MESSENGER

yCloud
Messenger

x < »
b—"“
- 5

y g
U‘—ﬂi\‘- &




‘ MyCloud

MESSENGER

Table of Contents

Introduction ..........ciiiitiiiiineeneeess3
Features.......cooiiieiieeeeeennseannnnns 3

LoggingIn ...........ciiiiiiiiinienes..3

AddingUsers.........cciiiiiiiiniinnnnnns 4
AddingContacts..........................5
Adding asinglecontact.......... ..o it 5
Bulk importingcontacts .. ........cooiiiiiii .. 6
SendingMessages ............cciiiiiiennn. 6
Singlecontact. ..ottt 7
Many contacts-Textcast ...............coviiinen... 7
Timetext ...ttt 9
Scheduled. ... ..o 9
SIS . o ettt 10
Reminders. . ...t 11
Calendar ... .o 13
GroupsandPathways .................... 13
GrOUPS. « ot ettt e e e e 13
Pathways. . ... .o 14
Keywords............coiiiiiiiiiiiinnn. 15
Building Operations ..., 15
Keyword Assignment ...........ouiiiiiniineinnon. 17
Settings ......ooiiiiiiiiiiiiiiii it 17
Addingyourlogo .. ..covvi i 17
Auto-replies . ...t 17
Notifications . . ..ot 17
Textconsent. ... ..ot 18

MyCloud Messenger Product Manual




& MyCloud

Introduction

MyCloud Messenger is a text messaging platform that automates, streamlines, and
personalizes text communication between your business and your customers. This
guide will walk you through the simple steps to get your new MyCloud Messenger
account up and running. Self-help is built into the platform for quick tips on how to
easily administer and perform common actions. For a more detailed guide, please
reference the full product manual.

Features
* Textcast - Send targeted messages to different audiences based on their
unique criteria
* Timetext
- Scheduled - Schedule texts to an individual or a group of recipients

- Reminders - Automate text reminders for customers relating to a
predetermined date/time

- Interval - Leverage drip campaigns to communicate messaging over a period
of time

* Inbound Text Routing - Intelligently route inbound text communication to
automated responses or queues for 1/1 interaction

* Keywords - Trigger an action or set of actions when a contact texts in
specific word

* Live agent interaction - Have 1/1 conversations with customers to increase
customer engagement and satisfaction

* Open API - Text-enable software applications to enhance your current workflows
and simplify customer communication

Logging In ‘ MyCloud

MESSENGER
To login, simply navigate to your company's custom URL

or go to https://portal.mycloudmessenger.com/login in
your favorite browser and enter the account credentials .
prOVided to yOU. Your Username

Your Workspace

If you have forgotten your password, click the forgotten PASSWORD

password link below the login button. Then, enter

the email address associated with your user account & Login
and follow the reset instructions contained in the Forgot your username or password?
system-generated email.
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Adding Users

One of the first things you may want to do is add users to your account. Because
MyCloud Messenger charges you only for what you use, build as many users as
you need.

To create a user:
1. Click Users in the left-hand menu
2. Select Add User in the upper right corner of the user screen

3. Add the user information, assign roles, give group access, and select Save
*For a description of available roles, click the (?) next to Roles.

& MyCloud = DyianCrawto. v
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e . ..
#|R|o|al@ G i @
& Dashboard & &
# Chatbes
Textcast
; Tirmebedt USERMAME NAME
bmaldonado@saddiebackcomm.com Bab Maldonado
= Log cpalmats ¥ lebackcomm.com Chad Palmateer
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Controller

J Administrator
Manager
Agent
Contact Clerk
Logger

Reporter
Texteastes

e Timetexter

- Primary

Note: you can easily edit your active users to make changes on the fly or even temporarily
disable or delete them completely.
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Adding Contacts

Since your engagement is built around your contacts themselves, knowing how to
add and segment contacts is key. Contacts can be found in the left-hand menu.

Adding a single contact
To add a contact:
1. Click the Add Contact button

2. Enter the contact details such as name, phone number, and email address
*Primary phone number is required. Adding tags to a contact will allow you to
send targeted messages

For example, you may want to send a promotion to all of your gym customers that
have the gold membership. For this, you might choose to add both a ‘gold’ and
‘member’ tag. This will allow you to send messages to all members when needed, as
well as to only those with a gold membership.

‘MVCIOUd = Dylan Crawfo... v
9 (O BN Contacts

BUSINESS DHSPLAY GROUP

L

New Contact

TRAIT K

Phoenis (-7:000 v

MNe tags.
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Bulk importing contacts
To mass import your contacts:
1. Export them from their current location and save the file as a .csv
2. From the Contacts screen, select Bulk Import
3. Choose the .csv file you have saved
4

. Map the field names in your list to the field names in MyCloud Messenger, and
click Import
*You can import tags by adding a tags column. Multiple tags should be
separated by a pipe bar “|" typically located above the Enter key

Contact Bulk Import

SUPPORTED FIELDS PLOAD TSV FILE
oL can uplo: contacts for a quick start. Use the template e —
provided to org & gather your data, First Mame Choose Flle | Relmvent - IT N...11-22-2021.e3v
- Last Name

Company Name 12.2kB

Display Mame

Primary Phone Number
Email Address

Home: Stree;: Address

*To import tags: Enter 2my tiple tags with the "bar” o Eame Posta
s T s : roup
Tags=
olumn, separated as th Un‘.ag
5 Any Custom Contact Field
Import Steps: Queved, Saving, Tagging, Untagging, Completed

his feature expects to be served a UTF-8 encoded C5V, Other formats may process, but wil
22 EFTOFS.

-lenore. ¥ Fir ¥ LastMi | -lenore/discard - LA IR - ignorefdiscard - e ¥ -leno ¥ -lm ¥ -lenore ¥ -len ¥ -1 % -lenor ¥ -len ¥ -fen ¥

Lead Type First LastName  Email Company First Name ! Work Work  Work City  Work Work  Unmatched 2 MNotes  4.1s
ame ot ountry  Street Address State / in Scanned there 2
Last Name Address 2 Prevines | Badge Text

Company Name
Display Name
Primary Phone Number

LeadCapture Noah Grife noahgrife@kennected.io Efencucd ndianapolis  Indiana

LeadCapture Tobias  Levi tobias@myitcrewny.com My IT Ernail Address 5/ 544 Park  Suite Erooklyn New 11205
Crew Avenue 33 York
Home Street Address
LeadCapture Michael Boback mboback@singlepointglobal.com  SinglePoind Home Postal 5 21720 Ashburn Virginia 20147 No
Global Re: answer
Group provided
" = Tags
LeadCapture  Jasom Hahn jhahni@comsoltx.com Computer San Antonio  Texas TB215 No
Solutions Untag r  answer
e d  provided
LeadCapture Carl Goodfriend carlg@provinet.com FS-,.'?';i.NE'T cio 7084682000 USA Tinley Park  Illinois 80477 MNo
olutions

r answer
d  provided

Please review the information and s yhiat columns will be imper what data. Itis of the utmost importance that you select the fields correctly. Any mismatch will create contacts with bad
1 | to th m. Please also be sure to

and misplaced data. gil Pr
indicate if your file contain:

Note: if importing a subsequent list, MyCloud Messenger will scrub the file for duplicate phone
numbers and emails addresses. As with any import, be mindful as duplicates can still happen.
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Sending Messages

As a business you may want to send a text out to every customer you have, a subset
of customers, or perhaps simply begin a conversation with a single customer.
MyCloud Messenger has you covered for every scenario.

Single contact
Sending a single message:
1. Select the New Message button at the top of the left-hand menu

2. Search for a contact or enter new contact information and choose the number
to send from

3. Click Start Chat

GMvCloud

MESSENGER New Conversation

SEARCH NEW CONTACT

Primary (1 720-743-04931 v

David Wildrick +/ — 1480-362-7027 PHONE HUMBER

David Wildrick — 1480 27

Dave Ansehl Personal — 1 773-655-8956 IMEZONE
Phoenix

David Ansehl — 1 949-2356-6100

A new chat window will pop up where you can send and receive messages with
your contact.

MyCloud Messenger Product Manual




‘ MyCloud

MESSENGER

Many contacts - Textcast

You can send a message to your contact list or to only those contacts that match
certain criteria in just a few easy steps. This allows you to effectively market new
products, upcoming promotions, or provide relevant business notifications.

To send a Textcast:

1. Select Textcast from the left-hand menu
2. Select the criteria your contacts should match (most commonly tags)
3. Select Search to populate the list of recipients
4. Enter the message you would like to send and click Send
*The toggle to match all criteria will either expand your results or allow you to
target a smaller audience.
‘Mvr(;"?ud = D 7Fsaron Dylan Crawfo... v
- <A ey
# | R | O | & | @ [ . marketing
@ Dashboard 2
® Chatbosx
g 1 et e,
Q'ﬁmetext ) USE FUTURE RECIPIENT RESULTS
= Log
L
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A Contact:
i = -~ JE Dylan Crawfo... v
= Perch
‘ Textcasts
TEXTCAST
e v @l .iL-’l.illﬂll:?.?il-53§2.Sh.1twn
Crespo Person
MESSAS 1602-692 9, Jeft
Kramarczyl rsonal
1602-989-2404, Ray
Napoletano Personal
Phoenix (-7:000 ¥ 1773-655-8956, Dave Ansehl
Personal
minutes
Fl'r.i-..n:\-v. 1720-743-0493) e
ve Click to Upload & Add
| scredue |
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To personalize your message, click Form Variables below the message box. This will
allow you to inject the contact's name or other contact details into the message. If
you would like to schedule the message to be sent later, simply click the Timetext
toggle and select when you would like the message to be sent.

» E— p— 2
‘ MVClOlld = & il csnion Dylan Crawfo... v
MESSENGER ¥

Fending Your Awailable

TEXTCAST

TEMPLATE/FOIRM METEXT RECIPIENTS

w 1480-271-5392, Shawn
Crespo Persona
SSAGE 1602-692-9249, Jeff

Kramarczyk Personal
1 602-98%-2404, Ray
Mapoletano Personal

Phoenix (-7:00) o 1773-655-8956, Dave Ansehl
Personal

minutes
IC])
OPT-OUT MESSAGE G

DFROM

Primary (1 720-743-0493) v
LABEL
Click to Upload & Add

Add Media
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Timetext

MyCloud Messenger allows you to automate many of your workflows from basic
scheduling to automating text campaigns or intelligent text reminders.

Scheduled
To create a scheduled text:
1. Select One Time under Timetext in the left-hand menu

2. Search for the contact you would like to send to, select when you would like the
text to be sent, and craft your message

3. Click Schedule

‘MvCloud = @ lion Dylan Crawfo... v

MESSENGER

O 0 Timetext

Pending Your Awailable
Chats Chals Agents

#|_|olal@
@ Dashboard
® Chatbox
) Textcast
O Timetext

&) One Time 1
e

E Reminders ( minutes a
Il Series T

£ Calendar Phaenix (-7:001 o [C]

Primarv [1720-743-04%3) s

Add
9

Note: you can schedule multiple messages to the same recipient simply by adding an event
before clicking the Schedule button.
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Series

Series can be used to build informational campaigns, nurture leads, or provide an
enhanced onboarding experience to your employees or customers.

First, you'll want to create a series which can be found under the Admin Menu
located in the upper right-hand corner and select Create Series.

Creating a new Series:
1. Give ita name
2. Provide a brief description

3. Add your messages
*Each message should be assigned a delay which determines when the
message will be sent in relation to when a recipient was subscribed to
the Series.

‘ MVCI'?“d Create Series

MESSENC
DETAILS MESSAGES

ooof

dew Membe
Fending Anvallable New Member

#| 20| A @ [R——

onboarding.

n Your
Chats Chats Agenks.

wact, al 1 sensitive.) 3 hours v Thank you for being a valued member of ournni-.-@\.:

{first_name]  first name
{Mast_name] Last name
® {!display_name] display name will
o default to first and last
if none is set)

& Dashboard
# Chatbox

—— gne 3 davs - rou registered for your first course? Just a
4) Textcast (¥irst_initial]  first initial er you have 3 classes to register in the next 14
ERMIMATE OM RE {Mast_initial} Last initial .
@ Timetext Ah ) =5 will terminate ; {temail) email address
G el Fesm bl - -
& One Time nle ol soarm Eonpems: wie high {!phone] primary phone number
[ Forms - 3 weeks V¥ Howr is class going? Want to get your candid feedback
No Yes nour open-ended survey.
Z Reminders .
Il Series - Primary
) Calendar - -
3 calendar ¥ Interested in a new course? Go to our website to see
IS Log new courses for the new quarter.
.
& Reports
@ Users
A Contacts 3 calendar ¥ The semester is almost over. Interested in re-upping
for next semester? Head over to our website. -
= Perch
Add

Note: you can also personalize each message by selecting from the variables list to inject
things like the contact’s first name.
Subscribing contacts:

1. Select Series under the Timetext menu in the left-hand menu

2. Search for contacts matching your desired criteria

3. Choose the series, and click Send
*contacts can also be automatically subscribed through a Keyword operation.
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Reminders

Reminders can be used to send a text notification prior to an upcoming
appointment, bill due date, or scheduled delivery date. This can help assure things
like on-time payments and accurate appointment schedules.

To schedule automated reminders you must first create a form. Think of a form as
the body of the reminder, where you can add placeholders for variables like date,
time, location, and more.

To create a new form:
1. Select Forms under Timetext in the left-hand menu
2. Give the form a name and craft its messaging

3. Click Create Form

‘MVC[OUd = D Dylan Crawfo... v

MESSENGER

O 0 0 e

Pending Your Auvailable
Chats Chats Agents

& OneTime @ Forms | E Reminders | lI Series Calendar | & Help

# | R | O | & | @ NEWFORM [0 _- = ___- = FORMS
rms can be used with Series and
& Dashboard MAME xtcasts & will pull infermation from @ Employee Verification
ontacts re the variab [!display_name]
® Chatbox supported far these uses (click d {ere is your verification code. Please provide this code r agen
FORM TEXT verification of identificatio
4) Textcast [thirst_name]  firstname [!verification_code]
@ Timetext {!1ast_name] lastname #f Kramarervk 22 Ot £:9F 30y
[tdisplay_ I display name (will created: Jeff Kramareryk, 22 Oct 2021, 6:39 am
& One Time delﬂ:ﬁmﬁrunm
last if none is set) D welcome
& Forms 1 [Mirst_initial]  frstinitial Nelcom:
- {Mast_initial] last initial :
E Reminders [temail} email address e, et
Il Series Linhovel FaTinay phons crestedt Jell Kramareayk, 19 5 prn

[ Calendar

= Log

€ Reports
@ Users
(A Contacts

© 2021, All rights
Note: almost any variable field can be added by inserting {!field_name} into the message.
These variables must exist in the file used for import in the next step.
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To schedule your reminders:
1. Select Reminders

2. Choose the form

3. Upload the .csv file containing the reminder information

4. Map the fields and choose when to schedule each message

5. Click Submit
@& MyCloud =

Timetext:

& OneTime | [ Forms | B Reminders

2 00

e Your Aevailatzle
Chats Chats Agents.

#|R|Q|A|®
& Dashboard
# Chatbex

A SELECT YOUR FORM Cf
['display_name]

is your verificati

) Textcast provide th de t
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O Timetext [!verification_code] Lead Type
&7 One Time LeadCapture
I 0 NTAINT 1 LeadCapture
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phone number First Name
Il Series d istL.:_ly_nq'nr_‘ Moah
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g =L 4 Tobias

i= Log B.UPL LE
% 25 r le. MUST have a b select field/ienore
@ Reports row. For best results, see our details A =
= Last Name
& Users Select File Grif
srife
B8 Contacts Lewi

- sebect held/ienore -
Email
noah.grife@kennected io

tobias@myitcrewny.com

© 2021, All rights reserved

- select field/iencre -

Calendar

Once you have scheduled messages to be sent out using any of the above options,

Wl Series | B Calendar | @

A SV Beneath eachfield is a s
9 sebect feld/ienore -

Y D PHONE NUMBER FIELD
Lead Tvoe
ER # TIME FIELEMS
® Lead Tvoe
e Lead Tvoe
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F.TIMEZONE
send at date/time
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Phoenix i-7:001
G.SENC .
Primary (1 720-743-0493)
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REMINDER TIME FIELD(S) can be ignores
| FromMN
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‘ MyCloud
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Dylan Crawfo... v
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Days
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MIM
61
SAVE F SR [
O v e,

you will be able to view, edit, or abort by viewing the calendar. Here, you will see how
many of each type are scheduled on any given day. Clicking on one will allow you to

view and modify if needed.
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Groups and Pathways

In MyCloud Messenger, groups allow you to queue inbound messages that are
handled by a specific team. Pathways enable you to route inbound text messages to
those groups for live agent interaction or simply send automated responses.

Groups

Your MyCloud Messenger account has a single, pre-built primary group. This allows
you to send and receive messages from day one. You can add groups based on
things like department, topic, or campaign.

First navigate to Groups under the Admin Menu in the upper right-hand menu.

To add a group:

1. Click Add Group
2. Give the new group a name
3. Assign a new number (optional),
4. Add a manager (optional)
5. Configure group settings and click Save
& MyCloud = ® ian Crawfo... v
Groups
& Conbipur o Groups | 10 Terplates | N Sevies | "G Pathways | @ Hh
& Dashboard
® Chatbax PERPAGE | 25w oo 1%
‘ Texdtcast WELCOME FAREWELL OFF-HOURS HOLD
e;":‘mmm o [ Frimary 1720-743.0453 v i y : v edit
@ Forms
E Reminders ST
W Series Marne, Humber & Customization
= Log g L o — -
& Reports.

® Users T —

0 Contacts

= Perch

Schedule Handling

@ e e @ o e

p e @ @ @ @ e

2

Note: you will need to add the group(s) to the users desired by editing each user and selecting
the correct group(s).
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Pathways

Pathways within MyCloud Messenger allow you to automate inbound text
interactions. This allows you to effectively provide information, queue chats up for a
live agent, or simply terminate the interaction with a message.

You will build your pathway by creating nodes. Each pathway must contain at least
one. First, choose Pathways from the Admin Menu in the upper right-hand corner.

To add a node:
1. Click Create Node

2. Enter a name, automated message, and add the acceptable responses/actions
for each

3. Click Save

& MyCloud = Ovian Crawfo..
6060

#alolal@®
® Dashboard
# Chatbox

D Timetext

3 Forms

Wl Series
1 Calendar
= Log

B Loars Create Node

Mern | Opticns

Note: If creating multiple nodes, it is best to work backwards, creating your final node first.
Assigning the new pathway within a group’s settings will determine when a contact will
interact with it.
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Keywords

Your MyCloud Messenger account allows you to create an unlimited number of
keywords; each configured to perform an action or set of actions when texted.
Keyword management can be found under the Admin menu in the upper
right-hand corner.

Building Operations

First, you will want to build an operation which is an action or multiple actions set to
happen when a keyword is texted. These actions can be:

* Tag - this will tag a contact with up to 5 preset tags automatically

* Reply w/text - sets an auto-reply text to be sent

* Send to queue - sends the contact into a specific queue to chat with an agent
* Subscribe to series - subscribes a contact to a specified drip campaign

* Send to pathway - routes a contact to an automated pathway to provide
automated information or drop into a queue to chat with an agent

* Initiate survey - this launches a preset survey with the contact
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To add a new Operation:
1. Click Add Operation from the Keyword management screen in the Admin Menu
2. Give the operation a name
3. Assign it to a Keyword if one already exists
4. Configure the actions you would like to take place

Below is a simple example, where a keyword is sent in, the contact is tagged, sent a
response, and subscribed to an informational Series.

‘ MVCIOUd New Operation

MESSENGER
15T ACTION 2NDACTION 3RD ACTION ATHACTION
9 o 0 Get Started Tam G Replv w/Text 8 Subscribe to Serie v Send to Pathwav v
ety o fx;l_lna?ie TAGS REPLY TEXT SERIES FATHWAY
i ey Eeas Thanks for signing —selectseries— v — select startinee ¥
# | g | Q | A | @ ot Ker. up! We'll send details
on next steps shortly.
member Reply STOP at amy
& Dashboard 2021 time to discontinue
text messages.

® Chatbox
) Textcast
© Timetext

&3 One Time

[#) Forms

E Reminders

Il series

B4 Calendar
i= Log

Jue

& Reports
@ Users Cancel m

[A Contacts

& Perch

Note: ‘send to queue, ‘send to pathway, and ‘initiate survey’ actions cannot be combined in
the same operation.

If you have already established a keyword, you can easily select it directly from the
operation. When you're all set, click Save.

Keyword Assignment

To add a Keyword, enter it into the field at the top of the keyword screen and click
Add Keyword. Then, under Assignments, click Add Assignment, match it up to the
desired Operation, and click Save.

Note: you can have multiple keywords assigned to the same operation.
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Settings

As an admin user, you can easily configure your account or group settings by
navigating to the admin menu in the upper right-hand menu and choosing settings
or groups respectively. Let's take a quick look at a few important settings.

Adding your logo

Under account settings, you can easily add your logo to instantly make your instance
feel more personal. To do this, under Branding & Customization select a logo file
under from your desktop and click Save. Your logo will appear on your custom login
page as well as in the top left corner within the MyCloud Messenger application. You
can also modify the left navigation bar color.

Auto-replies

Auto responses can be configured within your Primary or any additional group by
editing that group’s settings. There are a few options available to customize your
customer interaction.

* Off-hours - send an automated response if the text comes in outside of
business hours

* Welcome - send an automated welcome message when a text comes into
the group

* Farewell - send an automated farewell message when an interaction within that
group is ended

* Unavailable - send an automated response if all agents assigned to the group
are logged out or unavailable

Notifications

Notifications can be configured to send emails and/or text messages if chats are
neglected or even every time a new interaction is started.

* Neglected chats - can be configured at the group level to notify users after a
certain period of time that there is an unattended chat. Notifications follow the
user's preferences set in their profile.

* New interactions - can be configured only at the account level and will
send a text OR email any time a new interaction is started in any group with
any individual.
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Text consent

Inbound text consent allows you to establish an opt-in workflow where new contacts
can agree to receive messages from your company. It adds a layer of compliance and
protection to those who need it.

You can configure a global text consent policy and workflow within your account
settings and customize messaging within each group if you have multiple campaigns
active. You can also configure certain groups to be exempt from the global text
consent configuration. To set it up, simply toggle it on, click ‘Populate for Me’ adjust
messaging to your liking and click Save.
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