Fi in your Phone Settings?

e Did you accidentally sign into the wrong Wi-Fi network?
e |fyou only have a few bars of Wi-Fi signal, you may need to connect to better Wi-Fi or to
Mobile Data in your Phone Settings.

If you're connected to Mobile Data, how many bars do you have?

e [fyou only have 1or 2 bars, your call quality may not be good and you should either connect to
Wi-Fi or switch to Minutes.

If you see a green dot, but still face issues, please send logs to support.

Call Quality Issues

What makes MultiLine different from other apps that provide you an additional number, is that we
enable you with a real number provided by a carrier. This means you can make calls from our app
using the mobile voice network, data, or WiFi. We've built the MultiLine app to be low bandwidth
so that it won't degrade your call experience.

Our patented technology and Call Settings give you a lot of options, but just like when you make
calls from your phone normally, your call quality can be impacted by your mobile device and your
environment.

See What does a call over data vs. minutes really mean? for information about when you might
choose between our different Call Settings.

See Set your Call Settings for instructions on how to set your desired Call Settings.

Do some connection troubleshooting

e Keep acharged battery
o One of the easiest things anyone can do is to make sure you keep your battery charged.
Having a low battery can cause your connection quality to drop significantly.
o Most cellphones have “power-saving” settings to decrease battery usage, enable this at
peak business hours and you'll still receive notifications, calls,and messages from the
MultiLine app.

Troubleshooting data

If you're using data and seem to be having connection issues, there are a few things to keep in
mind.

e Try tofind a better place to take calls.

o It's best to be somewhere free from interfering electronics or signal-blocking obstacles
such as concrete walls, trees, or hills. Try moving near an open window, going upstairs, or
stepping outside, if possible.

e Try resetting your Network Settings.
o Consult your phone’s instruction manual to do this. Sometimes a reset is just the ticket
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to improve your connection.
e Try going hands-free.
o You may not know that the way you hold your phone could be causing your own hand or
face to block the signal. Just make sure you place the phone vertically on a surface in an
area where you get good signal.

Troubleshooting Wi-Fi

Fortunately, with MultiLine, you can choose to use Wi-Fi instead of data if your signal isn't great in
your home. However, if you're sharing your Wi-Fi with family your connection may be affected by
the traffic from your family's devices. You also may reconsider your Wi-Fi setup to meet your needs
now that you or other family members are working or studying fromm home.

Try turning your router off and on again.
o Sometimes a simple reset is all it takes to get better signal for everyone.
e Try moving your router.

o Your router needs to be in a place where the signal won't be blocked by objects or
people. Many common electronics such as TVs, microwaves, washing machines can block
signal. Even wall studs can interfere with your signal.

Try changing your Wi-Fi channel.

o All routers come with the ability to broadcast on 6 different channels. Most people use
the default of channel 1 or channel 6, so if you live in an apartment complex, you may
improve performance by switching to a lesser used Wi-Fi channel. Consult your router’s
manual for how to adjust this setting.

Try splitting your Wi-Fi band.

o This improves speeds by decreasing interference from the multiple devices that are
using the Wi-Fi, by routing their traffic to separate bands. If your office is near the router,
the 5 GHz wireless frequency is typically faster and less busy than the 2.4 GHz wireless
frequency.
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How do | stop spam callers?

Last Modified on 10/18/202111:56 am EDT

Spam calls are an unfortunate reality of mobile communications, but there are several strategies
we use for MultiLine that work to reduce the number of spam calls received, and features for our
users to help combat spam calls that still make it through these measures.

When people retire their numbers, carriers take these numbers for a period of time and shut them
off. This causes the systems spammers and robo-callers use to identify the numbers as inactive and
remove the numbers from their systems. Despite these measures, we have found that about 5% of
the numbers we purchase will receive a higher than normal percentage of spam calls.

Since October 2021, MultiLine users are noticing far less spam calls thanks to the implementation of
state of the art STIR/SHAKEN protocol. The service intercepts calls that are likely scam and routes
them to MultiLine voicemail.

Register with Do Not Call

e These registries discourage “legitimate” marketers from calling the number for marketing
purposes since they impose fines for unapproved calls.

e They can't discourage out-of-country or illegitimate marketers from calling since they don’t
follow most legal guidelines.

USA

Register with Do Not Call at www.donotcall.gov

Australia

Register with Do Not Call at www.donotcall.gov.au

Canada

Register with Do Not Call List at https;/Innte-dncl.gc.ca/en

India

Register with National Customer Preference Register (NCPR) by dialing 1909 or by sending SMS to
1909. You can also register using TRAI DND 2.0 mobile app.

New Zealand

Register with Do Not Call at https;//www.marketing.org.nz/maDNC?Action=New

UK

Register with Telephone Preference Service at https;//www.tpsonline.org.uk/register

Block Calls

MultiLine users should aggressively use the call blocking feature that is built into the application so
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that any spam or robo-caller won't ring on the phone a second time. Blocking calls is also the best
solution to prevent people or companies trying to reach the previous owner of the phone number
from disturbing users. Currently MultiLine users can block up to 50 numbers, but very soon we will
enable blocking 1000s of numbers.

Add Known Callers

Avoid picking up spam calls by adding known callers and phone numbers to your contact list.

e Any inbound calls from callers in the contact list will have their name display in the inbound
call popup.
e MultiLine Users have three options for adding contacts:
1. Sync with the existing contact list on their phone.
2. Sync with an exchange server, for example, their corporate BlackBerry or Outlook
contacts.
3. Add them manually within the application.

Number Replacement

If your number consistently gets more than about 5 unsolicited calls per day, and you've tried the
above measures to no avail, you can request a new phone number. Go to the support feature in the
MultiLine App by tapping Settings, then Help,then Contact Support and your MultiLine
Administrator can escalate the situation through the proper channels.
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Why is my phone not "waking up" to
notify me | received a MultiLine SMS?
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When | make or receive calls, why do |
see a humber that | do not recognize?

Last Modified on 10/29/202112:52 pm EDT

When Movius MultiLine is set to use the regular minutes in your carrier plan, you may notice a
different number together with the one you are calling or getting the call from.

Don't worry —it's supposed to do that. We call that numberarouting number and its purpose is
to relay the calls through our service to display your Movius MultiLine caller ID and keep your
personal phone number private. We associate routing numbers with your contacts and use these
routing numbers whenever you place or receive a call on Minutes mode.

If you are a MultiLine user in U.S, the Movius Routing Numbers you will see are from the 913 area
code (Kansas). If you are a MultiLine user in the UK, the Movius Routing numbers you will see are
UK 07 mobile numbers.
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Why is my ringtone different in Minutes
mode than Data mode?

Last Modified on 10/29/20211:11 pm EDT

When using Minutes mode for incoming calls, the ringtone is based on your Phone settings. When
using Data mode for incoming calls, the ringtone is based on your MultiLine settings.
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Why aren't my clients seeing my
MultiLine number as my caller ID?

Last Modified on 10/29/202112:53 pm EDT

Please check that you have enabled caller ID in Multiline application in Settings > Call Settings >
Show my caller ID.
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Are picture messages | send and
receive in MultiLine stored in my

camera roll or anywhere on my personal
device?

Last Modified on 10/29/20211:05 pm EDT

No. We understand our customers need the separation of business and personal, so photos or

multimedia sent and received won't save to your personal camera roll or any folder on your
personal device.
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How do | update my MultiLine app?

Last Modified on 10/29/202112:55 pm EDT

We recommend turning on automatic updates for your MultiLine app. However, you can also
choose to update manually if you prefer.

e ForiOs, follow App Store instructions here [external link].
e For Android, follow Google Play instructions here [external link].
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How do | find my MultiLine app version
number?

Last Modified on 10/29/202112:58 pm EDT

To find your app version for troubleshooting purposes, go to Settings, then Help, then About Us.

If you can't open the app, you can find your app version.

iPhone

1. Open the Settings app

2. Goto General > Usage

3. Find the Storage section and a list of your apps should appear

4. Find and tap on the MultiLine app to see App info and find the version number

Android

1. Tap and hold the MultiLine app to reveal the menu and select "App Info"
2. The version number will appear at the very bottom of this screen.

If the instructions above aren't applicable to your device or phone OS, try searching the web for
"Find version number for app" for your specific device or phone OS.
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Error: Current version is not supported,
please upgrade to latest version from
Play store

Last Modified on 10/29/202112:56 pm EDT

It's always important to update your applications, MultiLine included. Updates may include new
features, security updates, and bug fixes. Your administrator will set a minimum version that
personnel can use before this error message will appear and you won't be able to continue using
the MultiLine app until you update the application.

If you face further difficulty, contact your IT administrator. To help them assist you, include the
version of the MultiLine app, your version of iOS or Android OS, and your version of the App Store or
Play Store.

e Check version of iOS: https://support.apple.com/en-us/HT201685
e Check version of Android OS: https://support.google.com/android/answer/7680439?hl=en
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Error: Invalid Company / Org ID. Please
try again.

Last Modified on 10/29/202112:59 pm EDT

Due to security reasons, we can't be more specific about what went wrong with your credentials. If
you've typed in your credentials exactly as included in your invitation there are a few reasons you
may see this error:

You received a more recent invitation that has replaced your older invitation

You used MultiLine with another organization previously, and they did not delete your user
account (you can only have one MultiLine account)

You are supposed to port in the number on your device to MultiLine and get a new number
for your personal, but you haven't swapped your SIM card with a new one before onboarding

Also try...

1.

Make sure to type the Company /Org ID from your invitation slowly and carefully with no
typos.

o If for any reason you've received multiple invitations, use the most recent credentials.

Temporarily turn off the WiFi connection for your phone when typing in the credentials.

o Turn off WiFi for iOS or Android [External Link]

o We recommend using an active cellular Data connection if you face issues because
some device’s security settings may block transmission of the credentials over a WiFi
connection.

When prompted for your phone number to send the PIN, make sure you're entering your
active personal phone number of the device (not the MultiLine number, ora number that is
being ported into MultiLine service).

1. APIN will be sent via text message immediately to this personal phone number.

2. Enterthe received PIN into the MultiLine application when asked.

If you continue to get the Invalid Company /Org ID error, uninstall the MultiLine application
from your phone, reinstall the MultiLine application, and re-try using the Credential
information included on your invitation.

If additional guidance or a complete new set of credentials is needed, please contact your
company administrator using the information in the invitation.
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Why am | prompted to "Press any key"
when using Minutes mode?
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What is my Organization ID? What is
my username and password?

Last Modified on 10/18/202111:28 am EDT

MultiLine applications are available by invitation only to prevent unauthorized users. Your IT
organization will send you an SMS or email containing your credentials. If you can't find your
invitation, ask your IT administrator to send you a new one.

If you're seeing “Invalid Company/ Org

ID. Please try again”

Due to security reasons, we can't be more specific about what went wrong with your credentials. If
you've typed in your credentials exactly as included in your invitation there are a few reasons you

may see this error:

e You received a more recent invitation that has replaced your older invitation

e You used MultiLine with another organization previously, and they did not delete your user

account (you can only have one MultiLine account)

e You are supposed to port in the number on your device to MultiLine and get a new number
for your personal, but you haven't swapped your SIM card with a new one before onboarding

Also try...

1. Make sure to type the Company / Org ID from your invitation slowly and carefully with no

typos.

o Ifforany reason you've received multiple invitations, use the most recent credentials.
2. Temporarily turn off the WiFi connection for your phone when typing in the credentials.

o Turn off WiFi for iOS or Android [External Link]

o We recommend using an active cellular Data connection if you face issues because some

device's security settings may block transmission of the credentials over a WiFi
connection.

3. When prompted for your phone number to send the PIN, make sure you're entering your
active personal phone number of the device (not the MultiLine number, or a number that is

being ported into MultiLine service).
o APIN will be sent via text message immediately to this personal phone number.
o Enterthe received PIN into the MultiLine application when asked.

4. If you continue to get the Invalid Company / Org ID error, uninstall the MultiLine application

from your phone, reinstall the MultiLine application, and re-try using the Credential
information included on your invitation.

5. If additional guidance or a complete new set of credentials is needed, please contact your

company administrator using the information in the invitation.
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Error: Invalid Company/Org ID. Please
try again

Last Modified on 10/18/2021 2:10 pm EDT

Due to security reasons, we can't be more specific about what went wrong with your credentials. If

you've typed in your credentials exactly as included in your invitation there are a few reasons you
may see this error:

You received a more recent invitation that has replaced your older invitation

You used MultiLine with another organization previously, and they did not delete your user
account (you can only have one MultiLine account)

You are supposed to port in the number on your device to MultiLine and get a new number
for your personal, but you haven't swapped your SIM card with a new one before onboarding

Also try...

1.

Make sure to type the Company / Org ID from your invitation slowly and carefully with no
typos.

o If for any reason you've received multiple invitations, use the most recent credentials.
Temporarily turn off the WiFi connection for your phone when typing in the credentials.

o Turn off WiFi for iOS or Android [External Link]

o We recommend using an active cellular Data connection if you face issues because some

device's security settings may block transmission of the credentials over a WiFi
connection.
When prompted for your phone number to send the PIN, make sure you're entering your
active personal phone number of the device (not the MultiLine number, or a number that is
being ported into MultiLine service).
o APIN will be sent via text message immediately to this personal phone number.
o Enterthe received PIN into the MultiLine application when asked.
If you continue to get the Invalid Company / Org ID error, uninstall the MultiLine application
from your phone, reinstall the MultiLine application, and re-try using the Credential
information included on your invitation.
If additional guidance or a complete new set of credentials is needed, please contact your
company administrator using the information in the invitation.
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How do | get my credentials for
MultiLine Desktop?

Last Modified on 11/02/202110:16 am EDT

Credentials to sign in to MultiLine Desktop are in the MultiLine invitation.

e New MultiLine user

o Your MultiLine Desktop credentials will be sent to you by your IT admin in a MultiLine
invitation by email.

o Use the same username and password for activating MultiLine and logging into
MultiLine Desktop for the first time.

o Click the link to access the MultiLine Desktop web portal (pin the tab or save it to your
bookmarks bar for easy retrieval).

e Existing MultiLine users
o Your organization's IT admins will provide you the unique URL of your MultiLine Desktop
web portal (pin the tab or save it to your bookmarks bar for easy retrieval).

o You can use the same username and password from your MultiLine invitation to log into
MultiLine Desktop.

o Ifyou've lost your MultiLine invitation:
= Set a new password by using Forgot Password
= Request your IT administrator to send you a new one.

When you log in to MultiLine Desktop for the first time, you'll be asked to change your password for

security purposes. Note: Continue to use the password in your latest MultiLine invitation whenever
Yyou need to reactivate the MultiLine mobile app.

Note

You receive MultiLine invitations from your company or organization's IT administrators. Movius
representatives cannot send you invitations.
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Error: No Numbers Available

Last Modified on 10/18/2021 1:54 pm EDT

Problem

You see a "No Numbers Available" error screen when you attempt to activate MultiLine.

Why?

For you to receive the number you will use for calling and messaging in MultiLine, your organization
needs to purchase or free up a number for you to use.

Resolution

You must contact your company's IT team and inform them you saw this error.
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Error: Sorry! You have not accepted E9T1
Terms and conditions

Last Modified on 11/02/202110:12 am EDT

When you try to make your first call you may see the below error:

. A
. AN

Sorry!

You have not accepted E911 Terms and
Condition. To enable calling functionality,

please accept E911 Terms and Conditions. L
You lick

IWIianc a wailn wvv chlll ulalllls alftJuliivcCcl .

Make a Call

This is because we are required to get your E911 address from you before we can provide the calling
service.

To resolve, go to Settings > E911 Address and click Add Address. Enter your address information

into the fields. Your ability to call will be enabled when complete. See Update your E911 Address for
more information.
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Why am | asked to sync my contacts
again?

Last Modified on 11/02/202110:13 am EDT

There are two reasons you may need to resync your contacts: you're using multiple devices or
browsers, or your organization policy forces the sync to expire.

Using multiple devices or browsers

e \We must request you sync your contacts each time you use a new device or browser.
Because we respect the privacy of your contacts and have not uploaded or stored them
anywhere, each device and browser has its own Index Database that we use to sync your
contacts.

e Once you sync your contacts for a given device or browser, you should not be asked to sync
again.

Organizational policy

For security purposes, some organizations may occasionally force your sync with Desktop and
other applications to expire. If you have questions about this, contact your IT administrator.
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Why is there no ring tone played for
some incoming calls to MultiLine
Desktop? (Chrome/Safari)

Last Modified on 11/02/202110:15 am EDT

Many web users were bothered by nuisance audio coming from web sites that automatically play
when a page is loaded, such as that from videos and advertisements. To address this, Chrome and
Safari browsers added a feature that blocks audio by default from web pages if the page or tab is
refreshed, but not clicked on by the user.

Therefore, if you haven't accessed the MultiLine Desktop tab since the last time it refreshed (for
example, if you closed and restarted chrome and loaded your tabs from the previous session) the
ringing sound will be blocked. However, you'll still be able to see the visual notification of the
incoming call.

To unblock the ringtone from being played, open the tab where MultiLine Desktop has recently
refreshed and click anywhere within the MultiLine Desktop application and this should ensure that
the ring sound will play.
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I'm trying to send the client a message,
but when | tap on the text field it won't
let me enter anything. Why?

Last Modified on 11/03/2021 5225 pm EDT

Conversation sessions are limited to a 24 hour timespan.

After 24 hours of inactive chat, WhatsApp requires businesses to use the template feature to
initiate conversations with customers. These templates are approved ahead of time to make sure
they're transactional in nature and are not cold messages or promotional/advertisement messages.
If you tap the template button, you'll see a list of messages that you're able to send to the
customer. Tap the message to select it, then press the send button.
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My client accidentally rejected my opt-
In request. What do we do?

Last Modified on 11/03/2021 5:26 pm EDT

When the client opted out, they received instruction about how to opt-in again. Your client only
needs to reply with another message opting in, usually “yes”. If the client replies to the
conversation with any other message, a new opt-in message will be sent to the user.
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Why do | see “The contact hasn't
responded to the opt-in request for
more than 24 hours. You can try
sending the request again.”?

Last Modified on 11/03/2021 5:26 pm EDT

In order for you to message with a client, they must accept your opt-in request. You're allowed to
send a new one every 24 hours. If accepted, you'll be able to message with the customer. Ifit's
rejected, we'll let you know, and you won't be able to send any more opt-in requests to the
customer.
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Why did | get the error message “Looks
like this contact is already messaging
with another MultiLine user. . ."?

Last Modified on 11/03/2021 5226 pm EDT

If someone in the same line of business as you is talking with a client, WhatsApp will not allow you
to message the client. Contact your administrator.
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Why did a client receive the auto
message “. .. We're not currently using
this number to accept WhatsApp
messages.”?

Last Modified on 11/03/2021 5227 pm EDT

The MultiLine administrator at your company has deactivated WhatsApp for your number. Contact
them to resolve.
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MultiLine for Intune says | need to
install Company Portal, but | already
have it?

Last Modified on 11/02/202110:05 am EDT

If you already installed Company Portal, but MultiLine for Intune has an error message saying that

you need to install it, you need to enable it:

Enable Intune Company Portal

1. Click the link to Go to Store.

2. Click the Enable button.
3. When the Enable button changes to Open, go back to the MultiLine for Intune app and try

starting again.
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Can't Email Support

Last Modified on 11/02/202110:07 am EDT

If you try to email support and your email program isn't activated, resolve with the following steps:

When you reinstall Company Portal this will clear the data for your MultiLine app, including all
your settings. If you're using Local Contacts, these contacts will be lost.

Reinstall Company Portal and Outlook.

Resign into your Microsoft account for Outlook and MultiLine.

Find your email invitation so you can reactivate the MultiLine application.
Reconfigure your settings (Call Settings, Call Handling, Contact Settings) as desired.

AN

201



How to uninstall the
Workspace/Company Portal

Last Modified on 11/02/2021 10:09 am EDT

Follow these instructions if you're instructed to uninstall Company Portal for troubleshooting
purposes.

e |fyou don't have a work profile installed (you tapped Postpone during onboarding), you can
delete Company Portal like any other app.

e |fyou have a work profile installed (you did not tap Postpone during onboarding), your IT
admin will have to enable this for you. Then you'll need to delete the entire Workspace. In the
Workspace, tap the menu in the upper right, then click Uninstall.

o Note: Because you're deleting the Workspace, you'll be deleting all your corporate apps
including MultiLine for Intune. Therefore you'll need to reinstall it after you reinstall
Company Portal and the Workspace. You can use the same invitation you used to
onboard with MultiLine for Intune for reinstallation.
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| synced my contacts with an Exchange
server, why don't | see any contacts in

the list?

Last Modified on 11/03/2021 521 pm EDT
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| chose Native Contacts for my contact
source, but my Contacts list is empty?
Why aren't my contacts there?

Last Modified on 11/03/2021 524 pm EDT

Native Contacts is one of three Contact Settings you can use with all versions of MultiLine. It pulls
contacts that you were using with your personal number into MultiLine.

When you use Native Contacts with MultiLine for Intune, it pulls your contacts from inside the
Work container instead of your personal contacts. This is because the Work container completely
separates your work use of the phone from your personal use of the phone.

If you haven't been using your Work contacts and need to import your personal contacts instead,

do the following:

1. Export your contacts as a .vcf file and email them to yourself in Outlook.

2. Download the file on your Desktop and open it. Outlook will begin the process of adding the
contacts from the .vcffile to your Exchange contacts.

3. Then set up MultiLine to use Exchange contacts.
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| synced my contacts with an Exchange
server, why don't | see any contacts in

the list?

Last Modified on 11/03/2021 521 pm EDT
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| chose Native Contacts for my contact
source, but my Contacts list is empty?
Why aren't my contacts there?

Last Modified on 11/03/2021 523 pm EDT

If you're using MultiLine for Intune or Movius for BlackBerry, MultiLine will not sync with your
personal Contacts app. Instead, it will sync with your corporate Contacts app.
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What devices does MultiLine work on??

Last Modified on 11/01/2021 1:54 pm EDT

e MultiLine mobile applications work on any Android or iOS smartphone
e MultiLine Desktop applications work on any desktop or tablet
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Will | see missed calls when my
Business Hours are set?

Last Modified on 11/03/2021 815 pm EDT

The Business Hours schedule offers sliders to set the hours you're available on your MultiLine
number. Any incoming calls that are received outside those set hours will automatically be

forwarded to your MultiLine voicemail and the messages will appear in your MultiLine messages list
and won't register as a missed call.

If you prefer to see missed calls instead, turn off Business hours schedule. You can silence your
phone, or just silence MultiLine notifications, if you don't want MultiLine to ring your phone.
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Are picture messages | send and
receive in MultiLine stored in my

camera roll or anywhere on my personal
device?

Last Modified on 11/01/20211:52 pm EDT

No. We understand our customers need the separation of business and personal, so photos or

multimedia sent and received won't save to your personal camera roll or any folder on your
personal device.
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Can a call switch from using WiFi to
minutes during an ongoing call?

Last Modified on 11/01/20211:53 pm EDT

You can use Call Settings to be flexible about using Wi-Fi or Minutes when placing or receiving
calls. Calls will handover from WiFito LTE and vice versa seamlessly. However, it isn't possible for an
ongoing call to switch from WiFi to Minutes.

Minutes mode is a separate radio channel and hence cannot pick up a call on minutes and hand
over to data and vice versa.

To continue your conversation, you'll need to hang up and redial the number. MultiLine will switch
to make the call over the available method.
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How does MultiLine protect my
privacy?

Last Modified on 11/03/2021 810 pm EDT

MultiLine applications address a common problem for BYOD adoption among regulated users.
Carrying multiple phones around, your work phone and your personal phone, would be
cumbersome. However, if you use your personal phone for work, or your work phone for personal,
you potentially would sacrifice your privacy.

MultiLine provides you a separate number, separate contact list, and separate voicemail. It doesn't
collect any information from your personal calls, contacts, or messages- nor does it put any
corporate information on your personal device. This way, your personal number and personal life
can be separate from work.

MultiLine EMM integrations can take this even further, by fully separating work apps from personal
apps, and ensuring that your organization can ensure compliance without touching your private
life.
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Does MultiLine use my personal phone
plan's minutes and data?

Last Modified on 11/01/20211:53 pm EDT

Yes, when using Minutes or Data mode. MultiLine does support calls and texts over Wi-Fi, which is
free and doesn't use the underlying phone plan. See Call Settings: Set Data or Minutes calling
modes.

When you use Minutes mode, when you make and receive calls, MultiLine uses the minutes
included in your cellular phone plan. For those with unlimited minutes plans, there is no added
cost. For those with limited minutes plans, it is subject to company policy. Often the companies we
work with will give a small stipend to cover the monthly charge.

When you use Data mode, when you make and receive calls, MultiLine uses the data included in
your cellular phone plan. For those with an unlimited data plan, there is no added cost. For those
with a limited data plan, it is subject to company policy. Often the companies we work with will
give a small stipend to cover the monthly charge.

Note: The average data usage for MultiLine users is TOOMB per month. You can see your usage by
going to MultiLine Settings > Usage.
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How do | purchase a subscription for
MultiLine?

Last Modified on 11/01/20211:53 pm EDT

If you're looking to buy MultiLine for your organization, please book a call with us.
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Why does MultiLine request access to
my contacts?

Last Modified on 11/03/2021 801 pm EDT

MultiLine does not read, store, transmit, or share any of your personal Contacts information. It does
add a single contact to your personal Contacts list which is used for routing the calls.

The Contacts permission is required for the following reasons:

e Proper display of Caller ID information,
e Enabling one-time import of contacts into MultiLine Contacts,
e Enabling sync with your Contacts app.
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If | set Do Not Disturb on my mobile,
will it apply to MultiLine Desktop?

Last Modified on 11/02/202110:21 am EDT

Yes, if you set Do Not Disturb on your mobile, MultiLine Desktop will not ring either and the calls
will go to voicemail.
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If | set a Business Hours schedule on my
mobile, does it apply to MultiLine
Desktop?

Last Modified on 11/02/202110:222 am EDT

Yes, if you set Business Hours, calls outside business hours will go to your voicemail and MultiLine
Desktop will not notify you of the calls.
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Can | upload my mobile MultiLine local
contacts or native contacts to MultiLine
Desktop?

Last Modified on 11/02/202110:222 am EDT

We don't currently support directly uploading MultiLine local contacts or native contacts to
MultiLine Desktop. There is no sync between mobile MultiLine local contacts and MultiLine
Desktop.

Currently, we support access to Exchange Contacts. If you add your local or native contacts to the
Exchange server, you'll be able to use them in MultiLine Desktop.
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If | block a number on mobile, will the
number be blocked in MultiLine
Desktop?

Last Modified on 11/02/202110:24 am EDT

No, there is no call blocking currently for Desktop. We are currently working on adding the ability to
block numbers in MultiLine Desktop.
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How can | get my local contacts back
after switching to Exchange? Can |
switch my email used?

Last Modified on 11/02/202110:226 am EDT

You can only use Exchange contacts with your registered email. Once you sync to Exchange, it is
impossible to return back to local contacts. We are working on adding the ability to return to local

contacts, and to use Native and Local contacts options.
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Can | change my ringtone in MultiLine
Desktop?

Last Modified on 11/02/202110:26 am EDT

Unlike the mobile app, there's no option to change ringtone at at this time. We plan to offerit in a
future release.
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Does MultiLine access my personal
WhatsApp?

Last Modified on 11/02/2021 9:55 am EDT

No, MultiLine doesn't access your personal WhatsApp at all. When you use MultiLine as your official
business app to securely call and message external clients, you'll be using your separate business
number which is connected to your company's official WhatsApp account. This keeps your work
messaging completely separate from your personal number and personal WhatsApp account.
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Can all the messages | send and receive

using the WhatsApp connector be
recorded?

Last Modified on 11/02/2021 9:56 am EDT

Your organization can compliantly and securely capture all the messages you send and receive on
WhatsApp Messaging Connector, if configured.
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Can | make a WhatsApp voice call,
video call, or send voice messages in
MultiLine?

Last Modified on 11/02/2021 9:57 am EDT
This is only a messaging service, and does not support voice, video, or multimedia messages. If you

or your client tries to send unsupported content, the person who tries to send it will see an
explanatory automessage.
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Do opt-in requests time out?

Last Modified on 11/02/2021 9:58 am EDT

No, once you send an opt-in request, your client can say "Yes" at any time to reply. However, if you
think they'll benefit from a reminder, you can send a new opt-in every 24 hours.
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What is my client's experience when we
use the WhatsApp messaging
connector?

Last Modified on 11/02/2021 9:59 am EDT

The contact will receive the messages natively in their WhatsApp application.

e Your account will be associated with a branded business profile for the client to view.
o The client can access the business profile by clicking the green check.

<4 Movius us &

o The user profile appears

&3 RIW T 100% B 12:48 AM

Movius US ¢

Official business account  +2

#  Movius US

Q4450 River Green Parkway Suite 300
Duluth, Georgia

® https://www.moviuscor, p.com

e Messages you send will include your name at the start, as set up by your administrator
(Example: "Melanie"):
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[Melanie] Just wanted to let you
know to check your email for some
important documents. Please fill
them out and send back to us as
soon as you can. Let me know if you
see it, or need me to resend it over.

4:14 PM

Thank you, Melanie I'll take a
look now. 415 PM

%eo
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Can | WhatsApp between MultiLine
users in the app?

Last Modified on 11/02/202110:00 am EDT

No. The other party is required to have an active account on the WhatsApp messaging app.

The WhatsApp messaging connector only allows you to send WhatsApp messages to WhatsApp
users from within MultiLine. It is essentially a bridge from MultiLine to a WhatsApp business

account. That business account can only send and receive messages from WhatsApp users, not
from MultiLine users.

Note: the WhatsApp business account is associated with a Twilio number rather than your
MultiLine number. Any WhatsApp messages to that Twilio number from a WhatsApp user will be
received by the MultiLine app. If someone attempts to WhatsApp your MultiLine number, it will not
work, because your MultiLine number is not associated with the WhatsApp business account.
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Why do | need to install Company
Portal?

Last Modified on 11/02/2021 10:03 am EDT

The Intune Company Portal provides you access to corporate apps and resources.

e You need toset up Intune Company Portal App before installing MultiLine for Intune and
other Work apps.

e During the initial setup, the app requires that you authenticate yourself with your
organization. It then informs you of any device settings you must upgrade. For example,

organizations often set minimum or maximum character password requirements on your
device.

For more information, see What is device enrollment? [External Link].
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What information can my organization
see when | enroll my device in Intune?

Last Modified on 11/02/202110:04 am EDT

See What information can my organization see when | enroll my device? [external link]
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Why do | need to install Microsoft
Authenticator?

Last Modified on 11/02/202110:04 am EDT
If you don't have Microsoft Authenticator already, you'll be prompted to install it when installing

Company Portal. You'll need Microsoft Authenticator to use Single Sign On, so that you don't have
to keep entering your password every time you launch the app.
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Why do | sometimes see "You're using
this app outside the Workspace" when |
place a call?
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Why is there a blue BlackBerry floating
icon in the Movius app?

Last Modified on 11/02/202110:29 am EDT

The Movius for BlackBerry app is integrated with the BlackBerry Dynamics secure environment,

separating it from your personal apps and having a blue floating icon that securely connects it with
other BlackBerry secure apps.

The best way to make calls with Movius is to go directly through the Movius app and selecting a
contact from the Contacts tab.

Movius also supports click-to-dial from BlackBerry Work, so you can conveniently click on a phone
number in your BlackBerry Work email or calendar and be able to call directly from the Movius app.
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When clicking a number to dial from
BlackBerry Work, why does Movius
switch to Blackberry Work and then
again back to Movius?

Last Modified on 11/02/2021 10:30 am EDT

Movius for BlackBerry is integrated with BlackBerry Dynamics authentication methods and
policies.

When Movius for BlackBerry is launched, if the BlackBerry Dynamics authentication policy is set to
delegate, the BlackBerry Dynamics framework automatically calls BlackBerry Work.

If the user is already authenticated with BlackBerry Work, the user will not be prompted for any
information and BlackBerry Work will return control to Movius for BlackBerry. If the user is not
authenticated with BlackBerry Work, the user will have to authenticate with the BlackBerry Work
password or with Touch ID / Face ID or Fingerprint Authentication on supported iOS and Android
devices.
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Can Movius for BlackBerry access
contacts in the address book in the
phone? Can | just go to the contact and
dial through Movius for BlackBerry?

Last Modified on 11/02/2021 10:31 am EDT

Movius for BlackBerry users can add contacts using three different contact source settings. In the
MultiLine Settings menu, the Contact Settings offer three options for you to select from:

1. Native Contacts: Movius will use the contacts in the address book in the phone. Note: If this
is not an available option for your organization, it will be grayed out.

2. Local Contacts: Movius will start with an empty list of contacts for you to segregate business
contacts into. Note: If this is not an available option for your organization, it will be

grayed out.
3. Exchange Contacts: Movius will use the corporate contacts and Global Address List as
available in BlackBerry Work.

In addition to dialing directly from Movius for BlackBerry, users can click-to-dial with Movius for
BlackBerry from BlackBerry Work Contacts, BlackBerry Work E-mail and BlackBerry Work
Calendar.

Movius for BlackBerry is designed not to dial from the address book in the phone to meet the
imperatives of privacy by design with personal and business separation.
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Install Guide: MultiLine Apps

Last Modified on 11/03/2021 7:51 pm EDT

Read this guide to learn how to set up your MultiLine organizations in the Management Portal.

Overview

This article is intended for administrators that are overseeing or participating in the initial setup of
Management Portal.

Part 1. Set up Organization
Step 1 - Manage organizations
Step 2 - Customize mobile app
Step 3 - Customize invite

Part 2: Invite Admins

Step 1 - Create admin roles

Step 2 - Invite admins

Part 3: Invite users

Step 1 - Create user permissions

Step 2 - Add users
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Install Guide: Salesforce Connector

Last Modified on 10/26/2021 3:36 pm EDT

Read this guide to install MultiLine Salesforce connector in the Management Portal. For installing
MultiLine Salesforce connector in Salesforce see Salesforce Admin Install Guide.

Overview

A MultiLine administrator in the Management Portal needs to complete these steps to set up
Salesforce Connector. To complete integration, some steps will require actions from the Salesforce
Administrator.

Before you start

e |f possible, perform these steps before adding MultiLine for Salesforce users to the

organization.
e An admin must have "Administrators" Role in the organization to do these instructions.

See What Admin Roles are in the Management Portal.

Salesforce Connector Installation

Step 1 - Add the Salesforce Administrator as an
APl user

Use this section to summarize what users will complete in the following steps.

1. Goto Administrators and click Add API User
2 FIRST BANK Q A

& FirstBank > Administrators

AL Administrator

| ivileges
ADMINISTRATORS |
Y Q + Add APl User + Add New Administrator E

O Name Last Sign In Role Organization

O Michelle Parron First Bank Reporting First Bank

A
O Deanne Montalbano TODAY 01:34 PM Enterprise Super Administrator First Bank

2. Enter the required details for the Salesforce Administrator
Note: Email address must not be associated with an active MultiLine administrator account
From the External Applications dropdown select Salesforce

Click Save
5. An email will be sent to your Salesforce Administrator's email entered above containing a

» oW

temporary password
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Salesforce Administrator Action Needed

Before proceeding, the Salesforce Administrator must complete the following steps:

Getting Started in Salesforce
Install MultiLine for Salesforce
Register MultiLine

Configure MultiLine for Salesforce

Once the Salesforce Administrator actions are complete, you can proceed.

Step 2 - Create User Permissions for MultiLine for
Salesforce

Name User Permission MultiLine for Salesforce. ??

Step 3 - Manage Webhook Events

1. GotoSetup and click Webhook Events.
2. Forevery Webhook events displayed, click Edit.
3. Under User Permissions select MultiLine for Salesforce and click Save.

Step 4 - Manage MultiLine for Salesforce Users
Now you need to apply the user permissions you created to the user accounts.

Select the tab below according to whether the users that are using MultiLine for Salesforce are
already MultiLine users, or are new users that need to be invited.

For existing MultiLine users

Navigate to the organization where MultiLine for Salesforce users are provisioned
Click Edit for the user

Check that the email address is same as their SFDC account.

Click User Permissions

Select MultiLine for Salesforce from the dropdown and click Save

I O R N

For new MultiLine users

1. Navigate to the organization where your MultiLine for Salesforce users will be.

2. GotoAccounts and click Add Account.

3. Enterthe required details. Note: their email address needs to match their Salesforce email
address and must be a valid email address.

4. Click Assignh Number, enter SFDC in the search bar and select a number from the list. Note:
MultiLine for Salesforce numbers are tagged in the system as SFDC

5. Under User Permissions select MultiLine for Salesforce.

6. Click Invite.

Salesforce Administrator Action Needed

237



To complete the MultiLine for Salesforce Integration, the Salesforce Administrator needs to
complete these steps:

Manage Licenses and Setup Users

Congratulations!

Once the Salesforce Administrator actions are complete, the integration is finished! When Salesforce
users login into Salesforce, they'll see the MultiLine utility in the bottom left bar.

After accepting the terms and conditions, they'll be able to use MultiLine.

. MultiLine

M Daniel Morgan A

Click "Agree and Continue" button
below to accept the MultiLine
Terms & Conditions and Privacy
Policy

L. MultiLine

Note:
1. If their MultiLine number is not assigned to their MultiLine account, then the Salesforce Users

will get “MultiLine Registration Failed” error when MultiLine for Salesforce utility is accessed.
2. MultiLine for Salesforce is supported on Chrome browser only
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How to update invitations for simplified
onboarding

Last Modified on 11/03/2021 7:32 pm EDT

MultiLine email and message invitations have been updated to offer a streamlined experience.
Email invitations can now include a user-friendly "Download and Activate" button and QR Code. This
new onboarding experience makes it easy for users to find and download the app and doesn't
require them to manually enter their credentials.

About the new features for email invitations

e |fusers have opened the invitation on their phones, they can tap the "Download and Activate"
button to automatically download the app and begin activation.

e |fusers have opened the email invitation using a desktop or tablet, they can use their phone’s
camera to scan a QR code from an invitation accessed from desktop to automatically download
the app and begin activation.

e During activation, they'll only need to enter their personal mobile number, and their one-time
PIN will be automatically detected.

Hi Melanie Allen,

Welcome to [YNRIL!

+ On your iPhone or Android, tap the button below:

Download and Activate

+ On your computer, use your phone's camera or QR reading
app to scan the QR code below:

« To manually activate, click this link to download the app
and enter the credentials below during onboarding:
Company |d : AQUTBHAL.SLAB
UserName : Melanie.Allen@moviuscorp.com
Password : d45033a4

Thanks.
Team Movius

See Get your invitation and Activate MultiLine for more information on the user experience of the
updated invitations.

Updating customized email invitations

There's no action needed for organizations using the default template; these are automatically
updated.
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When your organization decides to use this feature, Movius will enable it. An admin with email
invitation update privileges must update customized email invitations before any new ones can be
sent. These admins will be prompted to update invitations the next time they log in, or before trying

to resend invitations or send new invitations.

e Clicking Update Now will redirect the admin to the Invitation Templates screen.

Invitation Template

We have recently updated our
Onboarding process. The invitation
templates have to be updated
before you can send a new invite,
click below to update.

Update Now

I'll do it later

Sample email invitation text will be provided in the Sample Template.

1. Click Edit.
Email Template
Email
From: auto@moviuscorp.com
Subject: MultiLine_Invitation
Content: BIUSEEEsSs-=-==@®

{logo_img}

Hi {f name} {I_name},
2. Click the down arrow for Sample Template.

5@ “®¥ |& | Font Size...

Preview Template

Font Family Font Format
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Email Template

Email ( Preview Template )( Cancel )

Sample template >

New variables include:

Variable

Description Required?
Name

. This is the QR code. Users scan the QR code to automatically download
{gr_code_img} . . . Yes
the app (if not already downloaded) and begin activation.

This is the "Download and Activate" button. Users tap the button to
{sign_in_btn} automatically download the app (if not already downloaded) and begin No
activation.

Admins: Customize the invitation

You can customize the invitation templates under Administration in the Setup tab...

Updating customized SMS invitations

If your organization sends invitations by text message, you'll need to update this template to
include the new required variable {sign_in_link}.

The Sample template has been updated for use.

1. Click Edit.
Message Template

Message Preview Template

From: 12567335166

Content: Hi {f_name} {|_name},

Welcome to MultiLine!
2. Click the down arrow for the Sample template.
Message Template

Message C Preview Template )C Cancel )

Sample template v

{f_name}: First name of the invited user.
{1_name}: Last name of the invited user.
{sign_in_link}: Tapping on this link will help the user to onboard.
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Admins: Customize SMS invitations

When you add users in MultiLine, you can invite them to join by sending an SMS. C...

FAQ

Q: How do | enable this feature in the MMP?

A: Movius will enable the feature for you. It will automatically be enabled for the entire organization
and all sub-organizations.

Q: What does the update mean for users that have already been invited?

A Existing users can continue using the app without interruption. If they uninstall and reinstall the
app, or need to install the app on a new phone, will they need to activate again. An admin can send
them a new invitation, or they can still use their old credentials and activate manually.
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How to onboard users for MultiLine
Desktop

Last Modified on 11/03/2021 7:52 pm EDT

We're excited to invite your organization to the MultiLine Desktop experience.

About MultiLine Desktop

MultiLine Desktop brings the mobile business calling and messaging features critical to your
organization's frontline communications the browser.

For regulated users, these calls and messages are captured for compliance teams in

the Management Portal just as they are in the mobile apps. Users can sync with your Office

365 Exchange Contacts, or build a local contact list. 1.1 messaging and calling is supported. Manage
Availability and Call Handling settings can only be set in the mobile app, but will apply for the
desktop.

MultiLine Desktop is compatible with the following browsers:

e Chrome 90.0.4430 or above
e Safari14 or above
e MS Edge 90.0.818.39 or above

Overview

These instructions can be completed by admins with Invite and Setup privileges in
the Management Portal for the top level organization. Onboarding requires two steps:

e Step 1:Enable the MultiLine Desktop application

o Ifyour organization is using a custom email invitation, you'll need to update it
e Step 2:Invite users

Step 1: Enable MultiLine Desktop

When your organization is able to use MultiLine Desktop, admins will see a pop-up when they log in.

1. Click Configure to get started and be redirected to Setup > Administration > Applications.
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Great News! Your users can now use the MultiLine Desktop

C
=

o L=

MultiLine Desktop

for Calls and Messages.

Click ‘Configure’ to complete MultiLine Desktop set up.

Close

2. Check the box for Enable MultiLine Desktop to enable.

& Desc554 - Setup

Menu

Administration
Company profile
Invitation Templates
Manage Alerts
Allowed Email Domains
I Applications
Two Factor Authentication
Webhook Events
Number Management
User Permissions
Feature Settings

Branding

For customers that are using customized email templates, upon enabling, you'll see the notification
to update the Email Invitation template if your email invitation template is not updated with the

MultiLine Desktop deta

MOVIUS
pla
Applications

Mobile App
»

Minimum Version Minimum version

Allowed Applications MultiLine Movius Agent Movius for BlackBerry

Please he appli ons you want to allow.

MultiLine for Intune Plus1 Multiline Sprint MultiLine

,

Desktop App

’ Enable Multiline Desktop
MultiLine Desktop will be available for all the users in the organization.

Your organization email template does not have the MultiLine Des:t_og details ({web_app_link})

> Update Email Invitation template

ils.

Update the email invitation (for custom email invites only)
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You'll only see this prompt if your organization is using a custom email invitation, as we have
updated default email invitations automatically.

1. Click Update Email Invitation template. You'll be redirected to the custom email template
screen.

2. Click Copy to Clipboard.

IS UG I G U ST T GA 3G LG = LO T T G L

sctHunt-Th.. @ IPL AlumniNetwork Efd PLM Sharepoint @ Truphone - UserS.. X Inflexion Point s P-Camp | NASSC.. [€) Goog

Instruction

Paste the MultiLine Desktop details to your email invitation template.

Copy to Clipboard
W

3. Paste the content into the invitation and make edits if desired.

4. Click Edit to make changes.

5. Click Preview Template to see how edits would look and make sure that parameters are
working properly.

6. Click Save.

Once an admin updates their invitations, other admins will be notified and can view the updated
invitation and send to users.

Example invitation with MultiLine Desktop link and instructions added:

e To manually activate, click this link to download the app and enter the credentials below during onboarding:
Company Id : MAKR
UserName : Melanie
Password : ae

e To access MultiLine Desktop, click this link and enter the username and password above during onboarding.
Please note that you'll be requested to create a password when signing in to MultiLine Desktop for the first time.

Step 2: Invite users

Onboarding new users

For users who have never used the mobile app or desktop app, invite these users in the usual
fashion after enabling Desktop and updating the invitation, if required. Note: Only organizations with
custom email invitations need to update the invitation manually. After enabling Desktop, invitations
will include activation credentials for Desktop and app.
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Onboarding existing users

e You must provide your users the unigue MultiLine Desktop URL. If they have their MultiLine
invitation, they can use the username and password provided for their first log into MultiLine
Desktop.

e Users who have lost their invitation can use Forgot Password to reset their password. You only
need to resend invitations to users that request one, or to new users.

o Note: Ifusers do this, they will skip the step to Reset Password during onboarding flow
since they just did.

o The passwords users set to log into MultiLine Desktop are different from the activation
password they need to activate the mobile app. For activating the mobile app, users
should continue to use the password from their latest received invitation. If they lose
theirs; resend the invitation to provide them the password.

e The username and password for logging in to MultiLine Desktop for the first time is the same as
the username and password for activating the mobile app.

e Forsecurity reasons, users will be prompted to change the password used for MultiLine
Desktop on their first log in. Note: If they need to reactivate the mobile app in the future, they
must use the password provided in their latest invitation, not their MultiLine Desktop
password.

Delete

If your users use Picture Messaging...

Admins: [MultiLine Desktop] Edit Picture Messaging Not
Supported Message

You may want to edit the message sent to users when a Picture Message can't be de...

246



Manage Organizations

Last Modified on 11/03/2021 7:39 pm EDT

Read on to learn how to create and edit organizations that will contain your user accounts.

Overview

You can set up the MMP to reflect your organizational structure where you can create an
organization (root node) with the name of your Enterprise. Each node or a branch of the tree
represents a department. Each department can have its own administrator with well-defined roles
and privileges.

Consider the example below:

ABC Banking
Corporation

Retail Bank Operations

= North America AL

Resources

You can create one or multiple organizational levels or just create one organizational level below the
root node. This structure is flexible enough to manage your employee base.

You can have as many organizations and sub-organizations in the portal as needed.

Before you start

e You need the Profile Role to perform these instructions. See What Roles are in the
Management Portal?

Create Organization

1 Cliek |

2. Click Sub-Organizations.
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71 MOVIUS

#

DASHEOARD

it Orgd000 Dashboard
1form i ]

3. Click Create New Sub-Organization.

& ABCBank

All Sub-Organizations ABC Bank

ABC Bank »

Stock Brokerage 89900012 !

Home Loan

Wealth Mgmt Non-Recorded
Home Loan

Stock Brokerage

Wealth Mgmt Recorded
Organization |0 : 89900105

0 users(s) 0 users(s)
SMS Opt-in Redaction SMS Opt-in
x v x
(_# create New Sub-Organization

4. Fill out the details
1 MOVIUS

& ABCBank
Alheinformaia

Create New Sub-Organization

Name * | Stack Brokerage|

Billing Cycle Date * | 1

[0 Organization to be Invoiced

s in the tree under this
zation.

5. Click Create.

Edit Organization
1. Click ()

2. Click Sub-Organizations.
#

DASHEOARD

17l MOVIUS

& Orgdooo Dashboard

CURRENT CYCLE PAST CYCLE

Organization ID : 89900103

NUMBER UTILIZATION

In Use 153786 (100.00%)
Available 1(0.00%)
05-Dec-2018 x
Wealth Mgmt Non-Recorded
Organization ID : 89900093
0 usersls)
Redaction SMS Opt-in Redaction
v x v

cjan (GMT)

NUMBER UTILIZATION

In Use

Available 1(0.00%)

3. Click Edit to make changes to the parameters within the organization.

Your organizations are ready!

Now administrators can invite administrators and users to the organization.

153786 (100.00

a s OB

Profile &
Sub-Organizations &
Logout &

-2019 03:48 pm

Wealth Mgmt Recorded

Organization 1D : 89900094

1 users(s)
SMS Opt-in Redaction
x v

a s (B

a s OB

Profile &
‘Sub-Organizations &
Logout =

=) 22-Nov-2019 03:48 pm




Navigate Organizations

Last Modified on 10/25/2021 3:.04 pm EDT

Read this to learn how to go to a different organization than you're in.

Overview

Before you perform most tasks in the Management Portal, if you manage multiple organizations,
you will need to go to the correct organization before beginning.

Before you start

e Best practice is to set policies at the top-most level where they apply, as policies set at the
top-level are inherited by the organizations below.

e You can only go to organizations you have access to.

e Ifyou only have access to one organization, you won't need to use this instruction.

Go to organization

1. Click the organization icon on the left side of the header bar.

2. Select sub-organizations to reveal their sub-organizations until you find the desired sub-
organization.

3. Click Apply.
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Edit Administrator profile

Last Modified on 10/19/2021 322 pm EDT

Your profile is a record of your information as an administrator of this organization. You can edit your
profile by adding new information such as your Profile Photo, Address, Time zone, etc.

How to edit your administrator Profile

e -2

2. Click Profile.
# 1 MOVIUS A @

DASHBOARD
& 0rga000 - Dashboard Profile F S
Sub-Organizations &
5 ; Logout =
CURRENT CYCLE PAST CYCLE NUMBER UTILIZATION
) 22-Nov-2019 03:48 pm
01-Nov-2019 to 30-Nov-2019 In Use 153786 (100.00%)
|kl Available 1(0.00%) |

3. Fill out the details and click Save.

MOVIUS W -

L WBCBank
My Profile
First Name* John Address Line 1 Movius Corp Atlanta Georgia
ast Name* acob Address Line 2 Green Parkway Suite 300 Duluth [eorgia 30096
Email john jacoh@abcbank.com Ciry Atlanta
Login Password* senene State / Province Georgla
{ chosse Image )
e - .
Confirm Login seneee Country United States
Password®
Postal Code / Zip Code 0096
Device # 0018007638400
Language English
Time Zone {UTC+00:00) Africa - Abidjan

e ™
Cancel | Save
AN y
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Log out of Management Portal

Last Modified on 10/25/2021 3:08 pm EDT
Log out of the Management Portal from the Profile menu.

1 ciee I

2. Click Profile, then click Logout
MOVIUS

#

DASHBOARD

& Orgdoos - Dashboard
1formation di i

CURRENT CYCLE PAST CYCLE

01-Nov-2019 to 30-Nov-2019

NUMBER UTILIZATION

In Use
Available

153786 (
1(0.00%)

W -

Profile
Sub-Organizations

Logout

) 22-Nov-2019 03:48 pm

L

[
s

=
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Customize the mobile app

Last Modified on 11/03/2021 7:40 pm EDT

Read on to learn how to add your Enterprise branding to the MultiLine app.

Overview

You can edit your Enterprise's Mobile App look and feel under Branding in the Setup tab. You
can customize:

e App Theme: Add logo and branding colors
e About Us screen: Add logo and social accounts

e FAQ screen: Add your own questions and answers with information your MultiLine users may
need

e Customer Care screen: Add your IT team's phone number and email address so that user's can
get help from you

Before you start

e An admin must have "Setup" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

Customize theme

To edit your Mobile App Theme, customize the parameters of the following settings:

e Theme Background Color
o Customizes the background color of the app screens
Floater Background Color
o Customizes the background color of the dialpad floater
Theme Text Color
o Customizes the color of the text/dialpad floater's 'digits'
Custom Logo
o Must be 480 x 160 pixels. If your logo is larger than 480 x 160 pixels, you will be prompted

to use the in-app image cropper to fit the logo to size. If you logo is below 480 x 160 pixels,
you will be prompted to select a larger image.
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it msme o &

3. Customer Accounts
Menu Mobile App
Administration
. . Preview -
Number Manassment Theme Cancel m
Number Management 2\ e Qi
User Permissions S Work
E 5 CALLS MESSAGES CONTACTS
eature Settings
Acon Paul
Custom Logd] e °'v'_ i L
Branding - . - Gy
| MOVIUS @ e w
T - e
- §) Catherine Heigl w
- Business
I Theme — Chris Donell t
" Amanda Summers ]
Floater Background Color - Gy,
#104B86
£™  aron Paul L]
il Tl o
0 Barrey Allen w
- Business
Theme Background Color
14 J—— e Chris Donell W

Theme Text Color . ) Light ® Dark .

Customize About Us screen

To customize your About Us Page, edit the parameters of the About Us tab under Branding.

Mobile App

Preview -
About Us @ < About Us

custom Lngo

Image fife should be in PNG format. Dimensions -+ 1
300px x 150px and not exceed 25ki i

Multiline by Orbic
O Twitter Twitter link
Version 3.1

o Facebook Facebook link

ouTube YouTube lin T

YouTub: be link MmMovius

© 2019 Movius Interactive Corporation Inc.

° Linkedin Linkedin link

e Logo must be 300 x 150 pixels.

e [fyourlogoislarger than 300 x 150 pixels, you will be prompted to use the in-app image
cropper to fit the logo to size.

e Ifyoulogois below 300 x 150 pixels, you will be prompted to select a larger image.

e File cannot be larger than 25kb.

253



Customize FAQ screen

Edit questions or answers

1. Edit the default 'fill-ins' for both the Question, and the Answer fields of the questions you would
like to change under the FAQs page under Branding.
2. Click the + icon next to a question to view its respective answer.

Add questions

1. Click the ovular ADD button on the top right.
2. Toggle the Language and Device OS to identify the fields you want to edit.
You can see a Preview of the screen on the right of the MMP.

Mobile App

Preview
FAQs m < FAQs

What is my Movius number? v

Select Language : English 5]

Device : Android :]
Will my call drop if | move b
outside my Wi-Fi hotspot?

+ 1. | Whatis my Movius number? Can | force all callsI maketo >

always use minutes?

Can | force all calls | make to b
always use data?

+ 2. Will my call drop if | move outside my Wi-Fi hotspot?

Can | force all calls | receiveto >
+ 3. | Canlforce all calls | make to always use minutes? always use minutes?

Can | force all calls | receiveto >

7
+ 4, Can | force all calls | make to always use data? always use data’

What does the red dot on the ¥

top left-hand corner mean?

+ 5, Can | force all calls | receive to always use minutes? . .
How do | check my voicemail? >

+ 6. Can | force all calls | receive to always use data?

Customize Customer Care screen

To customize your Customer Care Page, edit the contact information in the Customer Care tab
under Branding.
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Mobile App

Customer Care
Customer Care Phone Number(s)
(Comma seperated)

Customer Care Email Address

Call Progress Brand Text

Preview
m < Customer Care

+91968637652

moviusticket@maoviuscorp.com

+91968637652

maviusticket@maoviuscorp.com

Movius
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What Admin Roles are in Management
Portal?

Last Modified on 10/19/2021 2:26 pm EDT

When using this help center, you may see instructions that tell you you require a specific "Role".
Below are a list of all the Roles which exist in the Management Portal.

List of Admin Roles

Role

Accounts

Description

This privilege allows an administrator to View user accounts; Invite new users; Edit
and Move and Delete existing accounts.

This privilege allows an administrator to View all other Administrators; Create new

AdministratorsAdministrator IDs; Edit existing information for other Administrators or Delete an

API Users

Reports

existing Administrator ID.
This privilege allows an administrator to View user accounts; Create new API| users;
Edit and Delete existing API users.

This privilege contains three main categories such as View, Download and ADK
APIls

Options under ADK APIs

e Call recording shows the recorded calls.
e Message logging shows the recorded messages.
e SMS Opt-In

Options applicable for View & Download

Consumption Metrics —are usage charts summarized for that organization.
User Metrics —is a summary of usage across users in that organization.
Administrator Activity — shows the Administrator's activities on the portal.
Activities —are the detailed records (Movius CDRs) around the activity. As this
is highly sensitive data, only authorized users should have access to this
privilege.

e Call recording shows the recorded calls.

Message logging shows the recorded messages.

e SMS Opt-In

This section grants the following admin permissions:
Edit permissions:

e Company Profile — Provides Company details.

e Invitation Templates — Provides options for SMS and Email Invitation
templates.

e Manage Alerts — Provides options for the Alerts to Administrators.

e Domain Restriction — Provides the ability to restrict invitation access to

256



Role Descdippti@ns.

Setup e Branding - Portal & Mobile App.
View Permissions
e Company Profile — Provides Company details.
e Invitation Templates — Provides options for SMS and Email Invitation
templates.
e Manage Alerts — Provides options for the Alerts to Administrators.
e Domain Restriction — Provides the ability to restrict invitation access to
domains.
e Application Version — Provides details about the MultiLine application.
e Two Factor Authentication — Provides an additional layer of security to
control suspicious login activity.
¢ Webhook Events
¢ Number Management — Provides the options for managing the numbers
allocated to an organization.
e User Permissions — Provides the ability to define features available on the
application.
e Feature Settings — Manage Recording (Call Recording & Message Logging) -
Provides options around Mobile Recording.
e Messages - Synchronization & Multimedia Messages.
e SMS Opt-In - Allows access to the Call and SMS recordings using the ADK.
e In-App Messaging
This section grants the following admin permissions:
Roles and e View allthe roles;
Privileges ° Cre'ate a n'ev'v role;
e Edit an existing role;
e Delete an existing role.
Help This grants permissions to admins to View or Edit contents in the Help section.

Application Version — Provides details about the MultiLine application.
Two Factor Authentication — Provides an additional layer of security to
control suspicious login activity.

Webhook Events

Number Management — Provides the options for managing the numbers
allocated to an organization.

User Permissions — Provides the ability to define features available on the
application.

Feature Settings — Mobile Recording (Call Recording & Message Logging) —
Provides options around Mobile Recording.

Messages - Synchronization & Multimedia Messages.

SMS Opt-In - Allows access to the Call and SMS recordings using the ADK.
In-App Messaging

This section grants the following admin permissions:
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Role DescYipwoidministration Profiles and Sub-Organizations
Profile e Edit Administration Profiles and Sub-Organizations
e Create Sub-Organization
e Delete Sub-\Organizations
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Create Admin Roles in Management
Portal

Last Modified on 11/03/2021 7:40 pm EDT

Roles are a collection of privileges granted to Admins. Create your Roles before adding admins
because selecting the Role will be a part of the Admin creation process.

Overview

Creating Admin Roles allows your organization to have different types of Admins. For example, you
can have an Admin who is only able to invite users, and an administrator who is only able to
downloading reports.

Before you Start

e You need "Roles and Privileges" Role to perform these instructions.

How to create a Role

You can create a role in Administrators > Roles and privileges.

1. Enterthe Organization where you want to create the role.
2. Click Administrators.

3. Click Roles and Privileges.

4. Click + Create Role to create a new role.

Different privileges can be assigned by checking various features under each section.

e Select the checkbox to assign the privileges.
e |fsingle or multiple checkboxes of a section are selected, the link for that section will get
highlighted in the header link.

Your custom Admin Roles are ready!

Now when you add Administrators accounts, they will join with the access they need to perform
their role in the Managment Portal.
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Invite Administrators to Management
Portal

Last Modified on 11/03/2021 7:40 pm EDT

Learn how to add, delete or edit an admin profile in the Administrator section of Management Portal.

Overview

Admin accounts allows people in your organization to access the Management Portal.

Before you Start

e Requires Roles and Privileges Role. See Admin Roles for more information.

e Before you invite administrators to the organization, you should have already created Roles for
the administrators.

Invite admins

1. Go to the organization where you want to perform the action.
2. Click Administrator.
3. Click Add New Administrator.

ADMSNISTRATCORS

4 Administrator

+ Add API User + Add New Administrator H

Sophia Andrew 21-NOV-2019 12:31 PM Enterprise Super Administrator Orgd0og
Adam Smith 22-MAR-2019 11:21 AM Enterprise Super Administrator Ultra Tech Media
Gulliver Wilkiams 03-SEP-2018 D632 AM Enterprise Super Administrator Orange American Inc

4. Enter the details for a new administrator.
o Note that the default language is English but can be modified by the administrator when
they review their own profile. Movius currently supports English, Spanish, and Portuguese

ABE Bank a 8
. CarierOrg « ABCBank « Homeloan - Administrators - Add New Administrator
iy Personal Details
ADMINISTRATORS.
First Name * name Device #
Last Name * Email *
Organization Home Loan Time Zone (UTC+00:00) Africa - Abidjan v
Role Enterprise Super Administrator v Language English v

You've invited the admins!

An email will be sent to the new admins which will contain their login credentials and a system-
generated password. On the first login, the administrator will be prompted to set their own
password.

If you want to check whether administrators have onboarded, you can monitor administrator status
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in Administrator Reports.
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Connect MultiLine to an external
application via APl user

Last Modified on 11/03/2021 7:40 pm EDT

You can connect MultiLine to an external application (example: Salesforce) by adding an API user.

Overview

When the APl user is created, the user can select an External Application using his account

credentials.

Before you Start

e You need the "API User" Role to do this instruction. See What Admin Roles are in Management
Portal?.

Create an API user

1. Click Administrators.
2. Click Add API User.

movIus a a

Last Name =

External Applications *

3. Enterthe Personal Details.
4. Select External Applications for which the API user will be accessing the organization data.

5. Click Save.

Editing an External Application

An APl user has the privilege to edit the selected External Application. To edit an External
Application, follow the steps below:

Click Administrators.

Click Edit Administrators.

Edit the Email Address.

Select External Applications for which the APl user will be accessing the organization data.

Click Save.

I O
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Resend invitations to Management
Portal Administrators

Last Modified on 10/25/2021 2:33 pm EDT

If an administrator loses their invitation to the Management Portal, you can resend the invitation.

Overview

Invitations to administrators contain the information they need to activate their account into the
Management Portal for the first time.

Before You Start

[ ]
An admin must have "Administrators" Role in the organization to do these instructions.
See What Admin Roles are in the Management Portal.

How to resend invite to one or more
administrators

1. Goto Administrators.
2. If desired, narrow your search by name or email using the search bar.

MOVIUS
. WhatsappOrg ~ Administrators
All the information displayed in America - New York ( EDT )
Administrator Roles and Privileges
ADMINISTRATORS
AdminFirstnameView Q 4+ Add APl User + Add New
Lahal
RERORTS O Name Last Sign In Role Organization

0O AdminFirstnameView View3 cubOreE Format
AdminLastnameView few. ubOrgt _|

3. Select the checkbox for the administrators you want to re-invite.
o To select all administrators, use the checkbox in the header row.

Administrator Roles and Privileges
AdminFirstnameView Q + Add APl User + Add New Administrator :
Setect Al
%
Name Last Sign In Role Organization & Details % Close
AdminFirstnameView View3 SubOrgE _Formaté
AdminLastnameView e SFTP_KEY_AUTh AdminFirstnameView Admin... @

Email : AdminwithonlyView@moviuscor...

Device #:

4. Click Re-invite.

After re-inviting administrators, a download link with successful invitation message will appear. Click
on the Download invitation status link to view the invitation status.
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Number Management

Last Modified on 09/10/202111:02 am EDT

The Number Management section under the Setup tab has utilities for managing numbers.
Tasks you can perform include:

e Allocate number(s) to a department or sub-organization.
e Reserve a number for an individual or a role with a Tag.
e View numbers allocated to a department/sub-organization and withdraw unused number(s).

MOVIUS

2. 952442891 MOVIUS IN... Setup
All the information displayed in US - Central (CDT)

Menu Available

Administration No numbers are available
Number Management v
I Available
Reserved

Allocated To Sub-Organization

User Permissions

Available

e Available numbers are numbers which are not yet used, reserved, or allocated to any
organization.
e Series collect numbers by country code or area code. This is configured in the Service portal.
o Click the dropdown menu to see the list of available numbers

. 1406 ) 2

1406-720
1406 725

For complete list, Download CSV

o You can search any number series in the search bar to narrow your results

Search - Q

e You can allocate numbers from this screen by clicking Allocate Number.
o You'll select the Series, the Quantity of numbers to allocate, and the Sub Organization,
then click OK.
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Available

Available Numbers: 3 Search | 1406 Q Allocate Number
Series Quantity Sub Organization
o
1406 2 WebRTC v

Pe

Reserved

You can reserve specific numbers for an individual or a role.

e To reserve a number, search for the number you wish to reserve from the list of available
numbers.

e You can key in the first few numbers to narrow down the search.

e Click next to the existing Tag and click @ to allocate a new tag.

[E] movius A )

s -

Moy #

LETTELETTTE Yk ERTINE

EERETETIFTE ABC Eann # JAkndr AT

e You can also allocate that reserved number to a specific department/ sub-organization.

Allocated to Sub-Organization

A number that is allocated to a sub-organization can only be used by that sub-organization or child
organization.

This tab allows you to see a department/sub-organization and the count of numbers allocated to it.

& movius a s (B

i b Sub-Organizaz on
e ]
s MRk

rr— -

How to withdraw an unused number

Withdrawing a number will remove it from being allocated to that Sub-Organization and moves it to
the immediate parent organization. You can only withdraw unused numbers.

1. Click on the organization to expand it and view the allocated number series.
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Menu

Allocated to Sub-Organization
Administration

Allocated Numbers : 153674

Number Management -
v Digital Safe UK3 5 Numbers Allocated
Available
Reserved E3
I Allocated To Sub-Organization Serles 1256 Allocated 4 Unused 1 3 withdraw Numbers.
User Permissions
Series 23 Allocated 1 Unused 0
Feature Settings
Branding sowmya_suborg - SHARED -
Non Multiline org - SHARED -
> Customers 94694 Numbers

2. Click Withdraw Numbers.

3. A message window pops up as below:

Withdraw Numbers

Unused numbers 1

Enter quantity to withdraw :

i

4. Enter the quantity to be withdrawn.

5. Click Proceed. Note: the quantity should not be greater than the Allocated Numbers.

A confirmation notification appears as below:

1 number from series 1256 has been successfully withdrawn from Digital Safe UK3 organization

Allocated to Sub-Organization

Allocated Numbers : 153673
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Number Status and Actions

Last Modified on 09/10/202111:04 am EDT

The Number Status and Actions section under the Setup tab has utilities for searching numbers
and performing actions.

e You can search numbers by number, tag, series, organization, or status
e You can move numbers and add, edit, and delete reserve tags.

MoOVIUS a &
. TOPORG-DOMOTEDL. © Setup
Administration
SEARCH BY
Mumber Managerment -
Number / Tag Series Organization
I Nurmiber Status
None selected ~ None selected v
Status @
To Sub-Creanization None selected -
SETUR User Permissions oy
Feature Settings J - -
Branding View Hierarchy ¢
Series MNumber Ik Organization Status @ Reserved Tag
1405 1405742292 Number_status
1405 14057422593 TOPORG - DO N... ASSIGNED

Search By

Use the Search By panel to refine your results. After making your selections, you will need to click
the Search button. To undo your selections, click the Reset button.

e Number /Tag:

o Type into the field either the number you're looking for or a reserved tag

Number / Tag

Enter number/tag

This field will perform partial searches. For example, if you search 1418 and there are
numbers or tags that have that sequence as a part of them such as 1418898476,
1876141877,1478761418,1418_salestag, sales_14182, all these results will appear.

e Series:

o Use the checkboxes to restrict your search to one or more number series
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Series

164 v

Search Q

CJ Al

v 164
] 1641

() 16415488

o Use the Search field within the filter to narrow down your options
e Organization:
o Use the checkboxes to restrict your search to one or more sub-organizations

Organization

None Selected v

Search Q

B Al
[J WhatsappOrg

(J Sub_orgd

o Use the Search field within the filter to narrow down your options
e Status:
o Use the checkbox to restrict your search to one or more statuses including Available,
Reserved, Assigned, and In Use
o Hover over the question mark icon for a reminder of the meaning of each status
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Status @

Available v

CJ All

v Available

(J Reserved
[J Assigned

(J In Use

e View Hierarchy:

o Click View Hierarchy to explore the sub-organizations within your organization

The actions performed by the Admin depends on which organization they have logged
into. For example, If a number in a grandchild org must be moved to the parent
organization, then this action is not permitted. This is because the access of the
grandchild org is within the org and all the orgs below it.

If you have the right permissions, you can navigate to the parent organization.

e Sort:
o Hover over the header row of your results to expose a Sort button
o Click it once to sort results by that column. Click it again to reverse the sort order
s By default, it will display numbers from lowest to highest, characters from Ato Z
= Clicking again will display numbers from highest to lowest, characters from Zto A

ey o

Series Numbe Organization Status © Reserved Tag

e Results:

o Results appear displaying Series, Number, Organization, Status, and Reserved Tag

Series Number 1§ Organization Status @ Reserved Tag
1405 1405742292 Number_status
1405 1405742293 TOPORG - DO N... ASSIGNED

Move and Reserve numbers

The menu icon in the Actions column will show Move and Reserve options for Available numbers. It
will show the Move option for In Use and Reserved numbers.
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MOVIUS a a

& WhatsappOr; Setu
ppUrg p

All the information displayed in America - New York ( EDT)

Menu Number Status
Administration »
SEARCH BY
Number Management -
Number / Tag Series Organization
I Number Status And Actions
Enter number/tag 1550, 164 v Extended Testing Org, Wa_grandchils
Reserved
Bulk Number Operations 3 Status @
User Permissions Available, Reserved ~
Branding »
View Hierarchy it &
Series Number [z Organization Status © Reserved Tag Action
1550 1550011128 Wa_grandchild AVAILABLE e
1550 1550011132 Wa_grandchild AVAILABLE Move
Reserve
164 16415488745 Extended Testing Org RESERVED sabaresh 2 &

Move a number

1. Click Move from the menu icon in the Action column.

Action

Move

Reserve

2. There are two ways to select the organization you want to move the number to:
1. Select an organization to display its sub-organizations and keep selecting until you have
selected the organization you want to move the number to.
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Choose Organization

Number: 1550011124

WA_Child_Format50
From
g
Marketing_Extended_o
L$:4

Choose Organization

Search Organization

Sub_org_A_format1_sftp
only_exchange

Sub_org d 0
SubOrgC_Format4 SFTP_... e
UK_Extended_testing_org
Desc_577 @
SubOrgE _Format6 SFTP_... e

Marketing_Extended_org

i

Extended Testing Org a

2. Use the search field to pull up the sub-organization you want and select it.

Choose Organization

Number: 1550011124

WA _Child_Format50
rg

From

Marketing_Extended_o
rg

3. Click Move.

Add, edit, and delete Reserved tags

Reserve a number

Choose Organization

Marketing_Extended_org
Marketing_Extended_org(899000324)

Marketing

You can add Reserved Tags to Available numbers. If a number is reserved, the Reserved tag column
will contain the reserved tag, otherwise it will be blank.

1. Click Reserve from the menu icon in the Action column.
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Action

Move

Reserve

2. In the field that appears in the Reserved Tag column, enter your tag name. Note:you cannot
leave this field blank.

Reserved Tag J

marketing| (%) @

3. Click the check mark to save, or 'x' mark to cancel.

Edit a tag
1. Click the Edit pencilin the Reserved Tag column.
Vi¢

Reserved Tag

marketingi V4

2. Edit the tag name in the field.
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3. Click the check mark to save, or 'x' mark to cancel.
Unreserve a number

1. Click Unreserve from the action menu to remove the tag. Note: The status of the number will
change from Reserved to Available.

Action

Move

Unreserve
Nit]
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Manage Reserved Numbers

Last Modified on 10/26/2021 2:48 pm EDT

Read this to learn about how to work with reserved numbers, tagging them, editing and deleting
tags, etc.

Overview

Tags put numbers in the Reserved pool. Tags help admins find numbers that are reserved for a
specific purpose.

e You're required to add a tag to reserve a number. You can optionally reserve the number for a
specific organization.
e You can reserve and unreserve numbers fromm Number Status and Actions or from Number
Management
e When numbers are initially deleted, the admin has a one-time option to tag the number and
add a forwarding number. See Delete user and release, reserve, or forward calls.
o Note: After completing the deletion, it is impossible to forward a number that didn't
initially have a forwarding number attached to it.
o However, if there is a forwarding number attached at that time, it can be edited or
deleted.

Before you start

e An admin must have "Setup" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

Reserve a number

Reserve a number from Number Status and Actions

1. GotoSetup > Number Status and Actions
2. Click Reserve from the Actions menu and enter the tag name. Note: You can't leave tag hame
blank.

To Unreserve, click Unreserve from the Actions menu. This will remove the tag from the number
and put it in the Available pool.

Reserve a number from Number Management

1. GotoSetup > Number Management > Reserved Numbers.
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MOVIUS

.  TOPORG - DO NOT EDI... Setup

Menu Reserved

Administration
Reserved Numbers: 0

Number Management -
Number Status
Avallable
I Reserved
Allocated To Sub-Organization

2. Click Reserve Number.

Reserved

Reserved Numbers : 0 Search | Number/ Tag Q Reserve Number

Number Tag Organization
o
o TR 1 (2]

Type tag name here TOPORG - DO NOT EDI... v
3. Select the number, enter the Tag, and select the Organization you are allocating the number
to. Then click OK.
A confirmation message will appear and the number will enter the Reserved Numbers list:

78908765342 has been successfully reserved with tag Reserved _tag °

Edit a tag or forwarding number

1. GotoSetup > Number Management > Reserved Numbers.
2. Search for the Number or Tag to narrow your results, if desired.
3. Click the Edit icon.

Reserved
Reserved Numbers : 1 Search | Numt g Q £
ber 78908765342 raz Reserved_tag rd 1 Allocate X% Remove

4. Edit the Tag then click Save.
5. Click Forwarded to to edit the Forwarding Number.
6. Select Update the Number or Remove the Number according to your needs, then click

Proceed.

Delete a tag

275



1. GotoSetup > Number Management > Reserved Numbers.
2. Search for the Number or Tag to narrow your results, if desired.
3. Click Remove.

Reserved
Reserved Numbers : 1 Search  Numt Q &
ber 78908765342 raz  Reserved_tag [ 1 Allocate % Remove

4. You can then confirm you want to delete the Tag. The number will be removed from the
Reserved Numbers list.
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Withdraw Unused Numbers

Last Modified on 10/26/2021 2:35 pm EDT

Read this to learn how to withdraw an unused number.

Overview

Withdrawing a number will remove it from being allocated to that Sub-Organization and moves it to
the immediate parent organization. You can only withdraw unused numbers.

Before you Start

e An admin must have "Setup" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

Withdraw unused numbers

1. GotoSetup > Number Management > Allocated to Sub-Organization.
2. Click on the organization to expand it and view the allocated number series.

Menu Allocated to Sub-Organization
Administration Allocated Numbers : 153674
Number Management - A
v Digital Safe UK3 5 Numbers Allocated
Available
Reserved 3
I Allocated To Sub-Organization Series 1256 Allocated 4 Unused 1 3 Withdraw Numbers
User Permissions
Series 23 Allocated 1 Unused 0
Feature Settings
Branding sowmya_suborg - SHARED -
Non Multiline org - SHARED -

> Customers 94694 Numbers Allocate

3. Click Withdraw Numbers.
4. Enter the quantity to be withdrawn.

Withdraw Numbers

Unused numbers 1

Enter quantity to withdraw : | #

5. Click Proceed. Note: the quantity should not be greater than the Allocated Numbers.

You're done!

When completed a confirmation message will appear
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1 number from series 1256 has been successfully withdrawn from Digital Safe UK3 organization °

Allocated to Sub-Organization

Allocated Numbers : 153673
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Number Utilization

Last Modified on 10/26/2021 2:50 pm EDT

Read this to learn how to interpret the Number Utilization panel.

About Number Utilization

On the Number Utilization panel on the Dashboard, you can view how many numbers you're using
and have available.

NUMBER UTILIZATION o+
In Use 15 (68.2%) HET
Available 7 (3.8%) ||

Available
7(31.8%)
Allocated to ==
Sub—{rgs
13 (59.1%)
Resermed
2(9.1%)

& Murnber(s) needed for pending invitations:1

100%

In use: Shows the numbers which are currently in use.In use numbers include assigned
numbers, reserved numbers, registered numbers, and numbers allocated to an organization.

Available: Shows the numbers which are unallocated and can be used by the administrator.

Click anywhere on the Pie chart to see the number utilization in detail as below:

Mumber Utilization Details

ABC Banking
Carporation

Allocated To Sub-Organizations

Search by erganizatien rame o

Oparatian 7 5

Reteil Banking B 4 1 1
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The total quantity of available numbers is divided into 5 categories:

e Available: The numbers which are currently not in use.

e Reserved: The numbers which are tagged for later use.

e Assigned:The numbers which are assigned to a user through invitation, but the user has not
on-boarded yet.

e Registered: The user has successfully on-boarded.

e Allocated to Sub-Organizations: The numbers which are allocated to sub-organizations.

Utilization Threshold: It is the upper limit (in percentage) allocated for notifying the
Administrator through an email, that he has utilized the maximum assigned threshold. Every time
the administrator assigns a new number till all the available numbers are utilized, an email notifying
the same will be sent.

You can edit the Utilization Threshold percentage value to be anywhere between 1to 100.

Example:In Figure 9 the Utilization Threshold is assigned as 80%. This means, when the Number
Utilization percentage reaches 80%, the administrator will receive an email saying that the
maximum assighed threshold has been reached.

Manage Threshald

Theeshold  BI%

Request More Numbers: When you get an email notification that you have reached the
assigned Utilization Threshold, you can request for more numbers using the steps below:

e Click Request More Numbers.
e A popup with the following message appears:

Request for More Line Numbers

Call: +1 800 688 4001

Email: Support@maoviuscorp.com

e Click OK.
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e Send an email requesting for more numbers to the email address mentioned in the popup.

e You may also call on the number appearing in the popup.

Download Report: Two reports related to Consumption (Voice, Message and Data) and
Number Utilization can be downloaded from two separate download icons on this screen. The
same can be downloaded by following the below steps:

1. Click B (refer to Figure 4) to download the required report.
2. Choose Open or Save to view or download the CSV file.
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Create user permissions

Last Modified on 11/03/2021 7:41 pm EDT

Read this to learn how to create custom user permissions that you can apply to Organizations in the
Setup tab.

Overview

User permissions define what app features are available to users of the MultiLine app.

Before you Start

e An admin must have "Setup" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

e Default User Permissions will set permissions for users that are not part of a subgroup.

Create new custom permissions

1. Gotothe Setup tab and click User Permissions.
2. Click Add New.

[4 movius Q A

2. 952442891 MOVIUS IN... Setup

Menu User Permissions

+ Add New
Administration

Number Management > Default User Permissions ) ERITED

> Test COS

I User Permissions

Feature Settings

Branding > Sales - Salesforce

> Engineering - Salesforce

Check the box for a feature to permit it, or uncheck the box for a feature to disallow it.
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nbound Call Settings

bound Call Settings Contact Sources Personalization

Data Data Use Native Allow Personalize
’ : Number
Minutes Minutes Local
Fall Back Choose On Dialer Exchange
General Settings Visual Voicemail Others
Allow Call Forwarding Allow Spoken Name
Recording
Allow Scheduler

Allow Custom Greeting

Allow "Show Caller 1D" :
Recording

N B

Allow Simultaneous /
Sequential Ring

Allow Advanced Wi-Fi
Setting

4]

4

Allow Block Caller

Allow SMS

List of permissions

Inbound Call Settings

e Data: Enable/Disable using data to receive inbound calls.
e Minutes: Enable/Disable using minutes to receive inbound calls.
e Fall back: Enable/Disable trying data first, then minutes, to receive inbound calls.

Outbound Call Settings

e Data: Enable/Disable using data to make outbound calls.

e Minutes: Enable/Disable using minutes to make outbound calls.

e Choose on Dialer: Enable/Disable choosing data or minutes from the dialer when making
outbound calls.

Contact Sources

e Use Native: Enable/Disable using native contacts service in MultiLine.
e Local: Enable/Disable importing native contacts into MultiLine.

e Exchange: Enable/Disable exchanging contacts between native device and MultiLine server.

Personalization

e Allow Personalize Number: Enable/Disable the ability to customize MultiLine number.

General Settings

Allow Call Scheduler: Enable/Disable call scheduler function.

Allow Scheduler: Enable/Disable scheduler function.

Allow "Show Caller ID": Enable/Disable caller ID function.

Allow Simultaneous/Sequential Ring: Enable/Disable simultaneous/sequential ring function.
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e Allow Advanced WiFi Setting: Enable/Disable toggling of the Advanced Wifi settings.
o Allow Block Caller: Enable/Disable incoming caller blocking function.
e Allow SMS: Enable/Disable SMS messaging.

Visual Voicemail

Allow Spoken Name Recording: Enable/Disable spoken-name voicemail greetings.

Allow Custom Greeting Recording: Enable/Disable custom, personable voicemail greetings.

You've created your custom permission

You can assign the permission set when you add users.
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Managing Email Domain Restrictions for
MultiLine Invitations

Last Modified on 10/27/2021 2:21 pm EDT

Administrators can restrict the email domains that can receive MultiLine invitations, to prevent
other administrators from inviting users from those domains.

Overview

The most common use case of restricting email domains is to enforce that invitations are sent to
corporate email accounts to prevent invitations from accidentally being sent outside the
organization.

Before you Start

e An admin must have "Setup" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

e Navigate to the top-most organization that you want to receive the changes. See Navigating
Organizations.

How to add Allowed Email Domains

You can set up a list of allowed email domains under Administration in the Setup tab. This restricts
which domains can receive invitations.

[4 movius Q A

s 952442891 MOVIUS IN... Setup
All the information displayed in US - Central (CDT)
Menu Domain Restrictions

Administration - Restrict email invitations for new accounts to specific email domains ( Ex: @enterprise.com ).

Company profile
Invitation Templates v Allowed Email Domains
Message
Email
Manage Alerts
I Domain Restrictions

Application Version

Note. [fthere are no entries under Allowed Email Domains, emails can be sent to any email

domain.

1. Goto Setup > Domain Restrictions.
2. Ifyou haven't set up any allowed domains yet, click add from the message.

285



- No domains are restricted, click here to add restriction -

3. Start typing in the Allowed Email Domains area, starting with '@' and following with your
desired domain and click enter.

@alloweddomain.com

4. Click Save and then Yes to confirm.

Step 2: Editing and deleting

Add more or delete Email Domains by clicking Edit.

To delete, click the x next to an existing domain.

[ —— -
| @movius.com B4
S ]

You're done!

Administrators will now only be able to send email invitations to the Allowed Domains.
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Customize email invitations

Last Modified on 11/03/2021 7:47 pm EDT

Administrators in the Management Portal can customize email invitations. We provide a default
email invitation with the required information which you can edit according to the needs of your
organization.

Overview

Users receive MultiLine invitations when you add them to an organization. These invitations contain
the information users need to download and activate MultiLine and credentials for activating mobile
and desktop apps. Some organizations may want to change the default invitation we provide to
add their own content or formatting.

Before you Start

e An admin must have "Setup" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

How to edit the email invitation
template

You can use the editor to add content and formatting to the email.

1. GotoSetup > Administration >Invitation Templates > Email

Movius a s
WhatsappOrg Setup
All the information displayed in America - New York ( EDT)
1
Menu Email Template
Administration )
Email Preview Template
Company profile
Invitation Templates -
From: auto@moviuscorp.com
Message
I Email Subject: MultiLine_Invitation
Manage Alerts Content: BIUSESESS:-=30«% Font Size... | Font Family - Font Format
Allowed Email Domains {logo_img}

Application Version Hi {f_name} {I_name},

Two Factor Authentication Welcome to MultiLine!
Webhook Events ¢ Onyour iPhone or Android? Tap the button below:
Number Management {sign_in_btn}
User Permissions = Onyour computer? Use your phone's camera or QR code reading app to scan the QR code below:

{qr_code_img}

Eaatiira Sattinoc

2. Click Edit to make changes. Note: You must include required variables. See below for list of
variables.

3. Click Preview Template to see how edits would look and make sure that parameters are
working properly.

4. Click Save.

List of invitation variables
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Variable Name

{f_name}
{I_name}

{app-link}

{gr_code_img}

{sign_in_btn}

{u_name}
{pwd}

{market_code}

Note: if you do not include {u_name}, {pwd}, and {market_code} variables, your users will

Description Required?

First name of the invited user No
Last name of the invited user. No
App link configured by the system administrator. Tapping appNo
link redirects the user to download the app.

This is the QR code. Users scan the QR code to automatically

download the app (if not already downloaded) and begin Yes
activation.

This is the "Download and Activate" button. Users tap the

button to automatically download the app (if not already No
downloaded) and begin activation.

Email address or mobile number of the invited user. No
System-generated password for the invited users. No

Company or Organiation ID is automatically defined when the N
o
organization is defined.

not be able to use manual activation.

Tip: Provide help resources to users - It's a good idea to link to our help resources here at

https;/help.moviuscorp.com. Users can also get to help resources within the application in Settings

> Help.

Your custom MultiLine email invitation

Is ready!

Any new invitations sent will now have your custom content and formatting.
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Customize SMS invitations

Last Modified on 10/18/2021 4:45 pm EDT

Read this instruction to learn how to customize SMS invitations.

Overview

Administrators in the Management Portal can customize SMS invitations. We provide a default SMS

invitation with the required information, but some users may wish to edit according to the needs

of their organization.

Before you Start

e An admin must have "Setup" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

Edit the SMS invitation template

Change the text of the SMS invitation template in Setup > Message Template.

1. GotoSetup > Administration >Invitation Templates > Messages.

2. Click Edit. Make any desired changes.
Note: You must include required variables. See below for list of parameters

3. Click Preview Template to see how edits would look and make sure that parameters are

working properly.
4. Click Save.

List of invitation variables

Variable Description .
Required?

name
{f_name} First name of the invited user. No
{l_name} Last name of the invited user. No
{sign_in_link} [Ifthe user does not have the app, clicking this link will take the user

to the App or Play store. If the user already has the app, it will open |Yes

the app.

Your custom MultiLine SMS invitation is ready!
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All new SMS invitations sent will have your custom content.
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Send MultiLine Invitations (Add users)

Last Modified on 11/03/2021 7:41 pm EDT

Learn how to send invitations to users so that they can use them to activate their MultiLine
applications.

Overview

MultiLine invitations contain user credentials and a password to use for MultiLine activation. Users
must activate MultiLine on their device every time they install or reinstall the application. If users
lose their invitation, you'll need to send them a new password. See Getting Started with MultiLine for
the user experience.

Before you Start

e An admin must have "Accounts" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

e |fyou would like to customize the email invitation, you should do this prior to this step.

e Ifyour users need custom permissions, you should create those prior to this step.

e Sending an invitation requires there to be an Available or Reserved number to be assigned to
the user account.

Send invitation

From Accounts, you can add accounts individually, or upload multiple accounts using a CSV file.
Either way, first go to the Accounts tab, and then click Add Account.

[4 movius Q A

3&% & 952442891 MOVIUS IN... Accounts
eeolnT All the information displayed in US - Central ( CDT)
Name / Email / MultiLine / Device number ~ Q ( Move > ( Resend Invite > 4+ Add Account
O Name Username Organization Status
> [ Sprint Sipp opssaas04@gmail.com Health Monitor

Add a single account
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[4 movius Q A

,—,‘. 952442891 MOVIUS IN... Accounts - Add Account
All the information displayed in US - Central (CDT)
SINGLE ACCOUNT MULTIPLE ACCOUNTS
First Name * First name Application(s) * MultiLine
Last Name * Last name Number Of Lines Allowed 1 v © Assign Number ©
952442891 MOVIUS INTERACTIVE CORP User Permissions @ Default User Permissions (Default) v

Organization

Email or Device # *
with country code

Email or device #
(e.g. For U.S: TXXXXXXXXXX)

*By clicking on Invite, you agree that you have obtained permission from recipients to receive SMS notifications through employee

or other agreement. Message and data rates may apply.

Enter the First Name and Last Name.

Enter the Email or Device # that the invitation will be sent to.
Click the Assign Number link.

Choose a number from the drop-down menu.

Select the User Permissions to which to assign this number.
Click the Invite button, and you have invited a user.

O A NN

Add multiple accounts
[4 movius Q A

‘-!-, 952442891 MOVIUS IN... Accounts - Add Account
All the information displayed in US - Central ( CDT)

SINGLE ACCOUNT MULTIPLE ACCOUNTS

To import and/or invite users in bulk, please use this CSV template to upload the users
Select the Organization for which the users are to imported and/or invited. You can directly invite the imported users or you can import them and invite them later.

Choose CSV File

Choose Organization Application(s) * User Permissions
952442891 MOVIUS INTERACTIVE CORP v MultiLine Default User Permissions (Default) v

*By clicking on Import & Invite, you agree that you have obtained permission from recipients to receive SMS notifications through Import & Invite

employee or other agreement. Message and data rates may apply.

1. Click the Multiple Accounts tab.

2. Download the .CSV template and paste in your users. You can copy/paste from an Excel
document.

3. Choose the sub-organization that you want these users to be added to.

Choose the User Permissions group for this upload.

5. Upload the CSV and click Import and Invite. This will trigger the invitation to all the users in
the CSV. Note: This will not assign numbers to each user. They will have the option to choose
the numberthemselves, when they onboard onto the application.

»

Resend invitation

1. Select the checkbox next to the User Name.
2. Click Resend Invite.
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[4 movius Q A

o . 952442891 MOVIUS IN... Accounts

All the information displayed in US - Central (CDT)

ACCOUNTS

Name / Email / MultiLine / Device number ~ Q ( Move ) ( Resend Invite ) 4+ Add Account
O Name Username Organization Status
> 0 Sprint Sipp opssaas04@gmail.com Health Monitor

e The Resend Invite button stays active both in the Accounts as well as the
Administrator pages, irrespective of whether the numbers are available or not.

e Moving the pending invitations from one organization to another will not be allowed if the
destination organization does not have enough numbers to onboard.

e Ifapending invite (without an assigned number) is moved from one organization to
another, and if the destination organization does not have enough numbers available then
the Move button gets disabled. On selecting the destination organization an error
message "Unable to move account(s). You do not have enough numbers available in the
selected organization" appears on mouse hover.

Invitation FAQ

Can | assign a number to a specific user?

Yes. Individual numbers can be assigned to a specific person. This is typically needed when numbers
are ported or when you need to re-assigning a previously-used number to a new userCan | send
bulk invites to users and assign the number?

Can | bulk assign numbers to users?

No. At this time, it is not possible to assign a specific number to a user if you utilize a bulk invitation.

Can |l resend an invitation if a user did not receive the email?

Yes. Invitations can be resent to any user. Simply find the user in the Accounts tab of the Portal and
click the “Send Invite” button.

How can | tell if a user has used their invitation?

Track Invitation status in the Accounts tab.

What do | do if | invite a user to the wrong organization?

Move the user to the desired organization.

What do | do if a user has changed their personal phone
number (new device or SIM card)?

When users activate MultiLine, their accounts are associated with their personal phone number. If

293



the user wants to keep the same MultiLine number, delete the user's current account and send a
new invitation to the user.
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Search users and view invitation status

Last Modified on 10/26/2021 1:54 pm EDT

Read this to learn how to use the Accounts tab to check whether users have onboarded.

Overview

The Accounts tab tracks invitation status and some usage, which makes it a great place to start
checking whether people are onboarding successfully.

Before you Start

e An admin must have "Accounts" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

Check invitation status and usage

All existing user accounts are visible with the current status of the account on the Accounts tab.
You can search for accounts by Name, Email ID, MultiLine Number or Device Number.

1. Hover over the icons under Status to view their current status.
o Invite Status meanings:
= Creen: Successfully activated
= Amber: Invitation sent, but user hasn't activated
= Red: Suspended or Blocked
s Grey: Opted Out
2. For Green (successfully activated) accounts, you can click the side arrow for more information,
including
1. Whether the user has started calling and messaging
2. The type of device, Android or iOS
3. Assigned user permissions See Create User Permissions.
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Move users

Last Modified on 10/26/20211:58 pm EDT

Read this to learn how to move an account to a different organization.

Overview

From Accounts, you can move an account from organization to another within your tree (according
to the hierarchy). Once the user is moved, all settings of the new organization will be applied to the
user.

Before you Start

e An admin must have "Accounts" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

Step 1: Optional Title for Step

1. GotoAccounts.
2. Select the checkbox for the account you want to move and click Move.

MOVIUS Q A . v
[C3 . 952442891 MOVIUS IN... Accounts
ACCOUNTS All the information displayed in US - Central ( CDT)
Name / Email / MultiLine / Device number ~ Q ( Move ) ( Resend Invite > + Add Account
O Name Username Organization Status
> [ Sprint Sipp opssaas04@gmail.com Health Monitor

3. Search or select the Organization or Sub-Organization and click Move.
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Move To | Select Organization

4. Click Yes on the confirmation page.
5. Click Done.
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Suspend a user

Last Modified on 10/26/2021 2:01 pm EDT

Read this to learn how to suspend a MultiLine account.

Overview

In case a user is misusing the app or is doing activities not allowed by the organization, MultiLine
gives the account owner the option of suspending the user's number.

Before you Start

e An admin must have "Accounts" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

Suspend the user

1. Go to the Account tab and search for the user by Name/Email/MultiLine/Device Number.

moviuscorp.helpjuice.com/admin/dashboare

[ movius a »

WhatsappOrg Accounts

Al the information displayed in America - New York ( EDT)

O Name Username Organization Status

> O paridhi Sifilill paridhi [l D com WhatsappOrg P

2. Click the entry to expose the dropdown menu, then click the Edit Line icon.

Organization Status
WhatsappOrg s
age .0 min M1 msgs @1.00 MB # O Active w

3. Select the check box for Account Suspended and click Save.

The user is suspended

You can unsuspend the user by unchecking the box at any time. Or you can delete the user.
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Delete user and release, reserve, or
forward calls

Last Modified on 10/26/20211:227 pm EDT

Read this to learn how to delete a user from the Accounts tab.

Overview

Admins may need to delete users when they leave the company, switch their personal phone
numbers, or as a troubleshooting step. After deletion, you can release the number to the Available
pool, reserve the number for a specific purpose, or add a forwarding number.

Before you Start

e An admin must have "Accounts" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

Delete the user

A deleted user will immediately lose access to the MultiLine application.

1. Gotothe Accounts tab and search for the user by name, MultiLine number, device number, o
email ID.

moviuscorp.helpjuice.com/admin/dashboard

& WhatsappOrg Accounts

All the information displayed in America - New York  EDT )

O Name Username Organization Status

> O paridhi Sifilll paridhi. Il e D com WhatsappOrg

2. Click on the result to expose the dropdown menu, then click the Trashcan icon to delete.

O Name Username Organization Status
v [ Paridhis- paridhi.s-@m-.com WhatsappOrg Id
multitine 1 164179 User Permissions  COS UATO (Default) Usage S 0min ®0msgs @0B L] Active WO

3. A pop-up window will appear asking if you want to tag the number, or enter a number to
forward calls to.

o Ifyou do not tag the number, it will enter the Available pool.

o Ifyou tag the number, it will enter the Reserved pool.

o You must tag the number to forward calls. If you do not set the forwarding number at this
step, you cannot choose to forward calls later.

r

[Z Movius a s (A

E
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o Ifthe deleted number is saved with tag and forward number, than the forward number
can be updated later from the Reserved pool in the Setup > Number Management
section

Delete MultiLine

Do you want to tag(16415488350) for later use?
& Enter tag name

Enter number for call forwarding (Optional), Forward number
cannot be added later

Enter number with country code

Cancel Proceed
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Enable PBX phone for a user

Last Modified on 10/26/2021 2:10 pm EDT

Read this to learn how to enable PBX phones for users who will use the same number for their PBX

phone and their MultiLine.

Overview

Enabling PBX phones will allow for the user's mobile phone and desk phone to ring simultaneously,

so the user can pick up the call at their desk or when they're mobile.

disabled by default.

Before you Start

e Not all organizations will have the option to enable PBX phone

Note: The PBX Phone is

e An admin must have "Accounts" Role in the organization to do these instructions. See What

Admin Roles are in the Management Portal.

Enable PBX Phone

1. When adding a user or editing a user, go to a User's Profile tab.

2. Click on the checkbox for PBX Phone to enable.
3. Click Save.

Profile Activity
MultiLine 16416316065 Usage
PBX Phone [ Disabled
User Permissions default user permissicns (Default) 3 Call Recording
Organization GEO Testing Message Logging
Device # & 916363806095
Language English a

W Delete

L Calls ®; Messages Q@ Data
8 min 0 msgs OB
@ Enable O Disable

@ Enable O Disable

[ Login Suspended

[] Account Suspended
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Manage Alerts: Choose activities that
trigger email notifications to
administrators

Last Modified on 10/26/2021 3:12 pm EDT

You can set up alerts to send an email to the Organization administrator and any other designated
recipients.

Overview

Setting up alerts helps your organization keep track of what is happening in the Management
Portal. You can manage alerts under Administration in the Setup tab.

Before you Start

Admins must have Setup privileges in the organization to manage alerts.

Turning alerts on or off

Lead in sentence.

!

Application Version

1. Write steps in a numbered list. Include screenshots with a step whenever applicable.

2. When you add a screenshot, add one linebreak (press shift-enter) after the image for extra
space between instruction.

3. Ifthe step is common, make a snippet.

Adding recipients to an alert

2. 952442891 MOVIUS IN... Setup
All the information displayed in US - Central ( CDT)
Menu Manage Alerts Edit Alert <
Administration v
Company profile Event Description Email Recipients Status
Invitation Templates v O Suspicious Login Activity Dave.Townsend@MoviusCorp.com
Message
O User Granted Administrator Privilege Dave Townsend@MoviusCorp.com
Email
i v
I Manage Alerts O  Account Added Dave.Townsend@MoviusCorp.com
Domain Restrictions O User Revoked Administrator Privilege Dave.Townsend@MoviusCorp.com v @
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Edit Alerts

Alert Name

Account suspended by administrator

Deliver To

Organization Administrator

Other Recipients

Cancel Save

What alerts are available?

Alert Name

Description

IAccount Moved

An administrator can select an organization administrator
or a recipient to receive this alert when an account is
moved to or from the organization.

Threshold
exceeded for
invitations

An administrator can select all administrators or other
recipients to receive this alert when the count of numbers
needed for pending invitations exceeds the count of
available numbers.

User granted
administrator
privilege

An administrator can select all administrators or other
recipients to receive this alert when administration rights
are granted to a user.

Suspended
IAccount made
active

An administrator can select all administrators or other
recipients to receive this alert when a user account that
was previously suspended is reactivated.

IAccount added

An administrator can select all administrators or other
recipients to receive this alert when a new Movius user
account is added in the Portal.

New administrator
added

An administrator can select all administrators or other
recipients to receive this alert when a new organization
administrator account is added in the Portal.
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& seRkiCRator can select all administrators or other

threshold

exceeded

ranipinnfc toreceive this alert when the percentage of

numbers used exceeds the set threshold.

User revoked
administrator
privilege

An administrator can select all administrators or other
recipients to receive this alert when a user administrator
rights are revoked.

Suspicious login
activity

An administrator can select all administrators or other
recipients to receive this alert when an unauthorized
person is attempting to access a user account.

IAccount deleted

An administrator can select all administrators or other
recipients to receive this alert when an administrator
deletes a MultiLine user account.

IAdministrator and
MultiLine password
changed

An administrator can select all administrators or other
recipients to receive this alert when a user password is
changed.

IAccount
suspended by
administrator

An administrator can select all administrators or other
recipients to receive this alert when a user account is
suspended.

Privacy Settings
Opted Out

When a user turns-off or rejects privacy policy, the user
account will be suspended. An alert is sent to the defined
administrator.

Privacy Settings
Resumed

When a user turns-on or resumes privacy policy, the user
account will be resumed. An alert is sent to the defined
administrator.
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Store and Forward with Digital Safe

Last Modified on 10/26/2021 317 pm EDT

This article provides a description of Digital Safe, an option of the Movius solution that provides
offloading of voice, SMS recordings, and (if enabled) WhatsApp messages.

What is Digital Safe?

Digital Safe offers a simple method for your enterprise to receive permanent copies of your call, SMS,
and (if enabled) WhatsApp message activity for compliant archival.

Digital Safe can temporarily store the data in the event of a short-term outage or maintenance
preventing you from receiving its data.

Digital Safe doesn't require the dedicated private connections of other methods.

Digital Safe doesn't require specialized equipment in your Data Center.

With Digital Safe, the Movius platform will export recordings via a secure SFTP interface at regular
pre-defined intervals. The Digital Safe SFTP Offload solution uses secure SFTP connections to
periodically push recordings to your SFTP server where an intermediary can retrieve for integration
with an archiving platform.

We configure the Digital Safe for you. The Digital Safe service is configured at the main organization
of your enterprise and applies to all sub-organizations.

What information does Movius need to set up Digital Safe?

e Destination directories for the metadata CSV files and any audio recording files sent by Digital
Safe.
o There can be separate directories for Voice Call and SMS recordings/WhatsApp messages.
o These directories can even be on different SFTP servers.
e An SFTP server and the following SFTP access information:
Note: provide separate access information for audio and text transfer. Additionally, use a
timeout of 6 minutes to allow for the transfer of large audlo files.
o SFTP username.
o SFTP password or shared SSH key.
o SFTP server destination directory.

Note: Movius also offers a separate option to integrate with customer's recorders with a live
recording integration model, based on SIPREC. This can run parallel with Digital Safe for a subset of
customer organizations.

Offload flow

The Digital Safe SFTP Offload solution uses secure SFTP connections to periodically push recordings
into a customer provided SFTP server where an intermediary can retrieve for integration with the
customer archiving platform.

The content transferred over the SFTP connection consists of:

1. For voice:

Your enterprise will have access to recordings as often as the data is uploaded from Digital Safe.
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1. CSV files with metadata and audio files (WAV) with the content.
2. Transfer is scheduled every 30 minutes.

Customer network

Customer
offload SFTP

server

3. Movius
platform stores
metadata and
voice recording

30-min recording metadata
CSV offload via SFTP
connection to customer site

30-min recording offload via SFTP
connection to customer site

2. Movius platform connects
call to called party

1. Client places call

)

Movius ﬁ
Platform

<

2. For SMS:
1. CSV files with metadata and the content.
2. Transfer is scheduled every 24 hours.

Customer network

Customer

offload SFTP
server

3. Movius
platform stores
metadata and
voice recording

30-min recording metadata
CsV offload via SFTP
connection to customer site

30-min recording offload via SFTP
connection to customer site

2. Movius platform connects
call to called party

1. Client places call

)

Movius ﬁ
Platform <

3. Once the information is transferred, the Movius platform will purge the audio recording file,
wiping it clean before deleting.

Digital Safe File Formats

The format archives monitored audio and message recordings, with voice and messages in separate
delivery events (separate files under separate schedules) and with separate .CSV files for Voice and
Messages. A zero-byte file is generated in the event no content is available to archive. There is an
option to generate just audio, just text of both file types.

Delivery Method: SFTP

Zero Length File Generation (File generated if there is no content in the interval): Yes,
when no rows are found using this format, a zero-row file will be sent.

Separate CSV files for Voice and Message recordings: Yes
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Provides Message recordings: Yes

Support for Voice Call Recordings: Yes

Audio File Delivery:Yes

Message File Delivery:Yes

SMS Filename Format: monitored_call_archive_YYYYMMDD__UUID.csv

WhatsApp Message Filename Format: monitored_call_archive_YYYYMMDD__UUID.csv
Audio Filename Format: monitored_call_archive_audio_YYYYMMDD_HHMMSS__UUID.csv
for both file types, where:

NOTE: All phone numbers in these files are prepended with a ‘+". All texts have the newline character
(\n") replaced with “. All double quotes in the Message data will be preceded with an additional
double quote.

CSV File Attributes

The following table describes the fields included in each entry in the text and audio csv file.

For audio recordings the media files are also sent to the server. Media file names contain a unique
identifier:

r_wav

forexample:
r_7dddacca-bfOd-493c-aa7c-1015a457a40e.wav
Media files use G.711 u-law 8-bit encoding.

The audio CSV file will contain the name in the ‘body’ column so that the CSV meta data and the
media file can be associated.

Attributes included in CSV File Entries:

Sample SMS CSV File

Digital Safe format begins with the “Count” of the number of entries, followed by the header
information defining the field layout and the entries.

#COUNT:1

"SID","Name","Email Address","Type of Message","To (Number)","To (Name)","To (SID)","To (Email)","From (Number)","Fro
m (Name)","From (SID)","From (Email)","Body","Message Time (UTC)","SMS Unique ID"
","M)_Hiremath","mj.hiremath@moviuscorp.com","Outgoing","+12567335228","M)_Hiremath","","mjshiremath@gmail.com
","+12567335223","M)_Hiremath","","mj.hiremath@moviuscorp.com","Hi, How's it going?","2018-10-08 12:01:55.120","11b
21371-ab97-4a28-b963-dbe3e6690cf0"

Sample WhatsApp Message CSV File
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#COUNT:1

"SID","Name","Email Address","Type of Message","To (Number)","To (Name)","To (SID)","To (Email)","From (Number)","Fro
m (Name)","From (SID)","From (Email)","Body","Message Time (UTC)","SMS Unique ID"
"","M)_Hiremath","mj.hiremath@moviuscorp.com","OUT- WhatsApp Message","+12567335228","MJ_Hiremath","","mjshirem
ath@gmail.com","+12567335223","M]_Hiremath","","mj.hiremath@moviuscorp.com","Hi, How's it going?","2018-10-08 12:
01:55.120","11b21371-ab97-4a28-b963-dbe3e6690cf0"

Sample Audio CSV File

Digital Safe format begins with the “Count” of the number of entries, followed by the header
information defining the field layout and the entries.

#COUNT:1

"SID","Name","Email Address","Type of Message","To (Number)","To (Name)","To (SID)","To (Email)","From (Number)","Fro
m (Name)","From (SID)","From (Email)","Body","Message Time (UTC)","SMS Unique ID"
"","M)_Hiremath","mj.hiremath@moviuscorp.com","Outgoing","+12567335228","M)_Hiremath","","mjshiremath@gmail.com
","+12567335223","MJ_Hiremath","","mj.hiremath@moviuscorp.com","r_7dddacca-bf0d-493c-aa7c-1015a457a40e.wav","2
018-10-05 15:03:55.120","ee533787-623d-4cle-8f00-6ead31f155de"

Digital Safe Performance

Movius deploys Digital Safe processing for voice and messages independently in order to meet
differentiated compliance requirements. In this configuration, Movius offloads the Metadata and
Message Recording content once a day to the customer's SFTP server. Movius also offloads the
Metadata and Call Recording content every 30 minutes to the customer's SFTP server.

Movius recommends that the customer dimension the SFTP servers to accommodate for the
Compliance Data Offload from Digital Safe. This allows the solution to offer optimal levels of data
offload speed and compliance with regulatory requirements.

Movius deploys our Digital Safe solution behind a 10 Gbps outbound connection to ensure
exceptional transfer speed and bandwidth to our Customers. The outbound connection runs at a
very low data saturation rate meaning that there is ample connectivity to support the transfer
speed and bandwidth demands for Digital Safe usage.

Offload Interval

The Digital Safe offloads follow the audio offload timing of 30-minute intervals. The offload will begin

but may not be completed before the next 30-minute interval occurs. In this case, the next batch of

offloads will be queued and will start once the first batch has completed. Each offload has unique
date, time, and hash information that will allow us to complete the offload to the customer’s SFTP
location for voice without any loss of data.

Digital Safe offloads for Message Recording run once a day and offload to the customer's SFTP
location for messages. The Metadata for Message Recording is much smaller than for voice and is
processed and transferred in a short period of time.

The Digital Safe offloads will contain WAV formatted audio that ensure the highest level of audio
quality in the event that the customer's Compliance team needs to review Employee/Customer
conversations. This audio is provided in media files using G.711 u-law 8-bit encoding.

The sizing of the audio files and example transfer times for different transfer speeds are below:
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The approximate user sizing based on the number of minutes they use in a 30-minute period are
below:

Offload Performance Monitoring

The Movius Digital Safe solution provides information about when it starts, how many audio files it
offloads, and when it completed. This information is stored in Movius' observability solution for real-
time review and historical analysis.

This information is available to our Operations and Support organizations for monitoring the offload
performance and will be made available to the customer in an ad-hoc report as required.
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Enable Two Factor Authentication (2FA)
for Management Portal Admins

Last Modified on 10/26/2021 3:18 pm EDT

You can enable Two Factor Authentication under Administration in the Setup tab.

MOVIUS
. 952442891 MOVIUS IN... Setup
All the information displayed in US - Central ( CDT)
Menu Two Factor Authentication
Administration » [] Enable Two Factor authentication

Requires administrators to enter password and PIN sent to registered email address in order to verify their login.
Company profile

Invitation Templates »
Manage Alerts

Domain Restrictions

Application Version

I Two Factor Authentication

This feature provides an additional layer of security to curtail suspicious login activity. Additional
security control is provided by making use of a PIN sent to your registered email ID to log in to the
MMP.

To enable and disable Two Factor Authentication, you must have the Edit privilege for your
organization.

Enable Two Factor Authentication for all users in your organization:

1. Login tothe MMP

2. Navigate to Setup > Administration > Two Factor Authentication
3. Click on the checkbox labeled Enable Two Factor Authentication
4. Acknowledge the message in the confirmation window

Confirmation

Are you sure you want to enable Two-Factor Authentication for

the current organization?
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5. Click Yes to confirm
6. An authentication PIN will be sent to all users in the organization
7. When a user tries to log in to MMP, the following message pops up:

Tere Factor Authantication

8. Click Continue
9. Check your registered email inbox and copy the PIN received in the email
10. Enterthe PIN

Two Factor Authentication

Enter PIN 3ent b your regritered sccount.

J007 52

1. Click Continue to login.

Note

e |fyou've forgotten the login password, click Forgot Password.
o A pin will be sent to your registered email ID. Note: If you have not added your email 1D,
contact your administrator.
o You can reset your password using the temporary password sent in the invitation.
o Afterresetting the password, you'll be redirected to the login page.
e \When you enable Two Factor Authentication for your organization, the 'Forgot Password'
feature will no longer work. Users who forget their passwords must request their parent
administrator to resend the MMP account invite.
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Manage TCPA Opt-ln Messages

Last Modified on 10/26/2021 319 pm EDT

You can enable or disable opt-in under Feature Settings in the Setup tab.

What is Opt-In?

There are regulations in some industries which require that prior to commmunicating with clients
using text messages, the client's consent to receive text messages is requested and captured.

e When the MultiLine user first texts a client, the client will receive a message which allows them
to either opt-in to texting by replying “YES" or decline the invitation by replying “STOP" to the
text conversation.

e [fthe client replies “YES”, both the MultiLine user and the client receive an auto-generated
message informing of the client’s decision — and this message is recorded in the Portal/Archival
System/Salesforce for compliance verification. The MultiLine user and client can now send each
other text messages.

e [fthe client replies "STOP", the MultiLine user and client will not be able to send each other text
messages.

e The automated message in all the YES and STOP cases can be configured through
customizable strings.

Enable SMS Opt-in

1. Login to MMP
2. Select the relevant Organization/Sub-Organization
3. GotoSetup > Feature Settings > SMS Opt-in

MOVIUS
&, Orga000
Menu SMS Opt-in
Administration [ Enable SMS Opt-in

Number Management
User Permissions
Feature Settings v

Mobile Recording

Messages
I SMS Opt-in
n-App Messaging

Branding

If you don't see the SMS Opt-In option in the menu

o To get access to the SMS Opt-In feature, please have your admin team reach out to the
Movius Support team to make this change on the organization’s behalf.

o SMS Opt-In is configured for the Enterprise Customer by the MultiLine service provider.
The Enterprise Customer has an “Organization” dedicated to their account. This
organization may have smaller sub-organizations representing the Enterprise Customer’s
regions, business units, departments, etc. The SMS Opt-In service is configured at the
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main organization of the Enterprise Customer and applies to the entire account.
4. Select or deselect the checkbox to enable or disable SMS Opt-In.
5. Click Yes in the confirmation dialog

Confirmation

Are you sure you do not want to set the SMS Opt-in option for

current organization?

Notice

Group Message and SMS Opt-in cannot be enabled simultaneously.

Group Messages cannot be enabled if the SMS Opt-in is turned ON for the organization, and vice
versa.

You can contact your customer service representative to request custom messages to use in the
SMS Opt-In feature.

In the scenarios below "XYZ" is a stand in for the name of an Enterprise.
Template Type Description

When a customer initiates the first sms to an XYZ employee, a notification is
sent to the customer. The notification is a request to accept or reject the Opt-in
process.
SMS Opt-in: SMS
Content sent tothe

(r\:/luTstomer In case of Default: [Auto Message] You are trying to reach . As per company policy, you

must provide your consent in order for your message to be delivered. To opt in,
reply YES. To opt out, reply STOP.

SMS Opt-in: SMS Content sent to the customer in case of MT

Note: Employee name is a variable, and will be picked by the system.

A notification is sent to XYZ employee. This is an information to XYZ employee
SMS Opt-in: Opt-in  that a customer is initiating an SMS conversation.
requested status
notification for MT Default: [Auto Message] A contact has attempted to send you a message. As
case per company policy, they have been sent a request to opt in. Once confirmed,
you will be able to send/receive messages.

When the customer accepts the opt-in request, a notification is sent to XYZ
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SMS opt-in: OPT-IN employee. This is an information to XYZ employee that they can begin
accepted status messaging.

notification for MT
case Default: [Auto Message] Your Contact has opted in. You may continue to

send/receive messages.

When the customer accepts the opt-in request, a confirmation is sent to the

SMS opt-in: OPT-IN o ) ] ) )
customer. This is an information to customer that they can begin messaging

confirmation status

notification for MT Default: [Auto Message] Opt in confirmed. To opt out at any time, reply STOP.

case Note: Employee name is a variable, and will be picked by the system.

When an XYZ employee initiates the first sms to a customer, a notification is
sent to the customer. The notification is a request to accept or reject the Opt-in

SMS opt-in:SMS ~ Process.
Content sent to the
customer in case of
MO

Default: [Auto Message] is trying to reach you. As per company policy, you must
provide your consent to continue messaging. To Opt in, reply YES. To opt out,
reply STOP.

Note: Employee name is a variable, and will be picked by the system.

A notification is sent to XYZ employee. This lets XYZ employee that an opt-in

SMS Opt-in: Opt-in
request has been sent to the customer.

requested status
notification for MO
case

Default: [Automated Message]: Your contact has been sent a request to Opt-in.
Once they accept, you will be able to message with your contact.

When the customer accepts the opt-in request, a notification is sent to XYZ
SMS opt-in: Opt-in  employee. This is an information to XYZ employee that they can begin
accepted status messaging.
notification for MO
case Default: [Auto Message]: Your Contact has opted in. You may continue to
send/receive messages.

When The customer accepts the opt-in request, a confirmation is sent to the
customer. This is an information to the customer that they can begin
SMS opt-in: Opt-in messaging.
confirmation status
notification for MO Default: [Auto Message]: Opt in confirmed. If you wish to opt out at any time,
case reply STOP

Note: Employee name is a variable, and will be picked by the system.
XYZ employee sends an sms to a customer. When the customer rejects an opt-

SMS opt-in: Opt-in  jn request or requests an opt-out, a notification is sent to the employee. This is

rejected status an information to the employee that they will no longer be able to message
hOtIflcatIOh fOr MO with the customer.
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case

SMS opt-in: Opt-in
rejected status
notification

to guest for MO
case

SMS opt-in: Opt-in
rejected status
notification for MT
case

SMS opt-in: Opt-in
rejected status
notification

to guest for MT case

Opt-in text

Opt-out text

Default: [Auto Message]:Your contact has opted out. No further messages can
be sent to this contact until they have provided their consent again.

XYZ employee sends an sms to a customer. When the customer rejects an opt-
in request or request an opt-out, a notification is sent to the employee. This is an
information to the employee that they will no longer receive messages.

Default: [Auto Message]: Opt out confirmed. If you change your mind, please
reply with a new message.

A customer sends an sms to an XYZ employee. When the customer rejects
the opt-in request or request an opt-out, a notification is sent to the XYZ
employee. This is an information to the XYZ employee that they will no longer
be able to message with the customer.

Default: [Auto Message] Your contact has opted out. No further messages can

be sent to this contact until they have provided their consent again.

A customer sends an sms to an XYZ employee. When the customer rejects

the Opt-in request or request an Opt-out, a notification is sent to the customer.
This is an information to the customer that they will no longer receive
messages.

Default: [Automated Message] Opt out confirmed. If you change your mind,
please reply with a new message.

The text which is send to accept SMS messages. Default: YES

The text which is send to terminate SMS messages. Default: STOP

315



Manage Redaction and Lexicon policies

Last Modified on 10/26/2021 3:20 pm EDT

With Redaction, you can prevent certain kinds of information from being sent or received in text.
This works by using a lexicon that identifies strings in outgoing and incoming text messages that
contain information that shouldn't be shared. These messages can be blocked entirely, or the
message can be sent with only the illegal content redacted.

To set up Redaction, please have your admin team reach out to the Movius Support team to
configure it for your enterprise.

You can see whether the Redaction feature is enabled for an organization or sub-organization from
the profile menu in the upper right hand corner. Navigate to the organization and then click sub
organization from the profile menu.

A -~
DASHEOARD m OVI U s Q ‘ C)

‘—'r_ 952442891 MOVIUS IN... «» Sales Dema =» Deanne Demo Dashboard
he information displayed in US - Central { COT )

CURRENT CYCLE PAST CYCLE
01-May-2020 to 31-May-2020

NEW USERS TOTAL VOICE USAGE TOTAL MESSAGE USAGE TOTAL DATA USAGE

(min) (msgs) (B)

0 0 0 0

VOICE USAGE FOR THE CURRENT CYCLE Voice
01-May-2020 to 31-May-2020

"

Redaction from a WhatsApp Messaging user

& ® Elena Jackson .

~ 11w WwWIILWUuwiL 11uUuw \J'Jl-\-o\-l 1. 1 WVU wUlll LUl L

messaging with them.
Sep 22, 04:14 PM

Just wanted to let you know to

check your email for some important
documents. Please fill them out and
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send back to us as soon as you can.
Let me know if you see it, or need me

to resend it over.

Sep 22,04:15 PM

Thank you, Melanie I'll take a look now.

Today, 05:27 PM

Just wanted to let you know to
check your email for some important
documents. Please fill them out and

send back to us as soon as you can.
Let me know if you see it, or need me
to resend it over.

Today, 05:28 PM

| see the documents. Can't | just

send you my credit card number? It's
*kkkkkkkkkkkkkkk

e ISend message

Redaction in an SMS conversation

& Elena Jackson

-
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Today, 08:32 PM

Hi Elena, I've sent over the

documents. Please fill them out and |
will tale care of the trade for you.

Today, 08:34 PM

Melanie, can you just fill them out for me?
My CC NUMDbET ig ***kkkkkskskskskskskkk

ISend message
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Manage mobile recording settings

Last Modified on 10/26/2021 3:20 pm EDT

You can edit settings for voice recording, text recording, group messaging, and picture messaging
in Mobile Recording under the Setup tab.

MOVIUS Q & . ]
2. 952442891 MOVIUS IN... Setup
All the information displayed in US - Central ( CDT)
Menu Mobile Recording
Administration »
Il Recordin M Loggin,

Number Management Call Recording essage Logging

User Permissions [ Enable [J Enable

Feature Settings - Enables ‘call recording’ for the organization. m

I Mobile Recording Enables ‘message logging’ for the organization.

Bulk Recording
Messages v

ol Bulk Recording

Multimedia Messages
SMS Back-up S : o en
In-App Notifications
Branding »
Retention Policy

Retention Policy
14 Days Files are automatically deleted in

90 Days

Retention Policy For Archived

Mobile Recording

Call Recording
All calls will be captured by enabling this option.

Check Enable checkbox to enable Call Recording.

Call Recording

] Enable

Enables ‘call recording’ for the organization.

Message Logging

All messages will be captured by enabling this option. Text, picture, and group messages will be
recorded when the feature is enabled.
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Check Enable checkbox to enable Message Logging.

Message Logging

[] Enable

INHERITED

Enables ‘message logging’ for the organization.

Bulk Recording

Use to forcibly enable or disable call or text capture for all users in the organization. This will override
the Call Recording setting at the user level.

e Click the Record ON button to enable recording for all users
e Click the Record OFF button to disable recording for all users.

Mobile Recording

Call Recording Message Logging
[] Enable [] Enable

Enables ‘call recording’ for the organization. W

Enables ‘message logging' for the organization.

Bulk Recording

= ™\ Bulk Recording

(" RecordON ) \/ Record OFF )
y € 4

-

\1/ Record ON ) \/ Record OFF )
A / 4

Retention Policy

Retention Policy

Non-editable information for management portal users. You must put in a ticket with your customer
success team in order to change the value.

The Retention Policy defines when files will be deleted. For example, if it is set as 14 days, the
recorded files are deleted after 14 days. The Retention policy can be different for voice and message
files.
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Retention Policy for Archived

Non-editable information for management portal users. You must put in a ticket with your customer
success team in order to change the value.

The Retention Policy for Archived defines when archived files will be deleted. For example, if it is
set as 14 days, the recorded files are deleted after 14 days. The Retention policy can be different for
voice and message files.

Announcements

Set Up Ahnouncements

Enables Voice Prompts for the call recording. It allows you to upload an audio file that can be
played as an announcement for outbound and inbound calls. The audio file formats supported

are WAV and MP3. Different audio files can be uploaded for different call scenarios. A few examples
of the prompts that be set up are given below:

e MultiLine Calling Non-MultiLine:
MultiLine user hears prompt 1and Non-MultiLine user will not hear any prompt.
e Non-MultiLine Calling MultiLine: The Non-MultiLine user hears prompt 4 and MultiLine user

hears prompt 3.

¥l Enable ¥ Enable
Non-MultiLine . calling MultiLine
Listens to Listens to
J2Prompt 4 J2Prompt 3
> | 4
<~ Replace — Replace

e MultiLine Calling MultiLine:
MultiLine calling users will not hear any prompt and MultiLine receiving user hears prompt 6.

Note: If you do not want the user to hear any prompts, then do not select the Enable checkbox.
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Manage In-App Notifications

Last Modified on 10/26/2021 323 pm EDT

Read to learn about sending in-app notifications.

Overview

Problem: A CIO wants to send a yearly reminder to all employees to complete mandatory security
training or a manager wants to send a daily reminder to all contractors to submit time sheets.

Solution: In-App Messaging controlled from Management Portal.

e Requires mandatory acknowledgement by end-user
e Helps with compliance reporting of delivery/acknowledgement

Before you Start

e An admin must have "Setup" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

Configure in-app messaging

A user or a group of users view an in-app message when MultiLine is launched. You can configure
in-app mMmessaging at the organization level under Feature Settings in the Setup tab.

P o

By default, the In-App Messaging feature is set as disabled.

The message frequency has four options: Day, Week, Month, and Year.

Day: displays the message once a day.

Week: displays the message for any one day in a week.

Month: displays the message every 1-31 or 1-30. Note: If the selected date is not available for
the current month, then the last day of the month will be selected by default.

Year: displays for any day of any month of the respective year. Note: You can't select February
29 as the date and month for the message frequency.

Enable In-App Messaging:

1. Log in to MMP.

2. GotoSetup > Feature Setting > In-App Messaging.

3. Select the checkbox to enable the In-App messaging feature.

4. Enterthe message into the Message Content text box. The maximum allowed characters

323



are 150 - and this field should not be left empty!

5. Inthe Repeat Every menu, select the message frequency

6. Note the Purge Time Period appear on your screen. Purge Time Period is just an information
display and it is not an editable field.

Limitations

The In-App Messaging feature has the following limitations:

e When the In-App Messaging feature is enabled, the message will be displayed on the iOS or
Android device of the user but will not be displayed on the Web Client.

e Asthere is no option to queue the message, the user will not be able to navigate, view, or
delete the old messages received.
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Set allowed applications

Last Modified on 10/26/2021 2:06 pm EDT

Read this to learn how to set the allowed applications for your organization.

Overview

If you're deploying MultiLine, Movius for Blackberry, MultiLine for Intune, or one of our other
integrations, you need to add them to the Allowed Applications. You can also set the minimum
application version to ensure that user applications are receiving proper security updates and bug
fixes.

This setting is under Mobile App in the Setup tab.

Before you Start

e An admin must have "Setup" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

Set Allowed Applications

1. Gotothe Setup tab.
2. Click Edit for Application Version.

Mobile App
Application Version m
Minimum Warsion
Allgwed Apglicavons E Multiine [ Mowius for BlackBerry B Muloline for Intune
E Pl Multiine [ Sonnt MultiLine

o Use the Minimum Version field to set the minimum version of MultiLine that users can
use.
o Set the Allowed Applications by checking or unchecking the box for the items.

You're done!

Users in the organization will now only be able to use the selected apps.
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Managing reports for Enterprise-wide
MultiLine usage

Last Modified on 10/19/2021 2:50 pm EDT

Read this to understand where you can view how many messages, calls, and data have been
consumed by all the users in your organization.

Overview

The Consumption Metrics page will give you an enterprise-wide overview of your organization's
MultiLine usage - tracking and graphing the amount of minutes used, messages sent, and mobile
data consumed. You can choose to view a number of timeframes, including the current cycle, past
cycle, or week by week.

Before you Start

e An admin must have "Reports" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

View Enterprise Consumption Metrics

@ Chrome File Edt View History Bookmarks People Tab Window Help ® B P L FT ) #5%ED Moni043AM SamGrinis Q @ =

®0® muoan x

Navigate to the Reports Meny
Reports tab and then

to the Consumption

Metrics page.

1. Gotothe Reports tab and then to the Consumption Metrics tab in the sub-menu.
2. This will show you your organization-wide voice usage.

3. This will show you your organization-wide message usage.

4. This will show you your organization-wide data usage.

You're done!
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Conclude with description of achievement.
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Managing reports for MultiLine usage by
user

Last Modified on 10/19/2021 2:41 pm EDT

Read this to find out how to pull a report that shows data on a MultiLine user's calls and messages

over a certain time period.

Overview

You can pull a user's report in the Management Portal using a wide variety of search criteria
including customizable date ranges, user names, or phone numbers.

Before you start

e An admin must have "Reports" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

Pull a report for a specific user's
MultiLine usage

The User Metrics page gives you an overview of a specific user's MultiLine usage - allowing you to
search by name, number, call duration, and more!

Navigate to the

Reports tab and then
to the User Metrics
page.

1. Gotothe Reports tab and then to the User Metrics page in the sub-menu.
2. Search aName, Email or MultiLine number to see call and message records for that user.

3. Entera Date Range within you wish to search.

Reports can be exported to Excel in the .CSV format using the small export icon on the top right of

the report results page.
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Managing reports on MultiLine Admins

Last Modified on 10/19/2021 3:02 pm EDT

Read this to learn how to search, view, and download reports on activities Admins are doing in the
Management portal.

Overview

Whenever Admins perform actions in the Management Portal the actions are logged in reports.
The Administrator Activity page provides a detailed and comprehensive search of all activities
performed by Admins in the organization.

Before you Start

e An admin must have "Reports" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

Step 1: Optional Title for Step

1. Goto Reports > Administrator Activity

o 952442891 MOVIUS IN... Reports

Reports Menu

ADMINISTRATORS
Consumption Metrics

Ltk

REPORTS

User Metrics
Activities

I Administrators Activity

2. Search by
o Date Range
o Activity Type (by default all are selected)
s All
Portal Access

= View
s Write
= Download
o Event Type(by default all are selected)
m There are 40 event types corresponding to all the activities administrators can
perform in the portal or API.
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= Examples: Login, Download Activities, Delete User Account
o Administrator (hame or email)
o Organization (hame orid)
o Details

= MultiLine number

= First and last name

m Device number

s User permissions

= Email address

= |P Address

= and more..

Administrators Activity

SEARCH BY
Date Range Activity Event Type

23-Nov-2020 to 23-Nov-2020 s All Selected (4) ~ All Selected (40) v
Administrator Organization Details

Enter name / email Enter organization / ID Contains text

&
E)
Date Name & Email Organization Activity Event Type Details

23-Nov-2020 Melanie Allen 2334 Portal Access Login Successful >

10:41:37 melanie.allen@moviu... (952442891 MOVI...

3. View the results
o Ifyou search using the Details field, searched terms will be highlighted when you expand
a result's details

AAminETrator Organization Details @

pEs -
In this example

(_neset )m search is for ‘Nancy’

nancy

& Only one result
oo . : o found, so list will be
16-Jun-2020 Victoria Reyis Ops Team Send
0B:15:45 wetona ripabecom i Wirite lnvite apncygitc.. ¥ expanded .
And characters will
i i *— be highlighted
Last Nama Wand
Crganization ABC Corporstion
Frnail & Devce # nancy.wilabzorp.com

Uiser P minsions Defauk User Permissions (default)
Application MultiLine
Numter of knes allowed 1

Assign Nurnbser Mo

4. Use the Download buttons to save the .CSV file(s)
o This action, like any other you take in the portal, will generate an activity report under your
administrator details
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Managing reports on MultiLine usage
by activity (Voice, Messaging, Data)

Last Modified on 10/19/2021 3:08 pm EDT

Read this to learn how to search, view, and download reports on MultiLine usage by activity,
including voice, messages, and data.

Overview

You can view detailed metrics on usage of voice, messages, and data in your organization.

Before you Start

e An admin must have "Reports" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

How to pull reports on MultiLine usage
by activity
The Activities pages will allow you to search and download MultiLine calls and messages.

1. Goto Reports then to the Activities page.
2. Choose Voice, Messages, or Data.

. 952442891 MOVIUS IN... Reports
the information displayed in US - Central ( CDT)
Reports Menu Voice Activity
ADMINISTRATORS
Consumption Metrics
Iﬂ User Metrics SEARCH BY
REPORTS
Activities - Call Type @ Keywords O From To
I Wi Al calls ~| | Name / Email / Device number Number Number
Messages Date Range Call Duration Call Mode
Data 14-Sep-2020 to 14-Sep-2020 Min Mins v Max Mins v Al v
Administrators Activity
<
N Duration
Date From To Call Quality (Min) Call Mode

14-Sep-202 Deni:
Sep-2020 ) <13618814970> enise Morgan

14:28:38 <14702463907> Q 1 Auto-attendant

14-Sep-2020 )

149805 <14155054205> Amutha C <14155059389> R 1 DM

Voice activities

Field Description of Use
Narrow your search to:
All calls

Calls received
Calls sent

Call Type

Calls to voicemail
Dropped calls
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Field
Keywords

From/To
Date Range
Call Duration
Call Mode

Description of Use
Search by Name, Email, or Device #

Narrow your search to calls from or to specific numbers

Narrow your search to calls between a start and end date
Narrow your search within a minimum and maximum duration
Narrow your search to TDM or Data calls

Messages activities

Field

Type

Keywords
From/To
Date Range
Mode

Data activities

Field
Keywords
Date Range
Network Type

Data Consumed

Application

Description of Use
Narrow your search to:

e All messages

e All sent messages

e All received messages

WhatsApp enabled organizations

If you're in a WhatsApp enabled organization, you can choose from the
following:

All messages

SMS sent

SMS received

WhatsApp Messages sent

WhatsApp Messages received

Narrow your search to Name, Email, Device #, or group id
Narrow your search to messages from or two specific numbers
Narrow your search within a start date and end date

Narrow your search to messages sent over TDM or data

Description of Use

Narrow your search to Name, Email, or MultiLine number

Narrow your search within a start date and end date

Narrow your search to Wi-Fi or Data network type

Narrow your search between minimum and maximum MB or GB
consumed

Narrow to MultiLine usage or 3rd party app usage
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Enable WhatsApp Messaging for users

Last Modified on 10/31/202110:21 pm EDT

Read on to learn how to enable WhatsApp Messaging for users.

Overview

You can enable WhatsApp Messaging by Organization or by User Account.

Before you start

e An admin must have "Setup" Role in the organization to do these instructions. See What
Admin Roles are in the Management Portal.

Enable WhatsApp messaging for an

Organization

1. Log into the MMP.

2. Navigate to the WhatsApp sub-organization.
3. GotoSetup > Feature Settings > WhatsApp Messaging.

Menu

Administration
Number Management
User Permissions
Feature Settings
Mobile Recording
Messages
SMS Opt-in
I WhatsApp Messaging
In-App Notifications

Branding

r’—a WhatsappOrg Setup

MoVius a s

Al the information displayed in Africa - Abidjan { GMT)

WhatsApp Messaging

1 Enable WhatsApp Messaging

WhatsApp Messaging will be available for all users in this organization

Business Information
WhatsApp Business Number +14049485122

WhatsApp Display Name Movius MultiLine

Whatsapp Messaging Templates

Key Value

Hit Just wanted to remind you of our meeting tomorrow. Please reply back

template_5
plate. if you need to reschedule.

| am trying to follow up on my previous message. | wanted to check if there

template_6
plate_ is any update from you.
This is to acknowledge your message. We will get back to you as soon as
template_8 )
possible.
This s to notify you that your concern has been resolved. Please reply if
template_9 fy ¥ ¥ Pl

vou have anv auestions.

4. Review the details and then check the box to Enable WhatsApp Messaging.

WhatsApp Messaging

Enable WhatsApp Messaging

whatsApp Messaging will be available for all users in this organization
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Inherited Flag

If you see a yellow Inherited label, that means you are in a sub-organization of an organization
which has WhatsApp Messaging enabled, and therefore WhatsApp Messaging was enabled its
sub-organizations.

You can uncheck Enable WhatsApp Messaging to disable it for the sub-organization. This will

disable its sub-organizations as well. Admins of those sub-organizations will then be able to
enable it if needed.

WhatsApp Messaging

Enable WhatsApp Messaging |11

WhatsApp Messaging will be available for all users in this organization

Business Information

WhatsApp Business Number +14049485122

WhatsApp Display Name Movius MultiLine

Onboarding users in the enabled organization will automatically have the WhatsApp messaging
feature when they complete their onboarding.

Existing users will see a pop-up in-app letting them know the WhatsApp messaging feature is
available for use.

Enable or disable WhatsApp messaging
for individual user

1. Log into MMP.
2. GotoAccounts.
3. Find the user and click the edit pencil.

7] Mmovius Q &
WhatsappOrg ~ Accounts

All the information displayed in America - New York ( EDT) i
H
Name / Email / MultiLine / Device number Q Resend Invite + Add Account & E
4

O Name Username Organization Status
> O Chandrakanth- chandrakanﬂ-@mo\liuscorp.com WhatsappOrg

4. To enable WhatsApp Messaging switch the WhatsApp Messaging toggle to on (green
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checkmark). To disable, switch the toggle to off (grey 'x' mark).

‘—!—, WhatsappOrg Accounts

Profile Activity

MultiLine

User Permissions

Organization

Device #

Language

5. Click Save.

Edit Line

162

COS UATO (Default)

WhatsappOrg

91 I

English

All the information displayed in America - New York ( EDT)

Emergency Services

v Usage

Features

v [E911  23)ul 2021, 12:01

L Calls ® Messages

0 Min 4 msgs

Call Recording

Message Logging

WhatsApp Messaging

Q@ Data

2.00 vB

[J Login Suspended

[] Account Suspended

Save
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Pull WhatsApp Message Reports

Last Modified on 11/01/2021 8:04 am EDT

You can retrieve your WhatsApp message reports from the Management Portal in Reports
> Activities > Messages, just as you would SMS messages.

How to pull WhatsApp message reports

1. Goto Reports then tothe Activities page.
2. Choose Messages.

MOVIUS a a
. WhatsappOrg Reports
All the information displayed in Africa - Abidjan ( GMT)
Reports Menu Message Activity
Consumption Metrics
lﬂ User Metrics SEARCH BY
REPORTS
Activities - Type @® Keywords O From To
o Voice All Messages v| | Name / Email / Device # /Group ID Numbei Number
SETUP
I Messages Date Range Mode
(2]
£Lp bata 16-5ep-2020 to 16-Sep-2020 All v
Administrators Activity
3
£
Date From To Count Mode Content
16-Sep-2020 Amutha C
15'1ps«53 60 <1641 > <3453 MmENNs > 1 Data [Auto Message... &
16-Sep-2020 Amutha C
15-1ps-53 00  csmmmm <16416me098> 1 Data Looks like this ... &

3. WhatsApp messages are indicated by the green WhatsApp icon.

Date From

16-Sep-2020 6> Amutha C

15:18:53 <1641 G-

16-Sep-2020 O e

<3459
15:18:53 S

Messages activities

Field Description of Use
You can narrow your search to:
e All messages
o All SMS messages
e SMS messages received
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Feksl

Keywords
From/To

Date Range
Mode

Descsiplioreshysesent
o All WhatsApp messages
e WhatsApp messages received
e WhatsApp messages sent

Narrow your search to Name, Email, Device #, or group id
Narrow your search to messages from or two specific
numbers

Narrow your search within a start date and end date
Narrow your search to messages sent over TDM or data
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Log into Management Portal

Last Modified on 11/03/2021 7:53 pm EDT

e The Enterprise Administer is a specific user privilege level with a set of user access rights to
the various features of the Movius Management Portal (MMP).

e You'll need to contact Movius Support to receive an email containing a portal link and login
credentials.

Follow the instructions below after receiving an email from Movius with a link to the MMP,
username, and password.

1. Go to your organizations MMP link.
2. Enter the provided username and password and click Login

SebecrLanguage | Seleci ageege

Welcame!

g in 1o Sccount har

3. Type new password in Set New Password and Confirm Password and click Save

Set New Password

4. When redirected to the MMP Welcome page, enter your username and the password you set

to complete logging in

To help reduce unwanted calls, please register your number with the US Government Do Not Call
database at: https://www.donotcall.gov/

Once you're logged in a tour will begin that will lead guide you to the Accounts page and adding
your first user.
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Is it possible to add multiple
administrators to the Management

Portal?

Last Modified on 11/01/2021 2:08 pm EDT

Yes. The Enterprise super administrator can add other Admins. They can also create and assign

Administrator roles with custom privileges and responsibilities.
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How do | help a user that loses their
Activation password?

Last Modified on 11/01/2021 211 pm EDT

Users receive Activation passwords in their MultiLine invitations. If the user can't find theirs, you can
resend the invitation to provide them a new one.
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Release Notes | MultiLine Desktop |
October 3, 2021

Last Modified on 11/03/2021 7:35 pm EDT

On October 3,2021, we are thrilled to announce we are releasing MultiLine Desktop 1.0.

“ Tara Panu
® +141

MULTILINE

Messages a (@ (g AndySmith .
& 41470-246-1234
“ Andy Smith AM !
: Thats great Tam, thanks. I [Auto Message] You've sent the contact an opt-in [ 9:41 T - N
request. You'll be able to start messaging after the
@ Barbara Pena 09:18 AM CONCACT acCeprs your request. £a% Acme @
Hey man if you have a moment can we hav LE Cosromarion
AM
a Harold Harvey 08:27 AM Q Search
you d me tf lent presentat [Auto Message] The contact has Optedin. You »
can start messaging with them.
‘a! Lori Santos e v M 5 Andy Smith 0:30 AM >
h there i S ECa L ———
Rebecca Gutierrez € Y, AM Hi Andy, touchi ﬁ Barbara Pena og18AM >
the latest from ou nan if you have a moment can
You: Meeting in 45min
e Harold Harvey 0s27AM >
a Anna Hopkins Yesterday, 10:30 AM Can you send me the clien 10
Do you Kk v Whe ustin i .
, Lori Santos esterday >
W i
@ Maria Griffin 09 Sep 2020, 4:15 PM That's great Tara, thanks. Il take a look
Hey man if you have a moment can we hav chiE e Ay o ':::effa Gutiorrez o >
Kenneth Jacobs ] ), AM Q Anna Hopkins >
‘eah, i will be there in 10 mins YOU know where Justin is
Maria Griffin
+1 470-300-1122 8 ) AM @ oy v oo 5 3
Share the documents today without fa
o Kenneth Jacobs N
Maria Griffin 6 Sep 2020, 10:30 AM ‘eah, | will be there n 10 T
Hey man if you have a mon an w av = ype
Powered By [E] MOVIUS  Copyright C Movius Corp. Al ri v ) ) ! o re ) Messages

What is MultiLine Desktop?

About MultiLine Desktop

MultiLine Desktop brings the mobile business calling and messaging features criti...

What's coming next?

The next release of MultiLine Desktop will enable group messaging.

Where can | learn more?

Our Customer Success team is ready to help. MultiLine Desktop is included free in all product
offerings and will not cost your organization a penny to enable it for all your MultiLine users.

e User Getting Started Guide is available at https:/help.moviuscorp.com/help/getting-started-
with-multiline#get-started-with-multiline-desktop
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e Admin Guide to onboarding users is available at https:/help.moviuscorp.com/help/setting-up-
users-to-use-multiline-desktop
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Release Notes | App and Server
October 2021

Last Modified on 11/03/2021 512 pm EDT

Movius October 2021

Last Updated 10/20/202] at 11:48 AM EDT

Read on to learn what's new with MultiLine Apps and the Management Portal.

App Update Schedule

e October 5,2021 | Movius for BlackBerry v. 2.31.01
e October 6,2021 | T-Mobile MultiLine 2.28

e October 15,2021 | Movius MultiLine v. 2.31.01

e October 22,2021 | T-Mobile MultiLine v. 2.31

What's new with all MultiLine Apps

e MultiLine users will notice far less spam calls thanks to the implementation of state of the
art STIR/SHAKEN protocol. The service will intercept calls that are likely scam and route them
to MultiLine voicemail.

App Issue Fixes

Issue Released in o
Platform i Issue description

Key version
CS- Movius MultiLine Activation Ul fix: font size

- v. 2.31.01
231752 MultiLine
CS- Movius for )

v. 2.31.01 Issue preventing Contact Sync

231902 BlackBerry
CS- Movius for
231901 BlackBerry
CS-  T-Mobile

v. 2.31.01 Resolved various client restarts

o V.2.28 App crash when transition fromm WiFito LTE
231062 MultiLine
CS-  T-Mobile . . .

o Vv.228 Experienced "Service not available">
231164 MultiLine
CS-  T-Mobile . S .

o V. 228 iOS - Poor network indicator started and persisted
231535 MultiLine
CS-  T-Mobile . S

o Vv.2.28 "Verify me" was greyed out on invitation screen
231597 MultiLine
CS-  T-Mobile

o V.2.28 +91 Appended to number on welcome screen
231592 MultiLine
CS-  T-Mobile . . e

V.2.28 "No Wifi" message persists when the Wifi and LTE are ON and good

231650 MultiLine
CS-  T-Mobile (I0S) v.

. No WiFi and red dot condition
231703 MultiLine 2.28.01.39

Changes for Unbranded App:
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e Renamed App from "Sprint" to "T-Mobile" MultiLine in Play and
App stores
e |con on Phone menu:
o Changed label to “MultiLine”
o lcon appears as blue/black phone
e About Us screen:
o Large Movius Logo is replaced by “MultiLine” logo.
M2021-T-Mobile (Brandable in Management Portal)
208 MultiLine v.231 o Small Movius logo below the word “from” is unchanged
and the Copyright notice is unchanged.
e Help screen:
o Knowledge Base link still goes to Movius Help Center
o In the description UNDER the Knowledge base link, the
word "Movius" shall be changed to "MultiLine".
e Contact Name changed from “Movius_Work “to “Multiline_
Work”
e Terms and Privacy is unchanged (lists Movius as supplying

party)

Server Update Schedule
Site Start Date & Time End Date & Time

SNGO1 Friday 1-Oct-2021,12:00 pm EDT Friday 1-Oct-2021, 530 pm EDT
LONO2 Friday 1-Oct-2021,9:00 pm EDT Saturday 2-Oct-2021,02:00 am EDT
DALIO Saturday 2-Oct-2021, 01:00 am EDT Saturday 2-Oct-2021, 06:00 am EDT

WD_HRCOG6Saturday 2-Oct-2021,01:00 am EDT Saturday 2-Oct-2021,06:00 am EDT

DALI2 Friday 22-Oct-2021,01:00 am EDT  Friday 22-Oct-2021, 06:00 am EDT
SNGOI1 Friday 22-Oct-2021,12.00 pm EDT  Friday 22-Oct-2021, 5:30 pm EDT
LONO2 Friday 22-Oct-2021,9:00 pm EDT  Saturday 23-Oct-2021,02:00 am EDT
DAL20 Saturday 23-Oct-2021, 01:00 am EDTSaturday 23-Oct-2021, 06:00 am EDT
WDCO06 Saturday 23-Oct-2021, 01:00 am EDTSaturday 23-Oct-2021, 06:00 am EDT

What's new in the Server and Management
Portal

e We've improved verbiage in the Management Portal relating to the Retention Policy to help
admins better understand the Retention Policy set for the organization and what it means for
the data stored on the platform.

e We made enhancements to assist with displaying and managing the dispatchable street
address for 911 calls.
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e We've made performance enhancements to deliver quicker sign-in to the portal.
e We've made performance enhancements to deliver quicker loading time on the Accounts

page.

Server Bug Fixes

e (CS-231875| Server: Moving accounts results in a timeout
e M2021-308 | DALIO Server: FAQ renamed from "Movius" to "MultiLine", "Movius Number" to
"MultiLine number"
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Release Notes | Server | September 2021

Last Modified on 11/03/2021 7:36 pm EDT

These release notes outline details of upcoming changes to the Movius Management Portal and
server.

Number Status and Actions in Number
Management

Management Portal

e |In the previous release, we introduced the Number Status feature which provided a robust
search of your numbers. Now, administrators will be able to perform actions including moving,
reserving, removing and editing reserved tags, and editing Forwarding To numbers directly
from the search results on this screen.

o Use the menu icon in the Action menu to Move and Reserve numbers.
o Use the pencilicon in the Reserved Tag column to edit the tag. To unreserve, edit and
save as a null value.

Movius a s

& WhatsappOrg Setup

All the information displayed in America - New York { EDT )
Menu Number Status

Administration »

SEARCH BY
Number Management -
Number / Tag Series Organization
I Number Status And Actions
Enter number/tag 1550, 164 v Extended Testing Org, Wa_grandchils
Reserved
Bulk Number Operations » Status @
User Permissions Available, Reserved v

Branding »
View Hierarchy i &,
-]

Series Number Iz Organization Status Reserved Tag Action

1550 1550011128 Wa_grandchild AVAILABLE

1550 1550011132 Wa_grandchild AVAILABLE Move
Reserve

164 16415488745 Extended Testing Org RESERVED sabaresh 2 &

e Learn more: Number Management

Server Updates Roundup

e Emergency Calls and Messages (US Only):
o E-911 SFDC:
= When using MultiLine in the Salesforce Connector, users will be required to grant
permission to use their location. Unless the permission is granted, they will not be
able to make any outbound calls or texts. Their location data will be used for calling or
texting 911 instead of manual entry.
= When texting 911, users will be appropriately messaged to guide them to using the
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feature (example: no group messaging or picture messaging allowed). In the event
911 messaging service isn't available, users are instructed to call 911 instead.
o Suicide Prevention Hotline (988): Users will be able to call the 988 short code for the
Suicide Prevention Hotline. Calls to 988 will be kept private from SIPREC and MMP reports.
e WhatsApp Enablement:
o Messages Routing: Like SMS and MMS, all WhatsApp messages, including those
between MultiLine users, will route through the carrier network for consistency in
performing lawful intercept.
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Release Notes | App | August 2021

Last Modified on 11/03/2021 7:36 pm EDT

Movius August 2021 Release Notes

These release notes outline new features and enhancements to the Movius MultiLine Solution. This
release introduces updates to Movius MultiLine, Movius for BlackBerry, and MultiLine for Intune.

Download the latest version of MultiLine apps

e Movius for BlackBerry Play Store | App Store
e MultiLine Play Store | App Store
e MultiLine for Intune Play Store | App Store

Movius MultiLine

e ForiOS users, to protect the separation of business and personal, images taken using the
camera in MultiLine, or images sent to MultiLine users by MMS will no longer be stored in local
folders. Note: Only MML iOS app had stored images in a local folder.

Movius for BlackBerry

e We've improved the Contact sync experience leading to minimum to no syncing failures
e When users visit their Contact Settings, they'll now see the last time their contacts were
synced

MultiLine for Intune Call Quality
Enhancements

e Users will see Clearer notifications about the quality of the data connection

e We've made enhancements to call quality to prevent call drops and improve experience
when switching between networks

e EO9T1is now able to use location services to update address for data calls to 911 (US Only)

Issue Fixes

Issue Key Impacted Problem Summary

CS-231749 Movius for BB Incorrect country code prepended in device number field
CS-231734 Movius for BB No prompt heard

CS-231729 Movius for BB Unsolicited second contact sync triggered

CS-231716 No ringback tone for client to guest call

Movius for BB
CS-231703 ) No WiFl and red dot
Movius for BB
CS-231571 Movius for BB, iOS  Incorrect Incoming Receiving Mode after onboarding
Movius for "No WIFi" message remains when WiFl and LTE connection is

CS-231650 .
BlackBerry, iOS good
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Release Notes | Server | July 2021

Last Modified on 11/03/2021 7:37 pm EDT

Movius July 2021 Server Release Notes

These release notes let you know what's new with the Movius Management Solution on the server
side.

Site Start Date & Time End Date & Time
SNGO1 7/23/21, 2:30 p.m. EDT 7/23/21,7:30 pm EDT
LONO2 7/30/21,70 pm EDT 7/30/21, 4 am EDT

DALIO  7/31/21,122 am EDT 8/1/21,6 am EDT

MultiLine Platform Enhancements

e WhatsApp enablement: MMP admin can now enable and disable WhatsApp Connector for
individual users. Previously, Movius Management Portal administrators only had the option to
turn WhatsApp Connector on and off for users at the organizational level.

1. See Enable WhatsApp Messaging for users in the Knowledge Base.

e SMS and MMS Routing: All SMS and MMS messages, including those between MultiLine
users, will now route through the carrier network for consistency in performing lawful
intercept.

e MMS Carrier Support: Previously, the MultiLine solution was only configured to send MMS
messages based on a single carrier systemwide. Now we can route MMS to multiple carriers
based on the subscriber's MultiLine carrier. This update applies to Sprint/T-Mobile customers.

1. We have built the server functionality required to move subscribers using one carrier to
another. This update applies to Sprint/T-Mobile customers.

e Blocking text to short code numbers: System administrators can now block subscribers
from sending texts to short codes on an organization basis.
1. Reports will capture that a message sent to a short code was blocked similarly as blocked
messages are reported now.

e Number Management: We have added functionality to Management Portal and API for
pulling lists of Reserved Numbers and added the ability to add or remove Reserved Tags.
1. You can fetch all Reserved Numbers, or pull the list by country code, area code, exact Tag,
or partial Tag (starting with at least 3 characters).
2. Toremove a Reserved Tag using the API, add a Reserved Tag with the null value (empty).

Note: Updated APl and System Administrator documentation available on request.
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Issue Fixes

Key

CS-231561

CS-231553

CS-23155]1

Platform

All apps

All apps

Management
Portal

Issue Fixed

Fixed a back-end issue that caused SMS delivery to fail

Fixed issue where disabling SMS messaging prevented
WhatsApp messaging

Improved Ul so that new accounts list uses the full screen
to display more users
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Release Notes | MultiLine and Movius
for BlackBerry | June-July 2021

Last Modified on 11/03/2021 7:38 pm EDT

Movius June-July 2021 Release Notes

These release notes outline new features and enhancements to the Movius MultiLine Solution. This
release introduces updates to the Movius MultiLine, MultiLine for Intune, Movius for BlackBerry app
and the Movius Management Portal.

Download the latest MultiLine apps Version 2.28

e Movius for BlackBerry Play Store | App Store (Target date: July 30th)
e MultiLine Play Store | App Store (Target date: July 16th)

Mobile app enhancements

e Clearer notifications about the quality of the data connection
e Call quality updates to prevent call drops and improve experience when switching between
networks
e Movius for BlackBerry will abort activation if users deny the Contacts permission during setup
1. See Why does MultiLine require access to my Contacts?
e E911is now able to use location services to update address for data calls to 911 (US Only)

New Features for Management Portal

Viewing Number Status in Number Management

We're introducing a new Number Status screen that will be available under Setup > Number
Management.

e The Number Status screen will have a search panel and a list of numbers in table form
1. By default, all numbers from the administrator’s organization and sub-organizations will
appear in ascending order by the Number column
2. Admins can use the Search by panel tofilter out results based on desired parameters,
including:
= Number / Tag: Type a MultiLine number or Reserved tag into the search field
= Series: Select the checkmark for one or more series
= Organization: Select the checkmark for one or more organizations
= Status: Select the checkmark for one or more number statuses
Available: Numbers that are free to be reserved or assigned to users
Reserved: Numbers that are tagged to be used for a specific user or role
Assigned: Numbers that are assigned to users who have been invited
= |n Use:Numbers that invited users have used to complete registration

e Admins can reverse the sort order by hovering over a column header and clicking the Sort
icon

e Tolearn more on how to use the new feature, see Admins: Number Status Knowledge Base
article
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Management Portal Improvements

Pagination and search functions for the Accounts page have been optimized with backend

and frontend changes

Administrators will be alerted when deleting API users to prevent accidental deletion of these

users, which are used to connect the MultiLine application to external applications, such as
Salesforce

Administrators will be restricted from trying to send SMS invites using a Device Number

which is the same as any other numbers in the available pool, reserved pool, or associated with
another user as an assigned MultiLine number or as a device number

Previously, Management Portal admins had to configure the same recording settings for

WhatsApp and SMS, choosing to capture both or neither, but now they can be managed
separately; admins can choose to set only WhatsApp or only SMS to be recorded. Note: This
update only applies to organizations using Format 7.

Crash Reporting

A consent flag has been added to BlackBerry Work UEM settings to opt-in to sending Firebase
crash reports for Movius for BlackBerry apps. We recommend BlackBerry Work administrators to
grant this consent so that Movius can use Firebase Crashlytics to diagnose and resolve issues.

Issue Fixes

Key Impacted lssue Fixed
Server - Admins couldn't delete an organization, receiving error message that users
CS- MMP, were assigned even though MMP and Service Portal showed no users were
231454  |Platform [assighed
Server -
CS-
MMP, . .
231343 Problem with CDR log generation
Platform
MultiLine o . _
CS- or Intune Poor network indicator persisted after network conditions were no longer
u -
231535 . poor
i0S
MultiLine
for Int "No Wifi, connected over mobile data" message displayed when device was
or Intune-
CS-231516 ) properly connected to Wifi
Android
CS- 05 Resolved issue where +91 appended to number incorrectly on welcome
[
231592 screen
iOS, Resolved problem causing app crash leading to call drop during transition
CS-231615Platform  [from WiFito LTE
Movius for
CS- BlackBerry
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RER28  Ingsacted |[ResmVEXpbblem causing call transition issue if WiFi is turned off during call
Movius for . . S . . .
CS- BlackB User didn't receive notifications for activity while phone was offline after
ackBer
231623 ) v returning online because they were blocked by firewall
- Android
CS- 05 User experiencing confusing "Service not available" error message after
i
231164 reinvite
Movius for
CS-
BlackBerry . . . -
231062 oS Problem causing app crash during transition from WiFito LTE
-
CS- MultiLine -
230994 |IOS Zombie WiFi condition even though WiFi network was perfect.
Movius for )
CS- BlackBer UX issue where a user wants to send an SMS message to a contact name that
231499 . v has multiple matches
- 10S
CS- MultiLine -
231597  |iOS Problem causing "Verify me" to be greyed out on invitation screen
Server -
> MMP
231434 ’ Alarms regarding a CDRtool DB not available for voicemail_vm
Platform
Server - . . . L
CS-231511 MMP Fixed Spanish translation on User Permission page
Movius for | _. . . . . .
CS- BlackBerr Fixed issue with processing the click-to-dial calls from numbers that were
231682 blatform y’formatted with two '#' at the end causing Webex calls to not work

354



Release Notes | May 2021

Last Modified on 11/03/2021 5:09 pm EDT

May 2021 Release Notes

These release notes outline new features and enhancements to the Movius MultiLine Solution.

What's New in MultiLine?

Activate MultiLine with QR code or button

It's easier than ever to activate MultiLine. Previously when users install or reinstall MultiLine apps,
they needed to manually enter details such as their organization ID, username, mobile number,
and password from their invitation.

We've introduced a simpler process that works whether users access their invitation on desktop or

mobile phone.

e Use the phone’s camera to scan a QR code from an invitation accessed from desktop to
automatically download the app and begin activation.

e Tap the button from an invitation accessed by phone to automatically download the app and
begin activation.

e During activation, they'll only need to enter their personal mobile number, and their one-time
PIN will be automatically detected.

] MOVIUS

Hi John Smith,
Welcome to MultiLine!

* On your iPhone or Android, tap the button below
Download and Activate

* On your computer, use your phone’s camera or QR reading app to
scan the QR code below

E3E
[

* To manually activate, click this link to download the app and enter
the credentials below during onboarding

Company ID: MYCT.GHT200
User Name : john.s@gmail.com
Password : GhBfS6Xfgt

Thanks,
Team Movius

Fawersaty [7] MOVIUS.

If for some reason users are unable to use the simpler onboarding features, manual entry will still
be available.

Simplified Onboarding will be available in all MultiLine and Movius for BlackBerry Android and iOS

355



apps

More intuitive Call button

Branding colors will no longer be applied to the Call button in iOS and Android applications. We
want to match user expectations that a green Call button is used for making a call and red Call
button is used for disconnecting a call.

The change will be available in the MultiLine, Sprint MultiLine, and MultiLine for Intune Android and
10S apps with this release.

01 i -
@ Movius @ MOVIUS =
+91
1 2 3
= : 2 . -
P2 E 123
i 8 . 4 5 6
*) Q) (# 7 8 9

*
O

e Call Over
eoe
HH
.o
i “
—

/1OS Android

Below updates apply to all MultiLine applications

MultiLine App-to-MultiLine App call handling
improvements

This release changes how it handles calls between two MultiLine users served by the same Movius
server instance. Today, such calls are connected within the Movius solution. Going forward these
calls will be routed through the carrier networks as other calls between a MultiLine user and a
Guest (non-MultiLine) user.

How it works:

e A Call from MultiLine user A to MultiLine user B is treated as a Call from MultiLine user Ato a
Guest phone number (which is MultiLine user B's MultiLine number. This call routes through
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the carrier network serving MultiLine user A's MultiLine number.

e The resulting call to MultiLine user B's MultiLine number is present over MultiLine User B's
carrier network as a call from a Guest phone number (which happens to be MultiLine user A's
MultiLine number).

Benefits:

e All calls are available within carrier networks for legal intercept. Special routing is no longer
required.

e From an Organizational reporting standpoint, all calls are reported in a consistent manner.

e When calls are between MultiLine users in different Organizations, a given MultiLine user’s
Organization Administrator does not see that the other MultiLine user is also a member of
another Organization.

e For billing purposes, all calls are treated in a consistent manner since they all route through
carrier networks.

For backward compatibility, the new call handling can be disabled at an organization level.

Block up to 1000 numbers

We have increased the amount of phone numbers that users can add to their blocked numbers
list from 50 to 1000. We hope that this will help users defend against unwanted callers and spam
callers.

e Block a Number Knowledge Base article

e How do | stop Spam callers? Knowledge Base article

What's New in the Movius Management
Portal?

Dropped call records added to MMP Reports and
CDR Call API

Records of calls that are dropped prior to being answered will be added to the MMP and CDR Call
API for detailed call information requests. Previously this information only included answered calls.

Filter for dropped calls added to Voice Activity
Reports search

Filter for dropped calls will be added as an option for Call Type in Voice Activity Reports search.
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Voice Activity

SEARCH BY

Call Type

Dropped call

@ Keywords

~ Name

All calls
Calls received
Calls made

Calls to voicemail
Dropped call

e MMP Activity Reports Documentation

Email / Device numbe

Call Duration

Mins

< From To
Number Number
Call Mode
Mins ~ All -~

e APl documentation available upon request.

Improved Accounts page user experience

We've made changes to the Accounts page to be easier to navigate:

e Admins can view information about the number of users and pages

e The current page is highlighted so admins know where they are

e Admins will return to the page they were on after editing records

.
&

>

0O 0O O o o o o o oo

n

Accounts

Name

Arthur Obrien

Kyle Nelson

Emma Johnson

Jeremy Pena

Bobby Garza

Kathryn Montgomery

Brittany Cruz

Linda Rios

Wayne Lewis

Andrew Stephens

Displaying 1-20 of 326 users

Issue Fixes

Key

CS-230772

M2021-546

Issue Fixed

Server - Non-TP MultiLine MO Data to MultiLine MT Data issue

Jol

Username

arthur.o@gmail.com

kyle.n@gmail.com

emm. j@gmail.com

jeremy.p@gmail.com

bobby.g@gmail.com

kathy.m@gmail.com

brit.c@gmail.com

linda.r@gmail.com

wayne.|@gmail.com

andrew.s@gmail.com

Organization

ABC Bank

Whatsapp Org

ABC Bank

Complaince Org

Whatsapp Org

Complaince Org

Complaince Org

ABC Bank

‘Whatsapp Org

Complaince Org

Status

G 6 G 6 G 6 6G G

]

B:5: 45

Server - Native Voicemail Prevention for Inbound Minutes

Calls

w17 Next -
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CS-231356

CS-231455

CS-231452

CS-231450

CS-231361

CS-231351/

CS-231135

Server - MMP - Failed to Create administrator on sprint
instance

Server - API - list user API related issue Dal10

Server — API - list user API timed out for one customer

Client - Android Intune - Exchange contacts not syncing
properly

Client = 10S - Unable to onboard when there is + symbol in
username (email ID)

Client - Movius MultiLine - Cannot call HK numbers
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Release Notes | March 2021

Last Modified on 11/03/2021 5:08 pm EDT

Movius Release Notes for March 2021

We have many new features and enhancements we're releasing to the Movius MultiLine Solution
to announce.

What's New for MultiLine App~?

Access Knowledge Base from the App

Users now have direct access to the Movius Knowledge Base from Settings > Help in the
Multiline app and the Movius for BlackBerry app.

Once in the Knowledge Base, type a topic into the search bar to find answers to any question you
may have about using the app or browse topics by category.

Note: this feature is not yet available in MultiLine for Intune.

Better Error Messages

When there's an error, we want to make sure you know what's going on and what to do. We
reviewed error messages across all our applications and updated them to be more informative and
user friendly.

Click-to-Call from Salesforce App using Movius
for BlackBerry

Users of Movius for BlackBerry and Salesforce mobile app will be getting an exciting new
functionality. Now when users tap any phone number link in the Salesforce mobile app, the call will
be placed through Movius for BlackBerry. As usual, Movius for BlackBerry will also detect if there's
an associated conference code if dialing into a conference call.

Blackberry SDK 8.1 Update for Android Clients

Movius for BlackBerry will be updated to use the latest Blackberry SDK 8.1. The Blackberry SDK is
used by the MML Clients to integrate with Blackberry Dynamics.

Blackberry released SDK 8.1 [external link] in October 2020. The release includes security
enhancements, enhanced compatibility with Android SDK APIs, and removal of support for BB SDK
6 and lower.

Geo Redundancy

Movius now supports Redundant Geo sites. Implementing Redundant GEO sites provides
protection against catastrophic loss of a single site. In the case that one of the sites is disabled for
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maintenance or suffers a catastrophic failure, a combination of a global load balancer and secondary

routing in the carrier networks will switch sites so that the service interruption is minimized. This
ensures that MultiLine applications will be able to function, including onboarding, calls, messaging,

and other activities.

Issues Fixed

iOS App CRs

# Fixed Issue

CS-231243  10S: Client freezing and RED Dot conditions

M2021-396 |OS: Persistent red dot condition

M2021-397 10S: | was on a call and switched out my ear buds but the call went dark

M2021-394 |OS: Calls are not made to the guest number when click to call number has invalid
characters passed from Blackberry Work (Click to Dial)

M2021-399 |0S: Copy and Paste did not work properly in the Blackberry Client

M2021-392 |OS: Intune SMS not received when app was closed

Android App CRs

# Fixed Issue

s Android: Apps is constantly crashin

231272 PP Y g

M2021-

201 Android: Diagnostic email can't be modified

M2021- . ) ) . .

208 Android: Diagnostics Report: Call set-up issue over mobile data
M2021- . ) .

203 Android: When upgrading to 2.23.03.34 the app continues to crash

M2021- Android: BB Exchange - Need to support all contact labels that are currently supported

405 by blackberry

Cs-
231241

Android: Intune-Freezing and crash dialing a contact

Server CRs

H Fixed Issue

CS-231290 Relationship Number showing in Number Utilization
Report

CS-231288 Visual Voicemail Notification issue for Orbic Users

CS-231259 Intermittently MO Data Calls do not connect

CS-231259 Unable to Onboard using Orbic Client

CS-231208 Moving from one org to another creates issues with mess
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H Fixed Issue

CS-231185 MMP - Consumption Metrics Report — Bug

CS-231167 The error for open timeout and read timeout are the same
CS-231154 Alarm regarding CDRTools on Sprint Platform — sls/voicemail
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Release Notes | MultiLine for Intune |
February 2021

Last Modified on 11/03/2021 5:07 pm EDT

Movius Release Notes for February 2021

We have an exciting feature we're releasing to the MultiLine for Intune iOS and Android apps to

announce.

Whats New with MultiLine for Intune?

e The latest release of MultiLine for Intune 10S and Android Clients delivers Click-to-Dial
capabilities.
o Phone numbersin the apps you use for work will render as a clickable phone number
o Clicking the phone numbers will launch your MultiLine for Intune client so that you can

make the call
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Release Notes | January 2021

Last Modified on 11/03/2021 5:05 pm EDT

January 2021 Release

These release notes outline new features and enhancements to the Movius MultiLine Solution
including to our MultiLine Applications, Movius Management Portal (MMP), and API. We have been
hard at work implementing new exciting functionality.

What's New?

MMP Enhancements

Administrator Search Details Enhancement

This enhancement allows Administrators to use the Details field to search by MultiLine number,
Name, and Device Number and any other values present in the details and detailed information.
The searched terms are also highlighted in the results.

MoVIUS a s @

ABC Corporation

Reports M i Activity

Consumption Metrics
User Metrics

Actvtes

‘Administrators Actity

E—

In this example
search is for ‘Nancy’

= Only one result
found, so list will be
1602020 Ops Team Send
08:15:45 . Write ite nancyw@sbe... ¥ expanded

And characters will
“— be highlighted

Administrators Activity

SEARCH BY
Date range Activity Event Type
23-Dec-2018 to 23-Dec-2018 ] All - Login & few more
Administrator Organization Details @
L :
[ e inthisexample
search is for ‘Lori’
" Multiple result
= , = found, so list will
Date Name & Email Organizatior Activity Event Type Details
. - not be expanded
16-4un-2020 Kathryn Tran Ops Team d , .
07:4023 kathryn.t@abcco. 1001 Write Account o p@sbecorp..
164un-2020 Diane Lane Ops Team it Edit orip@abecorp See {next slide}
07:30:45 diane Jane@abccor.. 1001 e Account for expansion
16un-2020 Jacob Boyd Ops Team Delete |
07:25:45 jacob.boyd@abcc... 1001 Wirite Account lorepfabecars;
=
Date Name & Email Organization Activity ent Typ Details
16-Jun-2020 Kathryn Tran Ops Team Add st
07:4023 kathryn.t@abcco.. 1001 Wris Account oL pESbocorp-
First Name Lori
L Patrick
x ABC Corporation List expanded and
& lori patrick@abecorp.com +«——— characters will be
u: Default User Permissions (default) hi gh| ighted
A MultiLine
N 1
No
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Deleted Account Tracking

This enhancement will provide an easier and more compliant way to investigate deleted accounts
using the Administrator Activity Report. You can now search all the details of the deleted account
including name, email, MultiLine number, organization, and more details, similar to what was
previously available in reports for added accounts.

Activity Report Enhancement

This enhancement will add information in the MMP CSV report that identifies SMS and WhatsApp
messages.

e The column Message Type will be renamed to Message Platform, and it will include
whether the message is on the SMS or WhatsApp platform.

Add User Permissions to MMP Account CSV List and List User
API

This enhancement will add a User Permission column in the MMP CSV report for all users
irrespective of the registration status of the user. This will also be added to the List User API.

Suspend Subscribers Using APIs

This enhancement will grant the functionality to suspend MultiLine users from the Modify User
Parameter API. The suspended parameter will be added as an optional input parameter which can
be True or False. When set to true, the subscriber is suspended, and when set to false, the user
can access the MultiLine application as usual.

API Audit Trail for ADKs

This enhancement will include MMP activities performed using ADK APIs in the Administrator
Activity Report. Specifically, the following activities will be included in the audit trail:

e Create a Sub-Organization

e Modify an Organization

e Send Invitation to a New User

e Send a Saved Invitation/Resend Invitation
e Modify User Parameter

e Delete an Invitation

e Delete User

APl Enhancements

Changes to credentials shared for Webhook API

Twilio requires credentials for calling the Movius webhook for sending inbound messages and
status callback. We previously used the MMP administrator credentials for this purpose.

To meet compliance requirements, this enhancement will ensure the MMP administrator
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credentials are private by adding a new admin role specific to Twilio and WhatsApp. Users in this
new role can only be added from the Service Portal. The MMP will not show or allow management
of users with this new role.

Changes to CDR API output

We will enhance the CDR API output for clearer reporting of SMS and WhatsApp messages in the
reports.

e The parameter Message Type will be renamed to Message Platform, and it will return
whether the message is on the SMS or WhatsApp platform.
e The WhatsApp CDR output will also be enhanced for telemetry and billing purposes.
1. Updated to differentiate between WhatsApp and SMS
2. Updated to identify the WhatsApp business number that is used in the user's org
(Applies to both inbound/outbound CDRs)

Suspend Subscribers Using APIs

This enhancement will grant the functionality to suspend MultiLine users from the Modify User
Parameter API. The suspended parameter will be added as an optional input parameter which can
be True or False. When set to true, the subscriber is suspended, and when set to false, the user
can access the MultiLine application.

Add User Permissions to MMP Account CSV List and List User
API

This enhancement will add a User Permission column in the MMP CSV report for all users
irrespective of the registration status of the user. This will also be added to the List User API.

Digital Safe Enhancements

SMS and WhatsApp

We will enhance the Digital Safe reports for clearer reporting of SMS and WhatsApp messages.
These changes apply to Formats 1,4,5,6, and 7.

e The Message Platformcolumn will be added.
1. Message Platform column will return SMS or WhatsApp.
2. The Type of Message column will return either Incoming or Outgoing.
e Anew column at the end of the data will be added named Business Identifier.
1. This will include the WhatsApp business number for WhatsApp messages and will be
left blank for SMS messages.

Format 3 update for SMS Journaling via e-mail

This enhancement is for those that use Source One as an SMS Journaling partner. This format
archives conversations that involve recorded users. The Source One system receives journals by
email. There will be changes made to Format 3 to make it suitable for this purpose.

Format 4 update for Audio CSV (FTP Option) to match HS
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This enhancement brought uniformity to file naming format between FTP and HS methods.

MultiLine Application Enhancements

Expose URL schemes to invoke Movius app

This enhancement makes it so that Salesforce Mobile users can click on phone numbers and have

MultiLine make the call instead of their native dialer.

This feature can extend to any third-party apps with valid or pre-approved tokens. This feature will

be paid and will be controlled at the organization and system level.

Bug Fixes

CS-230841

CS-230796

CS-230877

CS-230900

CS-230840

CS-230815

CS-231020

CS-231029

CS-231095

Summary

SMS: SMS messages stuck in SMS transactions table (auto
messages to alphanumeric guests) and cannot delivered

SMS: Messages stuck in SMS transactions queue (MMS/emails)
(Duplicate of CS-230841)

SMS: When sending a message to a user who has special
characters in their name the message is not immediately sent
to the client

SMS: Dropped an outbound message and was not retried.

ADK/API: ADK is generating 503 Service Unavailable Errors
when the user line does not exist.

ADK/API: Changes made using Movius APIs are not captured in
MMP reports

ADK/API: Customers are unable to retrieve CDR data for certain
periods using the REST API

ADK/API: Customers are unable to retrieve CDR data having
special characters for certain periods using the REST API

MMP: Customer reported long delay when trying to fetch MMP
reports from US system
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CS-230389 MMP: Hide unsupported Languages in MMP

Digital Safe: Format 4 in Digital Safe CSV file does not have
CS-230838 timestamp in filename
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Lassen 2 Release Notes | August 2020

Last Modified on 11/03/2021 5:05 pm EDT
Movius Lassen 2 Release Notes

August 2020

These release notes outline new features and enhancements to the Movius MultiLine Solution.
These notes will provide details of changes to the MultiLine App and Movius Management Portal.

What's New??

CDR APl Enhancements:

This release contains additional parameters in the REST Voice CDR API. These parameters provide
additional information that helps more accurately determine the call quality in real time.

New feature - WhatsApp Messaging Connector:

This release contains the WhatsApp Integration into MultiLine. You must have an active MultiLine
subscription to activate this add-on feature.

The new WhatsApp Messaging Connector (currently in BETA) allows MultiLine users to send and
receive WhatsApp messages directly within the MultiLine App. The user must simply click the new
icon which appears on a contact’s page, alongside calling and texting icons.

MMP and Digital Safe message reports capture the message data where it is as searchable and
exportable in the same way as texts. Organizations can also apply the same opt in and lexicon
policies that apply to texts to WhatsApp messages.

Client issues (10S)

CS-230896 — Fix 10S JPMC: IOS Client - Screen presenting "Phone" instead of "Unknown"
CS-230894 - Fix 10S L2 client - native contact not recreated in certain situations
CS-230879 - Fix I0S Exchange Sync of contacts does not work with a schedule

CS-230889 - Fix I0S JPMC: When onboarding the client allows that user to customize the name
presented when making/receiving calls.

CS-230888 - Fix 10S JIPMC: Problems in click to dial
Client Issues (Android)

CS-230849 - Fix Android sls_relationship table not cleaned up causing all calls to be diverted to
voicemail for that number

CS-230895 - Fix Android 11 not working on Movius for Blackberry on 221 version of the client

Server Issues
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CS-230867 - Fix Digital-safe SMS upload failure
CS-230838 - Fix DS - Format 4 CSV file does not have timestamp in filename

Movius Lassen 2 Release Notes.pdf
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Lassen 1.1 Release Notes | July 2020

Last Modified on 11/03/2021 5:04 pm EDT

Movius Lassen Release Notes
July 2020

These release notes outline new features and enhancements to the Movius MultiLine Solution.
These notes will provide details of changes to the MultiLine App and Management Portal.

What's New?

Enhancement to User Provisioning APls:

We're enhancing the Movius User Provisioning APIs by adding parameters to set Voice and SMS
recording features. Now you can set up these features prior to end-user onboarding.

e Added input and output parameters to Create Account/Invite User
e Added output parameters to Resend Invite

Additionally, we added parameters to set the number to which calls can be forwarded.

e Added output parameters to Modify User

Bug Fixes

The following items are addressed in this release:
Server CRs

e (CS-230736: Fix for an issue that caused calls from reported SPAM numbers to divert Voicemail.
e CS-230723: Fix for an issue that caused admins to be unable to download the files/reports from
the Management portal. This issue was only observed for Chrome browsers in Chromebooks

and Windows PC.
e (CS-230533: Fix for an issue that caused the Client to not receive all emojis sent from the Guest
in an SMS message.

Server Additional Feature Enhancement:

e CS-230689: Added call and SMS recording flags to invitation APl as an enhancement to enable
recording for the MultiLine user.
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Lassen 1 Release Notes | June 2020

Last Modified on 11/03/2021 5:03 pm EDT

Movius Lassen 1 Release Notes

June 2020

These release notes outline new features and enhancements to the Movius MultiLine Solution.
These notes will provide details of changes to the MultiLine App and Management Portal.

What's New?
Design Changes: iOS Push Notification

Movius made necessary design changes to adapt to Apple’'s new guideline for push notifications.
Apple made changes to their notification design with the introduction of iOS13 operating system
with Xcode 11. Changes in iOS 13 impacted the Movius MultiLine App with regard to push
notifications for inbound SMS & Voicemails; and VOIP calling. To support the newer notification
design of iOS 13, Movius platform needs both server changes (released first) and updated iOS
MultiLine Apps.

Terms and Conditions Updated

Movius renewed the Privacy policy in the Terms and Conditions. In addition to English, the new

Terms and Conditons is also available in Spanish and Portuguese languages. Enterprise can choose

to accept the policy on behalf of all its users. In that case, users will not be asked to accept the
policy while onboarding.

Reliability Enhancements

The release contains bug fixes and enhanced logging for the call quality parameters of the data
calls to help with proactive monitoring of quality.

Bug Fixes

The following items are addressed in this release:
Server CRs

e (CS-230684 and CS-230652: Fixed issues in Ruby.

e (CS-230666 and CS-230665: Fix to ensure that the Digital Safe wait time configurations are not
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overwritten. The configurations are listed in the monitored_calls file.

CS-230654, CS-230653, and CS-230652: Fixed minor errors in Digital Safe.

CS-230590: Fix for an issue, where a reporting discrepancy is found in the call timestamp
where a call is made before DST and reports for them are downloaded after DST time.
CS-230565: Fix for an issue with 2-Factor Authentication OTP being the same on different
production servers.

CS-230533:Fix for an issue where Guest sends long SMS including emaojis to the client, but the
client did not receive all the emojis.
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MultiLine for Intune Release Notes |
June 2020

Last Modified on 11/03/2021 5:03 pm EDT

Movius MultiLine for Intune Release Notes
June 2020

These release notes outline new features and enhancements to the Movius MultiLine Solution.
These notes will provide details of changes to the MultiLine App and Management Portal.

MultiLine for Intune

Movius now supports the Microsoft Intune enterprise mobility suite, providing integration with the
entire Microsoft ecosystem. Microsoft Intune is a cloud-based service that focuses on mobile device
management (MDM) and mobile application management (MAM). Customers manage apps using
the Intune console in the Azure portal.

The new application named “MultiLine for Intune” is now available in the Apple App store and
Google Play store. The features & behavior are similar to the existing Movius for Blackberry
application.

End user documentation and instructions for administrators to add MultiLine for Intune as an
allowed application are available in the knowledge base.

Limitations:

When sharing a log from MultiLine for Intune with customer service by email you need to manually
fill out the fields:

To field: Enter your customer support email ID

Cc field: Enter the email ID of anyone who wants to track progress on the issue
Subject: Enter the description of the issue you're having
Body: Enter the details described below.

To help us assist you, please open the log which is attached to your email and find the following
details (use ctrl-F to find “App Name”):

e App Version

e OS Version

e Device

e Company/Org ID

e Virtual Number

e Inbound/Outbound Call Mechanism
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already logged in for ID:14702463738

[11/06/20, 3:09:50 PM MultiLine] -
[SettingsViewController reloadVVMTableView: ]
SettingsViewController, notification received,
refreshing rows

(11/06/20, 3:09:50 PM MultiLine] -

[si lication MNotificationMessage: )
Refresh for VMgreeting has been called

[11/06/20, 3:09:50 PM MultiLine] -

(si lication pushC i :] local
notification sent after didReceiveIncomingPush
[11/06/20, 3:09:50 PM MultiLine] -
[SiphonApplication
pushRegistry:didReceiveIncomingPushWithPayload: forT
ype:withCompletionHandler:] used completion voip
push, ios 13 for i0OS 11 or later

[11/06/20, 3:09:50 PM MultiLine] +
[FineGrainControlHandler
getBoollInUserDefaults:key:] Bool to return YES for
key allow_line_name_change

(11/06/20, 3:09:50 PM MultiLine] +
[FineGrainControlHandler
getBoolInUserDefaults:key:] Bool to return YES for
key allow_broadcast_calling

[11/06/20, 3:09:51 PM MultiLine] -
[UIViewController(Logging) viewDidLoad] Loading
AboutCustomerViewContrc Ller

[11/06/20, 3:09:51 PM MultiLine] -
[UIViewController(Logging) viewWillAppear:)
Displaying AboutCustomerViewController

[11/06/20, 3:09:51 PM MultiLine] -
[AboutCustomerViewController mailAction:] Clicked
mail button

[11/06/20, 3:09:51 PM MultiLine] -

LARQLEC: i sroller mailAction:l Ann.inf
App Name : Multiline for Intune

App Version : 2.21.03.01

0S Version : 13.4.1

Device : iPhone XR

Company/Org ID : sml

Virtual number : 14702463738

Inbound / Outbound Call Mechanism : DATA / DATA
METIECAT TS T CATY

Monday : 00:00-23:59

Tuesday : 00:00-23:59

Wednesday : 00:00-2
Thursday : 00:00-23:
Friday : 00:00-23:59
Saturday : 00:00-23:59

Sunday : 00:00-23:59

Last Call MOS : -1.000000

[11/06/20, 3:09:51 PM MultiLine] -
[UIViewController(Logging) viewDidLoad] Load
UIActivityViewController Fo

59
59
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Kaziranga Release 3 | May 2020

Last Modified on 11/03/2021 5:02 pm EDT

Movius Kaziranga 3 Release Notes

May 2020

These release notes outline new features and enhancements to the Movius MultiLine Solution.
These notes will provide details of changes to the MultiLine App and Management Portal.

What's New?
CDR Logging Enhancements:

e RTP statistics for every call now contain additional logging of call quality parameters and
enhanced logging of error codes and call status that are helpful for telemetry.

e The MOS score calculations reported (for an incoming leg of the calls) have also been
enhanced.

Introducing Local Ring-back Tone (RBT) for calls:

e ARing-back Tone (RBT) is the ringing sound that is played to the calling party when someone
makes a call. Typically the carrier network of the called party generates the RBT. From a
Sprint/T-Mobile legal/ regulatory perspective, no local RBT must be played for calls.

e The Movius platform uses a Local Ring-back Tone (RBT) for the calling party for
inbound/outbound calls in certain scenarios to prevent dead air on the call.

o When a guest makes a data call to MultiLine number, there is a 2-20 second delay after
the guest has placed the call for the MultiLine user's device to ring. This variable delay is
caused because the state of the App can affect push notification.

o Inthis release, we ensure that the Movius platform does not generate a Local RBT except
in this calling scenario. Specifically, the Movius platform will continue to generate a Local
RBT only to the guest caller for inbound data calls to a Sprint MultiLine number.

o The inbound data call scenario will be handled separately in the future release.

Bug Fixes

Key Description

Server CRs

CS- Fix for an issue where the RTT value is calculated as
230577 |zero which results in a false MOS score.
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CS- The report does not show any update in the
230556 [attributes when there is an RTP session reset. Fix will

be provided in this release with the report
enhancement.
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Kaziranga Release 2 | March 2020

Last Modified on 11/03/2021 5:01 pm EDT

Movius Kaziranga 2 Release Notes

March 2020

What's New?
PBX Integration
This release introduces a new way of using MML.

There are enterprises that have PBX phones today. Movius PBX Integration provides several
important capabilities to these users:

o Allows their existing number to be answered on both the PBX phone on their desk and on
their mobile device.

e Simultaneous ringing presents calls to both devices at once.

e Users can place calls from the PBX phone or from the mobile device. The called party sees the
same calling number no matter which device is used.

e Forregulated users, all Movius call recording options are available. Calls are recorded by Movius
even ifthe useris using the PBX desk phone.

e Because Movius offers SMS recording, a regulated user can now send recorded SMS messages
with the Movius mobile client. Without this Movius product, regulated users have no way to
use SMS from the PBX desk phone.

e Inthe US, 911 calls can be made from the PBX phone or the Movius mobile client.

e Movius provides Lawful intercept of calls and SMS's for both the PBX desk phone and the
Movius mobile client.

e Movius provides regulatory call recording and Lawful Intercept even for calls between
two PBX desk phones.

Branding changes for Movius

e Changes to replace Movius’ old branding with new done on Movius Management Portal as
well as WebClient

What's Fixed?
The following items are addressed in this release:

e (CS-230384: Incorrect pending invitation count on Number Utilization Dashboard fixed.
e MMP-6216: Calls forwarded from a number that is recorded, were not being recorded. This is
fixed with this release
e Movius Management Portalsession expiry due to illegal entry fixed
1. MMP-6210: Administrator Activity => Organization
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2. MMP-6200: Administrator Activity => Details.
e MMP-6208: Bug in the filter in Administrator Activity fixed.
e |ssues with SMS Calea fixed.
1. CGB-6658: Duplicate messages.
2. CGB-6659: Redacted messages.
e |ssues with Call Calea fixed.
1. CGB-6618: Client to Client Calea when one Client has Calea enabled and other doesn’t
wasn't looping.
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Kaziranga Release | February 2020

Last Modified on 11/03/2021 5:00 pm EDT

Movius Kaziranga 3 Release Notes

February 2020

These release notes outline new features and enhancements to the Movius MultiLine Solution.
These notes will provide details of changes to the MultiLine App and Management Portal.

What's New?
Movius Management Portal

This release introduces a number of changes to the Movius Management Portal to improve the
Admin User experience:

"User Permission" dropdown moved for clarity: The “User Permission” dropdown position has
been changed to avoid confusion of having two user permissions in the “Add Account” page. When
“Assign Number” is clicked, the original “User Permissions” is replaced with Ul to select the Phone
number and “User Permission” together.

Previous:
SINGLE ACCOUNT

Add a single account or to import and/or invite users in bulk, please go to the Multiple Accounts’ tab

First Name * Cynthia User Permissions default user permissions (Default) i e
Last Name * Perez Application () * MultiLine
i Parent_org 4000 &. _-'@* i
Organization 9 @ Number Of Lines 1 4 @ Assign Number ©
Allowed

Email or Device # * cynthia.perez@moviuscorp.com

with country eade

*By clicking on Invite, you agree that you have obtained permission from recipients to receive SMS notifications
ance
through employee or other agreement. Message and data rates may epply.

Change:

SaNOLE ACCTUINT

Ara e + Apgication(s) * MutLing
Lirit Pharree = Shwrmbar O Lines Allowedd ' ¥ @ Anign Kunts @
Ofgarisate Orgaods Lher Fermbsom @ duleuk e permnio-a [Deteil]

B o Diricn & *

oM RIS e T3 IR NS nodtcanors L imugh aTEoee s A

SINGLE ACCOUNT

ArMamas * AGph e ¢ el Ll
Lo Ko [ — 1 t 0 amign Hunter @
rparisatin Orpane Wsune Uner Permiminns @ R

el i porrrisies § L]
erual o Ciice i * L

iy kg an e

ar ntter ageTant, W

37 12371 TRAENS 15 T B S5 00 Srations thisag™ Empiayes B
(o) (D
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Company profile location moved: The Company profile page has been moved to the Setup
Menu. The CIDN label has been renamed to: “Customer ID".

MovIus a s OB

Company Froths =D

o TR

et TV RIS

Default for Consumption Metrics: Default time period for the Consumption Metrics has been
changed to the “current cycle”.

Editable FAQ available for all the orgs: Frequently Asked Questions section is now available for
all the organizations in the MMP. This allows the authorized administrator to view and customize
their organization's FAQs.

movius as OB

L Wobile App

Account Activity Details: The Account details page in the MMP now shows additional activity

information to indicate when the user first logged in / last logged in on the various flavors of the

MultiLine solution such as MultiLine Mobile App, Web Client and MultiLine Connector on the

Salesforce. The page also gives the version number and instance details of the MultiLine solution.
movius a s B
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Add-On SOC and Tagging: This capability is applicable to paid add-on features. There are five
paid add-on features that Movius supports today: Voice Recording, SMS Recording, SMS Opt-In,
SMS Redaction and Salesforce Connector. The add-ons are associated with specific SOC codes
depending on the carrier. The SOC codes are sent to Movius in a feed along with the MultiLine
numbers (PTNs) by the carrier. Each of these features require custom configurations to enable the
features. For the first four add-ons, Movius Customer Support (CS) will now create separate sub-
orgs under the parent org for the Customer. The sub-orgs would be also be configured for the
corresponding feature. The PTNs with the add-on SOC would be placed in the respective sub-orgs
so that users who are assigned with the PTNs are enabled with the add-on features.

When PTNs are sent to Movius with the Salesforce add-on SoC, the Movius CS will configure the
parent org for the Customer with the Salesforce feature and apply a reservation tag to the PTNs
called “SFDC". The reservation tag will allow the MMP admin to assign the correct PTNs to end-
users who need access to the Salesforce add-on. Detailed flows for the add-on processing are
provided separately to the carrier.

Movius MultiLine

International Ringback Tone based on the called party: In case of an inbound data (MT) call,
the Movius Platform used to play a standard US ringback tone to the calling party. The Movius
platform is now enhanced to play a ringback tone that is dependent on the country of the
MultiLine number. For example, if a user calls a Singapore MultiLine number, they will hear the ring
back tone that is standard to Singapore.

Client changes update without restart: The MultiLine App is now enhanced to update the
changes done by MMP admin without the need of restart of application. For example, if the admin
changes the theme of the mobile app, the user's MultiLine will be updated within 24 hours without
restart.

Support for .gif files in Picture Messaging: This enhancement to the Picture Messaging
feature allows the subscriber to receive and send .gif files along with jpg, .png, jpeg formats.

-l sy (R

<= st Comtoutas

E911 Compliance [US-Only Functionality]: Once a 911 call has been placed from MultiLine, over
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data, any features that could restrict emergency responders to call back on that number will be
disabled for the next 24 hours. These settings include:

All Manage Availability settings such as

1. Business Hours which could restrict the times that MutliLine can accept calls
2. Do Not Disturb

3. Call Forwarding
e All Call Handling settings such as
1. Simultaneous Ringing
2. Sequential Ringing
e Any blocked numbers

e All SPAM filters that prevent calls fromm coming through

The user will receive all incoming calls for these 24 hours. However, after 24 hours, settings will reset
to what was defined before the 911 call was made. These changes are not applicable if the 911 call is

made over minutes because only the native phone number of the user is passed on to the
Emergency responders and not the MultiLine number.

10S
il 5o T LAl AT - il o T [TE1] - il S0 T ER - .
& Back Blocked Numbers £ Back Call Handling  Back Manage Availability
Manage Availatsily serbngs have
B Gastind ko 24 mora e oupiacedan (D hove been dinabled for 24 hours a8 £\ besn disabled for 24 hours a8 you
Emergency Call you placed an Emergency Call

Sequential Ring

Android
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& Blocked Numbers & Manage Avallabllity & Call Handling
Weu will receive all incoming cails for 32
Bocked Mumbevs settergs have been Manage Avalabikey sentings have been Sursdtanaous/Sequential reg seitings hae
Lm‘uml?':n‘ol PIRINGE 8¢ you pliked an My dissbded for 24 hows 3 you placed an £\ disabled for 24 Ponirs &8 you placed an ,& hieen daabled for 24 hours as you placed an
i Ersrgevicy Call Emsrgeny Call Ermvsigery Call

o

Android Ul Enhancements: Enhancements are made to the Dailer and Call screens for Android.

In particular, Incoming VOIP, Outgoing VOIP, Call Transfer, Call Swap and Call merge screens are
modified to accommodate alignment, typography and icon changes.

EX T T B T
o movlu‘g B & muliLine Work B MultiLine_Work B MultiLine Work

@ O o- -

a e 114708654162 Caleg
+1 470-447-1450 +1 470-447-1450
‘| 2 3 CAMCEL
4 5 6
7 8 9
+ ¢ gt
0
D & £ ) & & n i 4 £ i 1]

B Mubiline_iwork B Mubiline_iwork B Mubiline_iwork € Fesdback
e +14TOBESA162 [Ery— e +14708658162 Meged Raie your coll?
1 2 3 o +1 470-447-1450 e
o 01 Commnils
4 5 6

+1 470-447-1450

Lo % i ) & i# n b L] & i# n X
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User Provisioning REST API

Today, Voice/Message/Data Activity reports can only be extracted through Movius Multiline Portal.
AP users can now extract Voice/Message/Data reports of all the registered Movius MultiLine users
on their system through a REST API. These reports can be extracted and downloaded as a CSV file
via the new REST API.

Note: Please refer to the document REST API User Guide for more details.

Digital Safe Archiving Timers

Two new timers enhance the flexibility of Digital Safe recording store and forward capability. There
are now timers for retention of recorded data after it has been successfully been archived. There is a
time for recorded voice and another timer for SMS recordings. The purpose of these new timers is
to retain archived data as a safeguard in case there was a problem with the archived files after they
were archived to the customer’s data center. This allows the customer to re-archive the data.

Prior to this feature, archived files were purged (destroyed) during the next daily purge cycle.

Because many customers have privacy concerns regarding retention of data longer than
absolutely necessary, the default for these timers is zero. This disables this feature and maintains
the earlier functionality of immediately scheduling a purge of archived data.

Individual customers that wish to use this feature should open a support ticket that indicates the
number of days they wish to retain archived data.

Clients to Support Georedundancy Migration

As part of to rollout of georedundant sites for Movius Multiline solutions in the US market, there is a
need to force clients to change their IP routing and/or their set of relationship numbers.A new
client capability allows Movius to push a notification to the clients that instructs the clients to
request updated primary/secondary IP addresses and updated Relationship Number definitions.

This capability does not affect existing functionality and will be deployed worldwide.

Poor Network Connectivity Indicator
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Movius MultiLine will now indicate to the end-user if the network connectivity is poor on the device

when a data call is underway. A visual message accompanied by audible beeps will indicate to the
user that the network connectivity is poor and hence call quality issues might be experienced.

Bug Fixes

Key

Description

Server CRs

CS-3917

Fix for an issue where call recording prompt was not heard in some
scenarios.

CS-3820

Fix for an issue where the monthly Orbic report did not show all the
active lines.

CS-3718

Fix for a customer issue where the MultiLine app onboarding process
results in a previously assigned number to be associated with the
physical device.

CS-3599

Fix for CDR reporting failures on the UK3 platform.

CS-3837

Server side fix where a software was overwriting the call recording
hotfix

Client CRs

CS-4010

Fix for an iOS issue where incoming mode changed from data to
minutes automatically without user input.
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CS-3924

Fix for an iOS issue where the SMS sent to the SML App was delayed.

CS-3913

Fix for an iOS issue where there was a delay in message delivery on
SML.

CS-3876

Fix for an iOS issue with the Orbic Plusl App, where the customer was
unable to onboard on data and received an error message: “Generic
Error”.

CS-3866

Fix for an Android issue where if the MultiLine passcode is enabled, the
user is always prompted to enter the MultiLine passcode after

unlocking the phone, irrespective of which App is being used currently.

CS-3988

Fix for an issue where the Android SML App was not showing the
custom logo branding, even if the branding was set correctly in MMP.

CS-3986

Fix for a one-way audio issue while using the Android MultiLine App on
a Google Pixel device.

CS-3905

Fix for an Android issue where the back button didn't work to exit out
of the SML.

CS-3860

Fix in iOS where the user was unable to copy a number fromm messages
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Joshua Tree Release | October 2019

Last Modified on 11/03/2021 5:00 pm EDT

Movius Joshua Tree-2 Release Notes

October 2019

The pre-release notes outline new features and enhancements to the Movius MultiLine Solution.
These notes will provide details of changes to the MultiLine App and Management Portal.

What's New?

Plusl Multiline now supports multiple enhanced
features for individual users.

Number Porting: Plusl Multiline supports porting of numbers. Users in the US have the capability
to port their existing wireline/wireless numbers from any carrier to Plusl Multiline application. Users
can also choose to continue using their ported number within the plusl Multiline application.

Default State Picker: Plusl Multiline defaults to New York (NY) state for users during their new
employee onboarding. Users have the option to change the state if they do not want a New York
number.

Report Enhancement: An updated report, to include activation, expiration and renewal dates of
the different plans, will be sent to Sprint and Orbic on a daily basis. This is a change from the
monthly report that was shared with Sprint.

MMS Support: Plusl Multiline supports Multimedia messaging (MMS) and includes picture
and group messaging.

Picture messaging: Users can send/receive picture messages that are ,jpg, jpeg, or .png. Both
Android and iOS users have ability to take a photo with their camera or select an image from their
existing photo gallery.

Additional Notes:

Picture messaging is only available for customers in the US.

Granting MultiLine access to your native Photos and Camera is required.

Picture Messaging is CALEA compliant.

Videos and other file formats are not currently supported. If a user attempts to send or receive
a message containing an unsupported file format, both parties will receive an error.
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Group Messaging: Users are able to send / receive messages from a group of participants. (Max of
11 recipients per group message)

Additional Notes:

e Group messaging is only available for customers in the US.
e [fa participant is removed or added to the existing thread, a new group conversation will be
created.
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Improvements:

e Android only: The Minutes Overlay was removed, which was displayed whenever the user
made/received a minutes call. The call information that was in the overlay will now be shown
within the call progress screen.

e Enhancement to iOS and Android message notification banners

e In-App Ul Enhancements to iOS and Android

e iOS 13 replaces the popup message while making an outbound minutes call with an action
sheet. To complement this change, new background information to guide the user about the
action sheet is introduced in the iOS App. This change is applicable only if the user has iOS 13+.
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Please see the screenshots below regarding the end-to-end flow while making an outbound

minutes call.
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Removal of Caller ID in Movius for Blackberry:

Movius for BlackBerry supports a new feature where you can turn off the caller ID to be displayed
on the device, when you make an outbound minutes call. By opting/enabling this option, Caller ID
will not be saved in the native call logs and native contact. This feature is controlled by Movius. To
enable or disable this feature, request must come through Movius support.

Bug Fixes

Key Description

Server CRs

CS-3899 Fix an issue with MMS where automated messages are not sent to a guest who
sends a video/unsupported file to a MultiLine user (unsupported MMS Media).

CS-3886 Fix an issue where a user, with an 808 area code native number, trying to
onboard MultiLine is not receiving OTP via SMS .

CS-3845 Fix for an issue where CALEA is not triggered when MMS is sent from one
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MulitLine user to another MultiLine user.

Android CRs

CS-3819

Fix an issue with the Movius for BlackBerry Android App, where client logs (for
issue debugging) could be sent via any App outside the BlackBerry container.
With this fix only BlackBerry Work would be able to send the logs from the
Movius for BlackBerry App.
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Guide: Deploy Movius for BlackBerry
using Good Control

Last Modified on 10/31/2021 9:40 pm EDT

This document describes the necessary steps for setting up Movius for BlackBerry to work within a
Good EMM environment.

These steps should be performed by the BlackBerry administrator before Movius for BlackBerry
MultiLine administrators can begin adding users in the Management Portal and must be performed
before users can successfully activate the apps.

Info

Note: This guide covers important settings that allow the Movius for BlackBerry app to work
correctly and to ensure your organization is able to enforce your compliance policies. It isn't a
complete guide to all settings in BlackBerry Good Control, for that see BlackBerry Good Control
documentation.

Step 1: Configure the policy set for
Movius for BlackBerry users

For all instructions in this section, you'll be in the Policies > Policy Sets > BlackBerry Work
section of BlackBerry Good Control.

AP Manage Policy Set

USERS
Users and Groups Name Amit's Policy
Administrators

APPS Description Good Default Policy with longer idle time ModernAuthON no native dialer
app for calls
Manage Apps
Manage Services
App Groups
User Numbers 5

SECURITY POLICIES | COMPLIANCE POLICIES |

Connectivity Profiles

Cancel
Update

Servers

GC Server Properties

GP Server Properties » CROSS-APP POLICIES
Logging Properties
Clusters

Status and Diagnostics
Client Cenrtificates

Server Certificates

| v BLACKBERRY WORK |

REPORTING

Disable use of Native Phone

To prevent users from making calls or SMS on their native phone number and restrict use to Movius
for BlackBerry, you need to uncheck the option in the Policy Set:

1. To add or edit a policy set, go to Policy Sets under Policies.
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2. On the Manage Policy Set screen,goto Apps >App Specific Policies > BlackBerry Work.
3. Gotothe Interoperability tab.

v BLACKBERRY WORK

App Settings | | Notifications || S/MIME | | Address Book interoperability | | Docs and Attachment:

4. In the Voice and SMS categories, deselect permissions to use native phone features and
select options to use VOIP apps. Note: while Movius for BlackBerry is not a \VVOIP-only app, but
this setting allows the app to be used for calls.

VOICE

Tap a phone number to dial using native phone
Ed Tap a phone number to dial using entitied and installed GD VOIP apps

Tap SMS icon to initiate SMS using native SMS apps
&4 Tap SMS icon to initiate SMS using entitied and installed GD SMS apps

MISC

Allow access to native browser

B4 Allow access to native maps

LAUNCH 3RD PARTY APP (10S ONLY)
5. Click Update.

Disable Contacts sync to native

Use these settings to control use of BlackBerry Contacts. If you allow syncing to device

1. To add or edit a policy set, go to Policy Sets under Policies.
2. On the Manage Policy Set screen,go to Apps >App Specific Policies > BlackBerry Work.

3. Gotothe Address Book tab.

App Settings Notifications S/MIME Address Book Interoperabillity Docs and Attachments

ADDRESS BOOK SYNC
4. Inthe Address Book Sync section.

1. Deselect Allow syncing BlackBerry Contacts to device. Note: selecting Allow syncing
BlackBerry Contacts to device makes it possible for the native device to contact the
BlackBerry Contacts.

2. Deselect Allow device to use BlackBerry Contacts for Caller ID.
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ADDRESS BOOK SYNC

L. Allow syncing BlackBerry Contacts to device.
Allow access 1o the following contact fields:

Title Email 1 Email 2 Email 3

Work number Work 2 Mobile number Home number
Home 2 Home fax number Work fax number Other fax number
Home address Company name Company address Notes

Radio

Maximum length for notes field 1024

Even if iCloud is enabled, allow syncing BlackBerry Contacts to device.

CALLERID

[ Allow device to use BlackBerry Contacts for Caller ID.

Set up sync to the Exchange Server

Use these settings to allow Movius for BlackBerry to access their Exchange Contacts inside the
Movius for BlackBerry app.

Movius for BlackBerry will not upload, store, or transmit the Exchange contacts. The sync will only
allow the display and use of the contacts by the user within the app locally.

1. To add or edit a policy set, go to Policy Sets under Policies.

2. On the Manage Policy Set screen,go to Apps >App Specific Policies > BlackBerry Work.

3. Gotothe Basic Configuration tab.

4. Complete the fields for Exchange ActiveSync Settings,
including Default. Domain, ActiveSync Server, and Autodiscover URL. Note: Completing
the Autodiscover URL allows users to sync to the server without manually filling in server
detalls.

EXCHANGE ACTIVESYNC SETTINGS

Default Domain moviuscorp.com

Windows NT Domain to try automatically when logging in. If your server uses newer UPN (email@host.com) style login

ActiveSync Server outiook.office365.com

Specify the default Exchange Server used to attempt to connect. (Example: cas.mydomain.com)

Autodiscover URL  https://autodiscover-s.outiook.com/Autodiscover/Autodiscover.svc

Provide Autodiscover URL if known. This will speed up the Autodiscover setup process. (Example: hitpsJ/autodiscover.

k
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Set up OTP/Office 365

Use these settings to set up SSO and OTP authentication.

No A AN -

To add or edit a policy set, go to Policy Sets under Policies.
On the Manage Policy Set screen,go to Apps >App Specific Policies > BlackBerry Work.

. Gotothe Advanced Configuration tab.

Select Use Office 365 Settings.

. Select Use Office355 Modern Authentication.
. Enter Azure App ID.
. Enter Office 365 Tenant ID.

OFFICE 365 SETTINGS

i Use Office 365 Settings

Use Office 365 Setup Configuration for Work mailbox account setup.

k

B4 Use Office 365 Modern Authentication

Use Office 365 Modemn Authentication when logging into Work mailbox account.

Azure App 1D at

Enter Application ID registered in your Azure Portal.

Office 365 Sign On URL

If left blank, Work setup will try login.microsoftonline.com during an initial setup

Office 365 Tenant ID 1

Bypass Unlock Splash Screen

Use these settings to make sure that users can see who is calling without authentication.

To add or edit a policy set, go to Policy Sets under Policies.

On the Manage Policy Set screen,go to Apps >App Specific Policies > BlackBerry Work.
. Select Allow parts of the user interface to be displayed when idle lock is in place.

. Select Enable Custom Splash Screen.

. Click Update.
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BlackBerry Dynamics Features About

BlackBerry Dynamics Su ed Options.
BYPASSTJN{OCK o "

- Incoming Call Screen
- In-Call Screen
E4 Allow parts of the user interface to be displayed when idle lock is in place (Android Only)

A
CUSTOM SPLASH SCREEN (FUTURE RELEASE)

Screen used to display a relationship number between the app and the server, it is used to call from the device
number lo our server and display it to the guest as the virtual number.

- Call screen

Ed Enable Custom Splash Screen (iOS Only)

Step 2: Add new users

This step will send an invitation to a user. Adding a Good user requires an email address, a desired
App Group, and Policy Set.

Use these steps if the users' email addresses are in the accepted domains. Otherwise use the next
steps for Add custom users, instead.

1. GotoUsers and Groups

*iBlackBerry OrglD:6715

DASHBOARD

USERS
Users and Groups
Administrators 1

2. Click Add Users

Users and Groups Agd Users
Y

1 Users | 0 Groups

USERS | ADSYNC SETTINGS

Filter users by - Not set — User Actions VI

3. There are two ways to add users:
1. Ifthey're in the directory service, import the user by searching their name
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Add Users

IMPORT FROM DIRECTORY SERVICE

Search for a user or group in your directory service

(| 1| Sear

ADD OR IMPORT CUSTOM USERS NOT IN ACTIVE DIRECTORY SERVICE

Add Custom Users

2. Otherwise, add a custom user
1. Fillin the Email Address, First Name, and Last Name fields, then click Submit

Add Users

ADDUSER | IMPORT USERS

e

Plaase type in the new user information below.

Email Address tarapanu@gmail.com
First Name Tara
Last Name |Pany )

4. Select from the list to change to the desired policy set. Refer to BlackBerry documentation for
instructions on custom policy sets.

Manage User |__user Actions v

Tara Panu

tarapanu@gmail.com

Policy Set

Good Default Policy

App Groups Mavius .’

5. Click the edit pencil for App Groups to select the ones that you've set up for your Movius for
BlackBerry users from the list, and click OK.
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Manage User

Tara Panu tarapanu@gmail.com
Policy Set Good Default Policy
App Groups Movius ‘,

I User Actions V]

Step 3: Create App Groups for Movius for

BlackBerry users

App groups define which apps users are able to see, such as the Movius for BlackBerry app. You will

add members and apps to the App groups.

1. GotoApp Groups under Apps

DASHBOARD

USERS
Users and Groups

Administrators

APPS
Manage Apps
Manage Services

App Groups

POLICIES
Policy Sats

2. Click the plus icon to create a new group.

DASHBOARD App Groups
USERS

Users and Groups

Administrators

APPS

Manage Apps GROUP NAME
Manage Services

App Groups Everyone
POLICIES Movius

Policy Sets

v X TOTAL GROUPS: 3 | @)
L3

DESCRIPTION # MEMBERS ACTIONS

ALL K 4

173 S 10

3. Click Members then Add to add people to the app group.

HEHB!‘HS | apPs

NAME

TOTAL GROUP MEMBERS: 173 o Add

EMAIL OR STRING ID ACTIONS

4. Click Apps then Add More to add Movius for BlackBerry and any other desired apps.
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MEMBERS | AP:Q

ENTITLED ENTERPRISE APPS © Add more

5. Select the apps and click OK.

View | All Applications v
ACT

_ ORGANIZATION
(X > Application Policy Sample App - ALL
» ] Application Policy Sample Non Ul - ALL
X » [] BEMSDirectoryLookupSampie - ALL
BES12 Client - ALL

(%

| Good Work - ALL

S > MoviusDevTesting - ALL

= MoviusGoodEnterprise - ALL
;% = Push - ALL

b SecureCopyPaste - ALL
(¢ SimpleTestApp - ALL

Fow “
LA

6. Verify that all the apps you want the group to access are added in the Apps section.

MEMBERS | AP:S

.

ENTITLED ENTERPRISE APPS © Adamore
APP/GD VERSION GD ENTITLEMENT ID GD ACTIONS
WorkGood com.moviuscorp.workgood v (Org) X

— E— oo @B
Movius for BlackBerry com.moviuscorp.moviusgood |
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Add Movius for BlackBerry to BlackBerry
Control

Last Modified on 10/31/2021 9:39 pm EDT

If the Movius for BlackBerry app doesn't appear automatically in your organization, you may need to
add it to your Control server from the public store.

Add Movius for BlackBerry to BlackBerry Control Server
1. GotoManage Apps and click Add App.

DASHBOARD Manage AppS

USERS

Users and Groups ENTERPRISE
Administrators

APPS All O8s All Form Factors All Apps All Sources
Manage Apps CLEAR FILTERS
Manage Services

100 -
App Groups 7 0 ERHE 20% Universal

9% Android 11% Custom

AppS
POLICIES e
Policy Sets

Connectivity Profiles

80% Unkn s
79% Other TRy 80% CD ID Only

SETTINGS
Servers

Clusters

Form Factor GD/Non-GD Source
Status and Diagnostics

Certificates

Licenses Add App

2. Select Public App Store.

Add App: Select App Type

® Public App Store
Available on the Apple App Store or Google Play.

Custom

You have the binaries and other assets to upload.

I Web

URL and icon that launches in the browser.

GD Entitlement ID and Version only

For development and other cases where the actual app binaries are
not yet avaliable or needed. Public App Store and Custom apps that
use GD should be added using one of the other choices.

Cancel Next

3. Enter Public Store URL: https;//apps.apple.com/us/app/movius-for-blackberry/id1291542514, and
click Next.
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Enter Public Store URL

Enter a URL for an app on Google Play or the Apple App Store,

| hifps:/fitunes. apple.com/us/app/movius-for-blackberry/id12915425147mt= |

4. Click Add App.

Add this App

Movius for BlackBerry

& v2.15.02
g 05 9.0+

IPHONE
745 MB
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Configure policy settings for Movius for
BlackBerry in Good Control

Last Modified on 10/31/2021 9:41 pm EDT

These instructions provide information on important policy settings that you should set in Policies
> Policy Sets > BlackBerry Work section of BlackBerry Good Control.

DASHBOARD Manage Policy Set

USERS
Users and Groups Name Amit's Policy
Administrators

Description Good Default Policy with longer idie time ModernAuthON no native dialer
APPS
app for calls
Manage Apps
Manage Services
App Groups
User Numbers 5

PO
SECURITY POLICIES | COMPLIANCE POLICIES |

Connectivity Profiles

|
SETTINGS Update

Servers

GC Server Properties
GP Server Properties
Logging Properties
Clusters

» CROSS-APP POLICIES

Status and Diagnostics
Client Centificates
Server Certificates

| v BLACKBERRY WORK

REPORTING

Disable use of Native Phone

To prevent users from making calls or SMS on their native phone number and restrict use to Movius
for BlackBerry, you need to uncheck the option in the Policy Set:

1. To add or edit a policy set, go to Policy Sets under Policies.
2. On the Manage Policy Set screen,go to Apps >App Specific Policies > BlackBerry Work.
3. Gotothe Interoperability tab.

v BLACKBERRY WORK

App Settings Notifications S/MIME Address Book Interoperability Docs and Attachments

4. In the Voice and SMS categories, deselect permissions to use native phone features and
select options to use VOIP apps. Note: while Movius for BlackBerry is not a VVOIP-only app, but
this setting allows the app to be used for calls.
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VOICE

Tap a phone number to dial using native phone

Ed Tap a phone number to dial using entitied and installed GD VOIP apps

Tap SMS icon to initiate SMS using native SMS apps
E4 Tap SMS icon to initiate SMS using entitied and installed GD SMS apps

MISC

Allow access 1o native browser

£ Allow access to native maps

LAUNCH 3RD PARTY APP (10S ONLY)
5. Click Update.

Disable Contacts sync to native
Use these settings to control use of BlackBerry Contacts. If you allow syncing to device

1. To add or edit a policy set, go to Policy Sets under Policies.

2. Onthe Manage Policy Set screen,goto Apps >App Specific Policies > BlackBerry Work.
3. Gotothe Address Book tab.

App Settings || Notifications S/MIME Address Book Interoperability Docs and Attachments

ADDRESS BOOK SYNC
4. In the Address Book Sync section.
1. Deselect Allow syncing BlackBerry Contacts to device. Note: selecting Allow syncing

BlackBerry Contacts to device makes it possible for the native device to contact the
BlackBerry Contacts.

2. Deselect Allow device to use BlackBerry Contacts for Caller ID.

403



ADDRESS BOOK SYNC

[ Allow syncing BlackBerry Contacts to device.
access 1o the following contact fields:

Title Email 1 Email 2 Email 3

Work number Work 2 Mobile number Home number
Home 2 Home fax number Work fax number Other fax number
Home address Company name Company address Notes

Radio

Maximum length for notes field 1024

Even if iCloud is enabled, allow syncing BlackBerry Contacts to device.

CALLERID

[ Allow device to use BlackBerry Contacts for Caller ID.

Set up sync to the Exchange Server

Use these settings to allow Movius for BlackBerry to access their Exchange Contacts inside the
Movius for BlackBerry app.

Movius for BlackBerry will not upload, store, or transmit the Exchange contacts. The sync will only
allow the display and use of the contacts by the user within the app locally.

1. To add or edit a policy set, go to Policy Sets under Policies.

2. On the Manage Policy Set screen,goto Apps >App Specific Policies > BlackBerry Work.

3. Gotothe Basic Configuration tab.

4. Complete the fields for Exchange ActiveSync Settings,
including Default. Domain, ActiveSync Server, and Autodiscover URL. Note: Completing
the Autodiscover URL allows users to sync to the server without manually filling in server
details.

EXCHANGE ACTIVESYNC SETTINGS

Default Domain moviuscorp.com

Windows NT Domain to try automatically when logging in. If your server uses newer UPN (email@host.com) style login

ActiveSync Server outlook.office365.com

Specify the default Exchange Server used to attempt to connect. (Example: cas.mydomain.com)

Autodiscover URL  https://autodiscover-s.outlook.com/Autodiscover/Autodiscover.sve

Provide Autodiscover URL if known. This will speed up the Autodiscover setup process. (Example: hitps//autodiscover.

[
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Set up OTP/Office 365

Use these settings to set up SSO and OTP authentication.

NoO o WNN o

To add or edit a policy set, go to Policy Sets under Policies.
On the Manage Policy Set screen,go to Apps >App Specific Policies > BlackBerry Work.

. Gotothe Advanced Configuration tab.

Select Use Office 365 Settings.

. Select Use Office355 Modern Authentication.
. Enter Azure App ID.
. Enter Office 365 Tenant ID.

OFFICE 365 SETTINGS

M Use Office 365 Settings
Use Office 365 Setup Configuration for Work mailbox account setup.

k

Ed Use Office 365 Modern Authentication

Use Office 365 Modem Authentication when logging into Work mailbox account,

Azure App 1D at i

Enter Application ID registered in your Azure Portal.

Office 365 Sign On URL

If left blank, Work setup will try login.microsoftonline.com during an initial setup

Office 365 Tenant ID 1

Bypass Unlock Splash Screen

Use these settings to make sure that users can see who is calling without authentication.

L I R N

To add or edit a policy set, go to Policy Sets under Policies.

On the Manage Policy Set screen,go to Apps >App Specific Policies > BlackBerry Work.

Select Allow parts of the user interface to be displayed when idle lock is in place.

. Select Enable Custom Splash Screen.
. Click Update.
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BlackBerry Dynamics Features | About |

BlackBer amics Supported Options.
BYPASS%%CK

- Incoming Call Screen
- In-Call Screen
B4 Allow parts of the user interface to be displayed when idle lock is in place (Android Only)

A
CUSTOM SPLASH SCREEN (FUTURE RELEASE)

Screen used to display a relationship number between the app and the server, it is used to call from the device
number to our server and display it to the guest as the virtual number.

- Call screen

£4 Enable Custom Splash Screen (iOS Only)

Configure 3rd Party Universal Link

To enable communication between BlackBerry Work app and Movius for BlackBerry app, setting
Universal Link configuration is essential for the new simplified onboarding flow in Movius for
BlackBerry.

There are separate procedures to set this up for iOS and Android. Click the tab below to view.

10S

1. Goto Policy Sets > Apps > BlackBerry Work > Interoperability
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DASHBOARD Manage Policy Set

USERS

Users and Groups Name Good Default Policy
Administrators

APPS Description Good Default Policy ModemAuthON
Manage Apps

Manage Services

App Groups User Numbers 138

POLICIES
Policy Sets SECURITYPOLICIES | COMPLIANCEPOLICIES | APPS

Connectivity Profiles

SETTINGS

Servers

GC Server Properties » CROSS-APP POLICIES
GP Server Properties

Logging Properties

Clusters

Status and Diagnostics

Client Certificates

e

Sorvor Certiicates v BLACKBERRY WORK
REPORTING
Export Data [ [ I | |

App Settings || Nofifications | | S/MIME || Address Book | | Interoperabllity | Docs and Attachments
Audit Trail Logs 1
Server Jobs WARNING: Interaction with non-GD applications is not secure and can expose sensitive data to a malicious application
Export Connectivity Profile

2. Inthe Launch 3rd Party App Universal Link (iOS Only) section,
enter moviuscorp.page.link into the field and click Update.

L SHaue iduiicinng W 21U pally auve apps (o viny punvy)

Enter App URL scheme

Note: Enter one App scheme per line. Example App scheme: "apsSoftiDTE2G".

LAUNCH 3RD PARTY APP UNIVERSAL LINK (105 ONLY) \

Enter App Universal Link | iv.ccom nace link

Note: Enter one App Universal Link per line. Example Universal Link: "meet.lync.com”.

Android

1. Goto Policy Sets > Apps > BlackBerry Work > App Specific Policies > BlackBerry Access

> General
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DASHBOARD

USERS
Users and Groups
Administrators

APPS

Manage Apps
Manage Services
App Groups

POLICIES
Policy Sets
Connectivity Profiles

SETTINGS

Servers

GC Server Properties
GP Server Properties
Logging Properties
Clusters

Status and Diagnostics
Client Certificates
Server Certificates

REPORTING
Export Data
Audit Trail Logs
Server Jobs

Export Connectivity Profile

TROUBLESHOOTING
Upload Server Logs

Fvnnrt Qarvor Pranartios

Manage Policy Set

Name Firebase_Bypass_Policy
Description Good Default Policy with Firbase Bypass custom changes

#~
User Numbers 5

SECURITYPOLICIES | COMPLIANGE POLICIES | APPS

» CROSS-APP POLICIES

v APP SPECIFIC POLICIES

v BLACKBERRY ACCESS

i General H Security || Network | | RSA | Features | BlackBerry Work (Mac and Win) | | BlackBern
LY

Homepage

2. Check the box for Enable 3rd Party Applications and add intent in the Enter comma
separated URL schemes (No spaces. Limit 4K characters) text field.

[ ] Enable Direct Downloads (Windows and Mac)

(] Disable BlackBerry Work (Windows and Mac)

£ Open HTML files from other BlackBerry Dynamics applications
Ed Enable Geolocation

characters).

Enable Crash Reporting

i Enable 3rd Party Application
Enter comma separated URL schemes (No spaces. Limit 4K Im

Sample 3rd party applications: WebEx: wbx. Lvnc: lvnc. Gooale Play Store: market. iTunes Store: itms-services

Enabling crash reporting allows Movius to collect the crash reports from Firebase to diagnose issues

and improve app quality
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DASHBOARD
USERS
Users and Groups MName Good Default Policy
Administrators
APPS Description Good Default Policy ModemauthON
4
Manage Apps
Manage Services
App Groups User Mumbers 140
POLICIES
Paolicy Sets SECURITY POLICIES | COMPLIANCE POLICIES | APPS
Connectivity Profiles
G
SETTINGS
Servers
GC Server Properties » CROSS-APP POLICIES
GP Server Properties
Logging Propernies
Clusters
Status and Diagnosiics
Cliant Certificates
Sarver Certificates & e
Blad@en’z Dmics ppor lons,
BYPASS UNI K i
REPORTING
Export Data - Incoming Call Serean
Audit Trail Logs - In-Call Screen
s dokia Kl Allow parts of the user interface to be displayed when idle lock is in place (Android Only)
Export Connectivity Profile
CUSTOM SPLASH SCREEN
TROUBLESHOOTING
Upload Server Logs Screen used to display a relationship number between the app and the server, it is used to call from the device
Export Server Praperties t"«é““"-‘ﬂ“:g::' server and display it to the guest as the virtual number.
Ed Enable Custom Splash Screen (I0S Only)
FIREBASE CRASH REPORTING
Crash reports sent to Firebase allow Movius 1o fix stability issues and improve app quality. If this seting is
unchecked, Movius will not receive crash reports.
Edl Enabie Crash Reporting

Panutinhl B Pisckieery Al dnhite seseosd  |of 3 RRAA | 1 aasl

Manage Policy Set
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Whitelist Movius hostnames and ports
(If RouteALL is configured) in Good
Control

Last Modified on 10/31/2021 9:41 pm EDT

Customers with RouteALL configured in BlackBerry Control should whitelist the Movius
hostnames and ports in BlackBerry Control to allow the app data to access the Movius platform for
TCP calls via the Dynamics servers.

Customers may also have to allow TCP ports 8021, 5061 and 143/993 to pass through their corporate
firewall\proxy for the same Movius hosthames or for all Movius servers (*moviuscorp.net).

Whitelist Movius for BlackBerry in BlackBerry Control:

1. Goto Manage Apps and click Movius for BlackBerry
2. Open the BlackBerry Dynamics tab
3. Click Edit in the O Server section

Manage Apps > Movius for BlackBerry

Movius for BlackBerry
‘. by Movius Interactive Corporation

source: Public GD Entitiement ID: com.moviuscorp. moviusgood
Store Partner)
Auto-Push
GENERAL | ANDROID | APPLEIOS | BLACKBERRY DYNAMICS
v GD Entitlement ID com. moviuscorp. moviusgood EDIT
v Policy Set Override - Mot set - EDIT
v 0 Server EDIT

4. Add aHost Name Note: this is provided by your Movius representative
5. Add the following ports by clicking the +

1. port 8021
2. port 5061
3. port 143
IASHEDAAD Manage Apps = Movius for BlackBany = Edil
USFRS
Ligars anid Qroups
e HOST NAME FORT  FRIORITY PRI GF JECONDART GR ACTIONS
Primary Firsl Hal sl [+]

6. Click Save

Test via BlackBerry Access

Browse to https;//FQDN:8021 - A Linux test page indicates successful connection
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Guide to MultiLine onboarding for
Intune Admins

Last Modified on 10/31/2021 9:46 pm EDT

This guide is for Intune admins who are setting up MultiLine for Intune in the Endpoint Manger.

MultiLine for Intune must be deployed as an Intune Managed App before onboarding users. A user

with administrator privileges in Endpoint Manager (Intune Admin) must complete the following
steps:

e Step 1: Add MultiLine for Intune to Endpoint Manager
e Step 2: Create user group for MultiLine for Intune users
e Step 3:Create and add an app protection policy

Once this process is complete the MultiLine administrator can begin onboarding users.

Step 1

The first step to deploy MultiLine for Intune as an Intune app is to add the application to Microsoft
Endpoint Manger.

Adding MultiLine for Intune (iOS) in Microsoft Endpoint Manager

1. Log into the portal manager at https;//endpoint.microsoft.com
2. In the left menu, select Apps

) Home
1! Dashboard
i— All services

“ FAVORITES

Ei Devices

s Apps

‘, Endpoint security

‘EI Reports

o, Users

o5 Groups
.} Tenant administration

#< Troubleshooting + support

3. Select All apps from the sub menu
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A Home

Ell Dashboard

= All services

% FAVORITES

CJ Devices

i Apps

@ Endpoint security
Reports

ﬁ, Users

&8 Groups

3 Tenant administration

® Apps | Overview

A3 Search (Cmd+/)
(@ Overview

i Allapps

#H Monitor

By platform
W Windows
H ios/ipados
Ld macOs

3 Android

/% Troubleshooting + support

Policy

4. Select +Add from the top menu

ﬁ' Home
Dashboard

= All services

J FAVORITES

Y Devices

£E Apps

‘ Endpoint security
Reports

& Users

J& Groups

'} Tenant administration

X Troubleshooting + support

R S T Y ]

i Apps | All apps

|,O Search (Cmd+/) | «

() Overview
£ Allapps

& Monitor

By platform
= Windows
i05/iPad0s
5J macos

B Android

«

+ Add O Refresh = Filter i Export == Columns
I/O Fearch by name or publisher
Name TL Type

Adobe Acrobat Reader: PDF Viewer, ...
Intune Company Portal

Mail

Managed Home Screen

Microsoft Authenticator

Microsoft Intune

Micrasaft Outlnak

Managed Google Play store
Managed Google Play store
i0S store app

Managed Google Play store
Managed Google Play store
Managed Google Play store

i0S store ann

5. Choose iOS store app for iOS or Android store app for Android from the menu then click

Select
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Select app type X

Create app

App type
| Select app type ~

Store app

Android store app

05 stare app

Microsoft store app
Managed Google Play app
Microsoft 365 Apps
Windows 10

mac0s

Microsoft Edge, version 77 and later
Windows 10

macO5s

Microsoft Defender ATP
mac0s

Other

Web link

Built-In app

Line-of-business app

Select Cancel

6. Click the Search the App Store link

Add App

iOS store app

[1] App information 2) Assignments Review + create

Search the App Store

Selectapp * O

7. Search for the MultiLine for Intune app and click it from the results

Add App
iOS store app
[2 Movius intur] ] [ united states (default v
(1] App information 2) Assignments Name Ty Publisher 1

&
Selectapp* © Searg MultiLine for Intune Movius Interactive Corporation

8. Click Next on the App Information screen. The details automatically populate from the app
store.
1. ForiQs, select iOS 8.0 for minimum operating system
2. For Android, select Android 4.0 (Ice Cream Sandwich) for minimum operating system
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Add App

i05 store app

~ Appinformation (2 Assignments _; Review + create

Selectapp* O
MName * (0

Description * [0}

Publisher * @

Appstore URL

Search the App Store

MultiLine far Intune

MultiLine for Intune is a cdloud-based service that enables individuals and global
businesses to achieve regulatory compliance for their mobile business

| Mavius Interactive Corparation

https./fapps.apple.com/fus/app/multiline-far-intune/id 1484584063 7un=4

Minimum operating system * (0 | W05 80
Applicable device type * (O | 2 selected
Category (0 | 0 selected

Show this as a featured app in the O ves D

Company Portal (0

Infarmatian URL (D | Erter a valid url
Privacy URL (0 | Enter a valid url
Developer (D |

PI-CViDus

9. Assign the app to your groups and click Next
Add App

105 store app

e App information o Assignments (2] Review + create
Required (0

Group mode Group

Mo assignments
+ Add group (0 + Add all users (1 + Add all devices (1)

Available for enrolled devices 0

Group mode Group

Mo assignments
+ Add group @ + Add all users {1

Available with or without enrollment &

Group mode Group

Mo assignments
+ Add group 5 + Add all users (0

et

Uninstall on device remaoval

Uninstall on device removal

Uninstall on device removal

10. Verify the information in the Summary on the Review + Create page, then click Create
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Add App

105 store app

~* Appinformation  ~* Assignments €D Review + create

Summary

App information

MName MultiLine for Intune

Description MultiLine for Intune is a cloud-based service that enables individuals and
global businesses to achieve regulatory cempliance for their mobile business
communications, The solution gives employees a distinct mobile number for
their business calls, text messaging and veicemail while maintaining privacy of
their personal phone number. It works over any global carrier network and can
be deployed glob...

Publisher Mavwius Interactive Carparation
Appstore URL https://apps.apple.com/us/app/multiline-for-intune/id 1484594063 tuc=4
Minimum operating system i05 8.0
Applicable device type iPad
iPhone and iPod
Category -
Show this as a featured app in the No

Company Portal

Information URL ==
Privacy URL -
Developer -
Owner -

hlntes o

1. When completed, your application will appear in the Apps view

Now that we've added MultiLine for Intune to Endpoint Manager, the next step is to Create User

Group.

Home > Apps

i Apps | All apps

Search (Cmd+/) « - Add C) Refresh “ Filter 4 Export == Columns
© Overview Filters applied: Platform, App type
i Al apps | £ Intune
B Monitor Name Ty Type
By platform [ MultiLine for Intune 105 store app
W Windows
[l ios/iPados
& macOs
Android

Step 2

This procedure guides the Azure Admin in the steps to add a user group that will receive the Intune

App Protection Policy specific to MultiLine for Intune.
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Pre-requisites

e This user needs administrator permissions on Endpoint Manager to perform these instructions
e MultiLine for Intune must be added to Microsoft Endpoint Manager

Create User Group

1. Create a user group [External Link] for MultiLine for Intune users, or edit the group according to
the details below:
1. MultiLine for Intune users need to be in a Security user group. This is required.

Home > Groups

New Group

Group type * O

I Securily e |

Group nama * (0
[ Enter e ra the gre |
Group description 00

Azure AD roles con be assigned to the group Preview] (0

Membership bype * (0
Assigned W

Security groups are used to give group members access to applications, resources and
assign licenses. Group members can be users, devices, service principals, and other groups.

2. Set the Group name and Description such that all Azure admins will know the purpose of
this group.
3. Set Membership type to Assigned.
Hame G oups

New Group

Group description 0

Azure AD roles can be assigned o the group [Praview] (O
(v G

Mambership type * (1

| Assigned

Assignad
Dynamic Lsar
Dynamic Device

Neo mambars salocred

4. Add members and create the group as usual.
The newly added Group will be listed under Groups > All Groups.

Now that we have created the user group, we can now apply the appropriate protection policies to
it.
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Step 3

To complete deploying the app, you must create the app protection policy, add the MultiLine for
Intune app to it, configure the policies, and then assign it to the user group.

Create new policy

1. GotoHome > Apps > App Protection Policies and click +Create Policy.

& Home > Apps

A Home i Apps | App protection policies x
4] Dashboard =

i= All services [ search (ctrl+ | « + Create pol () Refresh == Columns & Export

. A ’
% FAVORITES ® Overview |p Search by policy I
o Eies £ Allapps Policy 7y Deployed 7y Updated 1y Platform 14 Managementty..ty App
E&E Apps .
S & Monitor AndroidDemoPolicy ~ No 3/24/20, 5:20 PM Android Apps on Intune man... 2
Endpoint securi
‘ iz Y By platform Click to Dial - iOS Dev  Yes 1/23/21,12:11 AM i0S/iPadOS All app types 5
Reports
M Windows Demo Prity - iOS Yes 12/08/20, 12:03 PM i0S/iPadOS All app types 5
24 Users
L i0S/iPadOS Intune MAM Policy -... Yes 2/09/21,11:26 AM Android Apps on unmanaged... 7
J& Groups
= B o macos Intune MAM Policy -... Yes 2/04/21, 403 PM i0S/iPadOS Apps on unmanaged... 6
."} Tenant administration N L
B Android 10S-DevPolicyTest Yes 1/15/21, 12:45 AM i0S/iPadOS All app types 5
Troubleshooting + support
7( 9 PP | LDM-Windows 10 Yes 5/05/20, 1:21 PM Windows 10 Without enrollment -
Policy
= Minutes call test1 Yes 2/04/21, 517 PM Android All app types 3
&0 App protection policies |
— Minutes call test1iOS  Yes 2/04/21, 5:15 PM i0S/iPadOS All app types 4
i App configuration policies
Minutes call test2 Yes 2/04/21, 517 PM Android All app types 1 q

2. Select iOS/iPadOS for I0S a.ndpAndroid for Android.

418



Home > Apps

e Apps | App protection policies

L Search (Ctrl+/) «

() Overview

22 All apps

& Monitor

By platform
B Windows
@ i0s/iPados
@ macOS

Android

Policy
i3 App protection policies

%5 App configuration policies

3. Give the policy a name and description.

-+ Create policy ~| () Refresh =:
10S/iPadOS policy

Android 1 Deployed
Windows 10 nPoIicyl‘ No

Click to Dial - iOS Dev  Yes
Demo Prity - iOS Yes
Intune MAM Policy -... Yes
Intune MAM Policy -... Yes
|OS-DevPolicyTest Yes
LDM-Windows 10 Yes
Minutes call test1 Yes
Minutes call test1i10S  Yes

419



Home > Apps >

Create policy

o Basics 2) Apps 3) Data protection 4 ) Access requirements
Name * Multiline iOS Policy
Description This is policy set for iOS apps |
Platform 10S/iPadOS

Previous Next

Add the MultiLine for Intune app to the Policy set

1. Click on + Select Custom apps to add Multiline for Intune app in the policy set.
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Home > Apps »

Create policy

Choose how you want to apply this policy to apps on different devices. Then a

Target to apps on all device types O ( Yes
Device types ® 0 selected
Public apps Remove

No public apps selected

+ Select public apps
Custom apps Remove

No custom apps selected

+ Select custom apps

Previous Next

2. Inthe Select apps to target screen enter Bundle ID:
o ForiOS search bundle: com.moviuscorp.multilineintune
o For Android search bundle: com.moviuscorp.multilineforintune.
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Select apps to target X

' com.moviuscorp.multilineintune v/

More apps
Bundle ID

o

Add

com.moviuscorp.multilineintune

Selected Apps:

Select
3. Click Select. The selected bundle/app should be listed under Custom Apps.

« Home > Apps >

ﬂ Home

Create policy X

Bl Dashboard
= All services

Choose how you want to apply this policy to apps on different devices. Then add at least one app.
% FAVORITES

Target to apps on all device types O Yes No
CH Devices # PES 15 )
B Apps —— Device types @ 0 selected

.; Endpoint security

Public apps Remove

5]
& Reports No public apps selected
.'. Users
"

2 Groups + Select public apps

Custom apps Remove
23 Tenant administration

com.moviuscorp.multilineintune Remove
# Troubleshooting + support

+ Select custom apps

Configure protection policies

The next three screens are for setting application protection policies. There are specific policies you
need to set for MultiLine for Intune described below. These policies must be configured separately
for iOS and Android Apps.

1I0S app protection policy settings (click to open)

ImtiinA AArminc: iNMC Aanmn nratAacrtinn nAalicriac FAr N+l inA FAr
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IHILULIT MAULTTHTTID. INVO dpPYpV MIVLTULLIVILT PYUITTICITO 1TV

Intune

IVIUILILIIT

In order for MultiLine for Intune to function correctly, the Intune admin has to ..

1V

Android app protection policy settings (click to

open)

Intune Admins: Android app protection policies for MultiLine

for Intune

In order for MultiLine for Intune to function correctly, the Intune admin has to ...

A Home

El Dashboard

i= All services

H FANORITES

Ll Devices

£ Apps

§. Endpoint security
5 Reports

A Users

sk Groups

&3 Tenant administration

% Troubleshooting + support

ﬁ Home

=41 Dashboard

= Al services

*  FANORITES

Ol Devices

E2E ppps

., Endpoint security
Reparts

o Users

sl Groups

L3 Tenant administration

74 Traubleshaating + suppart

&

3

Home > Apps >

Create policy

~/ Basics  ~ Apps 4] Access requirements

This group includes the data loss prevention (DLP) controls, like cut, copy, paste, and save-as restrictions. These settings

determine how users interact with data in the apps.

Data Transfer

Backup ong data to iTunes and iCloud

backups (0
Send arg data to other apps &
Select apps to exempt

Save copies of arg data
e

Home > Apps »

Create policy

V' Basics v Apps

0]

~ Data protection

(—TTE— Block )
[ Policy managed apps £ ]
Block b

QO Access requirements

Conditional launch

Configure the FIM and o edential requirements thal users mustmeet a access apps in 2 work conlexl.

PIM far access
PIN type (O

Simple PIN- 2

Zelect minimum PIM length ()

Touch 1D instead of PIN for access (i05

a+/iPacs) @

Owerricde biometrics with PIM after

oo |

Assignments 7} Review

e ] Nat required D)
(T Passcode D)
T Block )
[« v]
" diow ] Block )]

T

HNat required

create
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“
i Home
&l Dashboard

= All services

£i Apps

W Endpoint security

5 Reports

AL Users

&8 Groups

3 Tenant administration

#% Troubleshooting + support

Home > Apps >

Create policy

~" Basics " Apps +/ Dataprotection " Access requirements 0 c ional launch

Set the sign-in security requirements for your access protection policy. Select a Setting and enter the Value that users must mest
o sign in to your company app. Then select the Action you want to take if users do not meet your requirements. In some cases,
mltiple actions can be configured for a single setting. Learn mere about conditional launch actions,

App conditions.
Setting Value
Max PIN attempts 5
Offline grace period 720
Offline grace periad 90
[ select ane ~ |

Assign to user groups

Action
Reset PFIN

Block access (minutes)

Wipe data (days)

The sixth screen is for assigning the policy to the user group you made earlier.

1. Click Add Groups.

ﬂ Hame

El Dashboard
= All senvices
H FAVORITES
ﬁ Devices

Apps

‘ Endpaint security
Reports

& Users

LB Groups

&3 Tenant administration

#4 Troubleshosting + support

“

Home » Apps *

Create policy

~ Basics  ~ Apps w7 Data protection " Access requirements  ~ Conditional launch

Included groups

Groups

Mo graups selected

Excluded groups

@ when excuding groups. you cannot mix user and device groups acrass indude and axclude. Click hare to laam mara,

- Add groups

[rove ] (LN

0 Assignments

Review + create

2. Select the group you created in Step 2 (in our example below, we called it "IntuneMAM")

ﬁ Home

Ell Dashbaard

= Al services

# FAVORITES

Iﬁ Dievices

252 Apps

‘ Endpaint security
@ Reports

& Users

A Groups

3 Tenant administration

74 Troubleshooting + support

@

Home > Apps »

Create policy

Included groups
R, Add groups

Groups

Mo graups selected

Excluded groups

B when excluding groups, you cannol mis user snd device groups o inch

4 add arours

oo

You should see the group listed

Select groups to include

Aaure AD Groups

[2 search

~ Basics  ~ Apps 7 Dalaprotection 7 Access requirer
. AAD DC Administrators

. Cick ta Dial - 0%
Deme Prily
. grafana-testgroup

IntuneDevGraup

Intunehd AR
Selected
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& Homme > Apps >

K s
it Create policy b
&4l Dashboard
= All services
PE— ~ Basics  ~ Apps  ~/ Dataprotection  ~/ Accessrequirements  ~/ Conditional launch @ Assignments 7 Review - create
Ol Devices Included groups
B8 apps R, addd groups

Endpeint securi Groups.

dpoi ity P

5 Reparts Iiiturehd A Rerncve

Users
a Excluded groups
&8 Groups
L Tenant administration @ when excludicg groups, you cannat mix user and device aroups eeross include and exclude, Click here to leam more

F 4 Troubleshooting + support

+ Add groups

Review what you've entered on all the tabs and click Create.

“  Home > Apps >

Haimne H
f Create policy X
Dashboard
i= Al services ~ Basics ~ Apps 7 Dataprotection  ~ Access requirements 7 Conditional launch  ~* Assignments | @) Review + create
W FAVORITES
Summary
L§ Devices
a8 Basics
i apps
M Multiline i0% Pali
‘ Enﬂpo"“ securib! lame ultiline o IE)"
Description This s palicy set for i0S apps
Repeits
Platform i05/Pad0S
ﬂ Users
&2 Groups Apps
&3 Tenant administration Target to apps on all device types Yes
# Troubleshooting + suppart Device types -
Public apps

You're done!

To onboard MultiLine users, the MultiLine Administrator takes it from here by logging into the
Admin portal.

425



Full E2E flow of WhatsApp Messaging
Connector Enablement

Last Modified on 10/31/202110:18 pm EDT

There are 16 steps to adding the WhatsApp messaging connector to MultiLine.

Our WhatsApp messaging connector for MultiLine is built on Twilio and the WhatsApp for Business

APIL.

e Facebook provides WhatsApp for Business API to Business Service Providers (BSP), such as
Twilio.

e The MultiLine application uses Twilio as BSP. Using a BSP lets Movius can provide a reliable
MultiLine to WhatsApp messaging experience to our customers.

e As BSP, Twilio can sell access to ISVs (Independent Service Vendors), such as Movius. As such,
Movius works with Twilio on behalf of the Enterprise.

For a successful implementation and onboarding, the Enterprise, ISV, and BSP each have required
activities they must complete and hand off to one another.

If you don't need to know how the sausage is made, check out the Enterprise Guide to WhatsApp
Messaging Connector Enablement instead for just the steps required by Enterprise and admins.

Process Overview

Step |Description Approx. SLA
1 Enterprise registers and verifies business with Facebook 3-4
2 Enterprise submits to Movius the brand information, Facebook |l

Business Manager ID and other details

3 Movius and Twilio complete pre-validation of Enterprise 3-4

4 Movius submits to Twilio the Request Access form on behalf of !
Enterprise

5 Twilio submits WhatsApp request on behalf of Enterprise to 10-12

WhatsApp for review

6 Upon approval by WhatsApp and acceptance of T&Cs by the
Enterprise, Twilio sends pre-approval email to Movius

7 Movius sends comms to Enterprise to approve Twilio's request |l
(on Facebook business account) to send/receive WhatsApp
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messages.
38 Movius submits business profile including Message Templates,
and sender profile (logo, display name) in Twilio Portal
1
) Twilio submits business profile to WhatsApp for Facebook
Approval
10 Facebook approves the number(s) and message templates 3-5
1 Twilio sends confirmation email to Movius
2 Movius completes display name verification
3
3 Movius provisions the number in Movius System Admin Portal
and enables WhatsApp messaging at parent org for customer
14 Movius notifies the reseller partner of WhatsApp enablement
IS Enterprise MMP Admin verifies profile and message templates in
MMP. Admin then enables WhatsApp for parent org or a sub-org |l
as required
16 End-Users can begin using WhatsApp!

Total number of days required to complete the process 33-41

Process Details
Step 1: Enterprise registers and verifies business with Facebook

Step 2: Enterprise submits to Movius the brand information, Facebook Business
Manager ID and other details

The Enterprise is responsible for the following steps:

Step 3: Movius and Twilio complete pre-validation of Enterprise

Movius and Twilio are responsible for the following steps:

1. Movius submits information acquired during Step 2 to Twilio.
2. Movius requests Enterprise to fill out the WhatsApp Terms of Services Google Form.
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1. Google form [external link]
2. WhatsApp Terms

NOTE: The Enterprise must acknowledge their approval for the process to proceed.

This process takes 3-4 days.

Step 4: Movius submits to Twilio the Request Access form on behalf of
Enterprise

The Request Access form is submitted in the Twilio portal.

This process takes 1 day, after which you'll receive an email from us.

Step 5: Twilio submits WhatsApp request on behalf of Enterprise to WhatsApp
for review

This process can take 10-12 days.
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Step 6: Upon approval by WhatsApp and acceptance of T&Cs by the Enterprise,
Twilio sends pre-approval email to Movius

This process takes 1 day.

Step 7: Twilio requests consent to send and receive WhatsApp messages for
Enterprise

Step 8: Movius submits Message Templates and Sender profile to Twilio Portal

1. Submits the Business Profile

2. Submits the WhatsApp Message Templates

Step 9: Twilio submits business profile to WhatsApp

Twilio replies to the email thread acknowledging receipt of the business verification process and
begins the review process.

Steps 8and 9 take approximately 1 day.

Step 10: Facebook approves the numbers and Message Templates

The status is communicated in the Twilio portal.

Enabled Sender status:

Message Template status:
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temulaly G

Step 11: Twilio sends confirmation email
When the sender profile and message templates are approved, Movius proceeds to the next steps.
Steps 10 and 71 take approximately 3-5 days.

Step 12: Movius completes display name verification

Before enabling the What

| Movius Marketing ©

X Contact info

0

Movius Marketing @

B/1472020
Official business account
& Messages 1o this chat are secured with end-io-end encryplion.
Muovius Marketing may use another company to siore, read and
respond o your messages. Chick o leam mone.
™ Movius Marketing

This chal i with the official buginess account of “Movius Mirceting”. @

Click for mong info

Step 13: Movius enables WhatsApp Messaging
1. Movius provisions the number in Movius System Admin Portal and enables WhatsApp

messaging at parent org for customer
2. Movius emails the customer letting them know the numbers are ready and requesting you

confirm the details are correct.

This process will take up to 3 days.

Step 14: Movius notifies the reseller partner of WhatsApp enablement

Step 15: MultiLine Admin logs into the MMP and verifies profiles and message
templates

After verifying, the Admin should enable WhatsApp messaging:

Step 16: End-Users can begin using WhatsApp!

End Users will get pop-ups in the MultiLine app letting them know WhatsApp messaging is
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available for use.

Users can navigate to their contacts to find the Whatsapp messaging icon and get started!
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Register a Facebook for Business
Account and complete business
verification

Last Modified on 10/31/202110:09 pm EDT

Registering a Facebook for Business account [external link] is required to enable WhatsApp

Messaging Connector for MultiLine.

Confirm that you have a Business Page on Facebook and work with the Facebook Business
Manager (the person who runs the Facebook page for your business) to complete the following

steps.
1. Register a Facebook for Business Account

1. The Facebook business Manager registers the account for Business/Brand
at https://www.facebook.com/pages/creation/?ref_type=facebook_business_website [external

link].

Create your Business Manager
account

Your buginess and account name

Your name

Your business emall addreas

When you add others to your business, your Facebook name, profile
picture and user ID from Facobook will be visible to them

2. Have the Facebook Business Manager provide the Facebook Business ID in Business Manager

[external link].
Business Information B Fermancmiy Debee Busiract

ABC Bark # fan
Busness Manager 12 2orscriiasa N
Piirary Page. M

3. Not all business accounts are verified. Have the Facebook Business Manager confirm the status

in Business Settings [external link].

Note: the blue checkmark does not mean that the account is verified. Only the below indicates

verification status.

Business Verification Staius [ Vinw Datails

* Urierified
aa5 ween businesses and people on Facebock oy

5 10 Ao0ess Cerlain Facebaok producls it mus

yaie BUsiness me

1. Example unverified: .
2. Example verified:

Eusinass Varification Status 5 Wiew Details
& Verified

Aug 7, 2020

Business History £ Expart

4. Ifyour account is unverified, the Facebook Business Manager will need to complete the
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process of verifying the business [external link] with Facebook.
5. This process allows Facebook to verify the business and usually takes 2-3 business days

2. Complete Business Verification

1. Facebook Business Manager logs into their Facebook business account.

2. GoestoSecurity Center.
3. Clicks the Continue button under Business Verification.

. Dl SHECE

Brana Satety

B Separransed

L ISratong

5 Payments

B

tusnfearen

Busirwss info

Setu e

Security Center

Account Security

Sot up two-factor authentication for Business

Manager
Begures othen 2 log in sith ther phone an wel an a pasvword
Verification
Business Verification
frarved Sep 17, 30
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m\

Add anotl
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o ol e ancount
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Submit brand information required to
register Enterprise with Twilio

Last Modified on 10/31/202110:10 pm EDT

We need the following information from the Enterprise to complete registration activities with
Twilio.

1. Order the WhatsApp enabled numbers from Movius. Provide quantity, display names (see
sub-step 3 below), and desired country codes.
2. Provide Movius the Facebook Business ID.
3. Enterprise must provide Movius brand information for Sender Profile as follows:
1. Company Name
1. Display names for each line of business (example: “Movius US"). Display names
[external link] are subject to approval.
. Legal address
Company representative email ID
Company Web Site
Company HQ country
Company Vertical/Area of Business (Optional)
. Facebook Business Manager ID
. Use case for WhatsApp:
1. Notification
2. Customer Support
3. 2FA or User Verification
9. Approximate expected message volume
10. Regions where Enterprise will send messages
11. Business number(s)- Country details
12. Quantity for each country
13. List of Template Messages (See Getting custom Message Templates)
14. A public accessible link to a 640 x 640 px .jpg or .png file to serve as profile image.

® N O ;AW N
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Grant Twilio required permissions in
Business Manager

Last Modified on 10/31/202110:10 pm EDT

After submitting the registration to Twilio on behalf of the enterprise, a pending request will appear
in Facebook Business Manager Business Settings [external link].

The Facebook Business Manager must approve the request which provides consent for Twilio to
send and receive WhatsApp messages for the Enterprise.

1. GotoBusiness Settings.
2. Click Requests.
3. Click Approve.

The Enterprise must acknowledge their approval for the process to proceed.
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Requesting custom WhatsApp
Messaging Connector Templates

Last Modified on 10/31/202110:11 pm EDT

About message templates and the 24
hour session

In order to protect the WhatsApp user experience, Facebook has guidelines that prevent
businesses from using the platform to advertise to, spam, or harass users. One of the ways they
enforce this is to restrict freeform messaging between the business and WhatsApp user to 24 hour
sessions.

If the business account wants to begin a session, it's required to use pre-approved message
templates to contact the customer. This way Facebook can vet ahead of time that businesses
initiate conversations with customers according to their guidelines. WhatsApp provides three
default templates, and Movius will provide an additional set of default templates, but refer to the
following instructions if you want additional templates.

Message template approval process

1. All message templates are submitted to each account individually.
2. WhatsApp supports up to 250 templates per account.
3. It takes up to 2 days for WhatsApp to review new template message requests.

Guidelines

You can find the guidelines that must be followed to get message templates approved in the
Twilio Docs. However, be aware that there are limits to our use of variable parameters, discussed
below.

Every message template will have to match a certain category. Most of our users only use the
below categories:

Category Description
Account Update Let customers know about updates to their accounts
Alert Update Send important updates or news to customers

Appointment Update [Send confirmations, reminders, or other updates to customers about
their appointments.

Auto-Reply Primarily used to categorize opt in messages
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Issue Resolution Respond to questions, concerns, or feedback from customers about your

business.

NOTE: Opt in messages are subject to the same approval process as other message
templates, even though they don’t appear in the message templates in the WhatsApp
interface.

Variable Parameters

Template messages use placeholder values that can be replaced with dynamic content inside
double curly braces ({{...}}) when the message is sent:

NOTE: We can only support variable parameters that can be hardcoded ahead of time.
For example, we can use a variable parameter representing the name of the MultiLine
user. But we can’t support conditional variable parameters such as the contact’s name
or the date and time of an appointment.

Best Practices

The most subjective part of the review process is whether or not a message contains promotional
or marketing content. *[{I}}]* is a variable that would be replaced in the messages as the name of
the MultiLine user (Example: “Tara).

89 AHBN@ Tl 43% @ 3:48 PM

<4 Movius US ¥ [ T ORI

[Tara] | am trying to follow up on my
previous message. | wanted to check
if there is any update from you.

12:37 PM
[Tara] (Using the template message
trying to see if that changes any
behavior or triggers anything )

12:37PM

p NIy

Lg" ¥ 12:38PM W/

Stop 3:37pM &/

[Auto Message] Opt out confirmed. If
you change your mind, please reply
with a new message. 3:37PM

Hi 337pm

[Auto Message] You are trying to
reach Tara Panu. As per company
policy, you must provide your consent
in order for your message to be
delivered. To opt in, reply YES. To opt
out, reply STOP. 3:37PM

Olpeanessore » 0 (D)

Approved Examples Rejected Examples
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"*{{1}}*, we have a new update regarding your *[{{1H}* Your {{2}} appointment is coming up on
account. Please respond to this message to {3}

receive it. Have a nice day!" Why:can't support variables that we can't
hardcode ahead of time.

*[{{1H}]* Reminder: {{2}}

[{{TH]* I've emailed you the documents to Why: Variables must have an obvious purpose,
complete. Please fill them out and send back to |/ pe flagged promotional

us as soon as you can. Let me know if you see it
or need me to resend it over. *[{{1}]* your appointment is coming up tomorrow
Why: Grammar or spelling mistakes will get

rejected
*[{TH]* Hi! Just wanted to remind you of our *[{INT* I've emailed you the latest market report.
meeting tomorrow. Please reply back if you need |Have a look and give me a call if you want to
to reschedule. discuss.

Why: Not a transaction, will be flagged as
promotional

*[{{1TH]* Would you be willing to share your
feedback on your experience with us? We'd
greatly appreciate it! Please reply back with 'yes'
and I'll send you the link.

Formatting

Review the Twilio Docs on formatting for information on how you can format template messages.
Example: *bold text* creates bold text.

Types of Rejection

Rejection type Description

PROMOTIONAL WhatsApp has deemed this to contain promotional or
marketing content.

TAG_CONTENT_MISMATCH The language and/or template category don't match the
template content.

INVALID_FORMAT Placeholders or other elements formatted incorrectly.

Revising rejected examples

Sometimes less is more. Because of the restrictions on message template content, think of how
you can communicate your message in a way that's transactional, but covers your range of
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scenarios.

Rejected message 1: *[{{I}}]* Just wanted to follow up on my previous message.
Rejected message 2: *[{{I}}]* Trying to touch base with you over text as | couldn't connect with
you either by phone or email.

Revised and accepted: *[{{I}}]* | am trying to follow up on My previous message. | wanted to
check ifthere is any update from you.

Rejected message 1: *[{{I}}]* With such recent volatility in the markets, please let me know if you
have any questions | can help with.

Rejected message 2: *[{{I}}]* | wanted to see if we can catch up soon. From what we have talked

about, there are some new products that | think you'll find interesting. Let me know when you're
available for a quick call.

Revised and accepted: *{{1}}¥, | have a new information regarding your account. Please respond to
this message to schedule a call. Thank you!"

Rejected message: *[{{I}}]* As we roll into a new year, | wanted to see if we could sit down for an
annual portfolio review?

Revised and accepted: *{{I}}* | have an update regarding your annual portfolio review. Please
respond to this message to receive it. Hope you're well!l"

Opt In Template Messages

Because Opt In messages are a first contact with a customer, we must submit them for the same
approval process as other message templates. However, Opt In messages won't appear in your list
of template messages to send customers.

By default, we can use the same Opt In message text that your organization uses for SMS.

WhatsApp Opt-In requirements and tips

1. Requirements
1. Businesses must clearly state that a person is opting in to receive messages from the
business over WhatsApp
2. Businesses must clearly state the business’ name that a person is opting in to receive
messages from

1. Explicitly call out the types of messages a person is opting into
2. Provide instructions for how customers can opt out and honor these requests
3. Monitor your quality rating, especially when rolling out new opt-in methods

Message Type Suggested text

Requesting the Opt In *[Auto Message]* {{1}} from ABC Corp is trying to contact
you. Please reply YES to opt in to receiving WhatsApp
messages, or STOP to opt-out.
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Let the customer know they
accepted the Opt In

opt in confirmed. If
you wish to opt out at any time, reply STOP.

*[Auto Message]* Thanks for accepting messages from {{1}},

Let the customer know they
rejected the Opt In

*[Auto Messagel]* You've rejected to receive messages
from ABC Corp. {[1}} will no longer be able to message you
unless you reply YES to opt in.

Troubleshooting

If submitted message templates get rejected, but we feel it is in error, it is possible to appeal the
decision by submitting a ticket to Twilio. We can also try resubmitting the rejected template with a

few minor tweaks.
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MultiLine for Salesforce Installation
Guide for Salesforce Admins

Last Modified on 10/31/202110:02 pm EDT

This guide is intended for the administrator of the Salesforce installation. Some integration steps
will require actions by a MultiLine administrator.

MultiLine Administrator Action Needed

Before proceeding, the MultiLine Administrator needs to complete the steps in Create an API
User for the Salesforce Admin

Once you've received the Welcome Administrator email, you're ready to get started.

Step 1- Set up public site

1. Refer to your Welcome email for integration credentials.

Welcome Administrator

movius.supp p.com ius.su iscorp.com>
Saturday, January 18, 2020 at 11:49 AM
Movius Support

Show Details
Hi Nina Myers,

You have been added as an administrator. Your login credentials are below:

Username: nina.myers @gmail.com
Password: d4118243

Url: https:#/sml.moviuscorp.net

Thank you.
For any help please visit hitp://www.moviuscorp.com

Best Wishes,
Team Movius

2. Deploy My Domain in your organization. For more information about My Domain, see
Salesforce Help.
3. Create new public site called MultiLine.
1. Site Label and Site Name are case-sensitive and must match with MultiLine (Note: L in
MultiLine is capitalized). For more information, see Salesforce Help.

Step 2 - Install Salesforce connector

Select MultiLine for Salesforce from AppExchange

Click Get Now and log in with your Salesforce credentials
Click Install in Production

Enter all required fields and accept Terms and Conditions
Click Confirm and Install

Click on Install for All Users then Install

Install MultiLine for Salesforce
By Movius Corporation

2 2L 8

7. After the installation the MultiLine for Salesforce application will be listed as MultiLine within

O A NN
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Installed Packages

Note: Users won't have access to MultiLine for Salesforce until you add them to the Call Centerat a

later step

Step 3 - Register MultiLine

1. Open App Launcher and open MultiLine Registration.

2. Select MultiLine site under Configure Site and click Configure
' hn w Search Selesiere

i FOfce.com  Home  * Mulilie Begitution e X

Configure Ste  Begiiter Webhooks

MultiLine:

3. Click Register Webhooks tab and enter the information in the fields below:

o Endpoint: https//[MultiLine admin portal URL]:8021 (Note: add port 8021 to MultiLine
admin portal URL)

o Enter Username/ Password credentials that you received via email from the MultiLine
Administrator. (See Step 1)

o Click Configure and select Enable Softphone to complete.

! Configure Site Register Webhooks I

Endpoint
https://sml.moviuscorp.net:8021
Username
nmyers@gmail.com

Password

1

Contpws B Regsiecbekheaks

Sarvica Marma Staman

Flaginbo etk LR Biwgy iraion Compleiad

egister Message Even By srarion Compleicd

Hegiter Ol St Losre B v Completed

Pegkiter Sl End Smeet. Boogrsrari o Complatind

Regitier voicamad Faark Engiraion Completed

Eralie Sollpone -]

Step 4 - Configure MultiLine Messages
List

MultiLine Messages View can be added to Contacts, Leads, and Person Account Records Page.

1. Select aContact,click Setup and Edit Page.

442



[ ugrrring Apo Butse:

St Comporant Viskiry

+ e

|- 4
CP
2. Click in the tab area
3. Click Add Tab
4. Name the tab as MultiLine
5. Locate MultiLine Messages List View under Lightning Components on the left section
6. Drag it underthe MultiLine tab
7. Click Save
8. Click Activate
9. Click App Default. Then Assign as App Default
10. Select desired Lightning apps and click Next and Save.

Select Apps

Selact the Lightning apps to display “Contact Record Page” as the app default page.

Lightning Apps (6)

APP NAME DESCRIPTION
LightningBolt Discover and manage business solutions designed for your industry.
Lightninglnstrumentation View Adoption and Usage Metrics for Lightning Experience
Retail Manage your retail inventory, promations, planograms and ather ins...

8 Sales Manage your sales process with accounts, leads, opportunities, and ..

B Sales Console (Lightning Experience) Lets sales reps work with multiple records on
Service Console (Lightning Experience] Lets support agents work with multiple recor...

Cancel Back m

Repeat the steps above for the other Lead and Person Account pages as well.

Step 5 - Enable Open CTI for Salesforce
connector

Before you can enable the integration, you'll need to select the Lightning app you want to enable
with MultiLine. Here's how:

Navigate to the App Manager

Select each Lightning app you want to enable with MultiLine

Select Edit

Select the Utility ltems >> Add Utility Item >>Open CTI Softphone
Rename the Open CTI Softphone as MultiLine

Set Panel Width to 340’ and Panel Height 540’

O A NN
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7. Make sure Start Automatically checkbox is selected
8. Click Save

T8 s i b Ay - e S s Lokt e .

Trp i Coobel Boaeih hpphama b DwwopesMwme o Dwriptien Modifed Dein v ke .
g b P o L e R 4
ol e Ugingien Dot el g b e e
Eornemeity Eimirvarsty Sabeatiets LI Comrraniie MESFHIO 1M AM Gl v
Coten Comtars sttt A ot A Gy
Lighiring Ui Bgf  Ligbsihumirtiion  View Miplos i Usie Metic . ITATIOR 110AM  Lirng o
Riaamg Beang L T s [T o R T Ty e————
Piadtiers Pty Thotrberes O P EMRE LE MMM Gl
et e e amage o sl ety proeet. WTAROE, TL AN Lgpenng o
- [ T el e e e P LI ERTE e -
] Lo Mamagr e e prvces i e LUDAGILEIAAM  Lgpening v -
B e Creaeie Lgptiopisimtonsls  [lighining Dapesarsos] Lot sslesreps.. WEMOOE IRMAM Ligheriry o
B hemberCheme Chate T et Pt s et LIAOIN. LL A Cae

D L B PR

Step 6 - Enable Out of Office

1. Open Developer Console under Setup
2. Click Debug and Open Execute Anonymous Window

3. Copy and paste the following code in the window as shown below then click Execute to
complete

String cronExp = '0 30 * ? * *';
MultiLine.MultilineUpdateOOOStatusScheduler newSch = new MultiLine.MultilineUpdateOOOStatusScheduler();
System.schedule('Multiline OO0 Status Scheduler', cronExp, newSch);

MultiLine Administrator Action Needed

Before proceeding, the Salesforce Administrator needs to complete the steps in Configure
MultiLine Portal.

Once the MultiLine administrator actions are complete, proceed.

Step 7 - Manage Licenses

1. Gotolnstalled Packages under Setup
2. Select MultiLine then click Manage Licenses.
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3. Click Add User and select your users and click Add to complete

JE——

Step 8 - Apply "MultiLine" Permissions
set to users

1. Open Permission Sets under Setup
2. Click MML Permissions

3. Click Manage Assignments

4. Click Add Assignments

Step 9 - Add users to Call Center

1. Goto Call Centers under Setup and click Continue
2. Select OpenCTI and click Manage Call Center Users
3. Click Add More Users

4. Select Users and click Add to Call Center

Step 10 - Manage Users

Set Additional Fields to User Layout

1. Goto user profile, click on Settings

2. Select Advanced User Details. Expand the menu on the right and click Edit Layout.

3. Under User Page Layout, drag each of the shown fields and drop into Additional
Information section as shown. (Fields to be selected: MultiLine, MultiLine Error, MultiLine
Registration Date, Old Desk Phone, SIP PIN, SIP Username)

4. Click Save.

Note: It is recommended that the MultiLine for Salesforce users do not have edit abilities on
Additional Information section.
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Re-registering users

If the user sees any error (ex: “WebRTC details not found”) in the MultiLine for Salesforce utility, re-
register user using following steps

Under Setup, goto Users.

Click user for User details.

Click Edit.

Go to Additional Information section.

Clear MultiLine error field, MultiLine field and MultiLine Registration Date.
Save the settings.

Ask user to logout and login again.

No AW

nnnnnnnnnnnnnnnnnnn

De-provisioning users
If the user needs to be deprovisioned from using MultiLine for Salesforce,

1. Clear MultiLine and MultiLine Registration Date as shown in the above steps.
2. Change the user Profile to the one that does not have MML Permissions or Remove the MML
Permissions from user's Assignment

Congratulations!

This completes the configuration of MultiLine for Salesforce. Next time when Salesforce users
login into Salesforce, they'll see the MultiLine utility in the bottom left bar. After accepting the
terms and conditions, they'll be able to use MultiLine.
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Upgrade and Register MultiLine for
Salesforce

Last Modified on 10/31/2021 9:48 pm EDT

This provides instructions to MultiLine for Salesforce administrators who need to upgrade MultiLine

for Salesforce.

Step 1: Upgrade MultiLine for Salesforce
Select MultiLine for Salesforce from AppExchange
Click Get Now and log in with your Salesforce credentials

Click Install in Production.
Enter all required fields, accept Terms and Conditions and click Confirm and Install

Click on Install for All Users then click Upgrade

I O N

Upgrade MultiLine for Salesforce

By Movius Corporation

An earlier version is installed. It can be upgraded while preserving the existing data.
Installed: MultiLine (1.18)  New Version: 1.21 (1.21)

Install for Admins Only Install for All Users Install for Specific Profiles...
Upgrade Cancel
App Name Publisher Version Name Version Number
MultiLine for Salesforce Movius Corporation 121 1.21 Release Notes

6. After the upgrade, the latest version of the MultiLine for Salesforce application will be listed

in Installed Packages.
7. GotoSetup > Named Credentials and delete the entry for the MultiLine for Salesforce

application under Named Credentials.
o Note: This will be whatever it was labeled when created.

Step 2: Start Registering MultiLine

1. Open App Launcher and open MultiLine Registration.
2. Select MultiLine site under Configure Site and click Configure
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3. Click Register Webhooks tab and enter the information in the fields below:

Register Server

Endpoint Name
vavmex200
Endpoint URL
https://vavmex200us.moviuscorp.net:8021
Username
sabaresh017@gmail.com

Password

Cancel Configure

1. Click on Add New Server button
2. EnterEndpoint Name
3. Enter Endpoint URL
= Note: the Endpoint URL is included in an email that you received with the API user
credentials
= Example:https;//[MultiLine admin portal URL]:8021
= Note:add port 8021 to MultiLine management portal URL
4. Enter Username/ Password credentials in the email that you received with the API user
credentials
4. Click Configure

Step 3: Generate the Certificate

1. To generate the key and certificate run the following OpenSSL command in any Linux server:

openssl req -newkey rsa:2048 -nodes -keyout key.pem -x509 -days 365 -out certificate.pem
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2. This creates certificate.pem and key.pem files you'll need for the next steps

Step 4: Create Connected App

Connected App Name

Movius_ConnectedApp

Ta putitsn an app, you need Daveioper Emtion wn X
Baslc Information

L Tl oy . e—
APl Mame | Mavius_ConnectedApp
Contct el [y prs@imomseen )
Contact Phone  [f1z3832260 |
Logo Image URL: | N ]
Upioad loga image or Choase cne of our sampie logas

leon URL

info URL | ]
Daseription’ | )

v AP {Enable OAuth Settings)
Enable Ofuth Settings &
Enable for Device Flow 8
Caliback URL" [ " ‘

55

Use digital signatures  ©
EMAILADDRE SSsjnsputhoor@gmail.com, CNesfde. OUsvav, Osmovius, Lsbangaions. STskamataka, C=IN 20 Jun 2021 10:37:31 GMT
Choase File | No file chosen

Selected OAuth Scopes Available OAuth Scopes Selected Ofuth Scopes

ficcess and manoge your Chatter data (chattor_api] Access and manage your daka (api]
Access and manage your Wave data (wave_ap!)

Accas your basic intormaton (i, profiie, email, address, phon)|
{Allow access to your unique idenifier (openid)

Full access (full)

Provide access 1 cusiom appicaions (visualiorss)

Provide access & your data via the Wab (wab)

Require Secret for Web Server Flow B
Introspect All Tokens 0

Configure ID Token O

Enable Asset Tokens O

T ——

. GotoSetup > App Manager and click New Connected App

. Click Save

Go to App Manager > Select Movius_ConnectedApp > Edit
Check Enable OAuth Settings

Check Enable for Device Flow

© N VD WN o

Move the following OAuth Scopes to Available
1. Access and manage your data(api)

2. Perform requests on your behalf at any time (refresh_token_offline_access)

9. Select the checkbox for Require secret for Web Server Flow
10. Click Save
1. Click Continue

Step 5: Manage Connected App

Access and manege your Eclair data (eclar_api) ‘ [Pertarm requests on your behall a1 any lime (refresh_token. offline_access)

. Enter Name: Movius_ConnectedApp and fillin the Contact Email field

Check Use digital signatures and upload the certificate.pem file we created earlier

449



Connected App Nama
Movius_ConnecledApp

To publish an app, you need Io be using a Davelopar Edition wn
Baslc Information

B T . S—

APiMame | Moviss,_ConnectedApp

ContoctEnal [y frsmomseomc]
Contact Phone (8123932260 B

Logo Image URL _ )
Unicad ioga image or Chooss cra of our sampes lbgas
L |
i
infa URL | )
Deseriptien | )

*  AP1(Enable OMuth Settings)
Enable OAuth Seftings 5
Enable for Device Flow &
Callback URL' [hiips " ‘

55

Use digital signatures G
EMAILADDRE SS=pnsputhoor ghgmail.com, Chesidc. OUsvay, Osmovius, L=bangaions, STekamataka, C=IN 20 Jun 2021 10:37.31 GMT
Choose Fika| No fle chasen
Selected OAuth Scopes Available OAuth Scapes Selected Ofuth Scopes
ficcess and manage your Chalter data (chatter_api) Access and manage your data (api)

Access and menege your Eclair data (eclair_api) [Pertorm requests on your benall &t any time (redresh_token. offline_access)
Access and manage your Wave data (wave_api) Add

ACCBSE CUEIOM PEMMESIONE ([CUSIom_parmissions) »
Aucceds your besic information (id, proflie, email, addrees, phona)| |
Aliow access to your unique identifier (openid)

Full access (full)

Provite ACCess 10 CUsiom applcalions (visualiorcs) ‘
Prowide access to your data a the Wab fwab)

Require Secret for Web Server Flow G
Introspect All Takens 1

Configure ID Token O

Enable Asset Tokens O

e p——

Click Manage

Click Edit Policies

From the Permitted Users dropdown, select Admin approved users are pre-authorized
Click Save

Click Manage Profiles

Select System Administrator

Click Save

NN

Step 6: Create Integration Profile

Configure Site  Registar Webhook User C:

Static Resource Name *

privatekey

Consumer Key * 3MVGOLBILApeX_PADISG26/ZWaX1SXbXEB3rAVWAwmudK FetCYelyIKLLNAWKVWpd_uwo.25xRFkpeezMMHE

Consumer Secret ™

Integration Username *

Create a profile for Movius Integration User
Clone with System Admin
Click Save
Click Edit
Select Movius_ConnectedApp created earlier
Under Administrative Permissions, select Apex REST Services
Select APl enabled
Under Standard Object Permissions, give read access to below:
o Account
o Contact
o Opportunities Objects
9. Under Custom Object Permissions section, give create, read and edit access to
below Custom Objects:
o MultiLine Log
o MultiLine Configuration

N0 AN
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o MultiLine Messages
10. Click Save

Step 7: Create Integration User

1. Create new user as Movius Integration User
2. Enter Profile as Movius Integration User
3. Complete the rest of the mandatory fields

Step 8: Create Static Resources

SETUP
Static Resources

Static Resource Help for this Page @

Static Resource Edit Save | Cancel

Static Resource Information 1 = Required Information

Name | Movius_Static_Resource

Description

Maovius_Static_Resource

File || Choose File | key.pem
Cache Control  |[Bublic ]

Save | | Cancel

1. GotoSetup > Static Resources and click New
2. Complete Name and Description fields

3. Upload the key.pem file created earlier

4. Set Cache Control to Public

Step 9: Configure Integration User

CofgasTas  Egans mmpeiciy  Tangeio U Combpuasion.

[TpS——

Emnbrhey

v SR, P P T e o L S ] Tl

o ==

Open App Launcher and open MultiLine Registration

Click on Integration User Configuration

Static Resource Name: copy+paste the name created earlier

Consumer Key: copy+paste key fromm Connected App created earlier
Consumer Secret: Copy+paste secret from Connected App created earlier
Integration Username: Use the integration user created earlier

O A WN

Step 10: Reconfigure Users

1. Forall users, clear MultiLine and MultiLine Registration Date fields inside User Settings and

click Save
2. Change the User Profile to one without MML Permissions or remove the MML Permissions

from user's Assignment
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How to join the MultiLine beta testing
program

Last Modified on 10/29/2021 612 pm EDT

Thank you for trying out the beta release of a MultiLine application.

Depending on your smartphone’s operating system, first you'll need to download a testing app on
the phone you will use for testing:

e iPhone (iOS) users will download TestFlight
e Android users will download Firebase

Important Note: You'll want to download the testing app first prior to downloading the MultilLine
app oractivating it using a Multiline invitation. If you've previously downloaded the MultiLine app,

uninstall it prior to beginning beta testing.

Select your smartphone operating system below:

10S
Step 1. Download TestFlight

Search “TestFlight” in the App store and download the app.

Step 2: Use your phone to check email for the TestFlight
invitation

1. Open the email and tap the Accept button in the email invitation.
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11:27

« Gmail

TestFlight

Movius for
BlackBerry

ACCEPT

What to Test

- M2021-2733 10S-BB>Getting Beep sound
and the poor network banner on the client B

(MT side) which has good wifi conne

2. Tap the Install button.
1:28

4 Gmail

Apps

h Movius for BlackBerry

s

Previously Tested

Step 3: Check your email for your MultiLine invitation to

activate your service

If you're new to MultiLine, see Get Your Invitation for detailed instructions on activating MultiLine.
If you're not new to MultiLine, you can use the same invitation and credentials you've used
previously to activate the app. If you can't find your invitation, contact your IT administrator to be

sent a new one.

Note: Leaving the beta testing program
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7o leave the program, uninstall the tester app. Then you can go to the App store and download the
latest MultiLine app, or download it using your invitation. You can use the same invitation and

credentials to activate.

Android
Step 1. Download Firebase App Tester app

Search “Firebase App Tester” in the Play Store and download it.

Step 2: Use your phone to check your email for the Firebase
invitation

1. Open and read the invitation email as it includes important instructions for joining the test
program.

You've been invited to test MultiLine For Intune for B 2
Android Inbox x
MultiLine For Intune (via Firebase App Distribution) <firebas.. Mon, Apr 26, 5:33 PM «

tome v

Firebase App Distribution

You've been invited to test:

ﬁ

MultiLine For Intune

= com.moviuscorp.multilineforintune

Developer contact:

moviuscorp@gmail.com

Llaiasdba adavdk dandina.

Note:

e The invitation to the test app will be sent to the email your admin used to enroll you into the
testing program.

e Depending on the MultiLine application your organization is using (Ex. Movius for BackBerry,
MultiLine, MultiLine for Intune, etc..) you'll see the invitation for that app.

e After opening the invitation, you can sign in with any Google account to accept the invitation,
not just the account to which the invitation was originally sent.

e Invitations can only be accepted once before becoming invalid.

2. Click the Get Started button to accept the invitation. Youll be prompted to sign in and
accept the Terms and Conditions.

455



How to start testing:
Open this email on your mobile device

Using your Google account, accept the MultiLine For Intune
invitation

Enable installations from unknown sources
Use Firebase App Distribution to download MultiLine For Intune

Start testing!

3. Open the Firebase App Tester app. Ifyou're prompted to sign in, use the same credentials
as you did to accept the invitation.

4. Select the MultiLine app you were invited to and tap Download.

Step 3: Check your email for your MultiLine invitation to
activate your service

If you're new to MultiLine, see Get Your Invitation for detailed instructions on activating MultiLine
using the invitation.

If you're not new to MultiLine, you can use the same invitation and credentials you've used
previously to activate the app. If you can't find your invitation, contact your IT administrator to be
sent a new one.

Note: How to leave the beta testing program

7o leave the program, just uninstall the tester MultiLine app, and then you can install the latest
MultiLine app from the Play store, or download it using your invitation.

Happy testing!

Thank you again for joining the beta testing program. We highly appreciate your participation and
feedback for developing the final version.

Please notify us of any bugs and send us feedback by emailing us using the Contact Support
feature in the MultiLine Settings menu under Help.
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Where are the APl Docs?

Last Modified on 11/03/2021 825 pm EDT

Customers who use our API should visit our developer portal at https://dev-portal.moviuscorp.net/.
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What is your Privacy Policy and CPNI
Policy?

Last Modified on 11/02/2021 3:11 pm EDT

Privacy Policy

Movius is committed to maintaining your privacy. We developed our application around the
importance of the separation of business and personal. However, some personal information is
required for our applications to work for you. You are entitled to know how our MultiLine
applications will collect, use, and protect the personal information you give us.

The Privacy Policy describes how we collect and may disclose personal information, including the
following:

e What personal information we collect

e How we use it

e How long we maintain it

e When and to whom we disclose it

e How we restrict our use of it for marketing purposes, and

e How we protect your rights concerning it and its disclosure

It's available in-app and online:

e MultiLine App users can view the policy in the Settings menu under Help > Terms and Privacy
Policy.

e MultiLine Desktop users can view the policy in their Settings menu under Terms and Privacy
Policy.

e Anyone can view the policy at our web site: https:;//moviuscorp.com/privacy-policy/

CPNI

Movius is committed to maintaining the privacy of its customers and subscribers. In addition to
protecting your personal information as outlined in Movius' Privacy Policy, we are obliged to give
additional protections to certain information about how you use the MultiLine Service provided by
Movius. However, that information can help us customize and improve services we offer you.

Read our CPNI Policy at https;/moviuscorp.com/cpni-policy/
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Where can | find your Security Baseline
Document?

Last Modified on 11/02/2021 3:08 pm EDT

If you have questions about our access control, database control, data encryption, penetration
testing, and vulnerability scanning policies, our Customer Success Team can provide you our
Security Baseline Document. Prior to sharing this sensitive information about our security

infrastructure, we'll need to have you sign an NDA.
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Compliance FAQ

Last Modified on 11/02/2021 3:19 pm EDT

Does MultiLine support TCPA Opt-In/Opt-Out?

Yes. We understand that in highly regulated industries — there are often requirements to capture
client opt-in or for the client to enroll in order to text with their advisor.

MultiLine renders this process easy, texting enrollment is built-in with our Opt-In feature. It's a
simple process. When the advisor first texts a client — the client will receive a message which allows
them to either opt-in to texting by replying “YES” or decline the invitation by replying “STOP" to
the text conversation. When they reply “YES” — both the advisor and the client receive an auto-
generated message informing of the client’s decision —and this message is recorded in the
Portal/Archival System/Salesforce — for easy compliance verification. At this point — the conversation
can resume as it normally might.

Does MultiLine comply with GDPR Regulations?

Yes. Movius meets the imperatives of GDPR, including privacy by design, explicit consent, data
breach notification, and subject access rights.

The Movius MultiLine solution clearly separates personal and business calls and texts in a
transparent and auditable way. The platform can demonstrate the necessary degrees of separation
required to meet the privacy by design imperative of GDPR. By separating the personal and
business communications on a single device, MultiLine can enable compliance standards at a low
cost of regulatory oversight and organization can feel confident that they are not in breach of
GDPR regulations.

Does MultiLine comply with SOC 2 requirements?

All MultiLine data is encrypted both in transit and at rest, and meets all SOC 2 compliance
requirements. Additionally, a security pin can be enabled within the settings of the app, forcing
users to enter a pin prior to launching the application.

All business contacts and communications are completely separate and secure, even on an
employee’s personal phone. MultiLine encrypts voice and text messages, and only very basic call
information is stored on the device. The MultiLine app is secured with the same software used to
protect the data in other enterprise mobile apps, and the app can be deleted from an employee’s
personal phone in seconds.

Is MultiLine suitable for HIPPA compliance?

Yes, MultiLine provides HIPAA-compliant texting and calling through a separate mobile phone
number, allowing secure communication between caregivers and patients.

e Capture patient consent from text messages through an automated workflow. All patient
consent is captured and available as a report in the admin portal.

e |dentify PHI related keywords and information to redact or block completely from being
shared in text messages.

e Secure communication of PHI between caregivers and patients, with Cloud Data Storage that
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is HITECH and HIPAA Certified. All communication data is TLS 256-bit AES encrypted at rest
and in transit.

Is MultiLine suitable for FINRA and SEC compliance?

Yes. Despite firms' resistance to monitoring text communications, the reality is the Securities and
Exchange Commission (SEC) and Financial Industry Regulatory Authority (FINRA) require that
electronic communications used for business purposes are archived and supervised—including
text messages.

Key points from the Notice include:

e Recordkeeping: Firms are reminded of their obligation to keep records of business
communications under SEC Rule 17a-4(b)(4). Also, firms must train and educate their advisors
regarding the distinction between business and personal communications, and the
requirements to retain, supervise, and produce business communications.

e Text messaging: Firms that commmunicate or allow advisors to communicate through text
messaging or chat services for business purposes must retain records of those
communications, in compliance with SEC and FINRA rules.

MultiLine offers built-in capturing capabilities for all MultiLine texts at an enterprise scale. This
happens automatically in the cloud and never requires end-user action. You can easily search and
download all of these records in our secure Admin Portal, where we can store them for a predefined
period of time.

Link to FINRA notice: https://www.finra.org/sites/default/files/notice_doc_file_ref/Regulatory-Notice-
17-18.pdf

Link to SEC rules: https://www.sec.gov/files/OCIE%20Risk%20Alert%20-
%20Electronic%20Messaging.pdf

Is MultiLine suitable for MiFID Il and FCA COBS 8.11
compliance?

Yes, Movius MultiLine enables compliance with MIiFID Il and FCA COBS 11.8, including the
requirement to produce all communications related to a trade upon the request of a regulator,
including mobile calls and texts, no matter whether the phone is corporate or privately owned. It
brings the compliance, retention, archiving and eDiscovery capabilities that banks require while
easily capturing, recording, storing and analyzing mobile voice and text communications.

Link to MIFID II: https//www.esma.europa.eu/sites/default/files/library/esma35-43-
349_mifid_ii_gas_on_investor_protection_topics.pdf

Link to FCA: https//www.handbook fca.org.uk/handbook/ICOBS/Sch/1/1.html

Is MultiLine suitable for Dodd-Frank and GLBA compliance?

Yes. MultiLine ensures secure and private attorney/client and third-party communications to
protect sensitive client data in accordance with Dodd-Frank and Gramm-Leach-Bliley Act (GLBA).

Movius Corporation assumes no liability for the accuracy or completeness of this information.
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Please consult with an attorney for specific information on specific rules and regulations and how
they apply to your business.

Is MultiLine ISO certified?

Yes, Movius MultiLine is ISO 27001:2013 and ISO 9001:2015 certified.

Is MultiLine voice and text capture compatible with SIPREC
technology?

Yes. If your organization needs SIPREC, we can work with you to set it up.

Can MultiLine prove that data moving over its network hasn't
been intercepted and changed?

e Data stored on the apps consist of Call history, SMS history and voicemail..
e All data between the client and server is encrypted
o SIPoverTLS uses SHA2 with RSA
o Secure RTP SRTP between client and server uses AES_CM_128_HMAC_SHA1_80
o Restful WEB Services uses HTTPS
e The Movius for Blackberry apps (Android and iOS) commmunicate via POST with the server
hence the data between the client and server cannot be viewed by a third party.
e SSL Pinning ensure that the client checks the server’s certificate against a known copy of that
certificate only, which ultimately prevents a man in the middle attack.
e For Movius for Blackberry Android app, the application uses SQL cipher that performs
transparent and on the fly encryption to DB.
e For Movius for Blackberry iOS app, the application uses Core data enabled with Data
Protection Options and SQL Cipher to encrypt the DB.

How is MultiLine data captured and how is it stored?

Built-in call and SMS recording capabilities are provided by the Movius platform to comply with
regulatory requirements (FCA, MiFID Il, Dodd-Frank, HIPAA) and corporate policies.

The default behavior of the Movius platform is for voice and SMS recordings to be created as they
traverse the Movius platform and stored for a period of 72 hours for customers to retrieve them for
archiving purposes in their respective secure data repository solutions.

Note that the recording is done ONLY IF the user is enabled for SMS recording or Voice recording or
both Voice and SMS recording.

Access to the recordings is restricted to Administrators in the Management Portal granted the
designated role and the CSV offload process. No other users will have access to these recordings.

All SMS data and Voice and SMS metadata is encrypted and stored in a text archive. All metadata
recordings are encrypted using AES 256 encryption. Voice recordings are stored in raw voice format
in a voice archive.

Movius Corporation assumes no liability for the accuracy or completeness of this information.
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