HEROTEL Messaging your customers

Different ways in which you can message
your customers:

The purpose of this manual is to guide you on the different ways in which you can message
your customers. The different ways include:

» Bulk messaging customers.
o Bulk SMS and emails from the customer list.
o Bulk emails by means of import files.
o Notifying customers that a high site is down or high site maintenance is taking
place.
» Messaging individual customers.
o From the customer list.
o From the customer profile.
o Tickets

Please note, you will need the helpdesk and SMS gateways set up to be able to message
your customers. For more information on this, you can refer to:

» Webinar: Mailbox Scraping
e Guide: Helpdesk Setup Guide

* Blog: Notification Rules
* Blog: Notification Templates

1. Bulk messaging
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1.1. From the customer list

Messaging from the customer list will enable you to message a specific group of people i.e.
all customers who pay via debit order or customers in specific groups etc. To do this, go to
your customer list, use the filter options at the top of the screen to determine which
customers you would like to message.

Categories All Customer Groups Y| | All Billing Groups v & Message + Add Customer < Refresh

1e or more Labels
All Customers Y| | All Payment Types Y| | All Days Y| | AllTypes || | Normal Customers || | All Status Y| | Active AN YA Normal
Customers

> Copy Columns Export Columns Export Columns Show / Hide
IShow | 10 Rows Clipboard csv Excel Columns

arch Search

Customer Billing Account
Group Group Code Type Name Data Accounts Phone Email Status Categories Balance Labels

You will also need to take into account the “Show Customers” section. If there are only 10
customers listed on the screen, then only 10 customers will receive this message. If you
want all customers in your filtered list to receive this message, then you will need to change
this section to all. In other words, the purple section needs to read: “Show all Rows”

After selecting your group of customers, click on the “Message” button. You will now see
the following screen:
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Send a bulk Message to up td810 selected customers

The message below will be sent to all customers currently selected, filtered and displayed.

Make sure that you select all customers and not just the first page if you want to
send a message to all customers.

Specify a Notification rule to only send a message to customers contacts with the

Email Templates ‘

nter a custom message into the box below.

Edit + View ~ Format ~

Iﬁ ("IFormats'IB IIE

Insert short url Insert full url

These links will be updated to point to the each individual customer's own personal usage page

Send Email Close
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In this section, you will be able to view how many customers will

Purple: .
receive your message.

Here, you will be able to determine who should receive the notifications
i.e. only contacts who should receive billing notifications. This is set up
under additional contacts. Notification rules include the following:

* Billing

* Helpdesk

* Outages

* General

* Usage

Next, you will need to determine whether you would like to email or
SMS these customers. Please note to be able to SMS your customers,
you need to have your SMS gateways enabled in your HeroTill
instance.

Green:
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In this section, you will be able to determine which notification the
Yellow: customer receive. For more information on notification templates,

please refer to the: Notification Templated Guide
If you need to change something in the notification template or you

Orange: would like to create your own message for the customer, you can do
that in this section.

After making the relevant changes, click on the “Send” button.

1.2. Bulk emailing specific customers

To bulk email a specific group of customers, you can go to “Tools” - “Messages” and then
click on the “ ” option.

Tools M Setup v @~

Company Documents
Organizational Chart
Calendars
Labels
API

1 Dashboard
Dashboard V2
Background Jobs

e Messaqe

Send Bulk Messages

M ammmlimammiams Tamiom b Demnom
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On the next page, you can add your CSV file, field delimiter and field enclosure. After
your document with the account name and email address, you will be able to add
a subject and message to your customers.

Send a bulk email message

Upload CSV Filename Choose file No file chosen

File must be csv in format containing two columns, account name and then email address

Field Delimiter

Field Enclosure

Total Number of Rows

Subject Email Subject

Message Message

Email Message details. [account_name] within the message will be replaced with the first column from the csv file

Send Message
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Remember to click on the “Send Message” button.

1.3. High Site outages

You will also have the option to let certain customers know that their high site is currently
undergoing maintenance. To do this, go to “Devices” and then click on the “MikroTik
NAS Users” option.

Sales ~ Biling~ HR

Device Maonitoring Setup

Downtime Summary

Circuits
Highsites
IP Pools

Network Devices

Network Map
Wireless Connections

Wireless Signal Spread

Mikrotik NAS Users '
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On the next page, look for the relevant MikroTik NAS User. Once you have chosen the
relevant user or users, then your list will automatically be filtered. Remember to ensure
that you change the show section to all to ensure that you send the message to all relevant
customers.

Mikrotik NAS Users rmm s CEE = -
P Search cn:;;mc;::::ns ﬁburlc!;:lumns Exvuzzzl‘umns srcu:v;:"/“»::e
NAS IP NAS Name Customer Username & First Seen Last Seen
2018-10-11 14:18:21 2018-10-12 17:02:06 a
onth ago
2018-10-19 11:20:28 2018-10-19 16:42:04 E
amonth ago
2018-05-10 16:26:32 2018-05-10 16:43:40 a
O
2018-06-11 16:18:54 2018-06-13 14:08:52 E
5 months ago
2018-05-16 14:11:05 2018-05-16 14:30:12
& months ago 6 months ago
2018-05-04 14:52:50 2018-06-04 08:16:34 8

6 months ago

Once you are happy with your list, click on the message button. On the pop-up screen,
follow the instructions and then send the message.
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Send a bulk Message to up to 6 selected customers

The message below will be sent to all customers currently selected, filtered and displayed.

Make sure that you select all customers and not just the first page if you want to
send a message to all customers.

Specify a Notification rule to only send a message to customers contacts with the
particular rule turned on.

‘ All M

Select a message type

‘ Email b4

Specify a Notification Template to pre-load the message contents below

‘ Email Templates A

Enter a custom message into the box below.

Edit = View - Format ~

Iﬁ f"IFormats'lB Il

'
(1]
il
L ]

i

E
i

rY
il
| v

mil

Il—

p

Insert short url Insert full url

These links will be updated to point to the each individual customer's own personal usage page

Send Email Close
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For more information on the pop-up screen, please refer to section 1.1.
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2. Individual messaging

2.1. From the customer list.

To message individual customers from your customer list, you will need to search for the
specific customer using the search function.

Customers Al Customers " | | Al Payment Types | 7| | AliDays |*| | AllTypes |7 | | Normal Customers || | AllStatus || | Active MR “| a7 | Normal
= Copy Columns | ExportColumns | Export Columns | Show/ Hic
Show| 10 Rows IJENOOE Search I g = it .
Account
Customer Group Billing Group Code Type Name Data Accounts Phone Email Status Categories Balance Labels
New group for suspension testing Netcash Run 1 JEN002 Individual  Jennifer du Plessis 15243, jennatest 0799999999 mail@mail.com  [Vinw al Resellers R 4,636.16 n E n

Showing 110 1 of 1 entries -

After finding the specific customer who you would like to message, click on the Message
button. You will now be able to complete the settings on the pop-up screen:
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Send a bulk Message to up to 6 selected customers

The message below will be sent to all customers currently selected, filtered and displayed.

Make sure that you select all customers and not just the first page if you want to
send a message to all customers.

Specify a Notification rule to only send a message to customers contacts with the
particular rule turned on.

‘ All M

Select a message type

‘ Email 4

Specify a Notification Template to pre-load the message contents below

‘ Email Templates 4

Enter a custom message into the box below.

Edit ~ View - Format ~

Iﬁ f’lFormats'lB Ii

'
il
ikl
[ ]
3
i
ks
il
L
il

p

Insert short url Insert full url

These links will be updated to point to the each individual customer's own personal usage page

Send Email Close
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2.2. From the customer profile

On the customer profile, there are two different places from which you can message your
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customer:

» The helpdesk tickets widget
» The messages widget.

Quick access buttons can also be found for these two functions at the top of the screen:

Jennifer du Plessis E-mal Gontract

S co [
2.2.1. Creating a ticket

In the helpdesk tickets widget, you have the option to quickly add a new ticket or
to open and edit a previous ticket linked to the customer’s account.

Helpdesk Tickets o

233 | Normal 2018-03-01 09:53:08

Accounts « Client Request

Perform Quality Control
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For more information, you can refer to Helpdesk ticket usage

2.2.2. Sending a message

To quickly send an SMS or email to the customer, you can go down to the messages widget.
From here you can:

» Send a new message,
» View a previously sent message or
* Resend a message

Messages Sent & Send Message  |ifs]
Date Message To
DataTill Test Existing System data usage: o
account 15243 data usage now on 0 B of 1 GB 0799989999

https://waux3.app.goo.gl/41RfQ

account jennatest data usage now on 300.0%
3GBof1GB

https://waux3.app.goo.g

Dear Client g
Regrettably communication services will be interrupted today from 9:30 whist we 07999
perform urgent repairs caused by contractors

Regards

[
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If you are sending a new message, you will need to click on the Send Message button. You
will then see the following pop-up screen:

Send Message to Jennifer du Plessis

Cell Number 0799999999
Email Address mail@mail.com

Message Details Enter your message here

Please Note:
Entering details into both the Cell Number & Email Address boxes will result in your

message being sent to both at the same time.

Close Clear All Send Message
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Here, you can see the cell phone number to which the SMS will be
Orange: sent. If you do not wish to SMS the customer, you can simply remove
the number and leave the field blank.

In this section, you will be able to view the email address to which the
Red: email will be sent. If you do not wish to send the customer an email,
you can simply leave the field blank.

Here, you will be able to add the message that you wish to send to your

Pink:
customer.

Remember to click on the “Send Message” button when you are ready to send the message
to the customer.
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