Twilio Texting

The Twilio Number Setup window requires information that must be obtained from NASA before
you proceed.

Twilio can only be setup by an Eclipse System Administrator.

The setup is only required one time for the agency.

The setup is not agency specific and will only be needed in the main agency in a multi-agency
setup.

Each texting number added after the initial setup must be entered in the Twilio Phone Number
Setup screen before the user may use the service. This list will provide all unique logins from all
agencies in the Eclipse database to attach to each phone number.

Any users not using the Twilio texting service will still be able to send texts using the old texting
method.

Mass texting and emoji’s are not available with Twilio.

To Setup Twilio

On the Menu Bar, click Setup and Twilio Setup.

e The Twilio Phone Number Setup window displays.
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e Each Login using the Twilio texting service within Eclipse must be assigned a phone
number from Twilio, and setup in Eclipse.

e Account SID and Auth Token are created for the agency when the Twilio service is
signed up for. This number is the same for every login in Eclipse and is only setup once.

Once the necessary setup has been completed, click Save and Close.

To Setup Customer Cell Numbers or "Text Opt-Out”

Cell numbers must be set at the customer level to be used with Twilio texting.
When the Phone Type of “Cell’ is selected on a phone number, that number becomes available
for texting.

If a cell number has a checkmark in ‘Text Opt-Out’ that number will not be available for texting.

If a cell number has text conversation history, that cell number cannot be marked for ‘Text Opt-
Out’ or deleted until all the text messages on that number have been documented or deleted.

If an Eclipse user does not have a Twilio number assigned to their login or if they do not have
permission to access other users Twilio text messages, they cannot themselves document any
text message conversations from Twilio.

111-111-9999
| 1118551111 |
» [ | 111-222-0000 |

| Mike's Cell
| Mary's Cell

To Setup User Preferences

On the Menu Bar, click Setup and User Preferences.

e The User Preferences window displays.

e Under Texting Options, verify the settings for the following:
Texting Access Options

Select the access that they want the other Twilio users in the office to have to their own Twilio
number. 7his will not apply to Non-Twilio users.

No Access by Others — Other Twilio users in the office will not have access to see the
current user texts.

View Only by Others — Other Twilio users in the office will be able to view the current
user texts, but will not have any other access to their texts.

View or Send by Others — Other Twilio users in the office will be able to view and send
from the current users Twilio number. They will also have access to Document text
messages.



View, Send or Delete by Others — Other Twilio users in the office will have access to
View, Send, or Delete the current user text messages. 7his option is the default per user.

View Only by Others

This is Jane Doe from North American Software Associates. This is a text onl] No Access by Others

View Only by Others Vv
View or Send by Others ]
View. Send. or Delete by Others | D

Texting Signature

e The Texting Signature should be entered in the available blank box.

e This is used when sending out texts from Eclipse so the recipient knows who you are.
This field is limited to 150 characters.

e The signature must be selected on each text that you want it included on, it will not default.

View Only by Others
This is Jane Doe from North American Software Associates. This is a text only phone number.

Text Message Conversation Window

e Select aY in the “Show only Undocumented Text Conversations” if you only want to view
text messages that have not been documented in Eclipse or deleted from the Text Message
Conversation window. Any text messages that have been documented in Eclipse can be
viewed from the Doc List. If a text message is deleted without being documented that
message is permanently gone.

View. Send. or Delete by Others
This is Jane Doe with NMASA. My office hours are Monday through Friday 8 AM - 5 PM. This is a text only phone n
N

Texting Notification and Conversations
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Once the setup has been completed and Eclipse is restarted, a grey notification box will appear
on the Title Bar.

A ||[File Daily Other Setup General Ledger Commissions Checkwriter Mailings Windows Recent Customers Help % | 2 - New Texts
! Search = MyFollow-ups i@ Reports S Payment Received @ Calendar

When new text messages arrive, the box will turn red and a number will indicate how many
new text messages there are for the text number associated with the specific users’ login.



Click on the ‘New Texts’ box to open the Text Message Conversations window which displays a
list of all text conversations from the last 7 days for the Twilio text number associated with a
specific login.

e The dates at the

f h d | Text Message Conversations EI@
top of the window

04032013 [l Thru 04102013 [l demol ) Refresh
default for the last -
week. This date Mike Becker - 3258775522
range can be !J Do you know what the VIN number is? 4/9/2019 11:48:02 AM
changed to show Becker Quick Stop - 3258775522
text messages for a !;l Thank you! | will get that quote over to you as soon as poss... 4/9/2019 11:46:00 AM

shorter/larger date
range if needed.

e The drop-down box
to the right of the
dates defaults to
the current login.

e The Refresh button
reloads the window
with updated
information when
changing the dates
or login.

|;/ Retrieve | |\ Help |

e Each row in the grid represents a text conversation in Eclipse. The number in orange
represents the new texts that have arrived since the specific conversation was last opened
for the login indicated in the drop down at the top of the screen.

e The blue dialog box '“‘] to the left of the conversation will open the Text Messages
window with all texts that are a part of that conversation.

e If the user clicks any other place on the row, both the customer identified and the
conversation window will open.

¢ Click Close when done with the Text Message Conversations window.

e Click Retrieve to check for new text messages. A message box appears “This will manually
override the set interval for text retrieval. Do you want to retrieve Texts?” Click ‘Yes' to
force Eclipse to check for new text messages. By default, Eclipse will check every 10
minutes for new text messages. When complete, a message will be added to the status bar
just below the button stating “Manual Text Retrieval Completed.”

e Click Help for documentation regarding Twilio Texting Setup.

When the blue dialog box '“‘] is clicked from the Text Message Conversation window the
Text Messages window displays. This screen shows all text messages that make up that specific
conversation. By default, the window opens to the current login in Eclipse and a specific texting
number for the customer associated with that conversation. Changing either of these will re-
load the conversation with data pertaining to the login and texting number.



# Waork Center [J)| £ Mike Becker ()| (=] Text Messages - 1000... kd

|| Test Messages - 100003 - Mike Becker EI@

i [ Wiew full texting history

Login: [320-335-0552 | demo1 | Mike Becker: [325-877-5522 | Mike Becker's cell | A~

ADSOIUTElY! Lan | get the Make, Model and Year pleases

4/9/2019 9:22:30 AM

Itis a 2018 GMC Sierra.

4/9/201911:45:14 AM

Do you know what the VIN number is?

4/9/2019 11:48:02 AM

i & |Enter message... W
[ Include Texting Signature
(8 Close | [ill SelectToDelete | |3 SelectToPrint | || | SelectToDoc |

To get to the Text Messages window from a customer, click on Correspondence and Send Text
Messages. The Text Messages window will open to the text messages from the customer’s first
cell phone number in the customer phone list.

By Default, this window will show only text messages that have not been documented and
moved from the Text Message window.

The check box at the top of the window, “View Full Texting History” will include previous text
items that have already been documented from this message.

When in this view, if parts of the conversation have already been documented, the Select to
Doc and the Select to Delete button will be disabled.



Selecting Text Messages to Delete, Print or Document

-

] Tent Messages - 100003 - Mike Becker E@

[ View full texting history

Login: [320-335-0552 | demo1 v| Mike Becker: [325-877-5522 | Mike Becker's cell V| )

4/9/2019 9:22:30 AM

D Itis a 2018 GMC Sierra.

4/9/2019 11:45:14 AM

Do you know what the VIN number is?

4/9/2019 11:48:02 AM

& |Enter message... W
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[ Include Texting Signature

|ﬁ Close | |d]j Delete Selected | ‘—_:. Select To Print | | Select To Doc

When one of the “Select” buttons at the bottom is clicked, the window provides check boxes
next to each text message to select which text message you want to Delete, Print or Document.
After the selections have been made, click the same “Select” button to complete the process.

To select all messages in the conversation, use the keyboard combination of Ctrl + M.
To unselect all messages in the conversation, use the keyboard combination of Ctrl + U.

In the event you have two customers with the same cell number, such as a personal account
and a business account, a fourth button ‘Select To Move’ is visible and will allow texts to be
moved from one customer to another.

¥ [Enter message W

Include Texting Signature

b 4 Close i) Select To Delete A= Select To Print Select To Doc {[] Select To Move

If the cell nhumber is only on one customer this button will not appear.




Sending Text Messages

The message box has a built in spell check.

Text can also be copied and pasted into the message box by right clicking in the box and
selecting copy or paste or by selecting Ctrl + C to copy and Ctrl + V to paste.

ITLer MEeSSage... 1/160
Send W

Include Texting Signature

$  Close | |{[] Select ToDelee | |2 SelectToPrint ||| | SelectToDoc

To send texts to the selected number in a conversation, type a message where it says, Enter
message....

A text message can be up to 160 Characters, before it will break it out into multiple ‘Segments’.
Each ‘Segment’ counts as a text, so when you have a text that exceeds 160 characters, it will
count as multiple text messages.

* 160 Characters = 1TXT Message
* Each Attachment = 1 TXT Message

To add pictures or PDF’s to a text, click on the paper clip icon 7 to the left of the message
box. The following attachment types can be sent in a text message: PNG, JPEG and PDF.

A dialog box will open, defaulting to the user’s Pending Attachments folder, but allows
navigation to other locations on the computer to make a selection. After that selection, a copy
is placed into the Pending Attachments folder on the server and is used to send along with the
text. After the sending is complete, the file in the servers Pending Attachments folder is deleted.
The file in the user’s Pending Attachments folder with not be deleted.

I message... 1/160
Send

&

Include Texting Signature

#® Cose | |{)ScloctToDelete | |y SelectToPrint [ | | SelectToDoc

After making a selection, a thumbnail representation of the image or PDF is placed below the
message. Prior to sending this text, if the user clicks on the thumbnail it will open with the
default program for the type of attachment on the computer. If the user clicks on the red ‘X’ on
the thumbnail the attachment will be removed and will no longer be sent as a part of the text.

If a black *X" appears with the attachment, instead of a preview of your attachment, there is an
issue with the attachment. The attachment will likely not be received by the recipient. Please
verify the attachment, and try again.



Enter message... 1/160
Send

Include Texting Signature
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Send

To send the message, click the orange button to the right of the message.

Very long text messages may be broken into segments for some cell carriers; thus, the recipient
will receive multiple texts to accommodate this circumstance.

Text Messages from Unknown Cell Numbers

As texts are received into Eclipse, the program looks to match the text message number to a
cell number that is currently entered on a customer. Eclipse only recognizes phone numbers
entered on the customer that have the ‘Phone Type’ as ‘Cell” and are not marked as ‘Opt-Out’.

If only one cell number is found, the in-bound text will be included on that customer’s Text
Messages window.

In the event that no customer is found for the text message, click on ‘Unknown Name'. Eclipse
will ask the user if they wish to add the cell number to a customer. After the number is added,
click Refresh to verify the correct customer matches.

If the user is not sure who sent the text, click on the blue icon '“*] to open the Text
Conversion window to allow the user to send a response text to get more information.

Texting phone numbers that are found on more than one Customer

In the event that two or more customers have the same cell phone number, the Text Message
Conversations window will list the customer’s name as ‘Unknown’. Eclipse provides a way to
identify which customer the incoming text should be connected to.

After clicking on the text message, an option grid opens. Put a checkmark in the box for the
customer that message should be attached to. Click Select to update the text message to the
correct customer.



I ; Unknown - 320760838]'
g May [ get a quote on a new vehicle please? 4/9/2019 9:29:08 AM

Mike Becker - 3207608381
-._J Absolutely! Can | get the Make, Model and Year please? 4/9/2019 9:22:30 AM

Multiple customers with this cell number. Select the customer you wish to link to these texts.

-—J Agency | Customer# Name Cell
Mike Becker 320-760-8381
-l_J Becker Quick Stop 320-760-3381

If it is later determined that the text should have been on a different customer, from the
customer’s Text Message window, click Select to Move to move the text to the correct
customer.

& [Enter message. .. W

The window will provide check boxes next to each text message to select which text message
you want to move.

Click on the text(s) that should be moved to another customer file, then click Select to Move
again.

Absolutely! Can | get the Make, Model and Year please?

4/9/2019 9:22:30 AM

& [Enter message... W

< >

[ |

Another window will then open where you can select an alternate customer to move the text to.
Checkmark the box next to the customer, and then click on the Move button to finish the
process.



Select the customer you wish to move the selected texd= to and chick the Move button

Mame

Mike Becker
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Sending Acord Forms Via Text Message

' ML e e e e | LSS 3 L e 1
MA - Homeowners Ins. Inspection & = Dennis's 08/30/2018 =
MA - Homeowners Ins. Inspection & = Dennis's 08/30/2018 =
OK - Owners Security Verification Fo ] AP2299212 08/27/2018 | 1999 FORD TAURUS LX Vin#. ]

OK - Owners Secunty Venfication = AP2299212 08/27/2018 | 2004 FORD MUSTANG GT Vin =
OK - Owners Security Verification = AP2299212 08/27/2018 | 2016 Ford F150 Ving: TKZLMN =
OK - Owners Secunty Venfication = AP2255212 08/27/2018 | 2004 FORD MUSTANG GT Vin =
Certificate of Property Insurance : 08/15/2018 : -
7__ Selected Forms ———— Form Comment: | |
|% Close | |dﬂ Open | |,:- Print ||_ Email || | Dec |
Customer H: | Policy #: | L:] Copy
| Z# Send For Signing | | Z#  Send Via Text |

From a customer’s Acord List, ACORD Forms can be sent thru Twilio to a customer.

Select the row of the form(s) to be attached to the text and click the Send Via Text button.
Sending the forms via text makes form fields unchangeable and combines the selected forms
into one document.

PDF
4

4/8/2019 4:28:22 PM

& |Enter message.

or

V!
Include Texting Signature
|§f@ Close ‘ ‘g[] SelectToDelete| ‘a;- Select To Print | ‘ | Select To Doc | |d[] Select To Move ‘

The texting window will show the attachment(s) below the “Enter message...” field.

Enter in your text message and click

Acord Forms sent thru text messaging will have a link to download the PDF to the recipient’s
mobile device. This link is valid for two days. After two days, the form will no longer be
available to download and the Acord Form will need to be resent.

**If the Text Messaging window is already open when the button is clicked on the ACORD List,
a message will appear stating “Text window is already open for this customer. Please close it
before attaching ACORD forms.” Click OK and close the Text Messaging window for the
customer.
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Sending Attachments from the Doc List

Attachments that are saved in the ‘Doc List’ in Eclipse can be sent as an attachment in a text
message.

Go into a customer/policy screen, click on ‘Doc List'.
Highlight the row(s), by clicking to the left of the date.

Once the appropriate row(s) are selected, click “"Text Selected Attachments” button at the
bottom of the screen.

The texting window will open and show the attachment(s) below the “Enter message...” field.

Enter in your text message and click
A brand new doc record will be created and will not append to an existing doc record.

J All Documentation - 100003 Mike Becker

| All Documentation [~ | All Selected Types [~

Account

10f19/2017 | Cust - Mike Becke | | Payment Receiv | Payment Receipt for: $500.00 - created from History reco
1001972017 | Cust - Mike Becke | | Payment Receiv | Payment Receipt created for: $500.00 - and attached.
1001972017 | Cust- Mike Becke | | Statement New Statement Created: 10/19/2017
10/04/2017 | Cust - Mike Becke | | Letter Letter Created - marketing.doc
| Cust- Mike Becke | | Letter Letter Created - marketing.doc
| Cust - Mike Becke _ Phone Call Rec | Whor
.| Cust- Mike Becke || Mail Merge Report Maker Mail Merge Sent -
.| Cust- Mike Becke | | Email Sent Automated Birthday Email
.| Cust- Mike Becke | | Statement MNew Statement Created: 5/18/2013
| Cust- Mike Becke | | Invoice New Invoice Numbered 16 Created: 9/18/2013
| Pol-PP 2298212~ | | Billing Installment Posted. Amount: 650.00 - 500.00 Fire Premiu
| Pol-PP 2255212 - _ Billing Installment Posted. Amount: 650.00 - 500.00 Fire Premiu
| Pol-PP 2298212~ | | Billing Installment Posted. Amount: 650.00 - 500.00 Fire Premiu
| Pol-PP 2298212~ | | Billing Installment Posted. Amount: 650.00 - 500.00 Fire Premiu
Dol . DD 23007317 = THE lnctallrnont Doctod A maooesd- SE0 0 EO0 00 Eirc Deowni

| |

|

(-2 Email Selected Attachments b ocaicoo ol S NewDooFollowup | | Q Search

0|0(0|0|0(0|0|&a|0|0ofOo; o

To send an attachment that is on a specific Customer/Policy Documentation record, and have it
append to an existing documentation, open the specific documentation record with the
attachment.

Highlight the row(s), by clicking to the left of the date.

Once the appropriate row(s) are selected, click “Text Selected Attachments” button at the
bottom of the screen.

The texting window will open and show the attachment(s) below the “Enter message...” field.

Enter in your text message and click
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Customer Documentation - 100003 Mike Becker A
- Cary Knight

| FPayment Received

10/19/2017 9 FPM

Payment Receipt for: $500.00 - created from History record.

PayRec09120171015015449. . Payment Receipt Created: 10/18/ | 10/19/2017 1:54:49 PM

Make Follow-up

[Z Email Selected Attachments [l ) Text Selected Attachments

13




