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360

Using Salesforce’s Custom Notifications
for true Push Notification Incoming SMS Alerts

360 SMS already has the industry’s most robust alerting tools for Incoming SMS but new to the Salesforce Summer 2019
release is a Salesforce feature called Custom Notifications which unlike Chatter Notifications truly uses the phones

native push notification feature to pop up a customizable message.

Eventually, 360SMS product will add this to its list of notification features, but until then this article will show how to
create a simple Process Builder or Flow to send a push notification to the Phone or Desktop when an Incoming SMS
arrives. IMPORTANT: Customers that allow 360SMS to configure their Orgs automatically receive this Process
Builder/Flow. Note that one can push notify on any Salesforce event, so this is not just for Incoming SMS. Consider using
this concept for key SMS ChatBot/Survey responses or key field updates.

360 SMS currently offers these notification methods invoked from the SMS Setup:

1. Email Notifications - The phone’s email app (Outlook, Gmail) will pop-up its notification if turned on
a. Remember 360 SMS is the only platform to allow replying to the email notification, which sends an outbound
SMS to the customer. The outbound sends to the customer and appears in the SMS Convo.
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Figure 1 - This article teaches you how to do a real Push Notification that pops up on the cell phone or "rings the bell" on the Salesforce browser
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Now let’s add true Push Notifications — thanks to the power of the Salesforce Mobile team!
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Bolder CRM Push Notifications

If your 360SMS system was purchased and implemented by Bolder CRM, then Push Notifications are enabled by default
and controlled by a checkbox on each User record.

All Users - LM/360

On this page you can create, view, and manage users.

In addition, download SalesforceA to view and edit user details, reset passwords, and perform other administrative tasks from your mobile devices: iOS | Android

View: [All Users - LM/360 v | Edit | Create New View

New User | Reset Password(s) | Add Multiple Users

[ Action FullName *  Alias Title Email Phone Mobile SMS Number Mobile Unformatted ng Push Notifications) Calendar Lii
(O | Edit | Login ?gﬁ%@ agui - v
() | Edit| Login Ahmad,Ali  AAhma Ao;ésr:?e Sales v
() | Edit| Login Ali, Sammy  sali +1 v
(J | Edit| Login Ayala, Yanitza yayal 4 . v
O | Edit | Login %"‘ jband fgg‘i Sales v

Figure 2 - Push Notifications are enabled on a Per User basis
Troubleshooting Push Notifications

Make sure that your Salesforce Mobile app is installed on the phone and that Push Notifications are enabled. See below.
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Figure 3 - Salesforce offers Push Notification on practically anything. Incoming SMS is just one of them and each user needs to make sure they are
enabled on their personal device
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Also make sure that the actual Phone has it’s Push Notifications enabled for the Salesforce app. See below.
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Figure 4 - Your personal phone may also require that you enable Notifications for the Salesforce App
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Create a Custom Notification

Since the Summer '19 release, Salesforce now allows the creation of a custom notification type which appears as a
choice in the Process Builder or Flow. Create a Notification Type from Setup = Notification Types.

333 Setup  Home ObjectManager v

Q, notlfication SETUP
Notification Types
v Apps
~ Mobile Apps
v Salesforce
Salesforce
Notifications
v Environments NOTIFICATION NAME API NAME NAMESPACE DESKTOP MOBILE
~ Monitoring 7 SMS_Incoming
API Usage Notifications SMS Survey Response Notification SMS_Survey_Response_Notlfication
v N

Notification Types

Figure 5 - First create a custom notification type record

Then you must modify the Notification Delivery Settings to specifically enable it for iOS and Android devices.
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- : SETUP
Q. notification| Notification Delivery Settings
~ Apps

Salesforce Notification Types

> Activities

~ Mobile Apps

v Salesforce

Edit Delivery Settings

Salesforce Notifications

~ Environments . Notification Type
> m Analytics SMS Incoming
v Monitoring Supported Channels
API Usage Notifications | Desktop

> é Approvals

v Mobile
~ MNotification Builder o
Applications
Custom Notifications N Chatter Salesforce for Android
— — Salesforce for i0S

Notification Dlivery Setting
Notification Delivery Settings

Didn't find what you're looking for? X
Try using Global Search.

Other

Custom Notification Types

Create custom notification types in Custom Notifications

Notification Type Mobile Applications

w Desktop

SMS Incoming vy v Salesforce for Android, Salesforce for i0S

0

SMS Survey Response v vy

Figure 6 — You must specifically enable the notifications for iOS and Android devices
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360
Process Builder

The process builder for an Incoming SMS push notification is extremely easy. There is a new action in the Immediate
Actions to choose the custom notification you created in step 1. Then you can merge fields into the title and body of the

notification.

The target object defines what record opens in the SF Mobile interface or the record which opens in the browser. The
Salesforce FLOW interface has not quite caught up to this feature but read below for creating the custom notification via
a FLOW which is especially useful if you want the Target Object to open to a different record than the SMS History.

I Process Bullder - SMS Hitory - Incoming Push Notificat L
ie Frocess Bullder ory - ncoming Fush Mot Send Custom Notification

Actlon Name* 3

START Define Criteria for this Action Group

Criterla Name* 3
SMS History
Incoming

Push Notlficatlon

Notlfication Type *

SMS Incoming v

) To create 2 new notification type, go to Notification Types In Set
Tlterla for Executing Actlons* _
Notlfication Reclplent *
Condltlons are met
© Formula evaluates to true
TRUE IMMEDIATE ACTIONS
Mo criterla—just execute the actlons!

T
A Push Notification

Bulld Formula

FALSE + Add Action
Insert:  Fleid q Functlon q Systern Varla... Q, Operator - Incoming SMS from: {{[tdc_tsw__Message__c]tdc_tsw__Sender Name ¢}

Notlfication Body*

[tdc_tsw__Message__cl.Name = 'Incoming'

ktop and send a real push

{* uses Summer '19 pus
ch cannot @notlify the

notlficatlon to the p
admin user and clutter up y

ature to ring the bell” o

chatter notifications v Merge Fleld Q

Meszaga- .
{[tdc_tsw__Message__c]lidc_tsw__Message Text_New__c}

( Use a FLOW if you want to open the Contact or Lead instead of
Target Object*

® tdc_tsw__Message _c Object that started the process
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Flow - Open Contact/Lead instead of SMS History

Some customers prefer that the click to the Push Notification opens the actual Contact or Lead record (or custom object)
rather than the SMS History which is the case with the Process Builder method due to Salesforce limitations with Process
Builders. To workaround the Salesforce Process Builder limitations use the Flow method below to accomplish this task.
To be clear this method makes it so that when you click the notification from the Phone or the Bell icon in the browser,
it will open the SMS_History.Related_Record_Id which is the primary record that the SMS History is related to.

IMPORTANT: Customers that allow BolderCRM/360SMS to configure their Orgs automatically receive this Process
Builder/Flow in an unmanaged installable package. Bolder CRM assumes no liability and does not support the creation,
debugging or teaching of flow technology without a consulting contract.

Big thanks to Narender Singh, Claire Jones and Christine Marshall whose articles below helped get through the awkward
Custom Notification Action in Salesforce Flows:

How to get the Id of a Custom Notification - ForcePanda Blog (especially useful for Professional Edition)
Custom Notifications in Flows - The Everyday Admin

Our flow does one step better than these two articles as Salesforce lets us get the Custom Notification Id via a simple Get Records on
the “Custom Notification Type” object, so that it is now completely without hardcoding of Ids.

2 Flow Builder SMS Push Notifications - Vo

9

Toolbox

Elements

Search

New Resource

this flow

N

el Edit Get Records ;

Find Salesforce records and store their field values in flow variables.

Manager Start “Label APIName
Autolaunched Flow

Debug Details

CustomNotificationType recCustomNotificationType

Description GET RECORDS: recCustomNotificationType
Dynamically get the Custom Notification Id specifically named “SMS Incoming” so we no longer need to

Find one CustomNotificationType record where

RESOURCES

~ Collection Variables (1)

[l

Get Records
Bystom Notificatiol

then hardcode the Custom Neotification Id. ‘

Get Records of This Object

CustomNotifTypeName Equals SMS Incoming
Result

Successfully found record.
{vCustomNotificationTypeld} =

A5 vNotificationRecipients > " Object
ificati OML2wO000000Kze4GAC

v Decision Outcomes (1) Custom Notification Type

@ outcomeNotificationldYES > »gs:—bl Q I ) L

@) Filter Custom Notification Type Records DECISION: decCustom_Notificatoin_Id_Set
v Formulas (1) Q i
Decision Get Records Condition Requirements Outcome executed: outcomeNotificationIdYES
Ag MargetObejet > o SMS History ond = e i
‘ ‘ Custan: ND;\:CatOII’\ All Conditions Are Met (AND) - QOutcome conditions:

~ Record (Single) Variables (1) oun {'vCustomNotificationTypeld}

1) SMS History from recSMS._History > Field Operator Value (OML2w000000Kze4GAC) Ts null false
 Text Templates (1) CustomNotifTypeName Equals v  SMsIncoming

Az ttPushNotificationMessage > Assigﬁment + Add Condition FAST LOOKUP: recSMS_History

Add User to .

~ Variables (2) Notification Recipi... Find all tdc_tsw__Message__c records where:

A, \CustormNotificationTypeld N e R N Y N P g e Y 1d Equals {'vSMSHistoryld)

A N (a062w000003q9kUAAQ)

ELEMENTS

v Actions (1)

Notification

Define an input variable
that the Process Builder

passes to the flow

Ed

Action
Notification

Store the values of these fields in
recSMS_History:

tdc_tsw__Message Text_New__c, Ownerld,
tdc_tsw__Sender_Name__c, Id,
tdc_tsw__Related_Object_Id__c

Result

Successfully found records.

ASSIGNMENT:
Add_User_to_Notification_Recipients
{vNotificationRecipients} Add
{IrecSMS_History.Ownerld}

Result

Figure 7 - Overview of the Flow - call the flow from the Process Builder passing in the vSMSHistoryld as an input variable.
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https://forcepanda.wordpress.com/2019/07/02/how-to-get-the-id-of-custom-notification-types-in-salesforce/comment-page-1/?unapproved=1434&moderation-hash=f023ce407ea149d88abde2e63d9e5e25#comment-1434
https://theeverydayadmin.com/2019/08/08/summer-19-new-feature-alert-have-you-combined-flow-custom-notifications-yet/

App

Edit \Variable

" AP Mame

viMotificationReclplents

Descriptlon

Per this artlcle below, this needs to spedfically be a Collectlon varlable. We populate It from the User oblect.

https: /[theeverydayadmin.com 2019/ 08/ 08//surnmer-19-new-feature-alert-have-you-comblnad-flow-custom-notificatlons-yet/

“Data Type @
Text

- | [#] Allow muttiple values (collection) gy

Avaliablilty outslde the Flow
Hyallable for Input
Hvallable for output

Important that this is a collection variable as the Notificatoin Action
only accepts collections of users even though we only have 1 here.

Edit Assignment

*Label * AP Mame

Add User to Notificatlon Reclplents AddUserMotlficationReclplent

Description

This obscure method Is documented In the article below. We need to add the User(s) that will be used In the Custom Motificatlon Into a
Collectlon Varlable of type TEXT even though here we only have one user. Make sure to use the ADD operator.

https://theeverydayadmin.com/ 2019/ 08/ 08 /summer-12-new-feature-alert-have-you-comblned-flow-custom-notificatlons-yet/

Set Variable Values

Ezch varlable s modified by the operator and value comblnation.

Varlable Ciperator Value

{lwMotlficatlonReclplents} Add v {IrecSMSHIstory. Ownerld}

<4 Add Asslgnment

Figure 8 - Create a collection variable to hold the "many" users that will be notified even though we are only notifying one person here but it would
indeed notify others if you wanted to add that business logic. Then use the Edit Assignment flow control to add the User(s) to the variable.

Edit Text Template

*API Narme

HPushMotificatlonMessage

Description

Manufacture a Push Motificatlon mg. The Push Motlficatlon Introduced In Salesforce Summer "19 push notlfies
onlthe Desktop and Moblle. Don't need to add a lInk to the Contact or Lead because the notlficatlon Is automatically

linked to the record and wlll open the record on the users moblle phone. .
*Bady @
Insert a resource... Q @
Rich Text

Incoming SMS from {!recSMSHIstory.tdc_tsw__Sender_Name__c}
 Plaln Text

{lIrecSMSHIstory.tde_tsw__Message_Text_New__c}
P

Figure 9 - Create a Text Template element via New Resource and manufacture the message that you want. We recommend using the Sender Name
and the message. Make sure the msg is Plain Text or it will show with <p> and </p> tags like ill-formed HTML.
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And now finally we can execute the Notification!

Toolbox

Elements Manager

« Interaction (2)

Get Records
Delete Records

Figure 10 - Create the Notification Action with the defined parameters.

MNew Action

Filter By

Category

Account

Email

Approvals

Uncategorized

14

Use values from earlier in the flow to set the inputs for the "Send Customn Motification” core action. To use its outputs later in the

Edit "Send Custom Notification" core action

flow, store them in variables.

* Label

Notification

Description

*API Name

Notification

Users the Customn Motification Feature of Salesforce - define the notification first in setup, then do a Get Records on the
"Customn Motification Type" object to find it by name and get its ID which is needed first and foremost.

Set Input Values

Ay

o

* Customn Motification Type ID
{wCustomNotificationTypeld}

* Notification Body
{'ttPushNotificationMessage}

* Notification Title

Incoming SMS

* Recipient IDs
{NotificationRecipients}

Sender ID

Target ID
{!fTargetObejct}

Target Page Reference

SF does provide a pick list so yo must populate

w/ the technique above

(many Ids), which is why we had to define a variable as
COLLECTION and ADD the one user to it.

The Recipients Id only accepts a Collection variable

Indicates the record that will open when the
notification is click, so you can easily customize

Don't Include

ek Tmelids
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Now Activate the Flow and call the Flow from the Process Builder Immediate Action.

2 Process Bullder - Hitory - Incoming Push Notificat € BackTo
aunch a Flow (2]
START Define Criteria for this Action Group
A ‘9
Criterla Name *
SMES His _—' Incoming Push Notification
Incoming
”

'terla for Executing Actlons*

Condltlons are met

uates to true
TRUE IMMEDIATE ACTIONS

SR Push Notification
A in

a—|ust execute the actlons!

Varlable

Bulld Formula VSMSHIstoryld M

FALSE

Insert:  Flaid o} Functlon Q System Varla... Q Operator v + Add Row

[tdc_tsw__Message__cl.Name = 'Incoming'

{* uses Summer '19 push atlon feature to “ring the bell” on desktop and send a real push
notification to the phone. Much better than chatter notificatlons which cannot @notify the
admin user and clutter up your chatter feed */

Figure 11 - Call the flow from the Immediate Action instead of using the Process Builder "Notifications" action
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Make it a User Preference

In my world no two users always agree on the same thing, so consider modifying the calling Process Builder ever so
slightly to make it a user preference. This is also nice to turn off your Push Notifications right before a Big Batch SMS

goes out unless you want your phone constantly chiming with the sound of incoming money. @

Two quick steps:

1. Add a field to your USER object such as SMS Push Notifications (checkbox defaulted to Checked)

2. Add aline to your Process Builder criteria checking SMS_History.Owner.SMS_Push_Notifications = True

SETUP » OBJECT MANAGER
-
b [ UseD

Edit User Custom Field

| Detais SMS Push Notifications

I Fields & Relationships

Custom Field Definition Edit Change Field Type | | Save | |Cancel

User Page Layouts _ .
Field Information

User Profile Page Layouts Field Label  |ISIS Push Notifications |
FieldName  |SMS_Push_Notifications |

Lightning Record Pages

Description YWhen enabled the user will receive the new style Push Nofifications to the Phone and to the Bell in browser for any
Buttens and Links incoming SMS
- g
Triggers .
General Options
Validation Rules [ Default Value Checked ]
Unchecked

Figure 12 - Add a user field

[tdc_tsw Message c].Name = 'Incoming' &&

[tdc_tsw Message c].Owner:User.SMS Push Notifications c¢ = TRUE

/*********************************************************************************

Uses SF’s Summer 'l9 push notification feature to "ring the bell" on desktop and send a real push
notification to the MobilePhone. Much better than Chatter notifications which cannot @notify the

admin user and clutter up your chatter feed
***********************************************************************************/

Figure 13 — Modify the criteria of your process builder referenced in Figure 11 to add the reference to the User.SMS_Push_Notifications
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About the Author

Steve Roch, CEO of Bolder CRM is an SMS Industry expert having worked or consulted with the top three SMS Apps on
the Salesforce AppExchange and also having built the popular Salesforce app ActionGrid™, acquired by Conga in April-
2016 and now renamed Conga Grid™. Bolder CRM is the exclusive distributor of 360 SMS in the United States, Canada
and the United Kingdom.

Learn more about Steve and Bolder CRM at https://boldercrm.com/360SMS and https://www.linkedin.com/in/steveroch/

Call/Text: +1 720.605.0632 or +44 1234480564 or +61488 845944

WhatsApp: +1 303.800.3258 or click here to initiate a WhatsApp convo with Steve

Email: steve@boldercrm.com
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