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Read on for a detailed description of MultiLine for Salesforce features and functionality.

Introduction

The MultiLine application is a cloud-based solution which provides a secure and dedicated business
number on your personal mobile phone for calling and sending texts.

MultiLine for Salesforce seamlessly merges the MultiLine application into Salesforce CRM. With this
integration, while you're managing your customers, you can communicate with them directly within
Salesforce. You can call and message with your customers using your MultiLine number.

MultiLine for Salesforce automatically tracks all communications with your customer thus
eliminating the need to manually log the calls and text. This saves time and reduces human error.
MultiLine for Salesforce 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.

Features Offered

MultiLine for Salesforce Utility

MultiLine for Salesforce ..
Description

Features

e All the messages exchanged between MultiLine application
Seamless Integration between and Salesforce are synced.
Salesforce and MultiLine app o All the calls made from MultiLine app are synced on

Salesforce.
Calls made from Salesforce are NOT synced on MultiLine app.

e Users from multiple Movius servers can be configured on the
same Salesforce instance.

Supports Salesforce Lightning  Integrated with Salesforce Lightning component for enhanced
user experience. Available on Salesforce Professional, Enterprise
and Unlimited Editions.

Supports Salesforce Cloud Sales Cloud, Service Cloud, Financial Service Cloud etc.
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MultiLine for Salesforce
Features

MultiLine Utility

Click to Text

Click to Call

Automatic Call Logging

Alert Notification

Notes

Automatic Reply

Description

e Lists history of recent calls

e Lists history of recent messages

e Displays the number pad

e Shows the alert notification for the incoming calls and
incoming messages

With MultiLine subscription plan, users can send / receive text
messages from the MultiLine for Salesforce application. The roll up
summary (history) of the messages exchanged with a given
Account, Contact or Lead will be available in the Related List View
for MultiLine. The messages exchanged on a given day will be
grouped together in a record and there will be individual records
for each day a communication was made through messages.

With MultiLine subscription plan, users can make / receive call
within Salesforce using the MultiLine for Salesforce application. The
details of these calls are available as Tasks and clicking on Tasks will
take the user to the Call Details page.

¢ Incoming /outgoing calls are automatically captured and
logged as a task under Activity of the Contact/Lead/Account.
User can click on the task details to see the details related to
the call.

e An opportunity will automatically be associated with the
incoming & outgoing calls to the Contact/ Lead/ Account if
the call is made while the user is on the Opportunity Details
Page on Salesforce.

e For incoming messages, the MultiLine for Salesforce beeps
once. Recent message log shows the notification icon for the
incoming message.

e For incoming calls, the MultiLine for Salesforce rings and
provides an interface to answer or reject the call.

Notes can be added to the ongoing calls and they can be viewed or
updated anytime later. Calls with notes have notes indicator in
the call log.

Out of office setting allows the user to configure an automated
message that is sent as a reply to all text messages received during
the out of office time period. This can be set from the settings icon
E available in the top right corner of the MultiLine for Salesforce
app.
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MultiLine for Salesforce
Features

Quick text templates

Reporting

MultiLine App

MultiLine Features Supported

Call Handling functionality

Blocking functionality

International Calling

SMS Opt-in Compliant

SMS Redaction Compliant

SMS and Call Recording

E911 Compliant

Description

Quick text templates defined using Salesforce out-of-the box
functionality can be leveraged in while messaging. To access the

templates, user needs to click on the template icon E
available on the messaging screen.

Standard Salesforce reporting tool can be used to generate the
MultiLine for Salesforce related reports on calls and messages.

Description

Simultaneous and Sequential call handling can be configured from
the MultiLine App.

Unwanted numbers can be blocked from the MultiLine app.
International calls can be made with MultiLine subscription plan.

With the MultiLine subscription, SMS opt-in compliance can be
enforced. Contact/lead need to provide their consent exchanging
messages with the Salesforce users.

With the MultiLine subscription, SMS redaction compliance can be
enforced. Any sensitive information contained in the text message
is redacted before sending it to the recipient.

With MultiLine Subscription, all the text and calls made from
Salesforce can be recorded. The recordings are available in the
MultiLine Admin Portal and / or through the platform'’s integration
with customer’s archival system.

Enforces E911 compliance by disabling outgoing calling
functionality until emergency address information is provided.
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Limitations

Features Description

Supported Browsers Currently only Chrome browser is supported. MultiLine utility may
not function correctly if accessed from any other browsers.

Group messages capability Cannot send / receive Group messages. All the incoming group
messages will appear as an individual message. If the group
message is sent to, for example, 2 contacts from MultiLine app on
the device, in MultiLine for Salesforce there will be 2 records; one
for each contact. Each contact will show the outgoing message
sent by the Salesforce user to the Contacts.

Picture messages capability Cannot send / receive Picture messages. User will receive
automated message “Unsupported multimedia” for all the
incoming picture message.

Visual Voicemail User will get the notification of the Voicemail delivery inside
MultiLine for Salesforce recent messages screen. To listen to the
voicemail

1. User can dial their multiline number from the keypad in
MultiLine for Salesforce.

2. The voicemail can be heard from the MutliLine app on their
device.

3. Call MultiLine Number from any other device. Let the call go
to the voicemail and then press * and password to hear the
Voicemail.

Activating user on MultiLine for Salesforce

o o
Pre-requisites

e MultiLine for Salesforce is supported on Salesforce Lightning.

e MultiLine for Salesforce is supported on Chrome browser only.

e The Salesforce Admin must install MultiLine for Salesforce (Refer to MultiLine for Salesforce
Installation guide (https;/help.moviuscorp.com/help/multiline-for-salesforce-installation-guide-for-salesforce-admins)
for Salesforce Admins) and grant the proper permissions to the user.

e The MultiLine Admin must install MultiLine for Salesforce (Refer to MultiLine for Salesforce
Installation guide for MultiLine Admins (https:/help.moviuscorp.com/help/install-guide-salesforce-connector)).


http://help.moviuscorp.com/help/multiline-for-salesforce-installation-guide-for-salesforce-admins
https://help.moviuscorp.com/help/multiline-for-salesforce-installation-guide-for-salesforce-admins
http://help.moviuscorp.com/help/install-guide-salesforce-connector
https://help.moviuscorp.com/help/install-guide-salesforce-connector
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After adding the user in Salesforce as well as in the MultiLine Admin Portal, when Salesforce users
log into Salesforce the user will see MultiLine for Salesforce utility in the bottom-left of the screen.

i MultiLine

Accounts v

Contacts v Leads v  Opportunities v/

4 Search Contacts and more.

@2 a@

s

Contacts
E Recently Viewed v

Sitems - Updated 2 minutes ago

Name
1 Frank John

2 Jack Bryson

3 Chris Aimeida
. Multitine

] Nina Myers

16367360499
« Tuesday 07:30 PM

16367360372

¢ 0ct21,2019,1232PM

6367360372

¢ 0ct21,2019,1232PM

Jack Bryson

Jack Bryson

)
= ' 0ct 21,2019, 11:59 AM
Jack Bryson
+
© Oct 21,2019, 11:58 AM
 Muttitine

@ Jack Bryson
¢ Wednesday 09:49 AM 8:sec

¥

v Account Name
The Rainharvest Company
ABC
Wealth Management

inharvest Company

v Account Site

v Phone
,(678) 367-5236
,(770) 265-1470
{,(678) 367-5236
,(770) 6684785

v Email

<

Search this list

Contact Owner Alias
mbang
mbang
mbang

dmorg

4444 a

mbang

MultiLine Utility in bottom-left of screen

New  Import  Send ListEmail

*®-||E-||c|~7

The user must agree to the Terms and Conditions. Then their Salesforce account will be linked to
MultiLine and the MultiLine for Salesforce utility will be available for use.
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P—

. MultiLine _
|

I|

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

Agree and Continue

Agree to Terms and Conditions

Please 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

Calls

Outgoing Calls

MultiLine for Salesforce recognizes all phone numbers within Salesforce and creates links that users
can click to launch the MultiLine for Salesforce utility (click-to-call). Upon launch, the clicked phone
number is auto populated in the keypad. The user can click on the Message icon to send an SMS or

the Call icon to make a call.
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. MultiLine

™ Nina Myers

o
17702651470 €3

1 = =

2
¥i 8 9

* O i

L, MultiLine
Keypad

Note:

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

e Calls made from MultiLine for Salesforce are NOT synced on the MultiLine app.

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

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

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.

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

The incoming call also rings on the MultiLine app on the device. The user can answer the call from
MultiLine for Salesforce or from the MultiLine App.
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. MultiLine -

Incoming Call »

Incoming Call

;=) Chris Almeida 00:36
14703425049

0 e

Mates here...

Incoming Call

1. Click Answer to begin the call.
2. Click Reject to refuse the call.
3. The Notes field remains disabled until the call connects.

Note:

e Incoming calls will continue to ring on the MultiLine for Salesforce even if the device on

which the MultiLine app is installed is powered off.
e Incoming calls will continue to ring on the MultiLine for Salesforce regardless of whether

the MultiLine App Calling Mode is set to Minutes or Data. (Learn more about MultiLine App
Calling Modes (https://nelp.moviuscorp.com/help/understanding-your-call-settings))

Ongoing call
Ongoing calls have three stages:

e Call connecting: When the call rings (incoming call)
e Callin progress: When the call is answered
e Call ended: When the call has ended


http://help.moviuscorp.com/help/understanding-your-call-settings
https://help.moviuscorp.com/help/understanding-your-call-settings

MOVIUS

. MultiLine

Ongoing Call

Call connecting...

Chris Almeida 00:00
14703425049
Opportunity
None v

Notes

Notes here...

Call connecting

% MultiLine

Ongoing Call

Call in progress

Chris Almeida 00:24
14703425049
Opportunity

ABC Financials hd

. (11}
b4 HH «~ End Call

Mute Keyboard

Notes

Motes here.

Call in progress

1. Click ‘Mute’ to mute.
2. Click 'Keypad' to add the extension or respond to IVRs

3. Even when the call is answered on the MultiLine app on the device, the user can add the notes
in the Salesforce.
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4. Enter the Notes and click Save to log the notes against the call.

AW MultiLine —_

& Ongoing Call

Call Ended
Chris Almeida 00:36
14703425049
Opportunity
ABC Financials v

MNotes

Proposal sent

Call Logging

All the calls made / received on MultiLine for Salesforce are automatically logged as a Task under
Activity of the respective contact/ lead/ account. During or after the call, the Salesforce user can
enter the notes in the notes section. These notes will be saved in the call log. Notes can also be
viewed and edited from the Tasks created for the calls under Activity.
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Activity

Email

Write an email...

Filters: All time + All activities - Alltypes Y

Refresh - Expand All - View All

v Upcoming & Overdue

No next steps.
To get things moving, add a task or set up a meeting.

~ Qctober - 2019 This Month

> E Call to Nina Myers Today w
| You had a task

v k& Click to Call from Nina Myers Today w
You had a task about ABC Financials

Related To
ABC Financials

Description
Proposal sent

> E Click to Call from Nina Myers Today w
| You had a task about Wealth Management-

> B Click to Call from Nina Myers Today

Activity screen with notes

Recent Calls

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

G . oo o
calls ,incoming calls and missed calls - are differentiated by appropriate indicators. Each
call record shows

1. Name of the lead, contact or account,

2. 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)

3. Duration of the call

4. Notes indicator if notes are logged for the call
Calling ability
6. Messaging ability

o
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. MultiLine

D Nina Myers

Jack Bryson

I
'\I 11:34 AM 7 sec ‘. ®
Daniel Droid
'\I 11:34 AM ‘. .
Chris Almeida
Q ‘- . !
11:19 AM 19 sec

List of recent calls

To navigate to the details of the lead or contact or the account, click on their name.

Click anywhere else to get call details.

e Call details shows the notes entered previously.

e These notes can be modified during the call or any time after the call has ended by clicking
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. MultiLine = ]
< Call Log A L
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

Call Recording

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

Do Not Disturb / Call Forwarding /
Business Hours

e Do not Disturb and Call Forwarding settings on the MultiLine application
(https://help.moviuscorp.com/help/call-handling-sequential-and-simultaneous-dial-do-not-disturb-call-forwarding) on the
device are applicable for the incoming calls in the MultiLine Connector as well.

o If ‘Do not Disturb’ is set on MultiLine app on the device, the call is sent to the voicemail.
o If‘Call Forwarding' is set on MultiLine app on the device, the call is forwarded to the
number configured in the MultiLine application.

e The ‘Business Hours' setting (https://help.moviuscorp.com/help/call-handling-sequential-and-simultaneous-dial-do-
not-disturb-call-forwarding) in the MultiLine application is ignored in Salesforce.


http://help.moviuscorp.com/help/call-handling-sequential-and-simultaneous-dial-do-not-disturb-call-forwarding
https://help.moviuscorp.com/help/call-handling-sequential-and-simultaneous-dial-do-not-disturb-call-forwarding
http://help.moviuscorp.com/help/call-handling-sequential-and-simultaneous-dial-do-not-disturb-call-forwarding
https://help.moviuscorp.com/help/call-handling-sequential-and-simultaneous-dial-do-not-disturb-call-forwarding
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Send/Receive SMS

With MultiLine for Salesforce all phone numbers in Salesforce are clickable. On clicking any phone
number field in the Salesforce, MultiLine for Salesforce is launched. The phone number is auto
populated in the keypad. Clicking on the message icon opens the message conversation thread with
that number.

<« C @ multiline-dev-ed.lightning.force.com/lightning/o/Contact/list?filterName=Recent
. Al W Search Contacts and more.
EEE MultiLine Accounts Contacts Leads - Opportunities "o X

Contacts
E Recently Viewed « ¢

T iterns - Updated a few seconds ago

Name “ Account Mame ~  Account Site ~ Phone b
1 Tyler Smith Wealth Management . (650) 280-5428
2 Chris Almeida ‘Wealth Management L (470) 342-5049
3 Daneel Droid The Rainharest Company L. (770) 668-4785
Internal
G Muttiline

Internal
L. (T70) 265-1470

nharvest Company L. (678) 367-5236

16502805428 €3
1 2 3

0
! E 2
0
00
Recent Messages

Recent Messages shows the list of all the lead, contact or account that the Salesforce User had
message conversation with. Each record shows

1. Name of the lead, contact or person account

2. 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)

Snippet of the last message

4. Calling ability

W
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‘o MultiLine —

0 Nina Myers

16367360499

You: Have a great day! A"
11:26 AM

5559000

Please find your PIN 985520 A"

Monday 11:24 AM

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

To navigate to the details of the lead or contact or the account, click on their name.

Click anywhere else to open the message conversation thread.

Type the message in the text area or use Quick Text Template.

Click on the send button.

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

oA WN

Salesforce.
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. MultiLine

« Tyler Smith

6503805428

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

Sep 24,19, 03:05 PM

Hi Tyler, let me know best time to reach you

tomorrow.

Sep 24, 19, 03:04 PM

Hi Tara! I'm available between 3 PM and 6 PM
Pacific.

Sep 24, 19, 03:05 PM

Great, I'll give you a call at 3. We need to discuss

prep work for the technical workshop.

Today, 10:02 AM

I just sent over the documents we discussed. Let

me know if you recieved them!

E ‘ Write your message... I >

All the messages sent from Salesforce can be recorded by enabling Message Recording feature for
the organization on the platform. The recordings are available in the MultiLine Admin Portal and / or
through the platform’s integration with customer’s archival system.

Quick Text Templates

The Salesforce’s out-of-the-box functionality for Quick Text is available in the message conversation
screen to use the canned templates for the messages. Clicking the Quick Text icon brings up the list
of available Quick Text templates. On selecting the appropriate template, the message text area gets
populated with the content of the selected template thus saving time for the users. Refer Salesforce
Help (https;//help.salesforce.com/articleView?id=quick_text_setting_up.htma&type=5) for more information on how to
create Quick Text and share it.


https://help.salesforce.com/articleView?id=quick_text_setting_up.htm&type=5
https://help.salesforce.com/articleView?id=quick_text_setting_up.htm&type=5
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. MultiLine . MultiLine _

« Tyler Smith € Quick Text Template

6503805428

[Auto Message] Your Contact has opted in. You Closings w Search for Quick Text

may continue to send/receive messages.

Good Bye - Thank you, {!Contact.FirstName}

Sep 24, 19, 03:05 PM :
Have a nice day!

Hi Tyler, let me know best time to reach you

tomorrow.

Thank You - Thank you, {!Lead.FirstName} ,Have
Sep 24, 19, 03:04 PM a nice day!

Hi Tara! I'm available between 3 PM and 6 FM
Pacific.

Sep 24, 19, 03.05 PM

Great, I'll give you a call at 3. We need to discuss

prep work for the technical workshop.

Today, 10:02 AM

I just sent over the documents we discussed. Let
me know if you recieved them!

E ‘ Write your message... I >

The Quick Text icon is next to the text input Appearance of available Quick Texts, click to

field send

Voicemail

Messages list in MultiLine for Salesforce shows a record if the user receives a voicemail. Voicemail
can be accessed in following ways:

1. If MultiLine app is installed on a mobile device:
1. Voicemail will be deposited on the MultiLine app and can be played directly from the app
by selecting messages
2. If MultiLine app is not installed on a mobile device:
1. Dial the MultiLine number from the keypad of MultiLine to set up voicemail
2. When the number is dialed for the first time the user will be prompted to set up voicemail.
It will ask to input a security code. This security code is used to retrieve voicemail later by
dialing the MultiLine number from the MultiLine for Salesforce.
3. After setup the MultiLine number can be called from any phone to retrieve voicemails.
Let the call go to voicemail and press *. It will ask for the security code to access Voicemail.
Once the code is input voicemails can be accessed.
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Y. MultiLine _

0 Nina Myers

16367360499
@ Voicemail L
Tuesday 07:30 PM

16367360499
You: Minu 2 \.
Tuesday 03:11 PM

5559000
Please find your PIN 985520 L
Monday 11:24 AM

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

4708293782
You: Testing optin L
Thursday 09:36 AM

14708293782

A

L. MultiLine

Appearance of a Voicemail item at the top of the list

Compliance features

MultiLine for Salesforce supports the compliance features of SMS Opt-in and SMS Redaction, and
SMS and Voice recordings if these features are enabled for the Salesforce User’'s organization (in
MultiLine Admin Portal).

SMS Opt-in: Automated message is sent to the customers to obtain their consent before the
Salesforce User can start the communication.

SMS Redaction: All the sensitive information contained in the text message is redacted before
sending it to the recipient if SMS redaction feature is enabled.

All the messages exchanged from Salesforce can be recorded by enabling Call Recording feature for
the organization on Multilane Admin Portal. The recordings are available in the MultiLine Admin
Portal and / or through the platform’s integration with customer's archival system.

MultiLine Messages List

All the message conversations between lead, contact or person account and the Salesforce User is
grouped on the daily basis. MultiLine Messages under Related section shows the list of the
conversations that the lead, contact or person account had with any of the Salesforce User in the
descending chronological order. Depending upon the permissions, the Salesforce User sees the
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conversation of the other Salesforce Users with that lead, contact or person account. Each MultiLine
message record is the read-only record of the conversation happened in 1day.

Contact
Chris Almeida =

Title Account Name Phone (2) v Email Contact Owner
Wealth Management 4, (470) 342-5049 £ NinaMy.. £
= - 3 L TN e I e S e R N RN TV N e el P = VY
Details Related
MultiLine Messages (2) Q. Search Messages...
Date Subject

10/30/2019 Messages between Nina and Chris Aimeida on 10/30/2019
9/25/2019 Messages between Nina and Chris Almeida on 9/25/2019

4 ¢ 1of1 > » 10 § lItems

MultiLine messages list

On clicking on the record, the complete conversation between the contact and the Salesforce User
for that day can be viewed. These message activities follow Salesforce security policies, hence only
appropriate Salesforce Users can see this data. An authorized manager can use this data to generate
any reports.

MultiLine Daily Roll Up Record
Messages between Nina Myers and Chris Almeida on 10/30/2019

hello Chris, Are you available for a call now?
16367360404 - Oct 30, 19, 11:59 AM

Sorry, Nina! Can we please have schedule it for tomorrow at

2:30pm?

14703425049 - Oct 30, 19, 11:59 AM

Sure. I will set up the meeting

16367360404 - Oct 30, 19, 12.00 PM

MultiLine Daily Roll Up Record

Contact linked with the Opportunity

The opportunity gets automatically linked to the call details on MultiLine for Salesforce app if the
user has clicked on a number associated with the Opportunity to initiate the call.
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. MultiLine -

Ongoing Call

Call in progress

Chris Almeida 00:18
14703425049
Opportunity

Wealth Management- -

. L L1}
v

Mute Keyboard

Notes

Notes here...

Call linked to "Wealth Management"

Opportunity

Cppnriunaty
Wealth Management-

Aceount Mame Closa Date Amouri COppartunity Ownaer
Wisalth Management 9{30/2019 t‘« Mina My... L'

Qualification Mo Analyii Vahee Proposation Tel, Decigian Makers. Pesception Anabysis Prapasl [Price Quabe

Activity Details
Ernail

Filters: Al tirme - 48 acthities - Ainpes T

Redresh - Expand AN « View All

Me nest stops,
To get things moving, add a task or set up a meeting.

~ Octobar = 2019 This Month

> B Clickto Call from Nina Myers Todsy w
| ou had a task with Chris Ameida

> E Click to Call from Nina Myers Today
iow had a task with Chiis Ameida

Call logged on Wealth Management Opportunity tab

Opportunity can also be modified from the call log task under the Activity.

e Click on the call entry from the above figure.
e Update ‘Related To' section as shown below.
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Name Retated To |

Chris Almeida ABC Financials
Details Related I
'
*hasigned To *Stata
- ed -
2 [ Complets
*Subject Marme
Chick to Cail from Nina Myers Q E Chris Al "
Due Date Related To )
10/30/2019 1 w [Bearch Opportunities...
* Priority Weaith Management-
Wealth Managernent
Normal -
ABC Financials
Call Duration 3
3 Wealth-
Wealth
Call Type test-
ftest
+  New Opportunity
Call Status
=

Edit Opportunity from call log task under Activity

Handling Unsaved contact

In MultiLine for Salesforce, a call to an unsaved number can be made 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, icon on the top left allows the
user to create a new contact or associate an existing contact with this number. Following figures

show New contact flow and Updating Existing Contact flow. All the call logs and message
conversation with the unsaved number will then get associated with the created / updated contact.

New Contact flow

L MultiLine _

e +17703290498

Type
! Quibeund

Ciate & Tame
Monday, 330y 7000, 09:42 AN

Call Duratien
05ec

Motes

Follow-up tomarrow o

Call log from unsaved

contact
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L MultiLine

Add Contact

New Contact

Update 1o existing contact

Add Contact screen (Select

New Contact)

* First Mams:

* Lasst Name

"Mabde

+1TTOA200458

* Email 1D¢

Enter Contact details
screen

Update Existing Contact flow
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. MultiLine

Add Contact

MNew Contact

Update to existing contact

Add Contact screen (Select Update to existing

contact)

. MultiLine

b |
2 @ Jack Bryson

Search for existing contact
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e AL B Waswsaa = w

% MultiLine -

€ Create Contact ;

* First Name
Jack

* Last Name
Bryson

* Mobile
+17703290498

Undo
Phane

TT02651470

Replace
* Email ID

‘ jack.B@brysoninc.com

* Account

G Bryson Inc X

| Cancel ) m

New phone field is added with number, or

click replace to replace old number

Settings

Out of office - SMS only

Out of office auto reply can be set under MultiLine for Salesforce ->Settings->Out of Office option.

1. Enter ‘From’ and ‘To’ date to set the time range.
2. Enter the out of office auto response.
3. Toggle to Activate the setting with the toggle and click Save.

All the incoming SMS during the set date range will receive the auto response defined in this
configuration.
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. MultiLine

M Nina Myers
L

17703290448

< 10:30 AM -
16367360499 w
‘-f Tuesday 07:30 PM
Jack Bryson
o+ L
Wednesday 09:49 AM 8 sec

16367360372 i
o Oct 21, 2019, 12:32 PM
6367360372 w
¢ Oct 21,2019, 12:32 PM
Jack Bryson .
= QOct 21, 2019, 11:59 AM

g, Jack Bryson

¢ Oct 21, 2019, 11:55 AM %

Click Settings icon in the upper right hand

. MultiLine

I
I

OUT OF OFFICE

Active

From

Aug 6, 2019 &  T:56AM

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.

Set Out of Office details
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L. MultiLine —
| « (& +14702466000 = R |

Automatic replies are currently turned on

you a rmessage. As per company policy, they
have been sent a request to opt in. Once
confirmed, you will be able to send/receive

messages.
Today, Jun 8, 2022, 09:10 AM
Hi
Today, Jum & 2022, 09:10 AM
[Auto Message] OO0
oday, Jur 2, 0910 A
Hello

[Auto Message] OO0
E |'\.’-.“rite your message... >

Appearance of Auto Reply messages

While the Out of office is turned on, message conversation screen has the notification in the header.

Required E911 Personal Information

In U.S., Puerto Rico and U.S Virgin Islands, where 911 is dialed for emergency, it is required by law to
store the caller's address in any application which has calling ability. This address is used by the
emergency services to determine the location of the caller, if 911 is dialed.

All the MultiLine for Salesforce users in U.S., Puerto Rico and U.S Virgin Islands must accept the E9T1
Terms and Conditions and enter their emergency address information before making any call form
the MultiLine for Salesforce. Salesforce user can accept the E911 Terms and Conditions either on
MultiLine for Salesforce or on the MultiLine app on the device. Changes made to the E911 address
information are synched across the MultiLine for Salesforce and the MultiLine app on the device.

When the Salesforce user from U.S,, Puerto Rico and U.S Virgin Islands logs in the MultiLine for
Salesforce, and if the user has not accepted the E911 Terms and Conditions, calling ability from all the
possible places in MultiLine for Salesforce is disabled as shown below. On mouse hover, the
Salesforce user is informed to configure E911 Personal information in order to enable calling.

Note: Incoming calls can be received even when E911 Terms and Conditions are not accepted.
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E9T1 feature is available only if the Enterprise to which the user belongs to is enabled for E9T1
compliance.

on Messages on Conversation page

MultiLine - MultiLine - MultiLine - MultiLine -

[ Nina Myers [ Nina Myers Q o « . Homayoun Shakibaii 0 Nina myers

Voic @ calling functionality is

iz | currently disabled.
Dural

Beverly Jones Homayoun Shakibaii To enable, please enter the
< Saturday, 01:26 PM, 49 sec L © Voicemail

10:40 AM

[ E911 address information under
MultiLine Utility -> Settings

Laquita Elliott 0 @ Calling functionality is '| 2 3
¢ Saturday, 01:26 PM S d currently disabled. Sure, will meet you there e e
) ) N To enable, please enter the
J @ Calling functionality is 0

E911 address information under
i ) GHIL JKL MNC
currently disabled MultiLine Utility -> Settings |
To enable, please enter the (1] Calllngﬂfug.cm:’?a:ty is
| E911 address information under | Helen Brewer currently disable
MultiLine Utility -> Settings You: )'th‘ am attending

To enable, please enter the
E911 address information under
Scott Simpson ° Sara Ward MultiLine Utility -> Settings
¢ Mar 24,2019, 01:26 PM, 43 sec Thanks

May 01

Zhan Huo 0 Anaru Hakopa E Write your message > o
& Mar 24, 2019, 11:51 AV, 2 min L4 You: Sure, i will send it to you 3

May 01

Error messages if E911 Terms and Conditions are not accepted

Configuring E911 Personal Information

1. Click on Settings.
2. Click on E911 Personal Information.

. MultiLine

M Nina Myers

Jack Bryson
“ Nov 18, 2019, 11:59 AM 7 sec “e

Jack Bryson

o ,
“ Nowv 18, 2(

9, 11:50 AM .e

Jack Bryson
ot ¢
« Nov 18, 2019, 11:40 AM Le

Jack Bryson
¢ Nov 18, 2019, 11:30 AM “ue

B, Jack Bryson

= Nov 18, 2019, 11:25 AM 6 sec .o
Jack Bryson
¢ Nov 18, 2019, 11:24 AM .o

b Jack Bryson
I Nov18, 2019, 11:11 AM Lo -

% Jack Bryson
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. MultiLine

& Settings

Out Of Office v

E911 Personal Information @ v

If 911 call is made, emergency
services will use the address entered
here to determine your location. This

cannot be a P.0.Box. Calling 911 only
works within U.S., Puerto Rico and the
U.S. Virgin Islands.

1. Accept the E911 Terms and Conditions.
2. Enter the address in the form.

3. Once the address is confirmed, save the address.

MultiLine

MultiLine - Out Of Office

E911 Terms & Conditions Deskphone &

Wi-Fi Calling off, your device will not be able
to determine or send the city you are in to
your carrier when you dial a short code
number for a Wi-Fi call and as a result your Please enter your details
carrier may not be able to properly route or
connect your call.

E911 Personal Information @

* First Name * Last Name

Emergency calls on your phone are routed
through cellular service when available. In the
event that cellular service is not available and
you have enabled Wi-Fi Calling, emergency
calls may be made over Wi-Fi, and you
device’s location information may be used for
emergency calls to aid response efforts
rega(dless of whether you gnable Location Address Line 2 * ity
Services. However, your carrier may choose

to use your billing address or other address

you provide to your carrier for the purpose of

routing emergency services. You may update

your address information for your carrier in * State * Country
settings on your iOS devices and in FaceTime
preferences on your Mac. You should keep
this information up to date. Failing to do so

(oecine ) (ESTE)——+ *Zip/ Postal Code

*Unit / AptNumber ~ * Address Line 1

Please pick an address

User provided
4450, River Green, ParkWay,
Duluth, GA, 30096

Suggestion 1
4450, River Green, PKWY,
Duluth, GA, 30096

Suggestion 2
3400, River Green, CT,
Duluth, GA, 30096

(_ cancel

This address is saved under E911 Personal Information for the user.

e Once this address is saved, the user can make calls.
e The user can edit this address at any time.

MultiLine -

Out Of Office

Deskphone @

E911 Personal Information @ v
Address you entered

Nina Myers (/]
4450, River Green Parkway,

Duluth,

Georgia, 30096
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Note: If the Salesforce user had accepted E911 Terms and Conditions on the MultiLine app on
their device, then their E911 information is synced for MultiLine for Salesforce and the user
doesn't have to accept the Terms and Conditions again on MultiLine for Salesforce.

Message to 911

MultiLine for Salesforce doesn't allow messaging 911. If the Salesforce user sends a message to 911,
the below error is shown.

. MultiLine

Cannot send message

Messaging to emergency number is not
allowed. Please call the number.




