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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 203.

Find -
ANl | Answered Disled  Missed CRy[#M_ OPENINCRI
— 7] Mew Activity 8
& t& Oliver Kiel 153
a A Create Case
= § 568-224-3037 E59 [ oo Oty
o a 326-234-0582 152 ¥ Create Contact

Create Account
& & A Datum Corporation 150 (& create Lead

Dialed Call no:15
BOSTE0TAGL 41172014

Account Marne: &, Daturn Corpaoration @  Remove this Cal
Origirated From: &5 A. Datum Corpomtion

Zopy Murnber

¥ & 305-572-4145 1:49 PM
& t& Maurice Taylor 1:48 PM

w2 BS Mewt-Noor Sales Store 147 PM

%, Simulation -

This Guide contains important information about:

1 Installing the Client
1 Thecapabilities of the Balloon

1 Configuring the Client

Telephonelntegration for MS CRM 2013 Page4
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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'él Telephone Integration Client for M5 CRM 2013 E
"..F. welcome to the Installer for Telephone
f Integration Client for MS CRM 2013, Yersion
] q
®. I 6.1
agyy
..,-"’J_ ?) The Installer will install Telephone Inteqgration Client For MS
%' wn CRM 2013 on wour compuker, To conkinue, click Mext,
-y
5 &
32
ﬂ_}, A
29
i
e Qe
.%p O WARMING: This program is protected by copywright law and
e inkernational treaties,
22
2\
b - A
=]
2%
%2
L
= Back I Mexk = I Cancel

Click [Next] to proceed.

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

Telephonelntegration for MS CRM 2013 Page5
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3.3 EULA (End User License Agreement)

iix‘!:l‘ Telephone Integration Client for MS CRM 2013 E3

License Agreement

»
G ‘. mscrm-addons.com
Please read the following license agreement .‘x ‘o Telephone Integration
carefully, L |

FORM OF END USER LICENSE AGREEMENT ﬂ

MSCRM-ADDONS.COM SOFTWARE LICENSE AGREEMEMNT

IMPORTANT: THIS SOFTWARE LICEMSE AGREEMEMNT ("LICEMSE
AGREEMENT") IS A LEGAL AGREEMEMNT BETWEEN CLIENT AMD
MSCRM-ADDOMNS. COM., READ IT CAREFULLY BEFORE USING THE
SOFTWARE, 1T PROVIDES A LICEMNSE TO USE THE SOFTWARE AND
COMTAINS WARRANTY INFORMATION, LIABILITY DISCLAIMERS aAMD LI

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

™ 1 do not accept the terms in the license agreement

InstallShield

< Back I Mext = I Cancel |

Click [Next] to proceed.

3.4 Folder Selection

i'é'n Telephone Integration Client for MS CRM 2013 E

Destination Folder J,._\\

mscrm-addons.com

Click. Mezxt ko install to this Falder, or click, % g ¥ | Telephone Integration
Change to install to a different Folder, [

G Install Telephone Integration Client For MS CRM 2013 to:

CiiProgram Files (x86)\PTM EDY-3ysteme GmbHY Telephone Change... |
Inteqgration 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 Page6
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3.5 Start Options

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

i'é" Telephone Integration Client for MS CRM 2013 - InstallShield Wizard

Select start options .J,.,\\.. mscrm-a ddﬂ'n 5.cCOmM
4\

r wl i " "
‘.’ Telephone Integration

[+ Autormatically stark TI on Windows stark

[¥ Stark TI after installation

Installshield

< Back I Mext = I Cancel

3.6 Confirm Installation

i'él' Telephone Integration Client for MS CRM 2013 E3

Ready to Install the Program .4,.\\ mscrm-a ddﬂl’l $.COM

The wizard is ready to begin 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,

Irmstallshield

« Back, I Inskall I Cancel

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

Telephonelntegration for MS CRM 2013 Page7
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3.7 Install Windows Identity Foundation

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

Micrasaft WIF Prerequisitelnstaller (=]

Welcome to the WIF Prerequisite Installer. Detection finished

Identified OS: Windows 7 64-hit
05 Architecture: 64 bit

YWIF Ingtallation Status : NOT Installed

Install ] [ Cancel

3.8 Configure CRM-Connection

type:

Logon information

Welcome to your CEM Connection setup.

Please specifyyour connection details to connectto CRM, If you do not know the connection details, please contactyour

system administrator

CRM Connection I.-’-‘«dvanced Settingsl Log |

Existing Profiles |

—Select pour Cim Type

j tanage |

" Standard [onPremise)  IFD [Hosted) € Cim Online

—CRb Sener-Url:

el

—Authenticated as:

¥ Use default Credentisl: Mot enoughinformation to retrieve organizations

Usermame I Daomain I

Pagzsword I

Hetriewe all Orgamzations |

[raganization infarmatior;

Friendly name | Unique name | ServicelJAL |
Reset LivelD Cache | ()4 | Cancel |
Choose the server path and add

domain or choose the default credentials.

Telephonelntegration for MS CRM 2013

your

|l ogin

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

credent
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As soon as the organizati oludonare retrieved, press the

Welcome to your CRM Connection setup.

Please specify yaur connection details to connectto CRM, Ifyou da notknowthe connection details, please contactyour
system administrator

CRM Cannection | 4dvanced Settingsl Log |

Existing Profiles i anage |
—Select pour Crm Type
* Standard [onPremise) " IFD Hosted) " Crm Online
— CRM Server-Ut:
[httpctt x| ferm2013 v

—Authenticated as:

¥ Use default Credentialz Integrated S ecurity [CONT 05 0%\ administrator]

Usermame I Domain I Pagsword I

Retrieve all Organizations |

Qrganization information:

Friendly name | Lnigue name | ServicelJHL |
8 Contoso Contoso Contoso
[iefine alternative Prafile | Reszet Livell) Cache | Ok Cancel

If you save a new profile following window appears:

Save Profile ]

Prafilenarne: IcrmEEﬁ 3 - Contozo

Save Cancel

Click on [Save] to save your profile.
Click on Cancel if you dondt want to save the profile

Telephonelntegration for MS CRM 2013 Page9
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3.9

Configure Integrations

There aresevenpossible interfaces that can be used with the Telephonelntegration-Client:

Available interfaces

Interface selection

4% | mscrm-addons.com

‘\OI' | Telephone Integration

—#Available plugins —Setup details
—Select a Line —Other settings
glgispe I';ir!;anuapn;e Local Loop Mumber: I—
e
Lync2010 pg'rp . Rernowe this Country-Code: ool
Ié\,i,fgsfautilgn gg-?-pPPPDE tine Rermove this Area-Code: |I3316
TAPIZ Wik Miniport (LZTR)
RingCentral
SOK 4PI
[¥ Enable the plugin at systemnstart
¥ Select this plugin as defaultplugin
Test |
KN i
3.91 TAPt direct connection via your telephone system. If an adequate driver is
installed, your phone-line will appear i n t he -list.Skof
configuration details seechapter 9.3
3.92 Skype allows using your Skype-account to handle calls. For configuration details,
seechapter 9.1.1
3.93 0OCs allows using the OCS Wrapper to handle calls.For configuration details see
chapter 9.4
3.94 Lync2010: allows using the Lync2010 Wrapper to handle calls. For configuration
details seechapter 9.5
3.9.5 Lync2013 allows using the Lync2013 Wrapper to handle calls. For configuration
details seechapter 9.6
3.9.6  Simulation: allows simulating an incoming and outgoing call. For configuration details
seechapter 9.7
3.9.7 RingCentral the RingCentral Wrapper provides a way for 3" Party tools to control TI

client behavior by incoming calls. For details seechapter 9.8

Telephonelntegration for MS CRM 2013
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3.9.8 SDK API Plugin  enables the connection between Telephonelntegration 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 seechapter 9.9.

3.9.9 Inin Wrapper: enables the connection between Telephonelntegration Client and the
Interactive Intelligence phone system. This plugin supports outgoing call.
Incoming calls are not yet supported. For details seechapter 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.

i'él Telephone Integration Client for MS CRM 2013
.5“ InstallShield Wizard Completed
e ’
0.7
ugy -
~ 4 6 The Installshield Wizard has successfully installed Telephone
?:_ o Integration Client For M3 CRM 2013, Click Finish to exit the
-~ 0 wizard,
S
3
\
X
iy
e, Q-
%
[p)
)
X
.
Q
2%
22
L
= Back I Finish I Cancel

Click on [Finish] to complete the installation.

Telephonelntegration for MS CRM 2013 Page 11
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4 Getting Started

4.1

Starting the Telephonelntegration Client

The application can be started via the windows-menu C All Programs C www.MSCRMADDONS.com

C Telephonelntegration Client

for MS CRM 2013 or

from the Installation Directory.

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

Internet Explarer

Windows Update

Accessaries

Adminiskrative Tools

Elaborate Bytes

Maintenance

Microsoft Dynamics CRM 2013

Microsoft Office 2013

Microsoft Sikverlight

Microsoft SOL Server 2005

Microsoft SOL Server 2012

Microsoft Visual Studio 2010

Skartup

wi, Mscrm-addons, com

| DocumentsCorePack Server For M3 CRM 2013
| Telephone Integration Client for MS CRM 2013

Ug Telephone Integration Client For MS CRM 21

adrninistrakar

Documents

Compuker

Metwork

Control Panel

Administrative Tools

Fur...

3

| Telephonelntegration Server for M3 CRM 2013

1 Back.

Windows Security

I |Search programs and files

Log off Pl

| © 2 & &

Once started, an icon appears in the taskbar:

5——IE

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

until the icon is colorized:

UE.J—> 1=

(M)

15:49

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

Telephonelntegration for MS CRM 2013
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5 The User Interface

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

In general, Telephonelntegration (TI) allows users to dial from related CRMrecords. 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:

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

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

disable.

How to enable/disable DFR by Server -side:

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

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

Serverside settings are overruling the client-side settings.

Client or Server setthg 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 CRMdgoto 0 Mi cr os of t D yogaanihe lsft c&@rieiviclick on settings

| SALES v Dashboards |~

MARKETING SETTINGS

Click again ongo o8BTTIhNGS®E x taadndidk mm sMSCGRMARDONS.com

Productsa
SETTINGS ~| Business Managem...

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

This action will open following window:

Aid Y | SETTINGS v  MSCRM-ADDONSc... |~ @ AE

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

+ new 0 DELETE + Dl copvaunk ~ [ RUNREPORT ~ [ EXPORT TOEXCEL ==

-
. . Search for records jo]

Active MSCRM-ADDONS.com Pr... ~

' Name Product Type Created By CreatedOn W ] <
DocumentsCorePack server CRM System 9/24/2013 7:45 AM 9
<5}
Plugin server CRM System 9/23/2013 12:32 AM a
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
Choose Telephonelntegrationand c¢cl i ck on the dropdown button next to

ribbonandopend MSCRAMDDONS. COM S E T.BéeM&Ss&rdensios:

iy » % | SETTINGS v+ MSCRM-ADDONSc... | v Telephonelntegration (‘D L0

AUDIT HISTORY MSCRM-ADDONS.COM SE... BACKGROUND PROCESSES

Telephonelntegration for MS CRM 2013 Page 14
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MSCRM-ADDONS.com Products: Telephonelntegration - Microsoft Dynamics CRM - Dashboards: Sales Activity Social Dashboard - Micros

m @@ = | iy i fiem2013{Contosojmain aspe#21 4632014 o=+ Aif MSCRM-ADDONS, com Produ,., X

Mg~ # | SETTINGS v MSCRM-ADDONSc... |~ Telephonelntegration | v

MSCRM-ADDONS.COM PRODUCTS : INFORMATION

Telephonelntegration

MSCRM-ADDONS.com Settingsk... Search fo ecords o

=+ ADD NEW MSCRM-ADDO... [;, ADD EXISTING MSCRM-A... [ BULK DELETE

\; Name 4 KeyValue IsCached cn'y o
buttonXML <settings > <Account> <Telephonel=<label Icid="1... Yes 9/26/20° A,
CoreSInVersion 2013.2 Yes 97267207

_customSQLWhere Yes 9/26/20:

Status Active

A_ctive ) H
Cl i ¢ k ABDNNEW MSCRMADDONS.com Settingskey$. See screenshot above.

Al v Y | New MSCRM-ADD... ® Am

EHsave |+ New  [EIFORM 2D POWER SEARCH

MSCRM-ADDONS.COM SETTINGSKEYS : INFORMATION

New MSCRM-ADDONS.com Settingskeys

General ~
Name * UseDFR
IsCached * Yes
KeyValue hlsa

v
Status Active

T Name:Type in o0UseDFRO to enable or disable DFR.
1 Keyvalue:l f you set this setti nuserspwouldbe setdisable. t he whol
user s

I f you set this setting on oOtrueo, then all

Click on [SAVE]

Telephonelntegration for MS CRM 2013 Page 15
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How to enable/disable DFR by Client -side:

Open your TI client

Now you

can

create

a new

on your new string, after this, you have the change to set DFR enable or disablebyot r ue 6 or

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

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

L PTM EDY-Systeme
Profiles
=8 o TelephoneIntegrationclientz011

BN A=y
Bl || Wowsd3zNode
& | Microsoft
[+ ) System
[+ |, Wolatile Environment

Bl | HKEY_LOCAL_MACHIME
- |, BCDO00OOO00

B || HARDWARE

[+ . 3AM

----- | SECURITY

Sl | SOFTWARE

, AspMetProcess

| ATI Technologies
| Classes

| Clients

Telephonelntegration for MS CRM 2013

ab|ocs Server
ab|oiCs_Signin
ab|ocs Transport
ab|aCs_URI
ab|path

B usenFr

RES_SZ
REG_SZ
RES_SZ
REG_SZ
RES_SZ
REG_SZ

TLS

C:\Program Files (x36)\PTM EDVY-Svws

false

Edit String E3

Walue nanne:

|UseDFR

Walue data:

Ilrue{

o]

Cancel |

Page 16
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5.2 The Tl Balloon

The oOball oond pr ointerfdce.dt conthires allrlent-side fuscionalities.

Open Tl Setup Drag & Drop Close the Balloon

' ne Integration 6:16
[number_textfield] N Find Entities in CRM or

A Find 3——| Call the inserted number

Shows [Ctrl] + [Enter]
All/ Answered/Dialed/Missed —» A&l  Answered  Dialed  Bissed TR
calls @& A

¢ B MSCRM-ADDONS.com 213 PM I\ | CRM find results from the
Call status information —» Dialed Call oo: *w search above.

680880 4/11/2 N
Phone number T | Account Name: MSCRM-ADDOMND

Open the Context Menu
Originated From : & MSCRM -ADDOM S0om

CRM data records details o N
& BE Christian Ternek 2112 PM \

Duration of the call

1 @& Oliver Kiel 1153 PM
Called out from CRM site
5 = & 326-234-6582 1:52 PM
" @@ A Datum Corporation 150 PM
Shows call status, incoming, W a 205-573-4146 149 P
outgoing, missed calls = '
/1 @ & Maurice Taylor 1:48 Ph

o B Mext-Door Sales Store 147 PM
The Caltbutton, selects

& & 2402151247 5149 A0 your desired call-plugin
like OCS, TAPI, Skype o
Lync and press the Button

%, Simulation ~ < to call.
How to initiate an outgoing call?
1 A call can be started by simply seleding the item (contact, accounté ) i n the 1|1ist and
it. The OCRMO t afesulsfroo‘M®M.t he sear ch

1 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.

Telephonelntegration for MS CRM 2013 Page 17
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5.3 Integrated Search

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

o

Telephone Ihte'g"rétjqq;- :

===

Telephone Integration 616,
Ternek Find ~ +43 (316 680 880 20 Find -
Al Answered  Dialed  Missed | CRM Al Answered  Dialed  Missed | CRM
EE Christian Ternek EE Josef Ternek
= Business Phone: +43 [0)316 650 880 = Business Phone: +43 [0]316 680 G580 20
kaobile Phone: + 43 [0)676 856 65 Mobile Phone: +43 [0)676 26 55 99

B losef Ternek

- Business Phone: +43 [0]316 680 380 20
kMobile Phone: + 43 [0]&676 26 55 94

%, Simulation - %, Simulation -

Telephonelntegration for MS CRM 2013 Page 18
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5.4 The Context Menu

Several CRMfunctionalities are available in the context menu of a phone call:

440 Qpenin CRM

o 2] Mew Ackivity r

/" _reake Case
I:I _reate Opporbunity
All | Answer
[ cCreate Contact
= & oo4s n reate Accounk
= & abol (& (Create Lead

& & abo
ED Copy Murnber

& (5 TEST

& § 003 @ Remove this Call
Dialed Call 00:00 =
0038641967600 06/12/2012

= & 74540 12:57
& § 74540 12:57

B L B ol | HE L PR LN

S, TAPICall ~

If the user has no sufficient CRMrights to create those records, these functionalities are automatically
disabled.
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5.5 The Application Menu

Right-click on the Tl 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 Peasonal Phone Book(see chapter 57)

Open Power Dialer (see chapter11)

Show info (license state)

Drop call and reset (see screenshot)

Open Setup

= =4 =4 4 -4 A -8 -2 -2

Exit (shutdown the CTI client)

Show Balloon _ . ,
Quick-Call/Clipboard -Action:

The number saved in the clipboard
] «—
Call: [+43 (0)316 680 880 2...] can be called from this menu directly.

Personal Phone Book

Histary

_ Drop calls and reset :
Power Dialer The CTI will be restarted. In case of
Info any communication issues with the

connected call-info provider, chose
this functionalitv.

A

Drop calls and reset

Setu <
F Setup the Telephonelntegration
Exit Configuration (chapter 9)

Telephonelntegration for MS CRM 2013 Page 20
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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.

HB History !EE

Drag a colurmn header and drop it here to group by that calumn
CrmData T Time T |Direction Y | Phons Mumber T | Caller Mame T | Duration ¥ | Originated From T B
10J7/2013  12:35 AM o 00:00:00
B ¥ 10§7(2013  12:17 AM i« 000034316630850 | Christian Ternek  00:00:29
B g 10J8f2013 1157 PM o 000034316680880 | Christisn Ternsk  00:00:04 =
B ¥ 10f6{2013 11:52 PM i« 00000343166805850 | Christian Ternek  00:00:07
B g 10J6/2013  11:49 PM o« 000034316680880 | Christian Ternsk  00:00:04 I
[ 10§6{2013  11:49 PM o« 000000
[ | 10§6/2013  11:48 PM &« 00676524959304 00:00:04
[ w 10f6{2013  11:47 PM o« 000343 16680350 Christian Ternel  00:00:10
| e ) 1 4.4 Ok FE-T] ™
|E |I| El |I| | Page | 1 of 1

CaLL | Filter: ILast 30 Days 'l

You canalso 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.

IE personal Phone Book M=l E3

Phone Mumber First Mare Last Mame

| | Add Info |

Phone Murnber First [ame Last Mame
+43316845695 Matia Berghold
+43316862016 Josef Fompacher
+4331669353064 k.atharina Maier
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6 MS CRM 2013Integration
6.1 Start an outgoing Call from MS CRM 2013

By pressing on the [Call Number] button, the Tl 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.

Al Microsoft Dynamics CRM v« #Y | SALES v  Accounts | v  MSCRM-ADDONS.c... | v @ Create

E— SMARTBARDIALOG = NEW [ DEACTIVATE '.';_ COMNNECT | v [ ADD TO MARKETING LIST  =as

A2 Assign
ACCOUNT & Ermnail a Link
MSCRM-ADDONS.com X Dee sl e
Form
Summal’y %# Create Document 3
ACCOUNT INFORMATION POSTS & Create Document Primar
* UJ Call number |
Account Name MSCRM-ADDONS.com FOST
(J Sh
Phone +43 (0)316 680 880 Both L/ Share CONT
Fax +43 (0)316 680 880 25 MSCRM-ADDONS.com 77 Follow —
= : u
Website http://www.mscrm-addons.com % Account: Created By CRM Syst {?{, Run Workflow
On MSCRM-ADDONS.com's w Christ
Parent Account - Today 5] Start Dialog
Ticker Symbol - Josef
ey [¥] Run Report 3
- <
ADDRESS l#} Other Activities 3
- =g Relationship 3
RECER

SELECT THE MUMBER TO CALL

Account

MSCRM-ADDONS. com

Main Phone

+43 (01316 £30 830

= Others (23
Contacts

" Christian Ternek
Business Phone

+43 (07316 680 880
Mobile Phone

+43 (01675 856 65

Contacts

- Josef Ternek
Business Phone

+432 (07216 680 820 20
Maohile Phone

+42 (0676 26 55 99

=

Simulation ~ CAMNCEL

Telephonelntegration for MS CRM 2013 Page 22
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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 Tl Client always search for related CRMrecords if you do not set it otherwise.

You can disable searching forrelated CRM-records at serverside or on client-side layer.

_ e
Telephone Integration 6.1¢

SELECT THE NUMBER TO
L_. Account

‘.l mscrm-addons.com
Your company for MS-CRM ADD-ONS!

-
Originated CRM data record, where we

A

MSCRM-ADDONS.com

Main Phone

+43 316 680 880 O

pressed the [Call Number] button
N\

-
Available phone numbers from the

A

Other Phone
+43316680880

y —| Primary Contact
= (85 ,

originated data record.
N\

A

Christian Ternek
Business Phone

cternek

Home Phone

+4331668088016
Mobile Phone
12345678

Connections (1)
[+ Relations (1)
[=] Others (9)

Quotes

(Look-ups of the originated data record.

L

2 i@ﬂ AA_Bikes «
— J Quotes

— Quotes
] Xy New Quote

o P Qs

Some Bikes & Computer

Simulation v CANCEL

Telephonelntegration for MS CRM 2013
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Search for related CRMrecords is per default always enabled for all users.

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

Server-side "UseDFR" setting:

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

If you did not set this setting on server-side layer, then per default every Tl 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_USEBftware\PTM EDVSystemé Telephonelntegrationclient2013

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

I If you set this setting on "true", then the local Tl 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 additionalrestrictions for it server-side. (For more
information, please read our blog article)

Telephonelntegration for MS CRM 2013 Page24
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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 OBnttyh t(s eExisstrieregashot bel ow) .

.
Telephone Integration

Find -

ANl Anzavered  Dialed  Bissed  CRR
& B MSCRM-ADDOMS.com 243 PM

& B MSCRM-ADDOMNS.com  2:13 PM

<= 8 Christian Ternek 2:12 PM
& & Oliver Kiel 1:53 PM
= & 326-274-R5R7 1157 PR
Answeered Call 48 Openin cRM

326-2346562 7] Mew Activity ’

& % A Dat /‘ Create Case
R EI Creake Opporbunity

¥ £ 305-5 ¥ Create Contact

Creake Account

=
& & Mauri @

Create Lead

& B Mext-l s &dd to Phone Book
) Add to existing Entity

. . Zopy Mumber
%, Simulatic

& Remove this Call
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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 record6s phone fields.

| MPORTANT: These phone fields have etTbSerbeecodiguration gur ed ¢
tool.

Enter your search criteria,
a
Look for Contact O show Only My Records
Look in  Contacts Lockup View
Search | terne x
Full Name 4 Emnail o
~'  Christian Temek christian.ternek@mscrm-addens.com +43 3
Josef Temek Jjosefftemek@mscrm-addons.com +43 3
-
Add Cancel

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. OpenCRMdgo t o OMicrosoft Dynamics OCiBkMosetingsgo on t he | ef

' | SALES v Dashboards |~

MARKETING SETTINGS

2. Click again omoo$BTTINNEGS®EXt ensi ons A+ABRONS.cacmd <cl i ¢
Product sé.

Business Managem...

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

This action will open following window:

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

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

+ new T DELETE + Dy copvalnk ~  [M RUNREPORT [ EXPORTTOEXCEL ==+

=
Active MSCRM-ADDONS.com Pr... v 77 :
v Name Product Type Created By CreatedOn ¢ & <
DocumentsCorePack server CRM System 9/24/2013 7:45 AM Q
Plugin server CRM System 9/2372013 12:32 AM §
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 ©6Telephonelntegrs

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

J-ll @@ hd I'-;,—‘ http: {ferm2013{Contoso/main. aspx#490391 Dj *3 “% MSCRM-ADDONS. com Produ... X

Al » Y | SETTINGS~ MSCRM-ADDONS.c.. | v

ﬂ CRM for Qutlook See how CRM for Qutlook makes you even more productive. Get CRM for Outlook X

4 NEW | # EDIT | &/ ACTIVATE r§ DEACTIVATE ] DELETE @ = wee

+ Active MSCRM-ADDONS.com Pr... ~ o
~'  Name Product Type Created By Created On h 4 fs] <
Plugin server CRM System 10/2/2013 3:09 AM [
[
PowerSearch SErver CRM System 10/2/2013 3:08 AM a
+  Telephonelntegration server CRM System 10/3/2013 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... [ =] [E3

iy @@ s I’-;,—‘ http: {form2013{Conkoso/main, aspx#653461 ,Oﬂ *r (= MSCRM-ADDONS.com Produ.., ¥

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

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

+ NEw S DEACTIVATE [ DELETE <=5 EMAILALINK £ RUN WORKFLOW == 4 al

MSCRM-ADDONS.COM PRODUCTS : INFORMATION

Telephonelntegration

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

Telephonelntegration for MS CRM 2013 Page 28
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Within this window, (1) click on the dropdown -button next to Telephonelntegration on the Top of the
and navi ADIDEONtSo c 60 MiS GRMNt i tnlygs kegp dand ( 2)

wi ndow

MSCRMADDONS. com Settingskeys?o.

dis . % | SETTINGS v MSCRM-ADDONS.c.. |v | Telephonelntegration | v

AUDIT HISTORY

MSCRM-ADDONS.COM SE... BACKGROUND PROCESSES

This action will open following window:

REAL-TIME PROCESSES

J“ @@ - “-ll hittp: fferm201 3 Contasafmain, asprABZ2604 ,Oj *4 h MSCRM-ADDOMS.com Produ... X

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

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

MSCRM-ADDONS.COM PRODUCTS : INFORMATION

Telephonelntegration

MSCRM-ADDONS.com Settingsk... search for ecorcs

= ADD NEW MSCRM-ADDO... | [#] ADD EXISTING MSCRM-A... % BULK DELETE

+ Name
buttonXhL
CoreSInVersion
customSQLWhere
defaultButtonMame
ExecutableVersion
fields.xem
firstinstall
GeneralSinVersion

Status

Active

Wit hin

KeyValue
<settings> <Account> <Telephonel> <label lcid="1...

2013.3

Call number

6.3

<?xml version="L0" standalone="yes"7> <settings...
false

2013.3

Active

t hi s w+ADD NEW MSCRMARDONS

Telephonelntegration for MS CRM 2013

IsCached

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

oY &
10/3/20°
10/3/20;
10/3/20;
10/3/20:
10/3/20:
10/3/20:
10/3/20;

10/3/20

com Settingskeyo.
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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 ©O06lsCachedd as O6yesd.
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" >

M | New MSCRM-ADD... m

Hsave 4 new FORM AP POWER SEARCH

MSCRM-ADDONS.COM SETTINGSKEYS : INFORMATION

New MSCRM-ADDONS.com Settingskeys

General
Name * DFR_Disable_oppeortunity
IsCached ™ Yes
KeyValue chtad;Iead
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 tfoi esled drnrd OWDRHR.I Di & ahtel e _KoepypVaar

6 N a rfield
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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.

Pleasefollow the steps below to do so:

1.0penCRMdgo to OMicrosof't

' | SALES v Dashboards |~

MARKETING SETTINGS

2. Click again omoo$SBTTINNEGS®EXt ensi ons

Productsé.

Business Managem...

MSCRM-ADDONS.CO... MSCRM-ADDONS.CO...

This action will open following window:

A4 « Y | SETTINGS v MSCRM-ADDONSc... |~

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

=+ wew m DELETE ~ [l copyAaunk ~  [¥] RUN REPORT =

Active MSCRM-ADDONS.com Pr... ~

v Mame ™ Product Type
DocumentsCorePack server
Plugin server
PowerSearch server
Telephonelntegration server

1- 4 of 4 (0 selected)

Telephonelntegration for MS CRM 2013

POWERSEARCH CONFIG

Get CRM for Qutlook

@3 EXPORT TO EXCEL =+

Search for recards jol
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

~

Sueyd

Dynami cs OCliBkMmsettingsgo on t

A+ABZONS.canm d
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3.(1) Click the checkbox in front of ©6Telephonelntegrs

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

) TE

ym @@ L4 I'-;,—‘ hittp: [ ferm2013iCantosojmain, aspx# 490391 )Oj 1
VRVEN ||

(& MSCRM-ADDONS.com Produ... X

MSCRM-ADDONS.c... |~ @

SETTINGS ~

ﬂ CRM for Qutlook See how CRM for Qutlook makes you even more productive. Get CRM for Outlook X

+ NEw | £ EDIT | ACTIVATE  [Q DEACTIVATE [ DELETE | = wse

+ Active MSCRM-ADDONS.com Pr... ~ o
~'  Name Product Type Created By Created On h 4 fs] <
Plugin server CRM System 10/2/2013 3:09 AM [
[
Powersearch SErVEr CRM System 10/2/2013 3:08 AM a
+  Telephonelntegration server CRM System 10/3/2013 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...

iy @@ s I’-;,—‘ http: {form2013{Conkoso/main, aspx#653461 ,Oﬂ *r (= MSCRM-ADDONS.com Produ.., ¥

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

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

+ NEw S DEACTIVATE [ DELETE <=5 EMAILALINK £ RUN WORKFLOW == 4 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 naADPONS. tomoOBSCRMngskeysd on the tog
New MSCRMADDONS. com Settingskeysad.

Al « Y | SETTINGS~ MSCRM-ADDONS.c... |v

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

Telephonelntegration for MS CRM 2013 Page 32
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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 ... [E[=] [E3

Ay @@ - IJ“ htkp:j/crm2013/Contaso/main, aspx# 922604 ,Oﬂ +3 Mg MSCRM-ADDONS com Produ.., X

it « M | SETTINGS v MSCRM-ADDONS.c.. |v  Telephonelntegration | v

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

t
MSCRM-ADDONS.COM PRODUCTS : INFORMATION
Telephonelntegration
MSCRM-ADDONS.com Settingsk...
=+ ADD NEW MSCRM-ADDO... £} ADD EXISTING MSCRM-A... [ BULK DELETE
\; Name KeyValue IsCached
buttonXML <settings> <Account> <Telephonel><label lcid="1..  Yes
CoreSInVersion 20133 Yes
customSQLWhere Yes
defaultButtonMName Call number Yes
ExecutableVersion 6.3 Yes
fieldsxm <7xml version="10" standalone="yes"7> <settings... Yes
firstinstall false Yes
GeneralSInVersion 20133 Yes
Status Active
Active

oy 2
10/3/200
10/3/20]
10/3/20]
10/3/20]
10/3/20]
10/3/20:
10/3/20:

10/3/20:

6. Again, a new window will open. Within this window, put t he n ame
KeyValue 6trueo. Furthermore, set

Hsave |4 NEw FORM AP POWER SEARCH

MSCRM-ADDONS.COM SETTINGSKEYS : INFORMATION

New MSCRM-ADDONS.com Settingskeys

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

6Use@udt | othe Onl y &

01

A « M | New MSCRM-ADD.. @ E

sCachedd as

Restart the client. Telephonelntegration will open all windows in Outlook instead of an internet

browser.

Telephonelntegration for MS CRM 2013
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8 Localization/Custom Language packs

To select another |l anguage pack, go into you-r
Folder. You can install langwage 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!
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