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1 Initial Client Setup 

 

1.1 End-User Confirmation (Opt-In) 

All Unity clients fetch license details for the user from the Kakapo cloud during startup. The license 

response will include any CPaaS numbers that are assigned to the user and have been successfully 

SMS-Enabled, as outlined above. 

However, before the number can be used to send and receive SMS messages through Unity, the user 

must opt-in to the feature. This is because of the strong regulatory conditions that surround SMS in 

America, whereby the sending of spam can result in being blacklisted from the mobile network. 

Given that some end-users may not realise that their VoIP number has been SMS-enabled, it’s 

important to ensure the user has been notified and has explicitly confirmed that they understand 

and accept that they may receive SMS messages through their Unity client. Therefore, the next time 

they start Unity after a number has been successfully SMS-enabled the below prompt will be 

displayed. 

 

If the user clicks Yes, then the number will immediately be available to send and receive SMS 

messages. The Kakapo cloud is also updated with a timestamp of when the user opted-in for this 

user, in case this is queried in future. 

If the user clicks No, then the number will not be available for SMS messaging and the user will be 

opting out. 

If the user clicks Cancel, then the number will not be available for SMS messaging and the user will 

be prompted to opt-in again. The Kakapo cloud is updated with a timestamp of when the user opted 

out, in case this is queried in future. The Kakapo cloud will also send an email notification to all 

portal users at the system provider level that have the “Send Alerts” notification setting enabled. 

The email will include the CPaaS number and the current user assignment. 

The Kakapo portal will shortly list all CpaaS numbers at the group, reseller and system provider 

levels, including the SMS enablement status and opt-in state for each number. The portal user will 



be able to click into a number to reset the opt-in state, for example if the end-user opted out by 

accident. When Unity is next restarted they will be prompted again and will be able to opt-in. 

2 Configuration & Usage 

 

Unity SMS functionality can be configured in Unity settings, as shown below. 

 

Unity will show all assigned CPaaS numbers, if multiple numbers are assigned use the arrow buttons 

to show them all. 

2.2.1 Allow messages to be sent to any phone number 

By default, Unity will allow the user to send an SMS message to any number for a contact, including 

VoIP numbers. This is because many directories don’t specifically state if a number is a mobile 

number or not, for example the BroadWorks personal directory and group/enterprise common 

phone list. By enabling this setting the user is able to message any number, so it’s up to them to 

know if the number is capable of receiving those messages or not. If this setting is disabled then 

Unity will only allow the user to SMS message numbers that it knows are mobile numbers, which 

are: 

• Any numbers saved in the mobile field of the user profile in BroadWorks 

• The mobile field of any Outlook contacts 

• The mobile field of any CRM contacts (if applicable) 



2.2.2 Default country code and leading zero settings 

This field is automatically populated by Unity based on the country code of the user profile in 

BroadWorks. It is used so that numbers can easily be modified either to or from E.164 format 

without user knowledge. This is because most CPaaS platforms require that all numbers be in E.164 

format, but often the end-user doesn’t know what this is. In most cases this field would not need to 

be modified. This also applies to the “Exclude the leading zero if applying the default country code” 

setting. 

2.2.3 Show conversations in docked panel 

Like with instant message conversations, the user can decide to show SMS conversations using 

docked panels in the main Unity window or as stand-alone windows. This setting is separate to the 

setting which dictates how IMs are displayed, for example the docked panel can be used for IM 

conversations but the stand-alone window (which provides a look and feel more similar to a cell 

phone) can be used for SMS conversations. 

 

 



2.2.4 Notifications 

Unity can be configured how to alert the user when an SMS message is received, using a 

combination of audio alert and visual notifications. This is similar to Unity notifications for instant 

messages and calls. 

2.3 Sending & Receiving SMS and MMS 

Unity uses a combination of the remote party number and the assigned CPaaS number to join all 

SMS messages together to form a conversation. Whenever the user wants to send a message using 

any of the methods outlined below, Unity will look for any SMS conversations that exist for that 

remote party number and CPaaS number, and show the conversation to the user. If no existing 

conversation is found a new conversation will be created when the first message is sent. This also 

applies when an SMS is received, Unity will look to append the message to a conversation if one 

exists, otherwise a new conversation will be created. 

The Kakapo cloud will store all sent and received messages for 90 days, after which time they will be 

removed. Any messages received when Unity is offline will be stored in the Kakapo cloud and 

delivered to the Unity client when it is next started. 

A single conversation cannot contain both IM and SMS messages, and group chat is not currently 

available for SMS messaging. 

2.3.1 Ad-hoc 

To send an ad-hoc SMS message to a number that isn’t in any directory, simply use the Dial button 

as shown below. The ten-digit number can be entered, the user doesn’t need to worry about E.164 

compliance. 

 

If multiple CPaaS numbers are assigned to the user then clicking the SMS button will allow the 

number to select the number to send the outbound SMS through, using a context menu. 

 



2.3.2 Context menu 

Any contact displayed in Unity can be SMS messaged, but this depends on the setting outlined in 

section 2.2.1. If the contact can be SMS messaged then the context menu will present this option. 

 

If multiple CPaaS numbers are assigned to the user then the context menu will allow the user to 

specify which number to send the message from. 

 

If a contact can be instant messaged and SMS messaged, the context menu will show both options. 

Also if the contact has multiple numbers that can be messaged (which depends on the setting 

outlined in section 2.2.1) then both numbers will be displayed in the context menu so the user can 

decide which one to send the SMS message to. 

 

 



If right-clicking on an Outlook contact, if there a multiple numbers available for messaging then the 

number type will be displayed 

 

Contacts, leads and accounts from any configured CRM platform can also easily be SMS messaged 

using the context menu. 

 

2.3.4 SMS Conversation Window 

All SMS messages are shown in a conversation window or panel, as is the case with IM 

conversations. It is possible to have both SMS conversations and IM conversations docked in the 

same panel in Unity. Hovering the mouse over the title bar will always show the conversation type as 

a tool tip 

 



The conversation title bar will always show the name of the remote party (if a match was found) or 

the remote party number. As is the case with all media processed by Unity, all directories will be 

interrogated, including all BroadWorks directories, Outlook, any configured CRM platform and any 

third-party directories (such as SQL Server or LDAP).  

Regardless of whether the conversation is displayed as a docked panel or a stand-alone window, the 

same functionality is available. 

 

As well as sending messages, Unity allows certain file types to be sent. Selected local files are 

uploaded to the Kakapo cloud then sent through SMS as a URL, MMS is not used to send files 

because this incurs an additional charge [per MMS] from the mobile supplier, whereas SMS 

messages are included “in bundle”. In addition PDF files can be sent from Unity, which is not 

supported generally by the MMS industry standard. The following file types can be sent from Unity; 

.txt, .mpeg, .mp3, .mp4, .pdf,.jpeg, .jpg, .bmp, .png, .gif and .csv. 

It’s also possible to quickly add the remote party number as a personal contact, for example if an 

SMS was received by a previously unknown number. Just right-click the number in the title bar and 

select the option from the context menu 

 

As is the case with IM conversations, the conversation window can be expanded into a stand-alone 

window or collapsed into a docked window. 

 



2.3.5 Delivered/Undelivered receipts 

When the Kakapo cloud sends an outbound message through Restcomm, it provides a call-back URL 

to which all status updates (sent, delivered, failed etc) should be sent, these status updates are then 

delivered in real-time to Unity clients over the Kakapo IM&P backbone. In this way Unity is able to 

display if an outbound SMS message was undelivered/failed, which would be shown as below. The 

user can click on the error image to attempt to resend the message. 

+ 

As soon as a message was successfully delivered to the remote party cell phone, Unity will be 

updated with the delivery receipt. 

 

2.3.6 Activity List 

As previously mentioned, all SMS messages are stored in the Kakapo cloud for a period of 90 days, 

and are merged into SMS conversations by Unity client. All previous and existing conversations are 

displayed in the Activity list as shown below. Unity will display the CPaaS number (including the 

friendly name) as well as the remote party name. 

 

Simply double-click on a conversation to open it [and send a message], or right-click for more 

options. 



 

The Activity Logs tab will be updated to show the number of new messages that were received by 

the Kakapo cloud when Unity wasn’t running, as is the case with missed calls. New messages will 

easily be visible to the end user. 

 

 

3 Troubleshooting 

 

The Restcomm logs are an invaluable resource when troubleshooting SMS integration. They can be 

used to determine if a message was received by the Restcomm platform or not, and if an outbound 

message was sent, including the status of the message. 

 



Clicking on the message will provide more information, including the SMS ID which is very important 

when troubleshooting message delivery with the mobile carrier. 

 

When sending an SMS message through Unity, if the Restcomm platform shows the message was 

sent successfully (meaning the status is not failed or undelivered) but the message was not delivered 

to the cell phone, then a ticket must be raised with Telestax as this would point to an issue with 

Telestax or the mobile carrier. Likewise, if an SMS sent from a cell phone is not shown in the 

Restcomm logs then a ticket must be raised with Telestax. However, if the message is included in the 

Restcomm logs then a ticket should be raised in the Kakapo portal, as the issue is somewhere 

between the Restcomm and Kakapo clouds. 

 


