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1 User Guide 
 

This guide gives detailed explanations of all functionalities provided by TelephoneIntegration  for MS 

CRM 2013. 

 

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

2 Introduction  
 

TelephoneIntegration for Microsoft CRM 2013  (TI) is a CRM Add On which enables you to connect 

your Telephone System (CTI) to Microsoft CRM 2013.  

 

  
 

 

This Guide contains important information about:  

 

¶ Installing the Client 

¶ The capabilities of the Balloon 

¶ Configuring the Client   
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3 Installing the TI-Client for MS CRM 2013 

3.1 Prerequisites 

3.2 Introduction  
 

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

 

 
 

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. 
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3.3 EULA (End User License Agreement)  
 

 
 

Click [Next] to proceed. 

 

3.4 Folder Selection  
 

 

Click [Change] to specify a different installation path  

Click [Next] to proceed  
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3.5 Start Options 
 

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

 

 

 

3.6 Confirm Installation 
 

 
 

To start the installation, click on [Install]. 

To change the settings, click on [Back]. 
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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.  

 

 

 

3.8 Configure CRM-Connection  
 

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

type: 

 

 
 

Choose the server path and add your login credentials by filling in the fieldõs username, password and 

domain or choose the default credentials.  



 

Client Installation and User Guide 

 

 

TelephoneIntegration for MS CRM 2013 Page 9 

 

 

 

As soon as the organizations are retrieved, press the òOKó-button.  

 

 
 

If you save a new profile following window appears:  

 

 
 

Click on [Save] to save your profile.  

Click on Cancel if you donõt want to save the profile.   
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3.9 Configure Integrations   
 

There are seven possible interfaces that can be used with the TelephoneIntegration-Client: 

 

 
 

3.9.1 TAPI: direct connection via your telephone system. If an adequate driver is 

installed, your phone-line will appear in the òSelect Lineó-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 OCS:  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 

 

3.9.7 RingCentral:  the RingCentral Wrapper provides a way for 3
rd

 Party tools to control TI 

client behavior by incoming calls. For details see chapter 9.8  
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3.9.8 SDK API Plugin:  enables the connection between TelephoneIntegration Client and a .NET 

application  that can communicate with a specific phone device based on its 

specific SDK with basic phone commands. (dialing/answering/ending the 

call). For details see chapter 9.9.   

 

3.9.9 InIn Wrapper: enables the connection between TelephoneIntegration Client and the 

  Interactive Intelligence phone system. This plugin supports outgoing call. 

  Incoming calls are not yet supported. For details see chapter 9.10. 

 

 
 

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. 

 

 
 

Click on [Finish] to complete the installation.  

 

  

http://www.inin.com/Pages/default.aspx
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4 Getting Started 
 

4.1 Starting the TelephoneIntegration Client  
 

The application can be started via the windows-menu Č All Programs Č www.MSCRM-ADDONS.com 

Č TelephoneIntegration Client for MS CRM 2013 or from the Installation Directory.  

 

It is possible to configure the TelephoneIntegration-client to automat ically start on windows-startup.  

 

  
 

 

Once started, an icon appears in the taskbar: 

 

 

 

 

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

until the icon is colorized: 

 

 

 

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

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

from TI  
 

In general, TelephoneIntegration (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: 

¶ Server-side means, that the whole TelephoneIntegrationServer-users could be set enable or 

disable. If server-side is set disabled, no server-user could set his TI client enable. 

 

¶ Client-side means, that just the TelephoneIntegration user could set his own TI client enable or 

disable.  

 

How to enable/disable DFR by Server -side:  

¶ If you set this setting on "false", then the whole TelephoneIntegration server-users would be set 

disabled from DFR.  

 

¶ If you set this setting on "true", then all users of TelephoneIntegration 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 
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Follow the steps below to to enable/disable DFR by Server -side:  

Open CRM ð go to òMicrosoft Dynamics CRMó Logo on the left corner ð click on settings  

 
 

Click again on òSETTINGSó - go to the òExtensions Areaó and click on òMSCRM-ADDONS.com 

Productsó.  

 

 
 

This action will open following window:  

 

 
 

Choose TelephoneIntegration and click on the dropdown button next to òTelephoneIntegrationó in the 

ribbon and o pen òMSCRM-ADDONS.COM SETTINGSKEYSó. See next screenshots:  
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Click on ò+ ADD NEW MSCRM-ADDONS.com Settingskeysó. See screenshot above.  

 

 
 

¶ Name:  Type in òUseDFRó to enable or disable DFR.  

¶ KeyValue: If you set this setting on òfalseó the whole server-users, would be set disable.  

If you set this setting on òtrueó, then all users are able to use this feature.  

 

Click on [SAVE]  
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How to enable/disable DFR by Client -side: 

Open your TI client. Now you can create a new string. Name the new string òUseDFRó, then click twice 

on your new string, after this, you have the change to set DFR enable or disable by  òtrueó or òfalseó. 

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

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

 

 

 

 

  

000  
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5.2 The TI Balloon  
 

The òballoonó provides the main user-interface. It contains all client-side functionalities.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

How to initiate an outgoing call?  

 

¶ A call can be started by simply selecting the item (contact, accountê) in the list and double click on 

it. The òCRMó tab shows the search-results from CRM.  

 

¶ Additionally, you can just type the n umber you want to call into the [number_textfield] and press 

Ctrl+Enter  or click on the Call button.  

 

 

  

[number_textfield]  

 

Shows 

All/Answered/Dialed/Missed  

calls ê  

 

Call status information  

 

Phone number  

 

Find Entities in CRM or 

Call the inserted number 

[Ctrl] + [Enter] 

 

CRM find results from the 

search above. 

 

Open the Context Menu  

 

Duration of the call  

 

CRM data records details  

 

The Call-button, selects 

your desired call-plugin 

like OCS, TAPI, Skype or 

Lync and press the Button 

to call.  

Called out from CRM site  

 

Shows call status, incoming, 

outgoing, missed calls  

 

Close the Balloon  

 

Drag & Drop  

Balloon  

 

Open TI Setup  
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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.  
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5.4 The Context Menu  

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

 

 
 

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

disabled. 
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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:  

 

¶ Open the balloon  

¶ Call the number that is saved in the clipboard (see screenshot) 

¶ Open Call-History (see chapter 5.6)  

¶ Open Personal Phone Book (see chapter 5.7)  

¶ Open Power Dialer (see chapter 11) 

¶ Show info (license state) 

¶ Drop call and reset (see screenshot)  

¶ Open Setup 

¶ Exit (shutdown the CTI client) 

 

   

Quick -Call/Clipboard -Action:  

The number saved in the clipboard 

can be called from this menu directly. 

 

Drop calls and reset : 

The CTI will be restarted. In case of 

any communication issues with the 

connected call-info provider, chose 

this functionality.  

 

Setup  the TelephoneIntegration 

Configuration (chapter 9) 
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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. 

 

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. 
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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.  
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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. 

 

 
 

 

 

 

 

 

 

 

 

 

Originated CRM data record, where we 

pressed the [Call-Number] button  

 

Available phone numbers from the 

originated data record.  

 

Look-ups of the originated data record.  

 

Related data records with their phone 

number 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:    

¶ If you set this setting on "false", then none of TI users will be able to use this. 

 

¶ 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\TelephoneIntegrationclient2013 

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

 

¶ 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)  

  

http://blogs.mscrm-addons.com/post/2011/11/30/HowTo-Create-a-SettingsKey-manually-in-CRM-2011.aspx
http://blogs.mscrm-addons.com/post/2014/04/11/CRM-2013-How-to-set-restrictions-for-dialing-from-a-related-CRM-record.aspx
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6.2 How to assign unresolved numbers to existing CRM records 

 
TelephoneIntegration 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 òAdd to Existing Entityó (see screenshot below).  
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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 recordõs phone fields. 

 

IMPORTANT: These phone fields have to be configured as òsearch fieldsó in the TI Server configuration 

tool. 

 

 

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 TelephoneIntegration 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 ð go to òMicrosoft Dynamics CRMó Logo on the left corner ð click on settings  

 
 

2. Click again on òSETTINGSó - go to the òExtensions Areaó and click on òMSCRM-ADDONS.com 

Productsó.  

 

 
 

This action will open following window:  
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3. (1) Click the checkbox in front of ôTelephoneIntegrationõ and then (2) click on ôEditõ. 

 

 
 

Screenshot: Edit TelephoneIntegration in the CRM Settings 

 

4. A new CRM window will open:   
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Within this window, (1) click on the dropdown -button next to TelephoneIntegration on the Top of the 

window and navigate to ôMSCRM-ADDONS.com Settingskeysõ on the top and (2) click on ôAdd New 

MSCRM-ADDONS.com Settingskeysõ. 

 

 
 

This action will open following window:  

 

 
 

Within this window click on ò+ADD NEW MSCRM-ADDONS.com Settingskeyó.  

 

 

  



 

Client Installation and User Guide 

 

 

TelephoneIntegration for MS CRM 2013 Page 30 

 

 

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 name1;entity name2; entity name3 
 

Furthermore, set ôIsCachedõ as ôyesõ. 

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" > 

 

 

 

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 ôKeyValueõ-field and ôDFR_Disable_opportunityõ within the 

ôNameõ-field. 
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7 Use TelephoneIntegration with MS Outlook  

 
Users have the possibility to use TelephoneIntegration without a browser, but with Outlook only, 

meaning that TelephoneIntegration 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 TelephoneIntegration with Outlook only, 

you have to install TelephoneIntegration Client v.5.54 or higher and create a new settingskey.  

 

Please follow the steps below to do so:  

 

1. Open CRM ð go to òMicrosoft Dynamics CRMó Logo on the left corner ð click on settings  

 
 

2. Click again on òSETTINGSó - go to the òExtensions Areaó and click on òMSCRM-ADDONS.com 

Productsó.  

  

 
 

This action will open following window:  

 

 
 

 



 

Client Installation and User Guide 

 

 

TelephoneIntegration for MS CRM 2013 Page 32 

 

 

3. (1) Click the checkbox in front of ôTelephoneIntegrationõ and then (2) click on ôEditõ. 

 

 
 

Screenshot: Edit TelephoneIntegration in the CRM Settings 

 

4. A new CRM window will open:   

 

  
 

5. Within this window, (1) click on the dropdown -button next to TelephoneIntegration on the Top of 

the window and navigate to ôMSCRM-ADDONS.com Settingskeysõ on the top and (2) click on ôAdd 

New MSCRM-ADDONS.com Settingskeysõ. 
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This action will open following window:  

 

 
 

6. Again, a new window will open. Within this window, put  the name ôUseOutlookOnlyõ  and the 

KeyValue ôtrueõ. Furthermore, set ôIsCachedõ as ôyesõ. (see screenshot below) 

 

 

Restart the client. TelephoneIntegration 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 òLocalizationó-

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.  

 
Impo rtant: Never  change the Key attributes! Only change the values!  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 








































































































