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Message Support

Learn best practices to cut down on the back and
forth and take a tour of the knowledge base.
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Message Support

Learn best practices to cut down on the back and
forth and take a tour of the knowledge base.
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recorded?¢?¢”



“Is this being
recorded?¢¢”

YES!

modern campus
? message”

How can we help?

FEATURED ARTICLES PRODUCT IDEAS

Resource Center

Helpful articles, tips and resources to help you make the most of Message™.

Contact Management
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@ Kelsey Seale v

COMMUNITY FORUMS

Best Practices for
Successful Messaging




Who is suited
to this webinar?
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Who is suited
to this webinar?

How can we help?

Those who aren’t familiar
with support and the
knowledge base!
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Message Support
Knowledge Base Email / Tickets Community Forum

* Quick * Personalized * Get a new perspective

* Self-serve * Specific to your * Ask peers questions

* Wide variety of institution * Available anytime,

resources * Available during answers will vary and
* Available anytime of business hours may take a while

day * Broader, open topics

Engaging Modern Learners For Life
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Best Practice #1: Submit a Ticket

P outlook
- = Home View Help Message
-] Qv @D~ § Aptos
o2 v Favorites
v & Inbox 9

B Expenses
" |

B Invoices 2
@ )

v katyreid@outlook.com

@ & Inbox 9
6B 7 Drafts

B> Sent Items

W Deleted Items
€3 Junk Email
T Archive

> katri0487@gmail.com

& Add account

& Upgrade to Microsoft 365
with premium Outlook
features

Q_search

Insert Format text Options

vl

v

(

&

- ®

()

| &

B I § S &vAvH

Focused  Other o =
Pinned

Elvia Atkins »
Surprise Birthday Planning 8:32 AM
Today

Contoso Airlines
Your flight reservation is confirmed ~ 2:41 PM
Hi Katri, your flight to Charlotte is confirm.

Lydia Bauer
Team Pictures 1110 AM
That worked. Thanks! I've added 56 of the...

Daisy Philips
Yoga Workshop 9:16 AM
Hey Katri, | know this is last minute, but do...

Yesterday

Margie’s Travel B8
Confirmation Letter - MPOWMQ  2:54 PM
Thanks for booking your flight with Margie...

O Fri11/22/2023 235PM -..  RSVP

Amanda Brady

Tv e By Pvov 4

. From: katyreid@outlook.com v

To  Dianne Russell X

Re: Apartment unit tour

HiDianne,

= o X
Lunch with Jane
in 30 min at Fourth Coffee

av @ W

Cc  Bcc

Draft saved at 11:00 AM

I recently came across your apartment listing and | am interested in exploring the space. Could you please ar™

arrange a tour at your earliest convenience? | am available on

flexible and willing to adjust my schedule.

and Fridays after lunch, but | am

During the tour, | would like to view the apartment itself and any available communal areas or amenities.
Additionally, it would be helpful to discuss lease terms, rental pricing, and the application process.

Please let me know the next steps to schedule the tour. You can reach me at this email address.

Best regards,
Katy Reid

Engaging Modern Learners For L
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Submit a request

Your email address*

Subject*

Description*

modern
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SUBMIT A REQUEST

Please enter the details of your request. A member of our support staff will respond as

soon as possible.

Attachments

SUBMIT

Add file

moderncampus.com
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Best Practice #1: Submit a Ticket

5 Mmessage”

_ Track your ticket

. My activities h . | |
Submit a request istory in one place!
Your email address * Requests Contributions Following
Subject My requests - Requests I'm CC'd on - Organization requests
12 STATUS:

Description*

Any T

BJECY CREATED LAST ACTIVITY &
Please enter the details of your request. A member of our support staff will respond
soon as possible.

223672 SSO login issue.

Attachments
222309 Template update ‘ ¢ day Seived
Add file
222410  New Program Setup ‘ ' day Scived
222315  SFTP setup documents ‘ 4 day Seived

Engaging Modern Learners For Life moderncampus.com
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Prefer Email?

Engaging Modern Learners For Life

» Send v T Discard 7 Attach File £ Signature
From: Kelsey Seale (kseale@moderncampus.com) v AN
To: @ Message Support Cc Bcc @
Subject: SSO Login Question Priority v

A

Aptos(Body) o 11 J A v B 7 U S ¥ v X X

000

Good Morning,

9:15. It sent me to a blue error message page.
Would appreciate any help!

Best,

Kelsey|

Gl

moderncampus.com
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Prefer Email?

*No problem!

* Message-support@moderncampus.com

i » Send v 1 Discard £ AttachFile £ Signature -+ D
From: Kelsey Seale (kseale@moderncampus.com) v A
To: ® Message Support Cc Bec [g
Subject: SSO Login Question Priority v
Aptos(Body) 11 { &v B 7 U S F v X X = ooe
Good Morning,

9:15. It sent me to a blue error message page.
Would appreciate any help!

Best,

Kelseyi

Engaging Modern Learners For Life

moderncclmpus.com
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Best Practice #2: Protect Your PII

* Pll — Personally Identifiable Information

modern
COMpPUS

° PII Exqmi:)leS @0 @ Auosae (I R B 9. | | & Data Upload ~
Home Insert Draw  Page Layout Formulas Data Review View  Automate  Acrobat
® que ﬁ”jv I_% . Aptos Narrow (Bod... v 12 v A" A" ; ; Z : General G g::::i?; ::lremitting 9
Poste & BT UG vl e= 3= | &V $v% 9 % 8 7 cellstyles v
¢ AddreSS Al s fx customer_id
* Social security number A © ’ E_ | T
1 |customer_|d |first_name last_name phone group_list  timezone loc
° Te | e phone num be r 2 4474 Aaron Bryant 15555425093 Addrew US/Eastern La
3 1889 Amy Capitinelli 15559193982 South US/Eastern Co
* Fm a il a d d ress 4 5454 Katherine  Griffin 15559130433 Aug Message US/Eastern Es
5 4720 Joan Watson 15552290361 South US/Eastern Or
o Gend er 6 8379 Carlos Griffin 15557069237 Aug Message US/Eastern Es
7 3330 Victor Dorting 15559192691 South US/Eastern Co
e Birth date 8 6897 Wendy Brado 15559199919 South US/Eastern Co
9 2200 Derek Demsky 15559191046 South US/Eastern Or
* Geographic indicator 10 2253 Nicolas ~ Pulaski 15559733587 West US/Eastern  Fre
A . 11 8286 Harold Wilson 15558937323 West US/Central  Bri
¢ Slgnal Vlne ID 12 5678 Stewart Blasi 15559196674 West US/Eastern La
13 2350 Jack Igo 15559731143 Aug Message US/Eastern  Fre
* Customer ID / Student ID 2 FROF danhal b ey PSR Ty

Engaging Modern Learners For Life moderncampus.com



Best Practice #2: Protect Your PII

mooern campus
5! message

®@0@® Auosave(D (R 2 9 v @ Data Upload v~
Home Insert Draw Page Layout Formulas Data Review View Automate Acrobat
E’[‘]v EA Aptos Narrow (Bod... v 12 v A" A’ i i = @Y General «  [El conditional Formatting v
) === % Format as Table v
Festel B I Uv Hiv &vAwv == . $v% 9 X% [ cell Styles v
A1 = fx  customer_id
A B C D E F
1 |customer_id Ifirst_name last_name phone group_list  timezone loc
2 4474 Aaron Bryant 15555425093 Addrew US/Eastern La
3 1889 Amy Capitinelli 15559193982 South US/Eastern Co
4 5454 Katherine  Griffin 15559130433 Aug Message US/Eastern Es
5 4720 Joan Watson 15552290361 South US/Eastern Or
6 8379 Carlos Griffin 15557069237 Aug Message US/Eastern Es
7 3330 Victor Dorting 15559192691 South US/Eastern Co
8 6897 Wendy Brado 15559199919 South US/Eastern Cao
9 2200 Derek Demsky 15559191046 South US/Eastern Or
10 2253 Nicolas Pulaski 15559733587 West US/Eastern Fre
11 8286 Harold Wilson 15558937323 West US/Central Bri
12 5678 Stewart Blasi 15559196674 West US/Eastern La
13 2350 Jack Igo 15559731143 Aug Message US/Eastern  Fre

Engaging Modern Learners For Life

Messages  Contacts  Programs

Contacts > Contact Details

Nora Acosta

Financial Aid

Status

v Opted In
set as opted out

v Hide
conversation

[J Phone Valid
set as invalid

Details

Customer ID

79

Signalvine ID: 06f1346d-e89b-11ea-a74b-0e7e55a43209 W

First Name *

Nora

Phone Number*

+1(556) 123-11¢

Groups *

Last Name *

Acosta

Timezone

US/Eastern v

~

Add all groups

Analytics

Message History

Hey Nora... CH

Chris Hyman - 10/08/21 | 04:20 PM
Hi Nora - what's up?®® MD

Mike Dent - 4/11/22 | 01:15 PM
Future MD

Mike Dent - 4/13/22 | 01:20 PM
Hi Nora, this is Patrick checking if you have any L

modern
COMpPUS

Implementation HE {§}

( More Actions > < New Message )

(555) 123-1155

questions about the upcoming FAFSA deadline!

Isa Lovain - 1/20/23 | 10:01 AM

0/1600

moderncampus.com



Best Practice #2: Protect Your PII

oooooooooo

*Don’t send data files or screen
recordings / screenshots with "
Pll over email

Contacts >

(555) 123-1155

Message History

Status CH
X v Opted In {JPhone Valid Chris Hymalilllo/08/21 | 04:20 PM
[ ] [ ) [ ] () set as optd ut set as invalid
® .
Details Hi Nora - Bat's up?=® MD
Customer ID
4/11/22 | 01:15 PM
that dt d dat :
ar you nee O sén ara o
Signalvine ID: 0GT\6d-e89b-11ea-a74b-0e7e55043209 W

First Name *

* We will provide a secure

Phone Number*

m ell-h o d +1(555) 123-11¢ Ut

Groups *

L

Isa Lovain - 1/20/23 | 10:01 AM

~
0/1600

Add all groups

Engaging Modern Learners For Life moderncampus.com
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How could we improve the help request?

I’m having trouble with the sign I'm having trouble with the sign

in page, can you help? in page. When | tried to log
in, | put my email and

L password and it sent me to an

error page. It happened
today at 9:45am. I've
attached a screenshot of the
error page.

ssssssssssssssssssss

Engaging Modern Learners For Life Mo aeTTCam puUsS.Tom
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Best Practice #3: Maximize Your Message

* Cut down the back and forth!

*Include details
*Issue?¢ What day and time?

* What did you EXPECT to happen and |

what is ACTUALLY happening?

* Which program are your working on¢

* Do you have screenshots or a screen
recording?

Engaging Modern Learners For Life moderncam pus.com
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Tip #1 Program Message Template Tweak

Engaging Modern

to attend? Yes, or no?

Date/Time | Condition Content Save
Response to
Data Field
Meet |10/22/24 | Donor Name= Hi [preferred._namel, it's [team.name]. You | Save
the Isobel Ryan received the [scholarship]. This scholarship | response
Donor is enabled by [name of donor] who willbe | Yes to
on campus November 3rd and would like | attending
you to join them for lunch. Will you be able | donor lunch
to attend? Yes, or no?
i Date/Time | Condition Content Save
Response to
Data Field
Meet |10/22/24 | Donor Name= Hi [preferred._namel, it's [team._name]. You | Save
the @9am Isobel Ryan received the [scholarship]. This scholarship | response
Donor is enabled by [name of donor] who willbe | Yes to
on campus November 3rd and would like attending
you to join them for lunch. Will you be able | donor lunch

Learners For Life

modern
COMpPUS

moderncompus.com
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Donor

to attend? Yes, or no?

Date/Time | Condition Content Save
Response to
Data Field
Meet |10/22/24 | Donor Name= Hi [preferred._ namel, it's [team._name]. You | Save
Isobel Ryan received the [scholarship]. This scholarship | response
is enabled by [name of donor] who willbe | Yes to
on campus November 3rd and would like | attending
you to join them for lunch. Will you be able | donor lunch
to attend? Yes, or no?
What'’s the difference?
# Date/Time Save
Response to
Data Field
Meet |10/22/24 |Donor Name= Hi [preferred._namel, it's [team._name]. You | Save
@9am Isobel Ryan received the [scholarship]. This scholarship | response
is enabled by [name of donor] who will be | Yes to
on campus November 3rd and would like | attending
you to join them for lunch. Will you be able | donor lunch

Engaging Modern Learners For Life

modern
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Meet [10/22/24 || Donor Name= Hi [preferred._name

the l I Isobel Ryan received the [schol

Donor IS enabled by [nam

on campus Novem

Include the you to join them for
to attend? Yes, or 1

send date _
AND time! 10/22/24 || Donor Name= Hi [preferred. name
@9am Isobel Ryan received the [schol

IS enabled by [nam

on campus Novem
you to join them for
to attend? Yes, or 1

mmmmmmmmmmmmmmmm
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Tip #2: Check your email recipient!

message-support@moderncampus.com

* Goes straight to the Message team!

* Faster response

X support@moderncampus.com

* Central email for all products

* Will take a little longer to get to usl!

Engaging Modern Learners For Life e . moderncampus.com


mailto:message-support@moderncampus.com
mailto:support@moderncampus.com

() list of contact phone numbers
() screenshot of login page

() your data file

P O p Q U iZ I 2. Which is the BEST email to get Message support? (Single choice)
®

() support@moderncampus.com

Answer on the Zoom poll
or rest your eyes for a

minute if you have quizzes

() message-support@moderncampus.com

3. What is the FASTEST way to get support? (Single choice)

() Email message-support@moderncampus.com

() Submit a ticket

() Search the Knowledge base




sadern’
1. Which of the following is NOT PII (Personally Identifiable Information) PUS

() list of contact phone numbers
() screenshot of login page

() your data file

2. Which is the BEST email to get Message support? (Single choice)

[
Pop Quiz!
() support@moderncampus.com

or rest your eyes for a

minute if you have quizzes , , .
3. What is the FASTEST way to get support? (Single choice)

() Email message-support@moderncampus.com

() Submit a ticket

() Search the Knowledge base
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Submit and Track Tickets
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Submit a Ticket

? modern campus

message-

1. Go to the knowledge base

How can we help?

2. Select “Submit a Request”

3. Provide details and submit!

- = @) 2y

FEATURED ARTICLES PRODUCT IDEAS COMMUNITY FORUMS

Resource Center

Articles, tips and resources to help you make the most of Message™.

Message General Texting Contact & Data Management

Engaging Modern Learners For Life



Create an Account

* Create the account
* Select “Sign In”
* Follow the prompts

* Check your email to
29 confirm!

* Benefits
* Track your tickets

* Comment and follow on
knowledge base articles

* Participate in the
community forum!

Engaging Modern Learners For Life

? modern campus

message”

How can we help?

= @

FEATURED ARTICLES PRODUCT IDEAS

Resource Center

Articles, tips and resources to help you make the most of Message™.

modern
COMpPUS

A

COMMUNITY FORUMS

Message General

Texting

Contact & Data Management

moderncampus.com
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Track Your Ticket

'S Message Comrsmenr ) @rerse
™ SUBMIT A REQUEST 7
MessSQagQe SRR k

My activities
2
" How can we help? Edit my proﬂleR

Change password

Sign out

(—) /N (A

Engaging Modern Learners For Life moderncampus.com
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My activities
?
How can we help? Edit my profile

Change pass!

Sign out

modern campus
= N A ? message’ [ a e | @ ety sl -

My activities

Requests Contributions Following

31
My requests - Requests Im CC'd on - Organization requests

STATUS:

223672  SSO login issue.

222309 Template update

222410  New Program Setup

222315 SFTP setup documents

Engaging Modern Learners For Life moderncampus.com



T Myv activities
My activities

Requests Contributions Following

My requests - Requests I'm CC'd on - Organization requests

STATUS:
| Search requests Any T
0 SUBJECY CREATED LAST ACTIVITY & STATUS
223672  SSO login issue. 20 hours ago 19 hours ago
222309 Template update 13 days ago 4 days ago e
222410  New Program Setup 13 days ago 4 days ago [ Soived |
222315  SFTP setup documents 13 days ago 4 days 8o [ Soived | 1

Engaging Modern Seliiuy F‘

moderncampus.com
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Message Knowledge Base



Where is the knowledge base?

modern
COMpPUS

Implementation HE {JQ:}

modern campus _
? meSSOge Messages Contacts  Programs  Analytics
SEARCH Inbox Exports
34 advanced search Newest
FOLDERS Glenn Stephens ~ 10/15/21
& Al (111) REGISTRAR
blah blah
A Action Needed (6)
) No Action Needed _
(105) Celia Gardner 2/10/21

REGISTRAR
ﬁ Sent : : .
Yes, when is my registratio...

FLAG TYPE Rudy Bishop 2/10/21

@ All REGISTRAR
I'm at work right now.

Flagged Only

< New Message >

v

Engaging Modern Learners For Life

moderncampus.com



d (6)

eded

Messages Contacts  Programs

Inbox Exports

N, Sort by v

Newest

Glenn Stephens  10/15/21
REGISTRAR
blah blah

Celia Gardner 2/10/21

REGISTRAR

Yes, when is my registratio...

Rudy Bishop 2/10/21
REGISTRAR

Analytics

Implementation HE {§}

( New Message )

modern
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Engaging Modern Learners For Life
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