® mscrm-addons.com

Telephone Integration
for MS CRM 2013

O
,

4
A}

s

Telephonelntegration
for MS CRM 2013

Version 6.2, November 2013

Client Installation and User Guide
(How to install and work with Telephonelntegration Client for MS CRM 2013)

The content of this document is subject to change without notice.
“Microsoft” and  “Microsoft CRM" are registered trademarks of Microsoft Inc.
All other product- and company names mentioned are trademarks of their respectful owners.



o
’( \‘ -
Client Installation and User Guide ¢ @ Nscrm-addons.com

\ 2 Your company for MS-CRM ADD-ONS!
\.l

Table of Contents

1 USER GUIDE...ostesetssiseessess st st ss s s st s s 4
2 INTRODUGCTION ..oocuriieeurirseessesseesessessessessssssesssssessssssssssssesssessssssessesssssssssssssesssssssssesssssssssssssssssssessssanes 4
3 INSTALLING THE TI-CLIENT FOR MS CRM 2013 .....orerreerreenseeneeseessssssesssssssessesssssssssnss 5
31 Prer@QUISITES ..oeiiiciiicieeeec et 5
307 1Y Ce Yo [0l 4o o OSSOSO 5
33 EULA (End User LICENSE AQIrEEMENT) .....coviuiiieieirieteerieie ettt ettt sttt ae et e st s e esens 6
34 FOIAEI SEIECLION ..ottt bbbt b etk b 6
T T 7 1 a @ o] o o [T TSROSO 7
3.6 Confirm INSAlAtioN ...c.coeiieuiiieiie etk 7
3.7  Install Windows Identity FOUNAtioN.......ccciiirieiriricirnetrereee et 8
3.8 Configure CRM-CONNECLION ....c.ciiriririiereieieteitittntr sttt ettt 8
3.9 CoNfiQUIE INtEGIatioNS .....c.eiieeeiieeeieee ettt sttt sttt e st e st st s b e e s esenesaesenas 10

391 TAPL et a et et n et st e 10

392 SKY P etttk b bbb ekt b et bkt e bbb et et 10

393 OGS etk ekt bbb bR h ket E bbb bbbkt b bbbt e bt et ene 10

394 LYNC20T0 .ttt et r e 10

395 LYNC20L3 .ttt et 10

3.9.6 SIMUIBTION ..ttt sttt 10
310 FiniSh INSTAllAtion ..c.coovceiiiieiec ettt 11
4 GETTING STARTED .ttrirtereisttseesessetsesssssesssessssssessesssssss s ssss s ssss s sss s ssssssssassssssssssssens 12
4.1  Starting the Telephonelntegration CHENt........ccoieiriiirnece e 12
5 THE USER INTERFACE ...ttt esesssss st s ssses s st s sss s sssssssssssans 13
51 How to enable or disable the DFR (dialing from relationship) ......c.ccccocoeveinnenneiennciecnes 13
5.2 THE TIBallOON ...ttt bbbt bbbkt b ket b et b et b b 16
5.3 INterated SEAICN....c.ouciieeic bbb bbb bbbkt b s 17
54 The CONTEXE IMBNU ..oueriiiiiiierciece ettt ettt st n et en s 18
55  The APPlCatioN IMENU c..o.ccuiiiiiiiec ettt sttt sttt s b ettt 19
5.6 HiStOIrY WINQOW...couiiiiiiiiieicee ettt ettt st s b ettt s b e ae b e e st st e e ne e 20
5.7 Personal Phone BOOK WINAOW ........cciiuiiriiiiinieieirinietneiee ettt st 20
6 MS CRM 2013 INTEGRATION.....irirrirrirrsrsersssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssses 21
6.1  Start an outgoing Call from MS CRM 2013 ......cccioirieeireriee ettt 21

Telephonelntegration for MS CRM 2013 Page 2



~

: : . "o mscrm-addons.com
C||ent Insta”aUOn and Usel’ GUIde .‘\./'. Your company for MS-CRM AI‘JDVONS!

6.2  How to assign unresolved numbers to existing CRM records .........c.covvrreeercrerinnnnneeenerenenene 24
6.3  How to set restrictions for dialing from a related CRM-record .........ccocovruruerererioinnnnerererenenenene 26
7 USE TELEPHONEINTEGRATION WITH MS OUTLOOK .....comereereernesreeseessesssessessessessesssssees 30
8 LOCALIZATION/CUSTOM LANGUAGE PACKS......ereereereereesesssssessesessssssssssessssssessssssssns 33
9 CONFIGURATION SETUP .o rterreretrsesesseisssssassssssssssssssssssssssssssssssssssssssssssssssssssssssssssssesssssssssssssssess 34
0.1 BalloON SEHHNGS w.vvveiiiiiirir ettt ettt 38

911 Skype Plugin Configuration  ......cccciinnnrreecrt ettt 39

9.1.2 Skype PlUgin AULROTIZAtION ......vviiiicicirrr et 39
9.2 How to poSition POPUP WINAOWS ......ccveeiriirieiiiiirieieiesiecee ettt sttt stese et saeseetesaeestesaeneesesaeneesens 42
0.3 T AP bRt b etk b ettt 44
1 © R G T o] o 1= O OO OO OO OO OO U SO SOUOR U STT PP 45

94.1 OCS Transfer Call ...t 48
9.5 LYNCZ20L0 WIPPET ...ttt ettt sttt 50

951 LYNCN Transfer Call........c.cciiiieeecicc ettt 52

9.5.2 LYNCCNAT vttt ettt 52
9.6 LYNC20L3 WIAPPET ..ttt sttt ettt ettt st r e et r e et h e sa et resa et e b e na et eresaeseerenaenneren 54
0.7 SIMUIBLION L.ttt b et bbbt bbb ekt b ettt a b b 56
9.8  SELUP CONNECLION .ottt sttt sttt e sttt s b et eb e sbe st etesaeneebesaeseetesaeneetesaeneetens 57
10 REPORTING AND POSSIBLE SYNCING......oirtrerrerreereesreeseesesssssesssessssssssssssssssssssssssssssssssssssssnes 58
11 PREDICTIVE DIALER ettt 59
111 Server-side REQUITEMENTS. ....c.ciiirieirierieitrie ettt sttt s b e st b et s b et be et be e ne 59

11.1.1  Extended Phone Call ENTILY .....ccoeieiiiiiiiceee et 61
11.2  Starting Of Predictive DIaler.......o ettt 61
11.3  Closing of Predictive Dialer WOrkplace..........coccirreiniecinieiiisieensiccneieerieeseie et 64
12 TROUBLESHOOTING ....rtriuriereerieressessessessessessessessessessessessessssssssssssssssssssssssssssssssssssssesssssssssssssssssssssanes 65
13 TELEPHONEINTEGRATION OVERVIEW ...t sssssssssssssssssssssssssssssssssssssssssssnes 66
LA CONTACT ettt £ bbbt 67

Telephonelntegration for MS CRM 2013 Page 3



+9®

»
. . . - ~a mscrm-addons.com
C||ent InSta”atlon and Usel’ GUIde .‘\ ;’. Your company for MS-CRM ADD-ONS!

1 User Guide

This guide gives detailed explanations of all functionalities provided by Telephonelntegration for MS
CRM 2013.

If you need to reach us, see the Contact page.

2 Introduction

Telephonelntegration for Microsoft CRM 2013 (TI) is a CRM Add On which enables you to connect
your Telephone System (CTI) to Microsoft CRM 2013.

QOpen in CRM
| Telephone Integration .. [l
24 Mew Activity ,
All | Answered  Dialed  Miss
Bl Create Case
& E 000034316680880 .
[ Create Opportunity
a2 Chricti
&~ {8 Christian Ternek Bl | Create Contact
Dialed Call 00:00 Y
000343188 50550 106720 L Create Account
Address 1: ZIP/Postal Code: 80 'fpb Create Lead
e &
Copy Number
i 84 Christian Ternek
&8 & Remove this Call
o a 001676542989304 3149 AN I
& & 02457244846 3:48 A
-
%, Simulation -

This Guide contains important information about:

e Installing the Client
e The capabilities of the Balloon

e Configuring the Client

Telephonelntegration for MS CRM 2013 Page 4
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3 Installing the TI-Client for MS CRM 2013

3.1 Prerequisites
3.2 Introduction

Run the Telephonelntegration Client for MS CRM 2013 Setup file. The following window will appear:

i'.g!gl Telephone Integration Client for M5 CRM 2013 E3
.“ Welcome to the Installer for Telephone
| y
[ Integration Client for MS CRM 2013, Yersion
J 2
®. .7 6.1
alyy
__,.---“ g The Installer will install Telephone Inteqgration Client For M3
f-"-‘; 0 CRM 2013 an wour computer, To continue, click Mext,
-ty
5
3>
ﬂ_}, A
29
i
2 Qe
7‘52 o WARNIMNG: This program is protected by copwright law and
g inkernational treaties,
29
EXT)
b -
(=)
2%
%>
L
= Back I Mext = I Cancel

Click [Next] to proceed.

INFORMATION: If an upgrade is detected, a message will be shown and the setup will go to chapter
3.6 directly after accepting the EULA.

Telephonelntegration for MS CRM 2013 Page 5
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3.3 EULA (End User License Agreement)

i'.g!,l Telephone Integration Client for MS CRM 2013 | x|

License Agreement

]
£ ". mscrm-addons.com
Please read the Following license agreemant ‘\ Iy Telaphone Integration
carefully. [ |

FORM OF END USER LICENSE A GREFEMENT 3

MSCRM-ADDONS.COM SOFTWARE LICENSE AGREEMEMT

IMPORTANT: THIS SOFTWARE LICENSE AGREEMEMT ("LICEMSE
AGREEMENT") IS A LEGAL AGREEMENT BETWEEN CLIENT AMD
MSCREM-ADDOMNS.COM. READ IT CAREFULLY BEFORE USIMNG THE
SOFTWARE, IT PROYIDES A LICENSE TO USE THE SOFTWARE AND
COMTAINS WARRAMTY INFORMATION, LIABILITY DISCLAIMERS AMD ;I

{% 1 accept the terms in the license agreement Print |

™ 1 do not accept the terms in the license agreement

InstallShield

= Back I Mexk = I Cancel |

Click [Next] to proceed.

3.4 Folder Selection

i'.g!;'- Telephone Integration Client For MS CRM 2013 E3

Destination Folder J',._\\

mscrm-addons.com
Click Mezxt bainstall ko this Folder, or click, % g # | Telephone Integration
Change ko install to a different Folder, L

G Install Telephone Integration Client For MS CRM 2013 to:

C:1Pragram Files {x&6)PTM EDY-Systeme GmbH! Telephone Change. .. |
Integration Client for M3 CRM 20130

InskallShield

< Back I Mext = I Cancel

Click [Change] to specify a different installation path
Click [Next] to proceed

Telephonelntegration for MS CRM 2013 Page 6
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3.5 Start Options

Configure the start options and proceed with a click on [Next]

iim‘!:l‘ Telephone Integration Client for MS CRM 2013 - InstallShield Wizard

Select start options .4,._\\.. mscrm-a ddﬂ'“ S.COM
4\

r) s i " "
",’ Telephone Integration

¥ Automatically skart TI on Windows stark

[¥ Start TI after installation

Installshield

< Back I Mk = I Cancel

3.6 Confirm Installation

i‘é‘i Telephone Integration Client for MS CRM 2013 E

Ready to Install the Program .J,.\\. mscrm-a ddon $.COM

The wizard is ready to beqin installation. ‘\.;' Telephone Integration

Click Install ko begin the installation.

If wou want to review ar change any of vour installation settings, click Back. Click Cancel to
exit the wizard,

Installshield

< Back I Install I Cancel

To start the installation, click on [Install].
To change the settings, click on [Back].

Telephonelntegration for MS CRM 2013 Page 7
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3.7 Install Windows Identity Foundation

In order to use TI-Client for MS CRM 2013 you first have to install Windows Identity Foundation.

ticrasaft WIF Prerequisitelnstaller =]

Welcome to the WIF Prerequisite Installer. Detection finished

Identified O5: Windows 7 64-bit

05 Architecture: 64 bit

WIF Ingtallation Status : NOT Installed

Install ] [ Cancel

3.8 Configure CRM-Connection

type:

Logon information

Welcome to your CRM Connection setup.

Please specifyyour connection details to connectto CRM. Ifyou do not knowthe connection details, please contactyour

system administrator

CRM Connection |Advanced Settingsl Lag I

Existing Profiles |

—Select pour Crm Type

j Manage |

" Standard [onPremise) " IFD [Hosted) £ Crm Orline

LR Senver-Url:

et < |

Authenticated as:

¥ Use default Credential: Mot enough information to retrieve organzations

Usemame I Dramain I

Pazsward I

Hetrieve &l Drganizations |

[Drganization infarmatiorn;

Friendly name

| Unique name | Servicel JAL

Feset LivelD) Cache |

ok |

Cancel |

To configure your CRM Server, select your Profile or create a new profile and select your CRM Server

Choose the server path and add your login credentials by filling in the field's username, password and

domain or choose the default credentials.

Telephonelntegration for MS CRM 2013
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As soon as the organizations are retrieved, press the "OK"-button.

Logon information

Welcome to your CRM Connection setup.

Please specifyyour connection details to connectto CRM, Ifyou do not know the connection details, please contactyour
system administrator

CRM Connection | Advanced Settingsl Log I

Existing Profiles

—Select paur Crm Type

Manage |

 Standard [onPremize] " IFD [Hosted)

—CRM Server-Lil:

" Crm Oriline

[hitp:tf =] Jom2013

—Authenticated as:

Username I Domain I

¥ Uze default Credentizle Integrated Security [CONTO0S 0% administiator)

Pazsword I

Retrieve all Organizations |

— Organization infarmation:

Friendly name

I Unigue name I Servicel JAL
28 Contoso

Contoso

Contoso

Define alternative Profile Reset LivelD Cache

ag Cancel

Telephonelntegration for MS CRM 2013
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3.9 Configure Integrations

There are five possible interfaces that can be used with the Telephonelntegration-Client:

Available interfaces

4O
; mscrm-addons.com
Interface Selectlon .‘\.;’. Your company for MS-CRM ADD-ONS!
—hvailable plugins Setup details

—Select a Line—————————Other settings

Skype Linsname

Local Loop Mumber:

0cs AgilewPN

Lync PPTP Remaove this Country-Code:

Simulatian RAS PPFOE Line

TaPIZ SsTP Rernove this Area-Code:

WAN Miniport (LZTP)

¥ Enable the plugin at systemstart

¥ select this plugin as defaultplugin

Test
[D— 0
3.9.1 TAPL direct connection via your telephone system. If an adequate driver is installed,
your phone-line will appear in the “Select Line"-list. For configuration details see
chapter 9.3
3.9.2 Skype: allows using your Skype-account to handle calls. For configuration details, see
chapter 9.1.1
3.9.3 OCSs: allows using the OCS Wrapper to handle calls. For configuration details see

chapter 9.4

3.9.4 Lync2010: allows using the Lync2010 Wrapper to handle calls. For configuration details see
chapter 9.5

3.9.5 Lync2013: allows using the Lync2013 Wrapper to handle calls. For configuration details see
chapter 9.6

3.9.6 Simulation: allows simulating an incoming and outgoing call. For configuration details see
chapter 9.7

Telephonelntegration for MS CRM 2013 Page 10
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3.10 Finish Installation

Depending on the options defined in chapter 3.5 the Client will start automatically or can be started as

described in chapter 4.

»
2%
0. g

jii? Telephone Integration Client for M5 CRM 2013

InstallShield Wizard Completed

The Installshield wWizard has successfully installed Telephone

Integration Client Far M3 CRM 2013, Click Finish bo exit the

wizard.

5] Telephone Integration

Telephone Integration do not work without these settings, so please go
to the Windows Phone and Modem Options (Start > Run > telephon.cpl)
and configure that area.

= Back I Finish I

Zancel

——

Windows Phone and Modem Options are not configured

Telephonelntegration for MS CRM 2013

Close
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4 Getting Started

4.1  Starting the Telephonelntegration Client

The application can be started via the windows-menu = All Programs = www.MSCRM-ADDONS.com
= Telephonelntegration Client for MS CRM 2013 or from the Installation Directory.

It is possible to configure the Telephonelntegration-client to automatically start on windows-startup.

Internet Explarer -

Windows Update ‘E
Il

Accessaries

Adminiskr ative Tools

Elaborate Bytes
. adrninistrakar
Maintenance
Microsoft Dynamics CRM 2013
Documents
Microsoft Office 2013
Microsoft Sikverlight
) Compuker
Microsoft SOL Server 2005
Microsoft SOL Server 2012 Network

Microsoft Visual Studio 2010

Skark
artup Control Panel
v, Mscrm-addons, com
| DocumentsCorePack Server for M3 CRM 2013 | 0o e oo N
| Telephone Integration Client for MS CRM 2013
{ { ig Run...

Ug Telephone Integration Client For MS CRM 21
| Telephonelntegration Server for M3 CRM 2013

Windows Security

1 Back.

I |Search programs and files Log off Pl

] © 2 & &

Once started, an icon appears in the taskbar:

5 — @

This gray icon with the ° sign means that the application is loading/connecting to CRM. Please wait
until the icon is colorized:

u- L. ) 1549

The client is ready to use. Click on the icon to open the TI Balloon. See chapter 5.2

Telephonelntegration for MS CRM 2013 Page 12
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5 The User Interface

51 How to enable or disable the DFR (dialing from relationship)
from TI

In general, Telephonelntegration (TI) allows users to dial from related CRM-records. This means, that
they have the possibility, to choose from a list of records related to the initially opened one when
dialing out from CRM (e.g. from related leads, contacts, etc.).
In regards to this you have now the possibility to disable this feature.

There are two options, to enable or disable this feature on CRM:

Server-side or Client-side:

e Server-side means, that the whole TelephonelntegrationServer-users could be set enable or
disable. If server-side is set disabled, no server-user could set his TI client enable.

e C(lient-side means, that just the Telephonelntegration user could set his own TI client enable or

disable.

How to enable/disable DFR by Server-side:

o If you set this setting on "false", then the whole Telephonelntegration server-users would be set
disabled from DFR.

o If you set this setting on "true”, then all users of Telephonelntegration are able to use DFR.

Server-side settings are overruling the client-side settings.

Client or Server setting are using the same key name: UseDFR

Telephonelntegration for MS CRM 2013 Page 13
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Follow the steps below to to enable/disable DFR by Server-side:

Open CRM - go to “Microsoft Dynamics CRM” Logo on the left corner — click on settings

Y | SALES v Dashboards | v

MARKETING

SETTINGS

Click again on “SETTINGS” - go to the “Extensions Area” and click on “MSCRM-ADDONS.com

Products”.

MSCRM-ADDONS.CO...

Business Managem...

MSCRM-ADDONS.CO...

POWERSEARCH CONFIG

This action will open following window:

Ay~ # | SETTINGS v

MSCRM-ADDONS.c... |+

o CRM for Outlook  See how CRM for Outlook makes you even more productive.

+ NEw 1 DELETE ~

Active MSCRM-

Name
DocumentsCorePack
Plugin

PowerSearch

0 copyaunk ~  [F] RUNREPORT ~

ADDONS.com Pr...

Product Type
server
server

server

Telephonelntegration

server

1- 4 of 4 (0 selected)

w

Get CRM for Outlook

M EXPORTTO EXCEL ==

Search for records jo )
Created By CreatedOn W s
CRM System 9/24/2013 7:45 AM
CRM System 9/23/2013 12:32 AM
CRM System 9/24/2013 3:58 AM
CRM System

9/26/2013 5:38 AM

Page 1

<

speyD

Choose Telephonelntegration and click on the dropdown button next to “Telephonelntegration” in the
ribbon and open "“"MSCRM-ADDONS.COM SETTINGSKEYS". See next screenshots:

Ay M | SETTINGS v

AUDIT HISTORY

MSCRM-ADDONS.c... | v Telephonelntegration C‘D L0

MSCRM-ADDONS.COM SE...

Telephonelntegration for MS CRM 2013

BACKGROUND PROCESSES

Page 14
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MSERM-ADDONS.com Products: TelephoneIntegration - Microsoft Dynamics CRM - Dashboards: Sales Activity Social Dashboard - Micros

dig @@ = [ g i ferm2013/Contosn main, asp 21463201+ P=| 4 Ay MSCRI-4DDONS. com Produ... X

Mg » | SETTINGS v MSCRM-ADDONSc.. | v  Telephonelntegration | v

T al
MSCRM-ADDONS.COM PRODUCTS : INFORMATION
Telephonelntegration
MSCRM-ADDONS.com Settingsk... Search fo ecords o
= ADD NEW MSCRM-ADDO... [;4 ADD EXISTING MSCRM-A... [*% BULK DELETE
v Name KeyValue IsCached oYy 2
buttonXML <settings> <Account> <Telephonel> <label Icid="1... Yes 9/26/20. a,
CoreSInVersion 2013.2 Yes 9/26/20.
customSOL Whers Yes Q/26/20
Status Active
Active H

Click on "+ ADD NEW MSCRM-ADDONS.com Settingskeys". See screenshot above.

g B | New MSCRM-ADD... @ Am
4+ NEw  EE FORM 4D POWER SEARCH

MSCRM-ADDONS.COM SETTINGSKEYS : INFORMATION

New MSCRM-ADDONS.com Settingskeys

General ~
Name * UseDFR
IsCached * Yes
KeyValue false|

v
Status Active

e Name: Type in "UseDFR" to enable or disable DFR.
o KeyValue: If you set this setting on “false” the whole server-users, would be set disable.
If you set this setting on “true”, then all users are able to use this feature.

Click on “SAVE".

How to enable/disable DFR by Client-side:

Open your TI client. Now you can create a new string. Name the new string "UseDFR”", then click twice
on your new string, after this, you have the change to set DFR enable or disable by “true” or “false”.

o If you set this setting on "false", then you will not be able to use DFR.

e If you set this setting on "true", then you will be able to use DFR.

Telephonelntegration for MS CRM 2013 Page 15



Client Installation and User Guide

.4',.\\. mscrm-addons.com

5.2 The TI Balloon

‘\.;' Your company for MS-CRM ADD-ONS!
E . PTM EDVY-Systeme ab| oS _Server REG_5Z2
| el Profils ab| 55 _Signin REG_SZ
- TelephoneInteqgrationclient201 1 | g_l_l]ocg_Transp.;.rt REG_SZ LS
Ot BourdEal ab|0Cs_URI REG_SZ
El L Wows432Node 25| path REG_SZ C:\Program Files (x86)\PTM EDY-Sys
B Microsoft B Usenrr REG_SZ False
[ ) Swstem
B~ | Yolatile Environment Edit String
=+ ) HEEY_LOCAL_MACHIME
- | BCDOO00OOOD Walue name:
- | HARDWARE |useDFH
[ 0 5AM
_____ | SECURITY *alue data:
iy, - Rl Iﬁ
. AsphletProcess
&~ | ATI Technologies | Ok I Cancel |
B | Classes
. Clients

The "balloon” provides the main user-interface. It contains all client-side functionalities.

[number textfield]

- - 00433166808800 Find
All Phone calls, Answered

calls ... P . .

| ) All | Answered  Dialed  bdissed CF{M\

or Call the inserted
Lnumber (Ctrl+Enter)

-

Elepimne Integration & x (Find Entities in CRM )
4_

s

Call status information

Phone number

CRM data records details

2 %4 Christian Ternek

Dialed Call
N00034316630880

00
10,7

ddress 1) FIPPostal Code: 3020

3

12:17 Ak

CRM find results from
the search above.

7/

~

Called out from CRM site

-
The Call-button, select
your desired call-plugin

like OCS, TAPI, Skype or

Lync and press the
Button to call.

\.

~

—>

2 % Christian Ternek
&
“ &
i~ 8= Christian Ternek

« &

&2 %4 Christian Ternek

Q0676524959304

Q000343166808E0

%, Simulation -

11

11:43 P

11:47 PM

11:45 PM

11:45 P

¥
11:4%&4\ .
49 PM

. J
\f )
Open the Context
Menu
S

N

Duration of the call

Telephonelntegration for MS CRM 2013
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How to initiate an outgoing call?

o A call can be started by simply selecting the item (contact, account...) in the list and double click on
it. The "CRM" tab shows the search-results from CRM.

e Additionally, you can just type the number you want to call into the [number_textfield] and press
Ctrl+Enter or click on the Call button.

5.3 Integrated Search

By using the Find button, it is possible to search for CRM-records from within the balloon. Therefore
there is no need to open CRM in order to call a contact, account, lead etc.
You can search it by name or by phone numbers.

Telephone Integration & X Telephone Integration &

ternek Find - +43 316 B0 8RO 20 Find -
All - Answered  Dialed  Missed | CRM Al Answered  Dialed  Missed | CRM
%5 Christian Ternek &5 Josef Ternek
+43 316 680 550 16 +43 316 680 880 20
a020 020
Aystria

%5 Josef Ternek

+43 316 680 80 20

G020
Austria

%, Simulation - %, Simulation ~

Telephonelntegration for MS CRM 2013 Page 17
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54 The Context Menu

Several CRM-functionalities are available in the context menu of a phone call:

Al Openin CRM
|l MNew Activity v
T ., ij:l Create Case
Telephone Ir
ﬁ Create Opportunity
|85 Create Contact
2% Create Account
All | Answer
% Create Lead
= & 0045 @  Addto Phone Book
= & abol 2, Add to Existing Record
e a abol Copy Mumber
& 2 TEST
— & Remove this Call
& & 003Surrmurows
Dialed Call 00:00 -
0033641967600 061272012
& & 74540 12:57
& & 74540 12:57
R i B o | e 1%Eca
S TAPICall ~

If the user has no sufficient CRM-rights to create those records, these functionalities are automatically
disabled.

Telephonelntegration for MS CRM 2013 Page 18
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5.5 The Application Menu

Right-click on the TI toolbar icon to open the Application-Menu. It provides the possibility to:

e  Open the balloon
e  Call the number that is saved in the clipboard (see screenshot)

e  Open Call-History (see chapter 5.6)

e Open Personal Phone Book (see chapter 5.7)

e  Open Predictive Dialer (see chapter 11)
e  Show info (license state)

. Drop call and reset (see screenshot)

e  Open Setup

e  Exit (shutdown the CTI client)

Show Balloon (Quick-CaII/CIipboard-Action:\

The number saved in the
Call: [] clipboard can be called from this
menu directly.

{k

Personal Phone Book

J
~N

History (Drop calls and reset:
Predictive Dialer The CTI will be restarted. In
Info case of any communication

issues with the connected call-
P info provider, chose this
Drop calls and reset < \functionality.

J

Setu
p \r N
Setup the Telephone Integration

Exit LConfiguration (chapter 9)

7
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5.6  History Window

The History provides an overview of all of your calls. It is accessible via the application menu (see
chapter 5.5). Those records are stored on the CRM server and cannot be deleted by the user.

ﬂg History !E
Drag a column header and drop it here to group by that column
CrmData  |Date T [Time Y |Direction T |Phone Mumber T | Caller Name Y | Duration T | Originated From T
10712013 12:35 AM « o000
| w 10/7f2013  12:17 AM i« 000034316650880  Christian Ternek  00:00:29
| g 10/8f2013  11:57 PM « 000034316650880  Christian Ternek  00:00:04 =
| w 10/6f2013  11:52 PM i« 0000034316650850 | Christian Ternek  00:00:07
| g 10/6J2013  11:49PM o« 000034316650880  Christian Ternek  00:00:04 7
[ | 10/6/2013  11:49PM o 00:00:00
[ | 10/6/2013  11:48 PM L 00676324959304 0o:00:04
[ | [ 10/6f2013  11:47 PM e 00034316650550 Christian Ternek,  00:00:10
| =Y L] 4 44 A Cna A l
|I__1| |I| Izl |I| | Page |1 of 1

CALL | Filter: ILast 30 Days vl

You can also use redialing in History window by selecting the phone call record and pressing the [Call]
button.

5.7 Personal Phone Book Window

The Personal Phone Book is not part of the CRM. It helps you store information of any person that is
not in the CRM system, but you want to be resolved.

I personal Phone Book M=l E3

Phone Mumber First Marme Last Mame

| | Add Info |

Phone Murnber First Mame Last Mame
+43316845605 Maria Berghold
+43316862016 Josef Kompacher
+43316693064 k.atharina Maier
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6 MS CRM 2013 Integration

6.1

Start an outgoing Call from MS CRM 2013

By pressing on the [Call Number] button, the TI Clients balloon pops up with the available phone
numbers of the originated CRM data record, as well as with phone numbers of all related data records.

J‘-'V ﬁ

SERVICE ~

Contacts |«

Chiris

“ CRMfor Outlook  See how CRR for Qutlook makes you even more productive,

o+ MEw  [@ DEACTIMATE

COMNTACT

Christian Ternek

&3 COMMECT | =

Summary
CONTACT INFORMATION
Full Mame * Christian Ternek
Job Title Product Manager

Compary Mame
Ernail

Business Phone

=s mscrm-addons.com
christian.ternek@mscrm-

+43 316 680 B8O 16

Muobile Phane -

Fax +43 316 680 880-25
Preferred bethod of Any

Address Bahnhofgiirtel 59

Graz, Austria 8020

SELECT THE NUMBER TO CALL

2 Contact

[ ADD TO MARKETIMG LIST - 8 ASSIGN

POSTS

Both

2=

Get CRM for Outlook

e Ernail a Link

7 Delete

Faorm

&l Call nurnber s

!’?{, Run arkflow
[¥] start Dizlog
[¥) Run Report »

|Z"_ Other Activities 3
Christian Ternek
Contact: Created By CRb
On Christian Ternek's wi & Powver Search
10/6/2013 11:39 Phd

o5 Relationship 3

~ Christian Ternek

Business Phone

+43 316 680 880 16

Campary Mame

Simulation -

mscrm-addons .com

CANCEL

Telephonelntegration for MS CRM 2013
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If no related CRM-records are found and the originated CRM record has only one phone number, this

number will be immediately called.

Per default TI Client always search for related CRM-records if you do not set it otherwise.

You can disable searching for related CRM-records at server-side or on client-side layer.

Telephone Integration 5.54
SELECT THE NUMBER TO C/

-
Originated CRM data record, where

dl
[ Account =

TestAccount CTI purpose

Lwe pressed the [Call-Number] button )

| E Accounts

TESTFIRMA FRH

I I| Accounts

TEST company &TEST

&: Contacts
- Mayer, George

=1 rnntarts

Simulation - CAMNCEL

Telephonelntegration for MS CRM 2013

. a ~
Largsoacs < Available phone numbers from the
originated data record.
. 'r:'_ Parent Account \. J
TEST FIRMA
Fax N
031674540 < rLookups of the originated data
Main Phone Lrecord .
0316 74 54 J
Other Phone
0316 74 54
=| Primary Contact
. [82
&g Shizo, Charlie
: - rReIated data records with their phone
| Relations (5) N .
2 Othere 1 Lnumber lists.
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Search  for related CRM-records is per default always enabled for all users.

However there are possibilities to completely enable or disable this feature on CRM server side or
locally on the client side.

Server-side "UseDFR" setting:

e If you set this setting on "false", then none of TI users will be able to use this.
o If you set this setting on "true”, then all of TI users will use this feature.

If you did not set this setting on server-side layer, then per default every TI user will use it, except
those who will disable it locally. Server-side setting are overruling the client-side settings.

Client-side "UseDFR" setting in the local registry:

HKEY_CURRENT_USER\Software\PTM EDV-Systeme\Telephonelntegrationclient2013

o If you set this setting on "false", then the local TI user will not be able to use this feature.

o If you set this setting on "true", then the local TI user will be able to use this feature.
Not setting this feature at all, is same as you would set it with "true".

If TI User is using DFR feature, then he can set additional restrictions for it server-side. (For more
information, please read our blog article)

Telephonelntegration for MS CRM 2013 Page 23
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6.2 How to assign unresolved numbers to existing CRM records

Telephonelntegration provides the possibility to assign unresolved numbers to already existing CRM
records (accounts, contacts and leads). To do so, you just have to right-click on the number to open
the context-menu. Then, chose “Add to Existing Record” (see screenshot below).

_h.- .
Telephone Integration

Find -
All | Answered  Dialed  Missed  CRR
= |84 Christian Ternek 11:52 PM
4= &3 Christian Ternek 11:49 Phd
| & £ 00676824089304 11:45 P
“M | 00:04 -
189304 10/6/2013
J  New Activity 8
_ ristian Ternek 11:47 P
g Create Case
j Create Opportunity 10034316680880 11:45 PM
84 Create Contact aristian Ternek 11:45 PM
> Create Account
2 11:45 PM
<) Create Lead
£ AddtoPhone Book Tristian Ternek 11:41 PM
2, Add to Existing Record ST
@y Copy Number ulation -
© Remove this Call

Screenshot: Telephonelntegration balloon with option to assign unresolved number to existing CRM record or to create new record.
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A search window will open in which you could search for and select the required CRM record (see
screenshot below). Afterwards, close the window and the number will be automatically added to one
of the CRM record’s phone fields.

IMPORTANT: These phone fields have to be configured as “search fields” in the TI Server configuration
tool.

Enter your search criteria.
Look for | Contact [ show only My Records
Look in  Contacts Lockup View
Search | terned X
Full Mame Email o
w'  (Christian Ternek christian.ternek@mscrm-addons.com +43 31
Josef Temek Jjoseftermnek@mscom-addons.com +43 3
-
Add Cancel

Screenshot: search window

Furthermore, you also have the possibility to create a new CRM record with the unresolved number
assigned to (see first screenshot).
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6.3 How to set restrictions for dialing from a related CRM-record

This means that they have the possibility to choose from a list of records related to the initially opened
one when dialing out from CRM (e.g. from related leads, contacts, etc.).

In regards to this, you have the possibility to set restrictions for the related records to be displayed in
the Telephonelntegration balloon (e.g. In case of dialing out starting from an opportunity, you want
accounts and to be displayed, but not the related contacts and leads). In order to do so, you have to
create a new settings key.

Follow the steps below:

1. Open CRM - go to “Microsoft Dynamics CRM” Logo on the left corner — click on settings

# | SALES» Dashboards | v

MARKETING SETTINGS

2. Click again on “SETTINGS” - go to the "Extensions Area” and click on “"MSCRM-ADDONS.com
Products”.

Business Managem...

MSCRM-ADDONS.CO... MSCRM-ADDONS.CO... POWERSEARCH CONFIG

This action will open following window:

A« | SETTINGS v MSCRM-ADDONSc... | v @ AE

o CRM for Outlook  See how CRM for Outlook makes you even more productive. Get CRM for Outlook x

+ NEw T DELETE ~ [ copvalNK -~ [ RUNREPORT» [ EXPORT TO EXCEL

E .l
Active MSCRM-ADDONS.com Pr... ~ 7" 8
v Name Product Type Created By CreatedOn Y & <
DocumentsCorePack server CRM System 9/24/2013 7:45 AM Q
Plugin server CRM System 9/23/2013 12:32 AM i:#‘j
PowerSearch server CRM System 9/24/2013 3:58 AM
Telephonelntegration senver CRM System 9/26/2013 5:38 AM
1 -4 of 4 (0 selected) Page 1
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3. (1) Click the checkbox in front of ‘Telephonelntegration’ and then (2) click on ‘Edit’.

MSCRM-ADDONS.com Products Active MSCRM-ADDONS.com Products - Microsoft Dynamics CRM - Dashboards: Sales Activity Social ... [H[=] E3

J“ @@ - I'vj:} htp: fferm2013/ Contoso/main. aspx# 490391 Dj *2 :% MSCRM-ADDONS, com Pradu,.. X

VR |

MSCRM-ADDONS.c... | v @

SETTINGS v

0 CRM for Outlook  See how CRM for Qutlook makes you even more productive. Get CRM for Outlook x

+ nEw | # DT |V ACTIVATE  [@ DEACTIVATE [ DELETE | v see

+ Active MSCRM-ADDONS.com Pr... ~ Search for records gl

~  Name Product Type Created By Created On A 4 [+ <
Plugin server CRM System 10/2/2013 3:09 AM 9
o
Powersearch SErver CRM System 10/2/2013 3:08 AM =+
e S i &
+  Telephonelntegration server CRM System 10432013 3:11 AM

1 - 3 of 3 (1 selected) Page 1

Screenshot: Edit Telephonelntegration in the CRM Settings

4. A new CRM window will open:

MSCRM-ADDONS.com Products: TelephoneIntegration - Microsoft Dynamics CRM - Dashboards: Sales Activity Social Dashboard - Mic.

Aig @@ - I’é—;‘ http:)ferm201 3{Contoso/main, aspx#659461 pj *1) = MSCRM-ADDONS.com Produ...

VRV | SETTINGS «~ MSCRM-ADDONS.c... |+  Telephonelntegration |«

0 'CRM for Qutlook See how CRM for Qutlook makes you even more productive. Get CRM for Outlook X
+ MEW  [S DEACTIVATE | DELETE =5 EMAIL ALINK &% RUN WORKFLOW == 4 al

MSCRM-ADDONS.COM PRODUCTS : INFORMATION

Telephonelntegration

General
Name ™ Telephonelntegration
Product Type server
Notes
Status Active
Active H
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Within this window, (1) click on the dropdown-button next to Telephonelntegration on the Top of the
window and navigate to ‘"MSCRM-ADDONS.com Settingskeys’ on the top and (2) click on ‘Add New
MSCRM-ADDONS.com Settingskeys'.

Ay . SETTINGS v  MSCRM-ADDONS.c... | v | Telephonelntegration | v

AUDIT HISTORY MSCRM-ADDONS.COM SE... BACKGROUMND PROCESSES REAL-TIME PROCESSES

This action will open following window:

MSCRM-ADDONS.com Products Active MSCRM-ADDONS.com Products - Microsoft Dynamics CRM - Dashboards: Sales Activity Social ... [Ejj=]

J" @@ = Im http:/ ferm2013) Conkoso main, aspxt 922604 pj *1 Ay M5CRM-ADDONS. com Produ... X

VTRV SETTINGS v+  MSCRM-ADDONS.c... |+  Telephonelntegration | v

0 CRM for Outlook  See how CRM for Outlook makes you even more productive. Get CRM for Qutlook =

MSCRM-ADDONS.COM PRODUCTS : INFORMATION

Telephonelntegration

MSCRM-ADDQOINS.com Settingsk... Seatch for recorcs o

=+ ADD NEW MSCRM-ADDO... :', ADD EXISTING MSCRM-A...  [% BULK DELETE

+ MName KeyValue IsCached tn'y 2
buttonXML <settings> <Account> <Telephonel> <label lcid="1...  Yes 10/3/20: o,
CoreSInVersion 20133 Yes 10/3/20:
customSQLWhere Yes 10/3/20:
defaultButtonMName Call number Yes 10/3/20:
ExecutableVersion 6.3 Yes
fields.xm <7uml version="10" standalone="yes"7> <settings...  Yes
firstinstall false Yes 10/3/20:
GeneralSinVersion 20133 Yes 10/3/20:

Status Active
Active H

Within this window click on “+ADD NEW MSCRM-ADDONS.com Settingskey".
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5. A new window will open. Within this window, put a name and a KeyValue with the following
structure:

name: DFR_Disable_{entity name}
cached value: entity namel;entity name2; entity name3

Furthermore, set ‘IsCached’ as ‘yes'.
In our example (dialing out starting from an opportunity, accounts should be displayed, but not the
related contacts and leads), we have to type in the following (see screenshot below):

< "DFR_Disable_opportunity”, "contact;lead" >

ft | New MSCRM-ADD... m

EHsave He New FORM /D POWER SEARCH

MSCRM-ADDONS.COM SETTINGSKEYS | INFORMATION

New MSCRM-ADDONS.com Settingskeys

General
Mame ™ DFR_Disable_opportunity
[sCached ™ Yes
KeyValue ccnlad;lead
Status Active
Active H

If you want to disable all subrelated data records (meaning that you do not want any related record to
be displayed), you have to set "*" within the ‘KeyValue'-field and ‘DFR_Disable_opportunity’ within the
‘Name'-field.
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7 Use Telephonelntegration with MS Outlook

Users have the possibility to use Telephonelntegration without a browser, but with Outlook only,
meaning that Telephonelntegration will open all windows (e.g. the CRM-call-activity, etc.) in Outlook
and not in an internet browser window. For being able to use Telephonelntegration with Outlook only,
you have to install Telephonelntegration Client v.5.54 or higher and create a new settingskey.

Please follow the steps below to do so:

1. Open CRM - go to "Microsoft Dynamics CRM" Logo on the left corner — click on settings

# | SALES» Dashboards | v

MARKETING SETTINGS

2. Click again on "SETTINGS” - go to the "Extensions Area” and click on “"MSCRM-ADDONS.com
Products”.

Business Managem...

MSCRM-ADDONS.CO... MSCRM-ADDONS.CO... POWERSEARCH CONFIG

This action will open following window:

Ay « | SETTINGS v MSCRM-ADDONSc... |~

o CRM for Outlook  See how CRM for Outlook makes you even more productive. Get CRM for Outlook x

+ NEw @ DELETE + D copvAUNK ~ [ RUNREPORT~ [ EXPORTTOEXCEL =+

==
Active MSCRM-ADDONS.com Pr... ~ 77 8
v Name P Product Type Created By CreatedOn W o <
DocumentsCorePack server CRM System 9/24/2013 7:45 AM 9
Plugin senver CRM System 9/23/2013 12:32 AM Qé#
PowerSearch server CRM System 9/24/2013 3:58 AM
Telephonelntegration server CRM System 9/26/2013 5:38 AM
1 -4 of 4 (0 selected) Page 1
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3. (1) Click the checkbox in front of ‘Telephonelntegration’ and then (2) click on ‘Edit’.

MSCRM-ADDONS.com Products Active MSCRM-ADDONS.com Products - Microsoft Dynamics CRM - Dashboards: Sales Activity Social ... [H[=] E3

J“ @@ - I'::} htp: fferm2013/ Contoso/main. aspx# 490391 ,Qj *2 “% MSCRM-ADDONS. com Produ... X

fol

i » Y | SETTINGSv MSCRM-ADDONSc.. | v

0 CRM for Outlook  See how CRM for Qutlook makes you even more productive. Get CRM for Outlook x

+ NEW | # EDIT W/ ACTIVATE E)DEACTVA_E D DELETE | ~ e

+ Active MSCRM-ADDONS.com Pr... ~ gl

~  Name Product Type Created By Created On A 4 [+
Plugin server CRM System 10/2/2013 3:09 AM f_)\
o
Powersearch SErver CRM System 10/2/2013 3:08 AM i
e S i &
+  Telephonelntegration server CRM System 10432013 3:11 AM
1 - 3 of 3 (1 selected) Page 1

Screenshot: Edit Telephonelntegration in the CRM Settings

4. A new CRM window will open:

MSCRM-ADDONS.com Products: TelephoneIntegration - Microsoft Dynamics CRM - Dashboards: Sales Activity Social Dashboard - Mic... [Ei[=]

Aig @@ - I’-\;—;‘ http:)ferm201 3{Contoso/main, aspx#659461 ,Oj *1) = MSCRM-ADDONS.com Produ...

VRV | SETTINGS «~ MSCRM-ADDONS.c... |+  Telephonelntegration |«

0 CRM for Outlook  See how CRM for Outlook makes you even more productive. Get CRM for Outlook x

v [& DEAC 1 D @ EN % WORKFLOW ~ »== E]
+ nEw  [§ DEACTIVATE DELETE EMAIL A LINK 4% RUN WORKFLOW + al

MSCRM-ADDONS.COM PRODUCTS : INFORMATION

Telephonelntegration

General
Name ™ Telephonelntegration
Product Type server
Notes
Status Active
Active H

5. Within this window, (1) click on the dropdown-button next to Telephonelntegration on the Top of
the window and navigate to ‘'MSCRM-ADDONS.com Settingskeys’ on the top and (2) click on ‘Add
New MSCRM-ADDONS.com Settingskeys'.

g . Y | SETTINGS© MSCRM-ADDONS.c.. |v | Telephonelntegration | «

AUDIT HISTORY MSCRM-ADDONS.COM SE... BACKGROUND PROCESSES REAL-TIME PROCESSES
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This action will open following window:
MSCRM-ADDONS.com Products Active MSCRM-ADDONS.com Products - Microsoft Dynamics CRM - Dashboards: Sales Activity Social ...
J“ @@ - Im http:/ferm2013/Contaso/main, aspx# 922604 pﬂ +3 Mg MECRM-ADDONS, com Produ,., X
it « M | SETTINGS v MSCRM-ADDONS.c.. |v  Telephonelntegration | v
0 CRM for Outlook  See how CRM for Outlook makes you even more productive. Get CRM for Qutlook x
t El
MSCRM-ADDONS.COM PRODUCTS : INFORMATION
Telephonelntegration
MSCRM-ADDONS.com Settingsk... Search forreco'cs o
=+ ADD NEW MSCRM-ADDO... |7} ADD EXISTING MSCRM-A... [« BULK DELETE
+ Name KeyValue IsCached ¥ 2
buttonXML <settings> <Account> <Telephonel><label Icid="1...  Yes 10/3/20: o,
CoreSInVersion 20133 Yes 10/3/20:
customSQLWhere Yes 10/3/20;
defaultButtonMame Call number Yes 10/3/20:
ExecutableVersion 63 Yes 10/3/20:
fields.xm <?xml version="10" standalone="yes"?> <settings...  Yes 10/3/20.
firstinstall false Yes 10/3/20.
GeneralSinVersion 20133 Yes 10/3/20.
Status Active
Active H
6. Again, a new window will open. Within this window, put the name ‘UseOutlookOnly’ and the

KeyValue "true’. Furthermore, set ‘IsCached’ as 'yes'. (see screenshot below)

Ait « M | New MSCRM-ADD... @ E

H save |4 NEw FORM D POWER SEARCH

MSCRM-ADDONS.COM SETTINGSKEYS | INFORMATION

New MSCRM-ADDONS.com Settingskeys

General
Name * UseOutIookOnM
IsCached * Yes
KeyValue true
Status Active
Active H

Restart the client. Telephonelntegration will open all windows in Outlook instead of an internet
browser.
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8 Localization/Custom Language packs

To select another language pack, go into your installation path and search for the “Localization”-
Folder. You can install language files (XML-documents) here or change already existing language file.
To change values inside of the file open the XML-file and change the following Values and save the file
by closing it. You should make a backup-file of the file you are editing.

Important: Never change the Key attributes! Only change the values!

[# caprogram EDV-Sy HITe Giient for MS CRM 201 \Locali - Windows Internet Explorer TR o (e

)y | L c\Program Files (:86)\PTM EDV-Systeme GmbH\Telephone Integration Client for MS CRM 2011\Localization\ WPF_snaxmi -4 [ % |49 Googte o~
<z Favoriten | 73 i Aktivititen Meine Aktivita... [T downloaddetails Microsof... [1J Verbindung zum MySQL-. Connectsto 2 Microsoft A... 4 workplace PowerSearch - .. &p MS CRM Addons by PTM =
(& C:\Program Files (86)\PTM EDV-Systeme GmbH % v B v @ v Setev Sicheheitv Barasv @v

e REy= ToauNy UaTa- < v =

<Value key="noResults">no results</Value>

<Value key="PleaseTypeSomeText'>Please type some text into the search box and dlick on Find to get results.</Value>
<Value key="INCOMINGCALL">INCOMING CALL</Value>

<Value key="RESOLVEOUTGOINGCALL">RESOLVE OUTGOING CALL</Value>

<Value key="SELECTNUMBERTOCALL">SELECT THE NUMBER TO CALL=/Values

<= E

<value key="Filter'>Filt
<value key="Last30Days">Last 30 Days</Value>
<Value key="Last2Months">Last 3 Months </Value>
<Value key="LastYear">Last Year</Value>

<Value key="Last3Years">Last 3 Years</Value>
<Value key="NoFilter">No Filter (max. 5000) </Value>
< . Forz

<Value key=" "=-An error occurred </Value>
<Value key="PleaseContact’>Please contact</Value>
<Value key="ForSupport">for support. </Value>
< -
<Value key="NoAccessToSkype"=No access to Skype </Value>
<Value key="NoAccessToSkypeDetail'>Please go to the Skype Options -> Advanced -> 'Manage other programs access to Skype' and allow Telephone Integration
to use Skype.</Value>
<value key="IncorrectInputFormat">Incorrect input Format</Value>
<Value key="IncorrectInputFormatDetail'>If you try to call a number, please be sure the phone number is in a correct format.</Value>
I

<Value key="EntityNotExist’ Values-
<Value key="EntityNotExistDetail >If you have sele. This Entity i the Browser, are you sure you work in the current Organization like the TIis configured?

</Value>

<Value key="ConnectionFailedToCrm'>Connection failed, can't find the CRM Server </Value>

<value key="ConnectionFailedToCrmDetail'>Please make sure your connection is working. </Value>
ze -

<value key="CrmData"=Crm Data</Value>

<value key="Date">Date</Value>

<Value key="Time">Time</Value>

<value key="Direction">Direction </Value>

<value key="PhoneNumber">Phone Number</Value>

<value key="CallerName">Caller Name</Value>

<Value key="Duration’>Duration</Value>

<l-- P

<value key="SkypeWrapper'>Skype Call</Value>

<value key="TAPT'>TAPI Call</Value>

<value key="OCSWrapper"=0Cs Call</Value>

s

<value key="ThereIsActiveCall'>There is a active Call running, please drop this first. </Value>

<value key="NoPhoneNumberComittedOpenInCrm’>No phone number committed! Open this entity in CRM?</Value>

<value key="NoPhoneNumberComitted"=No phone number committed: </Value>

<Value key="ConnectionProblems'>Connection Problems, can't Connect to MS-CRM</Value>

<value key=" i Telephone Integration Problem </Value>

<value key="PhoneModemOptionsWarning’ >Your Phone and Modem Options are not configured. TI does not run correctly without these settings! </Value>

<value key="/>

</Languagevalues>

PrA— 8

I
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9 Configuration Setup

To change the configuration start Telephone Integration Setup via the Application Menu
(chapter 5.5)

Show Balloon

Call: []

Personal Phone Book
History
Predictive Dialer

Infa

Drop calls and reset

Setup

Exit |

|'*' 'f:l i)

Telephone Integration Setup B
Behaviour | Balloon | TAPI | Skypetwirapper | OCSwirapper | Lyne 2010 Simulation | T&PI2

Do actions below % when lifted " on call notice

—Internal Calls

|4 inimum number digits length to define extern calls

Intermal Domains:

for incoming calls for outgoing callz

v Show balloon-popup v

r Loakup nurnber in CRb [ [T Only exact matches
r Open internet explorer windowes

—External Incoming Calls

¥ Open Entity
[~ Open new IContact 'I if caller iz unknown
¥ Open phone call activity I™ For urrecognized ™ For personal numbers

" Generate new phone call activity [and alwaps store i)

% Only show new phone call activity

—External Outgoing callz
¥ Open Entity
[V Open phone call activity ™ For personal numbers

" Geherate new phone call activity (and alwaps store i)

& Only show new phone call activity

—Internet Brawser Popup Style

€ Left ta Right  Upta Down & Overlapping

F‘ £ Show entity first

£ Show phone call activity first

—Mizc
[ Activate debugging ™ Prevent outgoing call popup
[~ Remove leading zero on all calls [ Prevent incoming call popup

V¥ Launch CTI on system startup

Telephonelntegration for MS CRM 2013 Page 34



[ ]
e ‘@ Mmscrm-addons.com
‘\./' Your company for MS-CRM ADD-ONS!

Client Installation and User Guide

Balloon general:

TI client distinguish between internal calls and external calls. Regarding on those two types, TI client
can determine if the phone call with that number should be processed or not. By processed it is meant:
¢ Should the number be recognized (resolved) as a CRM record?

e Should corresponded CRM entity open for that call?

« Should Call Phone activity open for that call?

Internal calls are determined with the number length or with the domain name in case of SIP numbers.

In the figure below, internal calls are determined as those, who have a number length less than 4
digits, or who have a domain ptm-edv.at or mscrm-addons.com in their SIP numbers.

Below a sample is shown that by an incoming internal phone call the balloon should popup and the
number will be resolved with the exact match. By outgoing internal calls, only the balloon should

popup.

—Intermal Calls

|4 Minimumm number digits length to define extern calls

Internal Damains:

for incoming calls for outgoing calls

v Show balloon-popup v

|_ Lookup number in CRM "' ™ Only exact matches
r Open internet explarer windows r

Minimum number digits length to define extern calls: Defines the minimum number length, which
has to be inserted to begin call processing. Calls that have less than the desired amount of digits will
not be checked in CRM for caller-information unless we explicitly allow it.

Internal Domains: Contains the internal domains for sip numbers you do not want to check in CRM
for additional information. For example:

On an incoming/outgoing call with the caller having a sip address sip:username@mscrm.addons.com
and you don't want that this address to be resolved, you need to add “mscrm-addons.com” domain

",

into the text field. Multiple domains are separated with semicolon “;".

Show balloon popup: Defines should the TI Balloon popup by internal incoming or internal outgoing
calls.

Lookup number in CRM: Defines should the TI client search in CRM for record that matches this
phone number by incoming or outgoing calls.

Only exact matches: Shows only those records that are equal to the phone number. Otherwise it
shows also those who ends with the  searched phone number  digits.

Open internet explorer windows: Defines, should the general action settings for opening CRM
entities and Phone Call activities by also applied for internal incoming or internal outgoing calls.
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EXTERNAL INCOMING CALLS:

—External Incoming Callz

v Open Entity
[~ Open new IEontact 'I if zaller iz unknown
v Open phone call activity [ For unrecognized [ For personal numbers

" Generate new phone call activity (and always store it)

£ Only show news phane call activity

e Open Entity: Open the Entity in CRM that contains incoming caller data.

e Open Contact/Account on call: Defines whether a CRM record that contains the number that is
calling in should be opened automatically or not.

e Open phone call activity: if you are called and you lift the handset TI will create a Phone Call
Activity...

- Generate new phone call activity (and always store it): stores it and opens it for you.
- Only show phone call activity: generates a new phone call activity without storing.

- For unrecognized: Phone Call Activity will open always when the incoming call is from
an unknown number, which is not stored wunder any contact in our CRM.

- For personal numbers: Phone Call Activity will open always when the incoming call
comes from a known contact in our CRM.

EXTERNAL OUTGOING CALLS:

External Outgoing calls
¥ Open Entity
¥ Open phone call activity ™ Far personal numbers

" Generate new phone call activity [and always store it)

% Only show new phone call activity

e Open Entity: Open the Entity in CRM that contains data from called target.

e Open phone call activity: if you are caller and the called participant lift the handset TI will create a
Phone Call Activity...

- Generate new phone call activity (and always store it): stores it and opens it for you
- Only show phone call activity: generates a new phone call activity without storing.

- For personal numbers: Phone Call Activity will open always when the outgoing call goes to a
known contact in our CRM.
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OTHERS:

—Internet Browser Popup Style

" Left ta Right ™ Upta Down ' Overlapping

= ! €™ Shaw entity first
J i ' Show phone call activity first

— Misc

[~ &ctivate debugging [~ Prevent outgoing call popup

™ Remove leading zer on all calls ™ Prevent incoming call popup

¥ Launch CTI on system startup

e Debugging active: Activate Debugging. You find the log file under: C:\Programme (x86)\PTM EDV-
Systeme GmbH\Telephone Integration Client for MS CRM 2011\log\.

e Start TI automatically: As soon as Computer boots.
¢ Removing leading Zero when calling

¢ Do not show popup by incoming calls: When choosing this field, Popup-Balloon will not show up
by incoming calls.

e Show call first: Internet Explorer window will shop up first with the displayed entity. (Entity will
show up first)
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9.1 Balloon Settings

Telephone Integration Setup )

" Behaviour Ballaon | TAPRI I Sk_l,lpeWrapperl DESWrappell Lync 2D'ID| Simulationl TAF‘I2|

r—Balloon settings
|‘||j 3: M azimum number of displayed call items

Autoclose balloon after inactive timeout [0 for newver]

IIJ 33
|25 3: Dizplay main walue font size
I‘IB 3: Dizplay CRM values font size

[ autoclose balloon after ending the call

—Search Settings

[¥ Retumn also entities without a phone number

—Position Settings

200 = Horizontal offset (Default 0]

I‘IDEI 3: Wertical offset (Default 0]

—Predictive Dialing Frequency

I 0 3: time interval [zeconds)

Balloon section
e  Maximum number of displayed call items.

. Auto close balloon after inactive timeout: in minutes. If 0 then this feature is disabled.

e  Font size for displaying the CRM main value by incoming or outgoing call.

e  Font size for displaying the CRM result values by incoming our outgoing call.

e  AutoClose balloon after ending the call.

Search section
e  Return also entities that do not contain a phone number.

Position section
e  Spacing between the CTI balloon and the right screen edge.

e  Spacing between the CTI balloon and the bottom screen edge.

e In case of using LyncWrapper, 100 is a minimum recommended value, otherwise the balloon and

the Lync client notification popup overlap.

Predictive Dialing Frequency
e Time interval of refreshing the predictive dialer lists.
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9.11 Skype Plugin Configuration

Telephone Integration Setup

"Behaviour | Balloon | TAPI  SkypeWhapper | OCSwhapper | Lyne 2010| Simulation | T4PI2 |
—Settings

[~ Activate

[~ Default plugin @

— Skype Status

Statuz; Skppe client iz disabled.

Settings section

Activate: Here you can enable/disable the Skype Plugin. This requires a restart of the application.

Default plugin: Make Skype Plugin to your Default Plugin. Checking this checkbox checks the
“Activate”-checkbox. Only one plugin can be the default plugin.

Skype Status section: Shows the current status of the Skype Plugin.

e  Status: Shows the current status of the Skype Plugin.

9.1.2  Skype Plugin Authorization

Starting Telephonelntegration

After starting Telephonelntegration you will get an Authorization Request message from your Skype-
Client (only for the first time):

S) Skype™ - mscrm.addons [_ O] x]
Skype Contacts Conversation Call View Todls Help

@~ mscrm addons ]
.Ap|: TICHenk2011 exe wants ta use Skype

| =8 L] ( Allows acress ) ( eny access |
n -+ v

Q search Skype Home

& contacts © Recent

All - ’

) Echo/ Sound Test Service

Find your friends and say hello

Look for Skype contacts in your address book, then send an
instant message or make a free video call - just to say hil

Search address book
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Click on "allow Access” to proceed

Manually Manage API Access Control

You have the opportunity to manually control the access of programs to the Skype client. The setting
can be found in “tools” = "Options” =» "Advanced”:

1. Click on "Manage other programs’ access to Skype”.

S, Skype™ - Dptions M= 3
8 Gereral Advanced settings: Skype updates and external programs
B Privacy [¥ Usa Skype to call callta: links on the web

¥ Use Skype ko cal tel: links on the weh

1 Motifications
[¥ keep Skype in the taskbar while T'm signed in.

W Calls [V show Skype watermark during calls

[ Help improve Skype and other Microsoft: products and services by automatically sending us periodic reports
@ Masms about Skype’s performance on this device, including error reports, The reports may conkain your Skype 1D
andfor Microsoft account ID, but we will not use it ko identify you or contact you, Learn More

£} Advanced

& Automatic updates

T* Connection

@ Hotkeys

{ly Accessibility

oOther things you can do

W Manage other programs’ access to Skype

Save | Canicel |
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2. "Manually Manage API Access Control” pops up. Click on “Change” button:

S\ Skype™ - Manage API Access Control

Manage APl Access Control

| Change |
ambH

Remove

3. Choose if you want to allow the program access to the Skype Client.

S Skype™ - Manage API Access Control

Managye APl Access Control

anaother program is krying to access Skype. This program is nok known ko
Skwpe and may be a potential securiky risk,

Name: TIClent2011 . exe
Publisher: PTM ED%-Systeme GmbH

€ allow this program to use Skype.

% Do not allow this program to use Skype,

what does this mean?

Ok I Cancel
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9.2 How to position popup windows

Telephonelntegration provides the possibility to automatically open CRM records and a new phone-
call activity in separate Internet Explorer windows. Users can define the order and position of the CRM
record-window and the phone-call-activity-window.

Open the Telephonelntegration setup with a right-click on the TI-icon located in the taskbar on the
bottom of your desktop. Within the setup, chose the “Behavior”-tab and go to the “Internet Browser
Popup Style"-section (see screenshot below).

Here you have several positioning-options (left to right, up to down, overlapping) and order-options
(show entity first, show phone call activity first). Select your favorite positioning- and order-option.
Changes are adopted immediately with the next call.

Internet Brawser Popup Style
(% Left to Right " Upta Down " Overlapping

'ﬁ“‘ ,_—- ™ Show entity first
i"‘ I:l % Show phone call activity first

Screenshot: “Internet Browser Popup Style”-section within Telephonelntegration setup

B2l|*

My Prcne Colt tew Phice Cal -, X

New Phone Call
Phone Call

Outgoing

43316 680 82025
Any

Bahnhofgiirtel 59
Graz, Austria 8020

& micm-addons.com

Screenshot: CRM record-window and phone-call-activity-window shown left to right
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@ creat CRM System

@ oot otk

4 NEW [3DEACTVATE SRCONNECT | ~  [5 ADD TO MARK
B 15tz Owner*
Christian Ternek CEM Systens

summary

Ghvistian Termek rosT =
reuc Managas o .

el By CRM System.

16680850

Dynaanics CRM - Windows Internet Esplarer

T Cortac: Chstin Toengc- . %

@ creme

| SALES v Contacts |« Christian T

+new R A
J—
Christian Ternek e
Summary
N rosts .
Chrton e ey
et Mamsger » o L

I Dynamics CRM

CONTACT

Christian Ternek

Summary

CONTACT INFORMATION

Chrtan ek
Product Mansger conTACT
N 1cti 3 d Ovwner™
Christian Ternek i
+43316 680 BB0-25 >ummary
Bahaholgirtel 59 . Christian Temek PosT . macom-addors.com
Gz, Ausirta 8020 Product Manager 5 |
Recent Cases. +
Christian Ternek .
BH Contue et y R Syt .
Chis Temek
P
Recent Oppostunities + =

Detaile

Screenshot: CRM record-window and phone-call-activity-window shown overlapping
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9.3 TAPI

For using this layer, you need to have a valid TAPI driver installed on your computer. TAPI drivers are
PBX dependent, so please contact your PBX vendor for help.
Before you proceed to Telephone Integration Client setup, please check the installed TAPI driver with
our TAPI Test Tool, which can be found on our mscrm-addons.com web page under Download /
Telephone Integration for MS CRM 2011 section.

To be sure, you can also check by calling out over with the windows dialer.exe. If all goes well, then the
TAPI driver is working properly and the Telephone Integration Client will work fine with it. For users
who can access 2 TAPI lines at the same time, they can activate TAPI2 Wrapper.

Telephone Integration Setup B

-Behaviourl Balloon TAPI ISk_l,lpeW'rapperI DCSWIapper' Lync 2EI‘ID| Simulationl T.&F‘I2|

—Settings
V¥ Activate A

=]
[ Default plugin

— TAFI Status

Statuz: TAPI connected

—TAP| setup parameters

—Select a line Details

L|n.ename Local loop nurmber: IU
Agilet'Pr

PETP Remove this countrycade: Igu43
RAZ PPPOE Line Femove this areacode: |0316

SETP
WAN Miniport (L2TP)

Test |

H—

SetupConnection | Save

Settings

e  Activate: here you can activate/deactivate TAPL

Default plugin: make TAPI default plugin (you can only have one default plugin)
TAPI Status: displays status of the TAPI-connection

Status: displays status of the TAPI-plugin
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94  OSC Wrapper

Telephone Integration Setup @

| Beha\riourl Balloon I TAFI I SkypeWrapper | OCSWrapper | Lync 2010 Simulatior1|

Incoming Calls
Activate @
[ Default plugin

Qutgoing calls
Status: OCSWwirapper Connected

Corfiguration | Log

[ Use currently logged on user

Active Directory Logon Name: - gperhofer

Active Directory Password: - T—

Diomain: - ptm-edv &t
| Communications Server or Poal: - QCS ptm-edv at

Transport Type: - O TCP @ TLS

User SIP LRI * sip: Georg.Perthofer@ptm-adv at

Mediation/remote Call Contral Server: callcontral ptm-edv at

[] Enterprise Vioice

Line URI: - tel:+43316653088022

Phone Mumber (wio Extension): - +43316680820

Phone Extension: N 28

Audio Input Device: [ Mikrofon (High Definition Audio-Gert) -]

Audio Qutput Device: ’Kopfhérer (High Defintion Audio-Gerat) v]
: * Required [ Load parameters from ADS ] ’ Test ]
|

[ SetupConnection ] [ B ]

All fields marked with an asterisk ( * ) must be provided with the correct information, otherwise the
wrapper will not be able to sign into the OCS system properly.
A corresponding error message is shown if you are missing some values.

The login information should be provided as follows:

e  Active Directory Logon Name
o  Regular Active Directory username

e  Active Directory Password
o  Regular Active Directory user password

e Domain
o  The Active Directory domain (e.g. mydomain.com)

. Communications Server or Pool
o  OCS Frontend server name (e.g. ocs.mydomain.com)

e  Transport Type
o  Type of connection used by OCS system
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e  User SIP URI
o  The SIP URI for that user.
(e.g. 'sip:myFirstname.MySecondName@myDomain.com’)

e  Mediation/Remote Call Control Server
o Mediation or telephone control server name (e.g. callcontrol.mydomain.com)

e  Enterprise Voice
o A checkbox indicating if the Enterprise Voice configuration is configured for the OCS users. If
this is left unchecked, a Remote Call Control scenario is assumed to be set up.

e Line URI
o  The Line URI from the telephony settings of the communications tab in the Active Directory
user configuration. Usually formatted similar to this: "tel:+43316123456123" or
"tel:+43316123456123;ext=123".

. Phone Number (w/o Extension)
o The basic  telephone number  without extension (e.g. +43316123456).
The extension is usually a user's internal telephone number.

e  Extension
o  The extension of the telephone or internal number that should be used to route calls to/from

e  Audio Input/output Devices
o  When using the Enterprise Voice feature of OCS, these fields can be used to select the audio
devices. This means it is possible to carry out an audio session from TI without having the
Office Communicator Client installed. However, this will only work for the OCS calls within
the Enterprise Voice environment. The Remote Call Control audio sessions use the
configured telephone.

The "Load parameters from AD" button attempts to populate the fields from the Active Directory,
making the initial configuration easier. The values obtained from the Active Directory should be
checked before saving as this feature only provides a “best-effort” result. The Transport Type and
Enterprise Voice configuration are not read from the Active Directory.

The "Test” button allows you to test the connection using the newly entered credentials. It will take a
short while to complete the test and will give a success or failure message. During this test, the OCS
Wrapper will provide output on the “Log” tab. Any errors or problems that make the connection test
fail are reported here (the log is cleared before each test).

Per default the OCS Wrapper is not activated. Activating it will register UccApi.dll and this can

potentially cause conflicts with your Lync 2013 clients. Activate this only if you are sure that you do not
have Lync2013 client installed on your PC.
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Telephone Integration Setup

Beha\n'ourl Balloon I SkypeWrapper OCSWrapper IT}\PI I

Incoming Calls

¥ Default plugin

Cutgoing calls
’7 Status: OCSWrapper Connected

Corfiguration Log

[OCSWrapper - Canfig] [OC5Wrapper - Manager] Platform object intialised.
[OCSWrapper - Config] [OCSWrapper - Manager] Set tracing settings
[OCSWrapper - Config] [DC5Wrapper - Manager] Enable Tracing

[OCSWrapper - Config] [OCSWrapper - Manager] End Create Platform
[DCSWrapper - Config] [DC5Wrapper] [DCSWrapper] Create Login Session
[DCSWrapper - Config] [DC5Wrapper - Manager] Statting Login

[DCSWrapper - Config] [DC5Wrapper - Manager] Start Create EndPoint
[OCSWrapper - Canfig] [OCSWrapper - Manager] Create new URIManager
[OCSWrapper - Config] [OCSWrapper - Manager] Create EndPoint

[DCSWrapper - Config] [DC5Wrapper - Manager] EndPoint Signal Settings
[OCSWrapper - Config] [OCSWrapper - Manager] EndPoint Create CredentialCache
[DCSWrapper - Config] [DCSWrapper - Manager] EndPaint Set Server
[OCSWrapper - Canfig] [OC5Wrapper - Manager] EndPoint Authetfication Mode
[DCSWrapper - Config] [OCSWrapper - Manager] Advise _|UccEndpointEvents
[OCSWrapper - Config] [OCSWrapper - Manager] Adivse _|UccSessionManagerEvents
[OCSWrapper - Config] [OCSWrapper - Manager] End Create EndPoint
[DCSWrapper - Config] [DC5Wrapper - Manager] Enabling Endpoint

[OCSWrapper - Config] [OC5Wrapper] [DCSWrapper] Wait for Endpoint to enable
[DCSWrapper - Config] [DC5Wrapper] 0

[OCSWrapper - Config] [OC5Wrapper] 0

[OCSWrapper - Config] [OCSWrapper] 1

[OCSWrapper - Config] [OC5Wrapper - Manager] Set User-Presence to: Available
[OCSWrapper - Config] [OCSWrapper - Manager] Publish Availability,

Create PublishableCategorylnstance for user

[OCSWrapper - Config] [OC5Wrapper - Manager] Publish Availability, get user state

m

SetupConnection

Save
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941 OCS Transfer Call
Transferring the call

After accepting or initiating an audio call, you have the possibility, to transfer the existing active call to
a third party.

Type in a phone number and a new button will become visible in the bottom-right corner.

Telephone Integration 5.32 X

+4367684629071 Find

All | Answered Dialed Missed CRM

= & Wilhelmer, Martin 4:23 FM
= & +436649444791 4:22 PM
& § +4366494447919 4:22 PM
& § +4366494447919 4:21 PM
= & Wilhelmer, Martin 4:21 PM
= a 25 4:18 PM
= & 36 4:16 PM

Request Transfer to
END CALL & |1 | +4367684629071]

By clicking on the button, a new call is being established from you to the third participant
+4367684629071. After the third party participant accepts your consulting call, you receive notification
about it and a new visible button (see next page). You can use that functionality for incoming and
outgoing calls.
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Telephone Integration

+4367684629071

All | Answered Dialed Missed CRM
= % Wilhelmer, Martin 4:23 PM
= & +436649444791 4:22 PM
& & +4366494447919 4:22 PM
& & +4366494447919 4:21 PM
= &= Wilhelmer, Martin 4:21 PM
= & 36 4:18 PM
= & 36 4:16 PM

' -
© OCSWrapper e . 4—[ Connect Button ]
+4267684629071: established call

After the third party has agreed to accept the original call, press the Connect button to transfer the
initial call to the third party.
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9.5 Lync2010 Wrapper

For using the Lync2010 Wrapper, the user has to be logged in in Lync2010 or Lync2013 client.

Lync2013 Wrapper works only with Lync2013 clients. Both Lync Wrapper must not be activated at the

same time!!!
@Micmm& Lync = = %
iam logged in
| Test2 test @~
| L 4 | Verfligbar -
r x"l, Standort festlegen -

S T ¢ ¥

o

After that you can activate the Lynch2010 Wrapper

Telephone Integration Setup

| Behaviour | Balloen | TAPI | SkypeWrapper | OCSWiapper | Lync2010 | Lync2013 | Simulation | TAPIZ |

Status: not initialized

Lync Chat Integration

[7] Activate chat functionality

500 =| Time delay for docking the conversation window [ms]
Misc

[] Set presence as busy during call

Telephonelntegration for MS CRM 2013

Settings
[[] Activate Al
[] Default plugin \Lﬂ
Lync Status
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Settings (Section)

e Activate: Here you can activate/deactivate the Lync2010 Wrapper plugin that has a reference to
your installed and signed-in Microsoft Lync client. This requires a restart of the application.

e  Default plugin: Make Lync2010 Wrapper plugin to your default plugin. Checking this checkbox
checks the "Activate”-checkbox. Only one plugin can be the default plugin.
Lync Status (Section)

e  Status: Shows the current status of the Lync Plugin.

Lync Chat Integration (Section)

e Activate: Here you can activate/deactivate LyncChat window where all InstantMessage
conversations are tabbed. LyncChat window cannot be closed unless you deactivate it.

¢ Time delay for docking: Sometimes the Lync conversation window is not yet ready to be docked

into our LyncChat window and the conversation window appears as minimized. For that purpose a
user can set an amount of milliseconds to delay that action.
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9.51 Lynch Transfer Call

Having a connected call, you can transfer that call to a third party. For this you use the Transfer Call
button (see picture)

Telephone Iegratin ] o

( ] N
The third party to whom

+4331668088037 < Find we want to transfer the
kcurrent active session. P

All | Answered Dialed Missed CREM

E:’ . a Y

E . .

~ % Elliott, Thomas 9:56 AM | Current active call we
want to transfer on.

& 8 Foo Bar 9:50 AM \ 7

¥ £ Foo Bar Mon, 7:16 PM

= 4 Elliott, Thomas Mon, 4:50 PM

& £ Natasha Mayer  Mon, 421 PM
& § +1938795488732  Mon, 4:20 PM
4= 85 Elliott, Thomas Man, 3:55 PM
= & +38641967600  Mon, 3:28 PM

= & +38641967600 Mon, 3:27 PM

END CALL '

<«— | Transfer call button

After pressing the [Transfer Call] button, you are no longer in the call session.
The original call was transferred to the third party participant +4331668088037.

9.52 LyncChat
The Lync Chat functionality allows you to have all your InstantMessage conversations collected on one

tab. Based on the sip address of the remote participant you can see its correspondent CRM record
(Contact, Lead, Account, ...)
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& Lync Chat CRM Integrator E—

N

. . ~ . l James Elliott =/ ] Klaus Wresnik (PTM) Christian Ternek
Search for a name or phone number

[

Name 1 8] James Elliott  sipjelliott@mscrm-addons.com

Jii Microsoft Dynamics record matches

oo

Group Status Relationship a4 ENi J 3
1 Elliott. James

Parent Customer: ptm EDV-Systeme

4 nt Contac
Frequent Contacts Full Name: Elliott, James

I:\ Christian Ternek - Available

Surfacell & @
James Elliott - In 3 meeting

Ij Klaus Wresnik (PTM) - Available - -

Alexis Boulgaropoulos - Available
L — @5 0BEEEa 4 @

IM | Call * Video - Share~ ®#- 0>

D Martin Wilhelmer - In a meeting
Peter Korosec 1330
i , 2
D Patrick Ofner - In & mesting Hello James, do you have a second?
Stephan Prettner - Offline 89 days 4
Skype: destiphy .
I Andreas List - Available
| Christoph Kokely - Available
E Denise Maurer - Offline 15 days
D James Ellictt - In a meeting

\j lowresnik@mscrmaddons.com - Presence unknown
I Michael Dohr - Available 5
@PTM on Di, 11.09.2012 -

Other Contacts (4/8)

The LyncChat window is divided into five logical sections.
First section represents Lync client control.

Second section shows all conversations tabs.

Third section shows CRM information for this lync contact.
Fourth section contains CRM related operations like:

e Open CRM record in IE browser

e Create new Contact, Lead or Account based on this lync contact.

e Create new Case based on this lync contact.

e Create new Letter activity based on this lync contact and the chat content.
e Create new Chat activity based on this CRM record and the chat content.
e Chat activity entity is generated with TI Server part v5.28 upwards.

e Copy chat content to clipboard.

Fifth section contains a docked lync conversation window.
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9.6 Lync2013 Wrapper

For using the Lync2013 Wrapper, the user has to be logged in Lync2013 client. Lync2013 Wrapper
works only with Lync2013 clients. Both Lync Wrapper must not be activated at the same time!!!

”
|£| Microsoft Lync = = %
iam logged in
Test2 test & -
- Verfugbar -
/| Standort festlegen ~

S B ¢ ¥

e

After that you can activate the Lync2013 Wrapper:

Telephene Integration Setup @

| Behaviour | Balloon | TAPI | SkypeWrapper | OCSWrapper | Lync2010 | Lync2013 | Simulation | TAPI2 |

Settings
Activate 'I?]
[ Default plugin |—"~ﬂ
Lync Status

Status: Connected

Lync Chat Integration
Activated
Misc

[] Set presence as busy during call

Settings (Section)

e Activate: Here you can activate/deactivate the Lync2013 Wrapper plugin that has a reference to
your installed and signed-in Microsoft Lync2013 client. This requires a restart of the application.

o  Default plugin: Make Lync2013 Wrapper plugin to your default plugin. Checking this checkbox
checks the “Activate”-checkbox. Only one plugin can be the default plugin.
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Lync Status (Section)

e  Status: Shows the current status of the Lync Plugin.

Lync Chat Integration (Section)

e  Activate: always activated.

L2 Christoph Kokely A - 0O X
Christian Christoph Kokely
Ternek In einer Besprechung

M Jin
Yan

B Christoph %

.
Telephone Integration 5.6: X
Kokely

Find -
E W% [ christian Ternek 15:12
4 [ MSCRM Addons 15:12
E\ Christian Ternek
A = sipicternek@msorm-addo  06/11,/2013
Account Mame: MSCRM Addons
!
o & linvan 15:12
o @ @ @ @ W& ) Christoph Kokely 1512
I W% 184 Martin Wilhelmer 15:12

%, Simulation ~

Lync2013 Wrapper keeps track of every Lync2013 conversation window, where every Lync
participant is linked with the correspondent CRM record, based on its Lync SIP address. CRM field
that contains Lync SIP address needs to be configured as phone field.
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9.7 Simulation

To simulate an incoming call to CTI client, you can use the Simulation Wrapper by pressing the
Simulator button. For a simulation purposes you do not need to have any other wrapper activated.

Telephone Integration Setup [=]
| Behaviour [ Balloon [ TAPI [ SkypeVWrapper | OCSWiapper [ Lync 2010 | Simulation | TAPIZ
Settings
[¥] Activate
[7] Default plugin
Sim Status
Status: Ready
e
Enter a phone number to simulate an incoming call.
0
INCOMING CALL
I8 simulator [_ O] 123456789
Telephone Integration - Simulate Calls 173456780
Thisis the Telephane simulation, Ta simulate an incaming call, enter a
number and hit "CallIn® To end the call select "Hahg up”
Phonenumber |123456789 |
@ calin | @ Hangup | ANSWER DECLINE
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You can also simulate an outgoing call through our CTI client. Press the Simulation call button for this
purpose.

Telephone Infegrationfle X

123456789 Find =

All | Answered  Dialed  Mizzed  CRM

= £ 123456780 319 M
Answered Call nmos -
123456759 107772013

¥ £ 123456780 3116 A
& & o00676824980304 1:16 &M
& 8 1257 A
&8 12:50 An
& 8 12:35 A
& |84 Christian Ternek 12:17 AM
& 85 Christian Ternek 11:57 P

%, Simulation ~

9.8 Setup Connection

In this section it is possible to change/alter the connection to the CRM server. Note, that in a "CRM
Server-Url” field you put in only a server name:port, without an organization name.

Welcome to your CRM Connection setup.

Please specifywour connection details to connectto CRM. If you do not knowthe connection details, please contactyour
system administrator

CRM Cornnection |Advanced Settings I Log I

E xisting Profiles I[HKLM] crm2013 - Contoso j Manage |

—Select your Crm Tupe
' Standard [onPremise) " IFD [Hosted) " Crm Online

—CRM Server-Lilk:
gt =] |omzis L 4

—Authenticated as:

¥ Use default Credentials Integrated S ity [CONTOS0\admin:

Uszername I Domain I Passwaord I
Fietieve all Organizations |

elIRL

r—Organization information:

Unigue name S ervic

tiendly name

Define alternative Profile | Reset LivelD Cache | u]: Cancel
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10 Reporting and possible Syncing

All data for reporting and syncing is stored in the entity "MSCRM-ADDONS.com CTI Call History Entry".
Always available data:

ptm_duration: Duration of the phonecall in seconds

ptm_outboundcall: Flag indicating if the call is outbound. “True” on outbound, “False” on inbound
calls

ptm_phonenumber: Saves the phone number as delivered by the TAPI driver! It might not match the
formatting of the number saved with the entity referenced by ptm_entityid & ptm_entitytypecode.

ptm_startdatetime: UTC time of the start of the call, this is the time when the call was initiated.
ptm_userid: CRM User ID of the logged on user on the CTL

ptm_wasconnected: True if the call was picked up on both end, false if the call as either denied or not
picked up at all.

Optional data:

ptm_entityid: If a crm entity is resolved, this field is storing the unique ID for the entity

ptm_entitytypecode: If a crm entity is resolved, this field is storing the typecode for the entity,
identifying the entitytype as defined in CRM (e.g. 1 for account) ptm_entityid & ptm_entitytypecode
always exists as a pair.

ptm_linkedactivityid: This field is holding the uniquelD of the CRM phone call activity, if the CTI client
is setup to always store a phonecall activity. This field is NOT available if you setup the CTI Client to
leave the choice of saving a phonecall to the user. This is the only definitive link between the phonecall
activity and the CTI Call history item.

Field Templates for internal use:

ptm_lastsyncdatetime: Unused by CTI, offers a standardized field for saving timestamps for syncing
operations you might want to do in your CRM. (Sync between the CTI Call History and the actual
phone calls is not part of CTI Product, as it is heavily depending on your own demands and workflows)

For synchronizing the phone-call duration with the actual duration as recorded in the
Telephonelntegration history  please read our blog article: http://blogs.mscrm-

addons.com/post/2013/09/19/Synchronizing-Telephone-Integration-history-with-actual-
phonecalls.aspx
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11  Predictive Dialer

Predictive dialing is offering semi-automated call queues for CTI 2013. A server-side integration allows
to mark CRM Campaign/Campaign Activities as predictive dialer lists. The TI client can attach to and
process the calls attached to these predictive dialing lists.

The base for the Predictive Dialer is the extended CRM Campaign/Campaign Activity entity. The
Predictive Dialer processes the phone calls created in the CRM call-campaign-activity. The term
“Predictive dialing list" refers to a CRM call-campaign-activity, marked as Predictive Dialing list.

Users participating in the Predictive Dialer are defined via the ownership of the created phone calls of
a CRM call-campaign-activity. This is either a specific user or a team. To assign multiple persons to a
Predictive Dialer, the creation of a team in CRM settings-area is mandatory.

11.1 Server-side Requirements

For using the Predictive Dialing functionality, the Predictive Dialing functionality must be enabled in
the TI Server configuration. Changing this setting requires a restart of the client application.

The entity type of the recipient of the planned phone call must be included in the settings of
Telephone Integration Server Configuration. CTI ignores all entity types that are not enabled in the
Telephone Server Configuration.

Standard: Telephone Integration Server Config
Welcome to the Telephonelntegration Setup

Use this tool to setup the general ribban integration into CRM and specify which entities
should be searched by CTI and which entities should be enhanced by adding the Call

"Cim Ribbon Advanced |

r— Call History options

¢ Organization owned © Usger Dwned

Al uzers inthe zame Only the owner can
Organization can view wigw the Call histony in
the Call history in CRR CFRk

— Lunc Chat optiohe

Account : Save SIP into I

Contact : Save 5P into I

Lef Lef Lo

Lead : Save SIP into I

— Predictive Dialer options

Enabling this feature will enhance the Campaigréctiviy Entity in
CR M with additional figldz for the predictive dialing features of
mzc-addons. com CTI

Change Connection Configure Service ak. | Cancel |
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When creating a call-campaign-activity, we have to set following settings:

* MSCRM-Addons Predictive Dialing
General options

Active [

PD List Mame |Pre:idive dialing campaign activity 8476
Client Automatism options

Enable sutomatic =
Dialing

Display CRM Forms [

Preprocessing Time |§3 Postprocessing Time |90
in seconds in seconds

e  Active: The campaign-activity is enabled as Predictive Dialing list

e PD List Name: The name of predictive dialing list. If none is set, the name of the campaign-
activity is taken.

e Owner: The user or team who owns the campaign-activity.

e Enable Automatic Dialing: The user gets a predefined amount of time for pre-processing the
call. When time runs low, the timer blinks red for alerting the user to act. In this preprocessing
state, the number is automatically dialing after the predefined time runs out.

o Display CRM Forms: The user has access to the CRM phone-call activity form inside Predictive
Dialer window.

e  PreProcessing Time in seconds: Set a span in which the user can prepare for the next phone call.
If automatic dialing has been enabled, a call will be started after this time has run out.

e  PostProcessing Time in seconds: Set a span in which the user can finish the postprocessing of a

call (Writing a summary, triggering further actions).

TI client periodically checks for changes in the CRM campaign-activities and applies the changes to the
CTI Client.
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11.1.1 Extended Phone Call Entity
New attributes are added to phone-call entity.

e  PDState: Collection of state values referring to predictive dialing.
- Unprocessed
- Claimed
- Successful
- Failed
- Rescheduled

e Reschedule: Define a date and time for the rescheduled phone-call.

11.2 Starting of Predictive Dialer
TI Client retrieves the server-side setting “UsePredictiveDialing” on StartUp. If predictive dialing is
enabled, the client checks for updates every minute. If any updates apply to the logged on user, a

notification window is displayed.

You can open the Predictive Dialer overview window by choosing “Predictive Dialer” in the Application
Menu.

Show Balloon

Call: []

Personal Phone Book
History

Predictive Dialer
Info

Drop calls and reset
Setup

Exit
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A new window with a list of active campaign-activities appears with details for each campaign-activity.
This window is referred to as “Available Dialer Preview List".

7 | Available Predictive Dialer Lists =REEN X

Telephone Integration - Predictive Dialer

Connection to a predictive dialer list will disable your CTI balloon until you detach from the list.

C Activities: 2
Name Parent campaign Cwner All Processed  Rescheduled Left Claimed  Automatic  Display CRM For
Check InvokeScript on CrmBrowser WTF is this campaign Peter Korosec 4 3 0 1 0 ]
CRM2013 launch followup A | CRM2013 launch follow up  Peter Korosec 4 0 0 4 0 [
pure horror 2013 'WTF is this campaign Peter Korosec 4 4 0 0 0 ]

Stat | Openin CRM |

Name: The name of the campaign activity

Parent campaign: The name of the parent campaign

Owner: The owner of the campaign activity

All: The number of all planned phone calls that belong to the campaign-activity.

Processed: The number of all completed phone calls.

Rescheduled: The number of all rescheduled phone calls. These phone calls are still open.

Left: The number of all phone calls which have not been completed in this campaign-activity.
Claimed: The number of all claimed phone calls. Claimed means that somebody is processing this
phone call in this moment.

Automatic: If automatic dialing is enabled, the presets of preprocessing and postprocessing time
are handled via a countdown.

CRM Interaction: If activated, users can directly interact with the planned CRM phone-call
activity-form over embedded web controller.

First possible Call: Date of first possible call within a predictive dialer list. If we have only
rescheduled calls, then we take the earliest rescheduled date.

Is attached: Is the user executing this campaign-activity in this moment.
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Users can start (attach) to execute only one campaign activity at time. During that time, the default TI
balloon is disabled. The calls of a predictive dialer list are processed in a separate window, known as
“Predictive Dialer Workplace”. The window is divided into 4 sections (See image below)

Detaching is possible only if the PDL client is in Pause mode. User can only activate Pause mode in
preprocessing state.

-«( Predictive Dialing Workplace: CRM2013 launch follow up A = | B )
% Alexy Leonov Preprocessing 00:46|%° CRM2013 launch follow u
Press for dialing Total calls: 4
123456 & Left calls : B @
A B Claimed calls: 1 C
Dial Pause

dis « M | can2013-Onlinec.. |v

v/ MARK COMPLETE X CLOSE PHONE CALL = CONVERTTO ~ X DELETE e EMAILALINK ~ »o» al

PHOME CALL ~

call 2013 - Online customers

Priority Due Status™ Owner™
Marmal - Open Peter Korosec
wan 1w Ay Leunuy o |
Phone Number 123456 Direction QOutgoing D
Description
Update will take place sooon
Follow up with update instuctions
-
Open =
|http:_-"_-"cl'n120135|1.-'1:5555_-"ka|'c:sec_-"_fc:|'m5_-'|'eacI_-'page.aspx?etc:4210&icl:{9£ - - -

Section A shows CRM information about the recipient of the planned phone call activity.

Section B shows the state of processing the phone call. Possible states are

e  Pre-processing (user can prepare for the call)
e Active Conversation (during dialing and connected call)
e  Post-processing (after ending the call)

Preprocessing state
represents the state before the recipient is called. This time span is used to prepare for that call.
Preprocessing state can be attached to a timer.

Active Conversation state
represents the timespan from dialing to finishing the call.

Postprocessing state
represents the state where the call is summarized, e.g. defining the claimed call as successful, failed or
reschedule the call to another date. Setting the call as successful or failed, marks the call as completed.
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% Alexy Leonov Preprocessin 00:46)|% CRM2013 launch follow u
Xy
Press for dialing Total calls: 4
123456 \ Left calls : 3 @
Claimed calls: 1
Dial Pauss

After you have selected one of the three options predictive dialer saves all user input into the existing
call activity, speaks to another, unfinished call as in the preparatory state of the next call.

The time required that a user needs for pre-and post-processing phase of a call will be stored in
'Actual preparation time "or" Actual work time ".

Section C shows statistics about the predictive dialing list, like the name of predictive dialing list, the
total number of all planned phone calls, the number of still open calls and the number of claimed
phone calls.

Section D shows the current call or a feedback option. If “Display CRM Forms” is disabled, the CRM

call-form will be replaced by a text-editor, which can be filled in by the users and which is saved as the
description of the phone-call activity associated with the actual call.

11.3 Closing of Predictive Dialer Workplace

For closing (detaching from) the Predictive Dialer Workplace window, the Predictive Dialer needs to be
in preprocessing state. Closing the window during an active conversation or postprocessing phase is
not possible.

After closing the window, the CTI balloon is enabled again.
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12 Troubleshooting
Blogs about troubleshooting TI client problems can be found here:
Q: How to generate debug log files?

http://blogs.mscrm-addons.com/post/2011/04/04/How-to-activate-debugging-for-Telephone-
Integration-for-MS-CRM-2011.aspx

Q: The TAPI wrapper makes no outgoing / incoming calls
http://blogs.mscrm-addons.com/post/2011/11/28/The-TAPI-wrapper-is-not-working-properly.aspx

Q: The Lync / OCS wrapper stop making outgoing calls.
http://blogs.mscrm-addons.com/post/2011/11/25/The-Lync-OCS-wrapper-stop-making-outgoing-

calls.aspx

Q: How to find fields.xml settings?
http://blogs.mscrm-addons.com/post/2011/11/25/How-to-find-the-fieldsxml-settings.aspx

Q: The phone call activity or entity does not open.
http://blogs.mscrm-addons.com/post/2011/11/28/By-outgoing-calls-the-Entity-or-PhoneCall-activity-
will-not-open-sometimes.aspx

Q: The CTI does not resolve the incoming / outgoing numbers correctly.
http://blogs.mscrm-addons.com/post/2012/03/02/CTI-does-not-resolve-phone-number.aspx

Q: Calling out from CRM by pressing Call Number button, does not react.
http://blogs.mscrm-addons.com/post/2011/11/28/Calling-out-from-CRM-Entity-by-pressing-Call-
Number-button-triggers-no-reaction.aspx

Q: How to use TAPI Test Tool?
http://blogs.mscrm-addons.com/post/2012/03/12/TAPI-Test-Tool.aspx

Q: How does dialing the related CRM-Record work?
http://blogs.mscrm-addons.com/post/2013/03/25/Setting-restrictions-by-dialing-from-
relationships.aspx

Q: How to set restrictions for dialing from a related CRM-record?
http://blogs.mscrm-addons.com/post/2013/03/27/How-to-set-restrictions-for-dialing-from-a-related-
CRM-record.aspx

Q: How to rebuild the phone number index table?
http://blogs.mscrm-addons.com/post/2013/07/03/How-to-rebuild-phone-number-index-table.aspx

Q: How to synchronize phone-call duration
http://blogs.mscrm-addons.com/post/2013/09/19/Synchronizing-Telephone-Integration-history-with-
actual-phonecalls.aspx
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13 Telephonelntegration Overview

QOutgoing call:
+ 43 316 680880

Telephone Integraticn sed o ¢ h d

o318680330 Fina » Resolve number: Yes [prely) ElEen Fh

| e Wikaced CHLL +43 316 380880 E— create new phone
ST activity in IE

& [§ Korosec, Peter 1446

Disded Call 0003 -

031EEB0EB0Z 95/5/2015

et Custormer: ptn EDW-Systerne 4 N
Incoming call: FolWarme: Kot e e
+ 43 316 680880 & f mlobnergmscrm-addan 1532 & . Y
<+ & @ mplabner@mscrm-addan 1038 Solutions
= & 10:35
TI Client is a «8& 1018 TI Server
wu?dow application & § 0039641967500 a1 Configuration
installed on a - & LD User’s Li
o pC License
users % Simulation - PC Click 2 dial
\ >,
-
TI Client
Functionalities = Dialing ] ‘ Answering [Resolving numbersl Creating records
CRM Connection
Serwver: org
N 2 User Personalization
e R > TAPI | Skype | ocs [ Lync || simulation
TAPI driver Skype client OCS account Lync client
L N <z
L 2
Phone PBX
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14 Contact

If you have questions to the product send an Email to
support@mscrm-addons.com

or visit our blog

http://blogs.mscrm-addons.com

For shorten the time for solving the problem, it would be most helpful if you provide us with the
following information when sending an email.

e  The version number of your CTI client. Is it updated with the latest version?
e  Which communication layer you use? TAPI, Skype, OCS or Lync?

e  The content of file fields.xml.

e The debug log file.

PTM EDV-Systeme GmbH,
Bahnhofglirtel 59,
A-8020 Graz, Austria

Tel US +1 404.720.6066

Tel Austria +43 316 680-880-0
Fax +43 316 680-880-25
www.ptm-edv.at
www.mscrm-addons.com
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