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1 - Freshdesk Twilio Configuration:

1.1 - How to install Twilio Plus App:

This section will show you the steps on how to install and configure the Twilio Plus
App.

Click on “Get More
Apps”

<« [&] @ codupiosandbox.freshdesk.com/a/admin/integrations/applications/#apps

You are currently in your sandbox account. Go to Freshdesk account.

Drewy Q0 &

Admin

Apps Developer Shorteuts

Apps allow you to integrate with other applications to make your Freshdesk experience more awesome. They also enable you to customize and personalize your Freshdesk portal = Go to Developer Portal

Apps
Apps in Freshdesk let you share data with
third party solutions and services that you

Apps Custom Apps & Ge,

use regularly. They also enable you to add
additional features to the ticket and
contact details page. Freshdesk offers
. several apps out-of-the-box. To browse
No Apps installed our selection of apps, click on the “Get
Mere Apps” button.
We've integrated with some of your favorite applications.
Click 'Get More Apps' to browse the selection. Custom Apps
Can't find an app that fits your needs?
With our Custom Apps (earlier called
Freshplugs). you can bring in contextual
information from any third party solutien,
legacy system or database. These Custom
Apps can also be used to make visual
changes to your helpdesk and boost
productivity. Click here to learn more!

eshdesk.com/integrations/applications
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1.2 - Sign up and Sign in to Twilio Plus App:

You are currently in your sandbex account. G to Freshdesk account.

@ Admin

Marketplace Twilio Plus

Apps

Apps allow you to integrate with

Twilio Plus

Apps Custom Apps Twilio Plus

Twilio Plus is an automated ticketing system built for Freshdesk, powered by Twilio SMS.
Overview Installation
The Twilio Plus application for the Fresdesk platform provides customer service agents the convenience of having an automated ticketing
system, allowing them to communicate with clients even when they do not have access to an active internet connection.
Twilio Plus takes Freshdesk's functionality a step further by incarporating its ticketing system with the Twilio SMS API.
Version: 10 With the application, agents can communicate with custemers witheut being redirected. Moreaver, through providing an offline customer
§ . support service using SMS, agents can provide a significantly better level of satisfac.
Published By Codup.io
5 days ago o
in Chat, Video & Telephany
namin @ QD
& Help and Support Bz 0 00 @
support@codup.io Twilio Paid sms App
——
https://codupio.freshdesk.com
S S
Policy on third party apps
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You are currently in your sandbox account. Go to Fi

BNews Q 0O @& -

@ Admin

<
Apps
Apps allow you to integrate with other applic

Apps  Custom Apps Twilio Plus
Settings
Email *
Password *
m Forgot password
& Don't have an account? Sign up

Install Cancel e
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1.3 - Configure Twilio Plus App:

This is the main screen where the configuration is done for integrating the Freshdesk and Twilio
Plus App

i. Key inthe Twilio phone number that you have
ii. Enterthe Account SID (Account SID can be found in Twilio settings)
iii. Putthe Twilio Authentication token (Auth token can be found in Twilio Settings)

dbox account. Go to Freshdesk

You are currentl

Brews QO ¢

@ Admin

Apps
Apps allow you to integrate with other applic:

Apps Custom Apps

Integration Settings | Cu S Templates  Incomin:

SMS Templates

You can configure the text of your outgoing SMS messages in the
settings below. Use these tags as shown in the example to enrich your
outgoing messages.
You can use these tags in your SMS template to display
the ticket URL - <ticket_url>
oy cod B - 356 the ticket number - <ticket_number>
7, see help artcle here,
rrlberjust fu test this but you'll need to upgrade the Bgent name - <agent name>
ot e en ronment the customer name - <customer_name>
current date & time - <datetimes
the old status of the ticket - <old_status*
the new status of the ticket - <new_status>*

Integration Setting:

Please enter your Twilio gt credentials below

Twilio Phone Number*

Enter your Twilio phone nurn!
For help on how to get this nul
Note: You can work with a tril

your Twilio account to use ths

Twilio Account SID*

ter your Twilio Account SID* Where do | get this? Enable Status Change

ilio Auth Token* Enable New Reply/Public Note

Install Cancel
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iv) Enter Freshdesk Domain e.g. example.freshdesk.com

v) Enter Freshdesk API Key which can found in Freshdesk user profile settings

vi) Enable/Disable SMS reply on status Change — When this is enabled SMS message template
will automatically send SMS on ticket status change.

v) Enable/Disable New reply/Public Note: When this is enabled then SMS message will be
automatically send on new public note or a new reply added to a ticket.

Settings Serverless Logs

work with a trial number just
ount to use this app in a live &

ut you'll need to upgrade
d

current date & ti
the old status of
the new status of t

unt SID

ilio Account SID Where do | get Enable Status Ch,
Change in ticket status: Configure ti

h Token SMS when the status of a ticket cl

wilio Auth Token Where do | get t K x
You can view the ticket
<ticket_url>
VAL | ATE TWILIO ACCOUNT

Freskddgk Domain
Enable New Reply/Public Note

New Reply/Public Note: Configure the body text for the outgoing

Your Freshdesk Domain (Eg. examplefreshdes

Freshdesk API Key

[ '

Enter your Freshdesk APl Key Where do | get this?

VALIDATE FRESHDESK API KEY

SMS when a new reply or public note is added to a ticket

A new reply has been added to your ticket #<ticket_number>,
You can view the ticket at:
=ticket_url=

*Applicable for status change SMS template only
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1.4 - Custom SMS Templates:

Functionality which provides a place where SMS templates can be saved with tags
(placeholders). The same templates can be used to send SMS

e - — e

Test Twilio plus
U to integrate with other applica

Serveress Logs
istom Apps —

Test Twilio plus Integration Settings Custom SMS Templates ncoming SMS Settings
Test Twilio plus

Add New Template

Message Media App
App to send message to use|

Advisa
Al vl o Tk P You can use these tags in your SMS template to display
the t t URL - <ticket_url>
tnumber - <ticket_numbers
me - <agent_name>
me - <customer_name>
ime - <datetimes
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1.5 - Incoming SMS Settings:

Incoming SMS settings has functionality which will create new ticket when there is no activity
within specified time duration which can be set from below mentioned settings

& 5 C @ codupiofreshdesk.col agrations/applications/

D Q0O &

0 Admin

Apps
Apps allow yau to integrate with other applic

Settings

Apps Custom Apps

@ Twilio Plus Custom SMS Templates Incoming SMS Settings
The Twilio Plus application fg

allowing them...

Twilio

To create and update ticket via sms, copy and paste the url to your
Create new ticket by sms twilio number's webhook

) For heip on how o 6o this, see article here
® when user has no activity within specified time duration

N il dup. |
When user sends message in predefined format http P

Time Duration

& HH i1
Time to check for last activity. I no activity in the given duration a new ticket will be
created.

Save Cancel
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gs

Serverless Logs

Integration Settings Custom SMS Templates Incoming SMS Settings

Incoming SMS Settings
Create new ticket by sms

When user has no activity within specified time duration
When user sends message in predefined format

Subject is required
Is subject required for incoming sms in order create new ticket.

Default subject
Sup!
Fallback subject when no subject is provided for new ticket.

Email is required
Is email required for incoming sms in order create new ticket.

Error message

‘Wrong pattern!

Incoming sms format
New ticket

To create a ticket via sms customer needs to send message in the
following format

NEW

Sub: subject of the ticket
Email: email of customer
ticket description

Eg.

NEW

Sub: Technical support needed
Emaik customer@example.com
| am having problem with ..
Reply on ticket

In order to reply to existing ticket, customer need to send message
according to the following format

Ticket id

your message

Eg.

52

| have followed the instructions and ...
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2 - Freshdesk Twilio Flow

2.1 - SMS from customer to Twilio Number:

SMS is sent from client contact number to the Twilio number as mentioned below

C (@ textnow.com/messaging

Ghazanfar Ha

=

I e Today 3:55 PM
Sent from your Twilio trial account -...

Your Twilio verification code is: 907...

TextNow

e (347) 467-7151 will be released and...
67329

9 Your ticket status has been change...

Sent from your Twilio trial account - hello back
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2.2 - SMS Came in Freshdesk as Ticket:

The SMS lands in the form of a ticket in Freshdesk as mentioned below

< C @ codupiosandbox.frashdesk.com/a/tickets/filters/all_tickets - % u @

You are currently in your sandbox account. Go to Freshdesk account.

Al tickets New ~ Qseach L1 (3%

Sort by: Date created v Layout: Card view v @ Export | 1-300f89 > [

FILTERS Q
Low v

+13474677151 opened a ticket #386

@ +13474677151 . Agent responded 2n hour ago - Due in 5 days

<

& -/ Ghazanfar Agents

A Open v v

Groups
Created

Last 30 days v
Due by
Skill

Status

Priority

" e

2.3 - Replied from Inside ticket:

When you open ticket in Freshdesk you can see the message as mentioned below

Twilio Plus App gets installed as shown below marked in red box. When admin type a message in
the box and send it, it will be replied to the sender on the same number.

<« C @ codupiosandboxfreshdesk.com/a/tickets/386 L ¢

You are currently in your sandbox account. Go to Freshdesk account.

o
All tickets > 386 New v Qsearch [
¥ | B Addnote > Forward @ Close h Merge [ Delete | : @ Show activities - > B
Open i
@ +13474677151 opened a ticket ® RESOLUTION DUE  Edit
by Tue, 20 Oct 2019, 03:58 PM ds
+13474677151 reported via the portal  Created by Ghazanfar Hag

PROPERTIES -

Updated
+13474677151 reported via the portal, an hour ago (Thu, 24 Oct 2019 at 3:58 PM) ¢ o g -
@
Test ticket number @

hello
@
Sent via sms

Text aaa
TWILIO PLUS e &
BAddnote > Forward R Message - SMS Templates = @

Select Template
test checkboxes
hello back @
Tets Dropdown

@

Test Custom Field
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2.4 - SMS Received by the sender:

The reply which the sender has received is marked in orange oval shape as mentioned below

C @ textnow.com/messaging

Ghazanfar Hac

O,

(256) 380-4121 Today 3:35 PM
Sent from your Twilio trial account -...

- o
Your Twilio verification code is: 907...
ent from your Twilio trial account - hello back

TextNow
9 (347) 467-7151 will be released and...
67329
9 Your ticket status has been change...

Type a message.
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