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Introduction

Telephone Integration for Microsoft CRM 4.0 (TI) is a CRM Add On which enables
you to connect your Telephone System (CTI) to Microsoft CRM 4.0. It works in
both directions (incoming an outgoing) and is easy to handle.

On Incoming calls it shows you the name (if it is findable in CRM) and on lifting
the handset the contact/account opens. Also a incoming phone activity will be
created.

If you want to call someone the Telephone Integration system dials the humber
for you and also creates an outgoing phone activity.

Outgoing calls

Go to your Account or Contact and open it.

“;7 3 H k}Saveand Close ﬂ S| jﬂSendE-mail [0 | gFollowUp f;'/Reportsv | @}Prmtin ord @Call&umber % Actioys ~
-

(@) Help ~
éi*’ Contact: Martin Elverik
: &4 Information

Details: A General ‘ Details ‘ Administration ‘ Notes I
8 Information ()
(S More nekkesses Salutation \ | Business Phone [+43 316 680 880 10 | 1™
[ activities First Name * [Martin ] Home Phone 067684622074 ‘
Lé History
5% Sub-Contacts Middle Name ‘ J Mobile Phone [+43 676 846 290 73 ]
& Relationships Last Name * [Elverik | Fax ‘ ‘
Gt workflows

Job Title | ] Pager ‘ ‘
Sales: A
[ Opportunities Parent Customer l lﬁi E-mail ‘Marun.Elvenk@geonomlcs.com ‘
|3 Quotes Currency ‘gﬁ Euro {3]
4| Orders S~
[j Invoices pess
e 7 Address Name | | zIP/Postal Code [8010 |
Bl Cases Street 1 The street 1 | CountryRegion austria |
lf] Contracts ;

Street 2 [ J Phone ‘ ]
Marketing: 2 C A :
] Marketing Lists Street 3 [ ] Address Type \ v ‘
| Campaigns City Graz ] Shipping Method ‘ v ‘

State/Province [‘él"az ] Freight Terms i vJ

Then just click on [Call Number]
www.mscrm-addons.com Page 3 of 29
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The new Web Page Dialog with all available numbers opens.

7 Inititate outbound call E=ET)

4relation Consulting GmbH

*=, [Telefon 1 +43 676 838 311 24

Now select the Number you want to call and then press [OK] or activate the call
by Double-Click.
During your phone is now creating the call the activity will be open.

If the Telephone Integration is started, the outbound call will be noticed and
displayed.

WWWw.mscrm-addons.com Page 4 of 29
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E D!’ dl Efjsaveandclose [ £ i@ Help ~
i Phone Call
5 New

Phone Call MNotes -
Sender |0 Michael Dohr |ﬂ| Phone Number [43 676 846 290 73 | ®
Redipient | Martin Elverik |ﬂ| Direction ¢ Incoming % Outgoing
Subject * |a al T |
Regarding | Martin Elverik |ﬂ|
Owner * |C Michael Dohr |@|
Duration | 30 minutes Priarity | Mormal A |
Category | | Sub-Category | |

WWWw.mscrm-addons.com Page 5 of 29
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3 Incoming Call
If TI is started, you can see a little telephone Icon in the Context-Menu.

3.1 Balloon Element (Complex)

The balloon is the central Element on the Telephone Integration B
client side. A% iii 100 >>> 68088016  02.09 £3
This balloon displays all available call Begin: - 11:31 Eng:: = D
Information (see = Call Details). 1

The 5 Sections identified in the image to the

right are

(1) Call Area 2

(2) Balloon functions
(3) TAPI functions
(4) CRM functions
(5) Call function

1.) The “Call Area” is described in
= Call Details.

2.) The Balloon functions are:

(& Enable custom sizing

On clicking this icon, the window layout slightly changes, offering
the ability to resize as desired. On hitting this icon again, the
feature is disabled again and the selected size is stored. The balloon
will stay this size further on (to change by parameters see = Setup).

Show History
Show Help

EE @

Hide Balloon window

www.mscrm-addons.com Page 6 of 29
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3.) The TAPI functions are:

= e
Lc@l o Pick up Receiver / Accept Call

-~
h 4 Disconnect

4.) CRM functions:

This button opens the CRM entity assigned to the phonecall.
If no entity is specified due to multiple targets (See = Call Details), this

opens the entity-selection dialog.
= Creates a new activity for the entity assigned to the call.
LE Create new contact based on the phone number

L~ Create new account based on the phone number

5.) Call function

Enter a telephone number into this area and press the TAPI Function “Pick up
receiver”. This will initiate a call with the given number. Selecting an inbound call
places the caller number into the call function field, replacing anything in it.

i Clicking on this area hides the call function field. The Icon changes to:

Clicking on this area shows the call function field.

www.mscrm-addons.com Page 7 of 29
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Call Details

The call area contains the single call-elements either received or initiated by
Telephonelntegration for CRM 4.0.

The basic call item has 2 Icons on the left side, % iii 100 >>> 68088016 02.09 &3]

indicating item lookup-state and call state, an Badiaa q1say Erdi - 5

) 4 . . gin: : nd:

information area showing begin and end-date

for the call, and as soon as connected, the top

right section shows the call duration. The detail

area shows the selected display fields of the

CRM entity as defined on the server.

Color coding indicates missed incoming calls. [ ! Fifth Bike Store 06.06 £3

Example for a missed call. Note the call time

is being replaced by the date of the call. b Fifth Bike Store % n0:47 E3
i |} Fifth Bike Store oo:os E3

Expanding the call shows the time, when call has happened

# | Fifth Bike Store 06.06 &
Begin: 14:30 End:
Fifth Bik.e Store, Indianapoliz, .

¥ Fifth Bike Store o047 £
ik Fifth Bike Store oo:os E3
www.mscrm-addons.com Page 8 of 29
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Following call state icons are possible:

B

@ @

&

A

.Q'.

i

Outgoing call in Progress, not connected
Incoming call awaiting to be picked up
Call Connected

Finished incoming call

Missed incoming call. The color of the call element also changes on this
occasion

Finished outbound call
Finished outbound call, that was not answered

Call has been redirected to you or by you

Following CRM state icons are possible:

CRM Lookup initiated, but not finished

The telephone number search returned more than one entity (See multiple
targets)

The CRM lookup has returned an account entity

The CRM lookup has returned a lead entity

The CRM lookup has returned any other entity

www.mscrm-addons.com Page 9 of 29
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3.1.2 Multiple targets

If the CRM-search for a number returns multiple targets, a detail window is
displayed on lifting the handle, showing all possible choices.

If a call with multiple targets has been missed, pressing the “"Open in CRM” -
button (see = CRM functions ) shows the detail selection instead.

Multiple resultsets ’

Lx

Fiter: | ’@l
@gﬁiiﬁ'g_RideS' Daring Rides, Torrance, , _~§
@?‘;ﬁema‘tion Supplies Recreation Supplies, Dallas, , ""_
g@‘ifiﬁh‘ﬂike'&ore Fifth Bike Store, Indianapalis, , ;3
Q?Eiaékaslports Goods Black Sports Goods, Miami, , 'g
@Hﬁﬁyv,"BikeS'store Many Bikes Store, Duvall, , _:ﬁ
Q’uanety bikes Variety bikes, Redmond, , ""_
@«Yﬁnnne Yvonne, McKay, ;g

The detail window shows all possible entries with an icon according to their entity-
type.

By pressing the “to balloon” button the selected entity is assigned to the call. You
can also do this by double clicking on the desired entity.

By entering a value into the Filter field, the entities are filtered for this value. The
Filter works instantaneously. To remove, just clear the textbox.

WWWw.mscrm-addons.com Page 10 of 29
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As soon as an entity is selected for the call (either by finding only one match in
CRM, or by selecting one target from the multiple targets window, some CRM-
Windows might be opened, depending on your settings.

To enable this function, “allow unsigned ActiveX” option must be activated inside
Internet Explorer.

@ = ﬂSE\Je and Close lh'_|_=" EI g Help ~

— Phone Call
2| New

Phone Call | MNotes e
Sender |@ Vichael Dohr [T  Phone Number [ 43 676 846 290 73 | ©
Redipient | Martin Elverik |E@| Direction {~ Incoming (& Outgoing

Subject * el T |
Regarding | Martin Elverik |@|

Owner * |O Michael Dohr |@|

Duration [ 30 minutes []  Priority [ Narmal v|
 m &

Category | | Sub-Category | |

b

Contact/Account might be opened.

To define the desired behaviour see = 4. Configuration

WWWw.mscrm-addons.com Page 11 of 29
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3.2 Balloon Element (Simple)

In the simple view, the CTI offers an alert-popup similar to Microsoft™ Outlook.

é‘ +4367683831124 v

The information on the popup will be updated with information being provided by
the TAPI Driver and, if existing, the CRM contact information.

&" 83 Kokely, Christoph

Kokely, Christoph, Kokely, Christoph,

The telephone symbol on the left side will indicate the call direction of the call
activity that has been detected on the telephone.

With clicking on the CRM Icon or the red printed information (the caller name in
this case) CTI will popup the entity.

The callout control can still be reached via a double click on the CTI component or
with the Show Balloon command.

www.mscrm-addons.com Page 12 of 29
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The simple display will also offer an adjusted contextmenu with some new
features.
Show balloon (1)
Call +4367683831124 b
(2)
Copy [+4367683831124] (3)

Call using [+4367683831124] (4) 3

History
Info

| Setup

I Exit

Either repeat or callback the last used nhumber
Copy the last number to the clipboard
Use the content of the Clipboard to call a number

Open the History

Missed calls will be displayed as notifications on your screen.

You missed a call fromSemir Mujkac. 03092008 3

& - il

You can either close the missed call notification by clicking the red cross or call
back using the receiver symbol on the notification or open the CRM-entity by

clicking on the CRM logo on the notification.

www.mscrm-addons.com
support@mscrm-addons.com
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Configuration

Show Balloon
To change the configuration start _
Telephone Integration Setup. sl =lsaeie g

History
Info

Setup

Exit

Click the right mouse button on the Icon in the Context-Menu and select Setup.

www.mscrm-addons.com Page 14 of 29
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I Telephone Integration Setup =

Behaviour | Balloon | SkypeWrapper | TAPI |

—Incoming Calls
Ial Minimum number digits to enable processing

Do actions below % when lifted ™ on call notice

¥ open entity on call

™ cpennew ICnrrtac:t vI if caller is unknown

¥ open phone call activity [ Also on unrecognized

" generate new phone call activity (and allways store it)
' only show new phone call activity

—Outgoing Calls
¥ open entity on call

" generate new phone call activity (and allways store it)

' only show new phone call activity

—Misc
[" activate Debugging ¥ Launch Tl on System Startup

\windowparam - just change it when you know what you are doing!

Istatus =no, toolbar_no, scrollbars=no, resizable=yes, width=800, height=600

[~ remove leading zero on all calls

[ Include deactivated entities [~ PartizlSearch

SetupConnection

WWWw.mscrm-addons.com Page 15 of 29
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INCOMING CALLS:

General:

Minimum number digits to enable processing: Defines the minimum number
length, which have to be hit to enable call processing. Calls that have less than
the desired amount of digits will not be checked in CRM for caller-information.

When lifting receiver:

open Contact/Account on call: if you are called and you lift the handset TI will
open the contact/account in CRM (if it was found).

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

OUTGOING CALLS:

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

MISC:
- activate Debugging: check this to activate debugging

- WindowParam: here you can change the settings of the Windows above. You
can set the Start-Window-Size, if it is resizable and so on.

www.mscrm-addons.com Page 16 of 29
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4.1 Balloon settings

Telephone Integration Setup E

Eehaviour Balloan lSk'_.rpemeper] TAPI ]

Balloon graphics

258 = ‘width

280 El: Height

Balloon settings

20 El: Maximum number of displayed call items

10 El: Inactive balloon timeout (0 for never)

[ Use autoclose balloon after inactive timeout

[ Use simple balloon popup

[ Limit popup to hiting threshold

SetupConnection

Under “Balloon graphics” the dimensions of the balloon can be altered. An easier
way is using the resize function on the balloon window (see = 3.1 Balloon
Element).

“Balloon settings” defines the behaviour of the balloon, when displayed.
Inactive balloon timeout defines the timespan, after which the balloon disappears,

if no action is taken. Selecting an item or a function on the balloon prevents the
timeout to close the balloon.

www.mscrm-addons.com Page 17 of 29
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4.2 Skype-TabPage

4.2.1 Skype-Plugin Configuration

Telephone Integration Setup @

Behaviuur] Balloon SkypeWrapper ITAF‘I ]
Settings

[¥ Activate
[+ Default plugin

Skype Status

Status: Skype Client is availzbe again.

SetupConnection Close

www.mscrm-addons.com Page 18 of 29
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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)
Status: Shows the current status of the Skype Plugin.

4.2.2 Skype-Plugin Authorization

Starting TI

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

1. (Taskbar-Popup)

= f_-'“':'r"['?.-
Calinfo4CRM.vshost. exe
wants to use Skype

Click here to accept/deny.

Click on “Click here to accept/deny”.

www.mscrm-addons.com Page 19 of 29
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2. (Skype-Authorization Popup)
1 Q—g Skype™ - Another pr‘;gmm wants to use Sky_ ﬁj

{rqé Another program wants to use Skype
!
i

Another program is trying to access Skype. This program is not known to
Skype and therefore can be a potential security risk.

@ Mame: Callnfo4CRM. vshost.exe
Publisher: Microsoft Corporation

(@ Allow this program to use Skype

() Do not allow this program to use Skype

What does this mean?

Please choose “Allow this program to use Skype” and confirm with "OK”. Skype-
Plugin should now be ready for usage!

Manually Manage API Access Control

You have the opportunity to manually control the access of programs to the Skype
client:

1. Click on the arrow symbol.

®

MNeue Anrufmdglichkeiten. Klicken Sie hier

fiir weitere Informationen

=~ Enter the phone number in Austria or Skype... ~

]
N\
Qé 2 )nline 12.291.311 people online
N

WWWw.mscrm-addons.com Page 20 of 29
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2. “Manually Manage API Access Control” pops up. Click on “"Change” button

'a Skype™ - Manage API Access Control ﬁ

.;"__,Ha Manage API Access Control

Name: Callnfo4CRM.vshost.exe

Publisher: Microsoft Corparation

s

2 C\__Visual_Projects__\c# 4.0\Telep... Disconnect
2 C\__Visual_Projects__\c# 4.0\Telep... Disconnect

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

[ |
a Skype™ - Manage API Access Control ﬁ |

e
.;/E_- ;3 Manage API Access Control

This program is not known to Skype and therefore can be a potential security
risk.

@ MName: Callnfo4CRM. vshost.exe
Publisher: Microsoft Corporation

@) Allow this program to use Skype

() Do not allow this program to use Skype

What does this mean?

o ] [ conca |

WWWw.mscrm-addons.com Page 21 of 29
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4.3 TAPI

Telephone Integration Setup @

Behaviuur] Balloon ] SkypeWrapper  TAFI
Settings

v Activate S
=
[ Default plugin
TAPI Status

Status: TAPI connected

TAFI Setup parameters

Select a line Details

Linename Lacal Loop Mumber: 0

ALCATEL - 28 - Christiner Andi ]

RAS PEFoE Linen0oo Remave this Country-Code: 0043 |

RAS-VEN-Leitung 0 Remove this Area-Code:

SSTP ' 0316

WAN-Miniport (L2TF) Extension (yvour Number):

Test

SetupConnection Close
Settings:
activate : here you can enable/disable TAPI.
default plugin: make TAPI default plugin (you can only have one default
plugin)
TAPI Status: displays status of the TAPI-connection
www.mscrm-addons.com Page 22 of 29
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status: displays status of the TAPI-plugin

4.4 OCS Wrapper

Verhatten | Balloon | SkypeWirapper OCSWrapper | TAPI |
—Eingehende Anrufeinstellungen
¥ Enabled
Iw Default Plugin

—Ausgehende Anrufeinstellungen
Status: OCS Wrapper Connected

—Diverses

Active Directory Logon Name: ||

Active Directory Password: I
Domain: I
Communications Server or Poal: I
Transport Type: ©TCP % TLS
User SIP URI: sip: |
Medistion/Remote Call Control Server: |

[~ Enterprize Voice with PEX
Line URI |

Phone Mumber: I
MNebenstelle: I
Audio Input Device II'u'Iikmfnn {High Defintion Audio-Gerat)

Audio Output Device ILautsprecher {High Definition Audio-Gerat)
Load parameters from AD Test

SetupConnection

All fields must be provided with the correct information otherwise the wrapper will
not be able to log onto the OCS system properly.

The login information should be provided as follows:
e Active Directory Logon Name
o Regular Active Directory username

WWWw.mscrm-addons.com Page 23 of 29
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Active Directory Password
o Regular Active Directory user password

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

e 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

e User SIP URI
o The SIP URI for that user. ‘sip:’ at the beginning is optional and
added if omitted. (e.g.
‘myFirsthame.MySecondName@myDomain.com’ and
‘sip:myFirstname.MySecondName@myDomain.com’ are both
acceptable)

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

e Enterprise Voice with PBX
o A checkbox indicating if the Enterprise Voice configuration is linked
to a PBX system. Should be checked if that is the case.

e Line URI
o The Line URI from the telephony settings of the communications tab
in the Active Directory user configuration. Usally formatted similar
to this: “tel: +43316123456123" or “tel: +43316123456;ext=123".

e Phone Number
o The basic telephone number without extension (e.g.
+43316123456)

e Extension ("Nebenstelle” in image)
o The extension of the telephone that should be used to route calls
to/from

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 “Test” button allows you to test the connection using the newly entered

credentials. It will take a short while to complete (the previous connection is shut
down and the new established) the test and will give a success or failure message.

4.5 Server Settings

www.mscrm-addons.com Page 24 of 29
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Switch to admin view to see detailed informations of the test and possible errors.

& Load

Preferred connection: * \web Service " SQL Server

& Switch to admin View

WebService ISQL |
\Web Server
MSCRM Server:  |montasio:5555 z'

Organisation: IPTM-Montasio

—Connection

User: [achristiner fSuccess

Password l Testen I

Cancel l

Connection test succeeded!

Here you have to enter your server name and port: CRM: port!
For example: tilsiter: 5554
Here is an example for the settings on the SQL Server:

WwWw.mscrm-addons.com
support@mscrm-addons.com
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@load ruew save G Delete & Switch to user Yiew

Preferred connection:  © Web Service (« SOL Server

wiebService S0L l
SOL Sermver
Profiles: |F'TM-E Dvrndobr 140712008_1147130

Server: |PTM-TITAN ~] El

Catalogs: |F'T|'--1El:|\-'5_l,lstemeT itan_MSCRM j

{* |ntegrated securty " Supply U=zer

Test

A
[SOL.ctor] initiate Provider=zgloledb;packet size=4096;integrated
zecunty=55P data zource=PTM-TITAM initial
catalog=PTHE dwSpstemeT itan_MSCRM;
[SAL.ctor] Create connection
[SCL.ctor] open connection
[SOL. ctor] finizhed
[SEL.GetCurentzer] init
[SOL.GetCurrentU zer] init
[SOL.GetCurentU zer] getting wzer PTH-EDW S mdaobkr
[SEL.GetCurentdzer] =gl SELECT * FROM FilkeredSystemU zer where
Domaint ame = 'PT-EDVSmdohkr'
[SOL.GetCurentU zer] connected to db "
T Fst |
23
(0] 4 | Cancel |
www.mscrm-addons.com Page 26 of 29
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Show History

If you cklick the left mouse button on this icon E, the following window will
open:

] LineHistory [’L”'E”'S__q
Logfiles D etailz

28.02.2007 / Line 0

270132007 / Line 0 Sl lsalior) Stais

SE 022007 / Line 0 27.02.2007 03:47:49 M 24
27.03.2007 02:48:22 #0657
27.03.2007 15:42:43 LA |
27.03.2007 17:11:41 & 067
27.03.2007 17:16:54 & oo
27.03.2007 18:06:57 & 067
27.03.2007 18:20:13 & 067
27.03.2007 18:24:40 &  oe7]
27.03.2007 18:33:31 & 067
27.03.2007 18:40:22 L sy |
27.03.2007 19:01:50 ¥ o
27.03.2007 19:03:06 & 067
28,03.2007 09:10:01 ¥ 0

iiil 28.03.2007 11:28:50 @+ 067
28.03.2007 11:56:45 & 067
28.03.2007 13:50:10 ¥ aech
28.03.2007 14:04:19 ¥ 460
< ' >
B jii] |;( FE = Sunc Cloze

In the left panel you can select different logfiles by day and line.
In the right panel the incoming and outgoing calls will be listed in detail.
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Telephone Integration

Now you have the possibility to synchronize TI with your CRM system, if the call is

connected to a CRM activity.

Therefore you have to highlight just a call and click on the [Sync]-button.

[®] LineHistory

(=3

Logfiles Details

Z T Syncstate

27.03.2007 / Line 0

26.03.2007 / Line 0 synced
errar
error
errar
error
error
error
errar
errar
error
error
errar
errar
synced

Jone
nane
nane
<

Syncdate

2007-03-28T09:46.002
01.01.0001 00;00:00
01.01.0001 00;00:00
01.01.0001 00:00:00
01.01.0001 00:00:00
01.01.0001 00:00:00
01.01.0001 00;00:00
01.01.0001 00:00:00
01.01.0001 00:00:00
01.01.0001 00:00:00
01.01.0001 00:00:00
01.01.0001 00;00:00
01.01.0001 00:00:00
2007-03-28T09:56:122
01.01.0001 00:00:00
01.01.0001 00;00:00
01.01.0001 00;00:00

Syncmessage

none
no crim activity connecte:
no crim activity connecte:
no crim activity connecte:
no crm activity connecte:
no crm activity connecte:
no crim activity connecte:
no crim activity connecte:
no crim activity connecte:
no crm activity connecte:
no crm activity connectet
no crim activity connecte:
no crim activity connecte:
none

none

none

none

Cloze

Icon Details

e This button opens the CRM entity, that is associated with a specific call.
(only if the “CRM”-collumn of the selected line shows this “ Icon)

I

Creates a new activity for the Entity associated with the call.

't

Creates a new contact based on the phone number.

N

Creates a new account based on the phone number.

Accept incoming call
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Contact

If you have problems with Telephone Integration for MS CRM 4 send a Email to
support@mscrm-addons.com or call +43 316 680 880 0
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