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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 2013.

Find -

ANl | Answered Disled  Missed CRy[#M_ OPENINCRI
. 7] Mew Activity ,
& t& Oliver Kiel 153
7 Create Case
~ a PEraaaEhat 13 (] Create Opportunity
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:

e Installing the Client
e The capabilities of the Balloon

e Configuring the Client
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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
.“ Welcome to the Installer for Telephone
] y
f ’ Integration Client for M5 CRM 2013, Yersion
®. 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
290
i
e Qe
.%p O WARMING: This program is protected by copywright law and
e inkernational treaties,
29
2\
b - A
=]
2%
%2
X
= 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 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)

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 Page 6
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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
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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.

Microsoft WIF Prerequisitelnstaller

Welcome to the WIF Prerequisite Installer. Detection finished

ldentified 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 |

j tanage |
—Select pour Cim Type

" 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 |

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

CRM Cannection | 4dvanced Settingsl Log |

Existing Profiles

—Select pour Crm Type

M anage |

* Standard [onPremise) " IFD Hosted)

" Crm Online

— CRM Server-Ut:

[httpctt x| ferm2013

—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
Define alternative Frofile | Reset LivelD Cache | Ok Cancel
If you save a new profile following window appears:
Save Profile E
Frofilenarne: IcrmEEﬁ 3 - Contozo
Save Cancel

Click on [Save] to save your profile.
Click on Cancel if you don't want to save the profile.

Telephonelntegration for MS CRM 2013
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3.9 Configure Integrations

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

Available interfaces

4% | mscrm-addons.com

Interface selection M 2| Telephone Integration
A id

—#Available plugins ——————Setup details
—Select a Line————Other settings
Skype Linename
Local Loop Mumber:
acs AgileWFN [
Lyncz2010 PRTP Remove this Country-Code: 001
Lync2013 RAS PPPOE Line .
Simulation SSTP Remaove this Area-Code: |I3316
TAPIZ Wik Miniport (LZTR)
RingCentral
S0k API
[¥ Enable the plugin at systemnstart
¥ Select this plugin as defaultplugin
Test |
KN I i
39.1 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

393 OCs: allows using the OCS Wrapper to handle calls. For configuration details see
chapter 9.4
394  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™ Party tools to control TI
client behavior by incoming calls. For details see chapter 9.8

Telephonelntegration for MS CRM 2013 Page 10
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3.9.8 SDKAPIPlugin:  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 see chapter 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 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.

i'él Telephone Integration Client for MS CRM 2013
..F InstallShield Wizard Completed
' i ’
0.7
agyy
,«"!J_ The Installshield Wizard has successFully installed Telephone
?:' o Integration Client For M3 CRM 2013, Click Finish to exit the
-~ 0 wizard,
S e
32
?, A
29
il
e Q-
%
g
)
2%
.
<
2%
%2
s
= Back I Finish I Zancel

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 = All Programs =2 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

Adminiskrative 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
wi, Mscrm-addons, com
| DocumentsCorePack Server for M3 CRM 2013 | o0 e oo N
| Telephone Integration Client for MS CRM 2013
{ { i 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:

iy — c 2@ e () Ne [ el (I

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

U- L EEgen el 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 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:

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

e 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

| SALES v Dashboards |~

MARKETING SETTINGS

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

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 ==

-
Active MSCRM-ADDONS.com Pr... %™ g
' Name Product Type Created By CreatedOn W ] <
DocumentsCorePack server CRM System 9/24/2013 7:45 AM 9
Plugin server CRM System 9/23/2013 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

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

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 +| iy MSCRM-ACDONS, com Pr

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

v Name 4 KeyValue IsCached Y &
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
Click on “+ ADD NEW MSCRM-ADDONS.com Settingskeys”. 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

e Name: Type in "UseDFR" to enable or disable DFR.
e 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]

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 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”.

e 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.

El- | PTM EDY-Systeme ab|oCs_Server REG_SZ
{E ) Profiles ab|oCs_signin REG_SZ
=l | Telephonelntegrationclisnt2011 ab|ocs Transport REG_S57 TLS
e OaBuaaCal ab| s 1RI REG_5Z
B Wowg432hode ab|path REG 57 C:\Program Files (x861\PTM EDW-Sys
(- [ Microsaft | seorr REG_SZ false
[+ | Syskem

[~ | Wolatile Environment Edit String E

= | HEEY_LOCAL MACHIME

[+ |, BCDOOOODOO00 Walue nanne:
- ) HARDWARE IUSBDFH
[ L) SAM
----- . SECURITY Walue data:
= | SOFTWARE Jtrue |
- | BspMetProcess
| ATI Technologies ’TI Cancel |
| Classes
| Clients

Telephonelntegration for MS CRM 2013 Page 16
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5.2 The TI Balloon

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

[number_textfield]

Shows
All/Answered/Dialed/Missed
calls ...

Call status information

Phone number

CRM data records details

Called out from CRM site

Shows call status, incoming,
outgoing, missed calls

—» All

T Dialed Call

/|

Open TI Setup

S ]':(‘ltl'“‘ N 616

Arswered  Dialed  Missed

" G MSCRM-ADDOMS.com

6E0350

Account Mame: BMECRR-ADDOMNS

Originated From : & MSCRM -ADDOM S0om

/Fé Christian Ternek

@ & Oliver Kiel

= 326-234-6582
PrY’

= & A Datum Corporation
¥ £ 305-572-4146

& & Maurice Taylor

= [Ea Next-Door Sales Store

& & 3402151347

Drag & Drop

Find 33—

CRR
AN
2:13 PM

2112 P
1:53 P
1:52 P
1:50 Ph
1:43 P

1:45 PM

1:47 PM

5:49 Ak

Close the Balloon

Find Entities in CRM or
.| Call the inserted number
[Ctrl] + [Enter]

CRM find results from the
search above.

Open the Context Menu

AN

Duration of the call

The Call-button, selects
your desired call-plugin
like OCS, TAPI, Skype or
Lync and press the Button

%, Simulation ~ <

to call.

How to initiate an outgoing call?

e 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.

Telephonelntegration for MS CRM 2013
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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.

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 -
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54 The Context Menu

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

440 Qpenin CRM

2| Mew Activiby r

/" _reake Case
|-_-| _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
E P Y o | S S (P, 47.CA
S, TAPICall ~

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:

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 Power 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-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

History

_ 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)
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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.

HH History !Ii[ E
Drag a colurmn header and drop it here to group by that calumn
CrmData Y |Date Y | Time T |Direction Y | Phone Mumber Y | Caller Mame Y | Duration ¥ | Originated From Y
10/7/2013 | 12:35 AM o 00000
| (g 10f7/2013  12:17 AM i« 0000343166806580 | Christian Ternek  00:00:29
| [ 10/6/2013  11:57 PM o 000034316680880  Christian Ternek  00:00:04 =
| (g i0fe/2013  11:52 FM i« Q0000343166505880 | Christian Ternek  00:00:07
| g 10/6/2013  11:49 PM o« 000034316680880  Christian Ternek  00:00:04 B
[ | 10/6/2013  11:459 FM o« 0o:00:00
[ | 10/6/2013  11:45 PM &« N0676824959304 0o:00:04
[ | [ 1062013 11:47 FM o« 0003431 6650550 Christian Ternek  00:00:10
| Ao ). I} 444 Cea A il
|E |I| El |I| | Page | 1 of 1

CaLL | Filter: ILast 30 Days 'l

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.

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 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.

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
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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.

L Account

-
Originated CRM data record, where we

A

MSCRM-ADDONS.com

Main Phone

+43 316 680 880 O

pressed the [Call-Number] button
_

-
Available phone numbers from the

A

Other Phone
+43316680880

= [8;\] Primary Contact

originated data record.

g

A

Christian Ternek
Business Phone

cternek

Home Phone

+4331668088016

Mobile Phone

12345678

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

Quotes

L

(Look—ups of the originated data record.

(Related data records with their phone

i f@] AA_Bikes <

— ,] Quotes

Quotes
Xy New Quote

&
i

- Fﬂ‘ Quotes

Some Bikes & Computer

Simulation v CANCEL

Telephonelntegration for MS CRM 2013
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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

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

e 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 24
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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 Entity” (see screenshot below).

L e
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 record's phone fields.

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

Look Up Record

Enter your search criteria,

Look for |Contact O Show Only My Records
Look in  Contacts Lockup View
Search | terned x
Full Name 4 Emnail o
~'  Christian Temek christian.ternek@mscrm-addens.com +43 3
Jjosefftemek@mscrm-addons.com +43 3

Josef Temek

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

' | SALES v Dashboards |~

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:

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 + [ copvalnk  ~ [ RUNREPORT » [ EXPORT TO EXCEL

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

VR |

MSCRM-ADDONS.c... |~ @

SETTINGS ~

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.

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
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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'.

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

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

This action will open following window:

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 X

MSCRM-ADDONS.COM PRODUCTS : INFORMATION

Telephonelntegration

MSCRM-ADDONS.com Settingsk... Search for recorcs o

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

~ Name P KeyValue IsCached 'y 2
buttonXML <settings> <Account> <Telephonel> <label lcid="1...  Yes 10/3/20: 4,
CoreSInVersion 2013.3 Yes 10/3/20;
customSQLWhere Yes 10/3/20;
defaultButtonMame Call number Yes 10/3/20:
ExecutableVersion 6.3 Yes 10/3/20:
fieldsxm <Txml version="L0" standalone="yes 7> <settings... Yes 10/3/20:
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" >

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 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 v Dashboards |~

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:

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

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

+ new [ DELETE + D copvalnk ~ [ RUNREPORT + [ EXPORTTOEXCEL ==

==
Active MSCRM-ADDONS.com Pr... v 77 8
v Mame ™ Product Type Created By CreatedOn W s <
DocumentsCorePack server CRM System 9/24/2013 7:45 AM 9
Plugin server CRM System 9/23/2013 12:32 AM Qa‘j
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

) TE

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

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

SETTINGS v MSCRM-ADDONS.c... | v @

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 navigate to '"MSCRM-ADDONS.com Settingskeys' on the top and (2) click on ‘Add
New MSCRM-ADDONS.com Settingskeys'.

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

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 ... [E[=] [E3

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

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 Qutlook x
t al
MSCRM-ADDONS.COM PRODUCTS : INFORMATION
Telephonelntegration
MSCRM-ADDONS.com Settingsk... Search for records L

= ADD NEW MSCRM-ADDO... ?_,', ADD EXISTING MSCRM-A... [ BULK DELETE

~ Name 4

KeyValue IsCached oy o

buttonXML <settings><Account> <Telephonel> <label lcid="1...  Yes 10/3/200 o,
CoreSInVersion 20133 Yes 10/3/207
customSQLWhere Yes 10/3/207
defaultButtonMName Call number Yes 10/3/207
ExecutableVersion 6.3 Yes 10/3/207
fields.xm <?xml version="1.0" standalone="yes"?> <settings...  Yes 10/3/20:
firstinstall false Yes 10/3/20:
GeneralSIinVersion 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)

@ P =

A « M | New MSCRM-ADD..

I save

=+ NEW FORM A9 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!

[§ CProgram Files (x86)\PTM EDV-Systerme GmbH\Telephone Iniegration Chent for M5 CRM 2011\Locali - Windows Internet Explorer TR oo S

) |1 CivProgram Files (@6)\PTM ED I\Telephane Integration Client for MS CRM 2011\ = el -|¢,‘ X [||$9 Google o ~|

Ty Favoriten | §i3 L4 Aktivitsten Meine Aktivita... [T downloaddetails Microsof... [LJ Verbindung zum MySQL-.. Connects to 2 Microsoft A... 4 workplace PowerSearch - .. &b MS CRM Addons by PTM =

{& Ci\Program Files (86)\PTM EDV-Systeme GmbH... fir v B 1 % v Setev Sicheeity Btrsv @~

ey = roaumy
<Value key="noResults">no results </valle >

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

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

='SELECTNUMBERTOCALL">SELECT THE NUMBER TO CALL</Vzlue>

<value key
<Value key="Last30Days'>Last 30 Days</Value>
<Value key="Last3Months">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>

<Va|ue y ">An arror occurrad </Values
<Value key="PleaseContact’ >Please contact</Value>
<Value key="ForSupport"for support. </Va\ue>

<--

<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="TncorrectinputFormatbetail'If you try to call a number, please be sure the phone number is in @ correct format. </Valus >

<Value key="EntityNotExist’ Values

<value key="EntityNotExistDeTail'>If you have selected this Entity in the Browser, are you sure you work in the current Organization like the TI is configured?
</Value>

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

<Value key="ConnectionFailedToCrmDetail'>Pleasa make sure your connection is working. </Value>

RN

<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>

I

<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: ”ConnedlonPrDblems“>CDnnedmn Problems, can't Connect to M5-CRM</Value>
<value key="Te Telephone ion Problem </Values
<Value key="PhoneModemOptionsWarning">Your Phone and Modem Options are not configured. TI does not run correctly without these settings! </Value>
<value key="/>
</LanguageValues>

Telephonelntegration for MS CRM 2013 Page 34



.‘\ )
Client Installation and User Guide e e n>Crm addons.com

A( for MS-CRM ADD-ONS!
‘\.;’ four company for

G

9 Configuration Setup

To change the configuration start Telephonelntegration Setup via the Application Menu

(chapter 5.5).

Show Balloon

call: []

Personal Phone Book

History
Power Dialer

Info

Drop calls ar
Setup

Exit

Telephone Integration Setup

Behaviour | Balloon | TAPI | SkypeWrapper | OCSWrapper | Lync2010 | Lync2013 | Simuiation | TAPI2 | RingC_+ | *|

Do actions below % when lifted ™ on call notice

— Internal Calls
|4 Minimum number digits length to define extern calls

Internal Domains: I

for incoming calls for outgoing calls

v Show balloon-popup I

v Lockup number in CRM [ ¥ Only exact matches
v Open internet explorer windows r

—Bxternal Incoming Calls

¥ Open Entity

v Opennew if caller is unknown

v Open phone call activity ¥ For unrecognized [ For personal numbers
{¥ Generate new phone call activity (and always store it)
" Only show new phone call activity

— Bxternal Outgoing calls
v Open Entity
¥ Open phone call activity [ For personal numbers

{” Generate new phone call activity (and always store it)
&+ Only show new phone call activity

— Internet Browser Popup Style

* Left to Right " Upto Down " Dverlapping
L—' & Show entity first
|:| " Show phone call activity first
—Misc

¥ Activate debugging [~ Prevent outgoing call popup

[T Remove leading zero on all calls [~ Prevent incoming call pepup

¥ Launch CTl on system startup

SetupConnection Save
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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:
e Should the number be recognized (resolved) as a CRM record?

e Should corresponded CRM entity open for that call?

e 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.

—Intemal Callz

|4 bdinirum number digits length to define extern calls

Internal D armains:

for incoming callz for outgoing callz

v Show balloon-popup v

r Laakup number in CRM "' [T 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

u.n

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:

—Euternal Incoming Callz

¥ Open Entity

[~ Openrnew |Contact j if zaller iz unknown

v Open phone call activity ™ For unrecogrized ™ Far perzonal numbers

" Generate new phone call activity [and always stare it

% Only show new phone 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 under 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

v Open phone call achivity [~ For perzonal numbers

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

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

INTERNAL BROWSER POPUP STYLE

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.

—Intermet Browser Popup Style

¥ Left to Right = Up to Daown ™ Overlapping

F— £ Shove entity first
£+ Show phone call activity first

5 ¢

g Cortsc: Chistion Temek-.. X

CONTACT

New Phone Call Christian Ternek

Phone Call Summary 2

Outgoing

+47216 680 880.25
Ay

Behohotgirtel 59
Gz, Austia 8020

& CRM System

30 minutes Normal

& masm-addons.com

Open Active Cl

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

Telephonelntegration for MS CRM 2013 Page 38



, , : 293 | \scrm-addons.com
Cllent Insta”at|0n and User GU'de .‘\.;’. ‘fourcompanyfurMS—CRMAI’JD—ONS!

@ oottt

+new [Botacvee &

—_ oy Owrer”
Christian Ternek Ch Systen
Summary

47 g Certact Chestisn Teosk .. X

R T w
conmact
~hrictian Tarna —
Christian Ternek D
Summary
contacrinrorToN rosts
it Tk
rcuct M " _

Christian Ternek e | R X
addons.con Caetacs Frastad B COALS,

Screenshot: CRM record-window and phone-call-activity-window shown up to down

CONTACT

Christian Ternek

Summary

CONTACT INFORMATION

vk e
Produsct Manager CONTACT
Christian Ternek ot
CRM System *
| 66B0BB0
+43316 680 B80-25 >ummary
— & e sidenccan
E viriA
Recent Cases. + §
|
Recent Oppostunities + =

Details o

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

e Show entity first: Internet Explorer window will shop up first with the displayed entity.

e Show phone call activity first: Internet Explorer window will show up first with the phone call
activity
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.l
OTHERS:

—Internet Browszer Popup Style

" Left to Right  Up to Down * Overlapping

B ) " Shaw entity first
' Show phone call activity first

—Misc

[T Activate debugging [™ Prevent outgoing call popup

[T Femove leading zer on all calls [ Prevent incoming call popup

¥ Launch CTI on system startup

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

e Removing leading Zero when calling
e Launch CTI on system startup: Start TI automatically, as soon as computer boots.

e Prevent outgoing call popup: When choosing this field, Popup-Balloon will not show up by
outgoing calls.

e Prevent incoming call popup: When choosing this field, Popup-Balloon will not show up by
incoming calls.
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9.1

Telephone Integration Setup

'Behaviour Balloon | TAPI | SkypeWrapper | OCSWiapper | Lync2010 | Lync2013 | Simulation | TAPIZ | RingC_¢ | * |

—Balloon settings

Balloon Settings

b

20 E Maximum number of displayed call items

0 ﬁ Panoclose balloon after inactive timeout (0 for newver)
32 j Display main value font size

18 = Display CRM values font size

¥ Autoclose balloon after ending the call

—Search Settings

¥ Return alzo entities without a phone number

—Position Settings

300 :I Horizontal offset (Default 0) Check Position

100 =] Vertical offset (Default 0)

— Power Dialing Check Freguency

0 ﬂ time interval (seconds)

Balloon section

Maximum number of displayed call items.

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

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

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

AutoClose balloon after ending the call.

Search section

Return also entities that do not contain a phone number.

Position section
Horizontal offset (Default 0): Spacing between the CTI balloon and the right screen edge.

Vertical offset (Default 0): Spacing between the CTI balloon and the bottom screen edge.

[Check Position] use this button to see the final position of CTI balloon.

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

the Lync client notification popup overlap.

Power Dialing Frequency

Time interval of refreshing the power dialer lists.
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9.2 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
Telephonelntegration 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 / Telephonelntegration 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 Telephonelntegration 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 |

Be-haviourl Balloan TAPI |SkypeW|E|pper| OCSmeperl meZD'IDl L).fncZD'IBI Simulation I TPu.F'IZI RingC_4 | 'l

—Settings
¥ Activate —
a
[V | Default plugin
—TAPI Status

Status: TAP| connected

— TAP| setup parameters

—Select a line Details
Llrl.erlarne 2 Local loop number: IU
AgileVPN
ALCATEL - 10 - Dohr ¥ Remove this countrycode: IUU43
ALCATEL - 12 - Wilhelr Remove this areacode: 043
ALCATEL - 14 - Alexis
ALCATEL - 15

ALCATEL - 16 - Ternek
ALCATEL - 18 - Christc
ALCATEL - 20 - Ternek
ALCATEL - 21
ALCATEL - 22 - ZENTR.
ALCATEL - 24 - Elliott ]
ALCATEL - 25 - Fax
ALCATEL - 26 - List &n—
ALCATEL - 27

ALCATEL - 28 - Korose
ALCATEL - 29

ALCATEL - 30 - Moderr
ALCATEL - 31

ALCATEL - 32 - Jin Yan
ALCATEL - 33

ALCATEL - 34 - Dan;i;I
4| I 4

SetupConnection | Save

Test
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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

9.3 Skype Wrapper

ks
Behaviour | Balloon | TAPI  SkypeWrapper | OCSWrapper | Lync2010 | Lync2013 | Simulation | TAPI2 | RingC_+ | #|
— Settings
[ Activate
™ Default plugin @
—Skype Status
Status: Skype client is disabled.

PLUGIN CONFIGURTION

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

e 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.
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9.3.1  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

Skype Contacks Conversation Call Wiew Tools Help

@~ mscrm addons
B « = =&

& Contacts 0 Recent

All ~

¥ Echo | Sound Test Service

.APl: TIClient2011.exe wants to use Skype

[ Allow access | [ Deny access )

Q search Skype Home

TN

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 hi!

| Search address book |

=] B3

2(%)

Click on [allow Access] to proceed
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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 ME 3
B ceneral Advanced settings: Skype updates and external programs
8 rrivacy [¥/Use skype to call callea: links on the web

[V Use Skype ta call tel: links on the web

i Matifications
[V Keep Skype in the taskbar while I'm signed in.

e Calls W Show Skype watermark during calls

[~ Help improve Skype and other Microsoft products and services by automatically sending us periodic reports
Q M & SM5 about Skype's performance on this device, including error reports, The reparts may conkain your Skvpe ID
andjor Microsoft account ID, but we will not use it to identify vou or contack you, Learn More

£3 Advanced

O Advanced

& sutomatic updates

bl Caonneckion

@ Hotkeys

{{v,—i Accessibility

Other things you can do

WFF Manage other programs' access to Skype

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

S Skype™ - Manage API Access Control E4d
Manage APl Access Control
I’ =y MName: TIClient: B Change
@ Publ o PT vwebeme GrmbH e
Allowed to use Sky Remove
(0]4
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3. Choose if you want to allow the program access to the Skype Client.

S Skype™ - Manage API Access Control E

Manage APl Access Control

Another program is trving bo access Skype, This program is nok known to
Skype and may be a potential security risk.

Marme: TIClientZ011 . exe
Publisher: PTM EDY-Systeme GrbH

" allow this program to use Skype,

% Do not allow this program ko use Skype,

‘What does this mean?

(0] 4 Zancel
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94  OSC Wrapper

Telephone Integration Setup |

Behaviour | Balloon | TAPI | SkypeWrapper OCSWrapper | Lync2010 | Lync2013 | Simuiation | TAPI2 | RingC_4 | * |

—Bxternal Incoming Calls
[T Activate
[T Default plugin —
— External Outgoing calls
Status: OCS\wrapper Disabled
Corfiguration | Log |
[~ Use currently logged on user
Active Directory Logon MName: : Ipl-:nmseu:
Active Directory Password: - I
Domain: - Iptm-ed'u'.at
Communications Server or Pool: - IOCS.ptm-edv.at
Transport Type: - O TCP o TLS
ser SIF URI: T osip Ipeter.kumsek Eptm-edv at
Mediation/remote Call Control Server: Iu:allu:nntml.petm-edu.at
[~ Enterprize Voice
Line URI: © el +4331668088028
Phone Mumber (wio Extension): : |25|
Phone Extension: . I
Audio Input Device: I j
Audio Output Device: | =]
* Required Load parameters from ADS Test |
SetupConnection Save

Telephonelntegration for MS CRM 2013 Page 48



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

Client Installation and User Guide

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)

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.
(e.g. 'sip:myFirstname.MySecondName@myDomain.com’)

. 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".

e  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.

. 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.
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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.

Telephone Integration Setup @

Eehaviuur] Ballnnn] SkypeWrapper O0C5Wrapper ITAF'I ]

Incoming Calls

; 2
[+ Default plugin

Cutgoing calls
Status: OCS\wrapper Connected

Corfiguration  Log

[OCSWrapper - Canfig] [DCSWrapper - Manager] Platform abject intialised. -
[OCSWrapper - Config] [OCSWrapper - Manager] Set tracing settings

[OCSWrapper - Config] [0C5Wrapper - Manager] Enable Tracing

[OCSWrapper - Config] [OCSWrapper - Manaager] End Create Platform

[OCSWrapper - Config] [DCSWrapper] [DCSWrapper] Create Login Session
[CCSWrapper - Config] [OC5Wrapper - Manager] Starting Login

[OCSWrapper - Canfig] [OCSWrapper - Manager] Start Create EndPaint

[OCSWrapper - Config] [DCSWrapper - Manager] Create new IRIManager
[OCSWrapper - Config] [OCSWrapper - Manager] Create EndPaoint

[OCSWrapper - Caonfig] [OCSWrapper - Manager] EndPoirt SignalSettings
[OC5Wrapper - Config] [OCSWrapper - Manager] EndPuoint Create CredentialCache
[OCSWrapper - Config] [OC5Wrapper - Manager] EndFPoint Set Server

[OCSWrapper - Canfig] [DCSWrapper - Manager] EndPaoint Authetfication Mode
[OCSWrapper - Config] [OC5Wrapper - Manager] Advize _|UccEndpoint Events
[DCSWrapper - Config] [OC5Wrapper - Manager] Adivse _|UccSessionManagerEvents
[OCSWrapper - Config] [OCSWrapper - Manaager] End Create EndPoint

[OCSWrapper - Config] [OCSWrapper - Manager] Enabling Endpaint

[OCSWrapper - Config] [0C5Wrapper] [DC5Wrapper] Wait for Endpaint to enable
[OCSWrapper - Config] [DCSWrapper] 0

[OCSWrapper - Config] [OCSWrapper] 0

[DC5SWrapper - Config] [OC5Wrapper] 1

[DCSWrapper - Config] [OCSWrapper - Manager] Set User-Presence to: Available
[OCSWrapper - Config] [OCSWrapper - Manager] Publish Availability,
CreatePublishableCategonyinstance for user

[DCSWrapper - Config] [OCSWrapper - 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.

Jelephone Integrationcde

+4367684629071 Find

All Answered Dialed Missed CRM

v % | Wilhelmer, Martin 4:23PM
< & +436649444791 4:22 PM
¢ § +4366494447919 4:22 PM
& § +4366494447919 4:21 PM
= % Wilhelmer, Martin 4:21 PM
> & 36 4:13 PM
2 & 36 4:16 PM

END CALL ‘ & ' -« Request Transfer to
L - +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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+4367684029071 Find
All | Answered Dialed Missed CRM
=~ % Wilhelmer, Martin 4:23 PM
= & +436649444791 4:22 PM
& a +4366494447919 4:32 PM
& a +4366494447919 4:21 PM
= = Wilhelmer, Martin 4:21 PM
= & 36 418 PM
> & 36 416 PM
’ -
@ OCSWrapper A L 4——[ Connect Button }
+4367684629071: 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 timel!!!

L3 Lync Basic - 0 X

What's happening today?

JinYan

Available =

Set Your Location *
o < M o
e " £

Find someone .p

After that you can activate the Lynch2010 Wrapper

Telephone Integration Setup
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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)

epnone g on 6,16

The third party to whom we
want to transfer the current
active session.

+4331668088037 < Find

Al | Answered Dialed Missed CREM

o 84 Elliott, Thomas 9:56 AM ;

= tt, ¢ Currefnt active call we want to
transfer on.

& 8 FooBar 9:50 AM

¥ £ FooBar Maon, 7:16 P

= 4 Elliott, Thomas Maon, 4:50 P

& £ Natasha Mayer Maon, 4:21 PM
& § +4938795488732  Mon, 4:20 PM
4= 43 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.
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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...)

5

J&l Lync Chat CRM Integrator - = [ ] e -
Sesreh for  name o prone rumber o James Elhott 81| Klaus Wresnik (PTM) Christian Temek l
Name 1 5] James Hliott  sipjjelliott@mscrm-addons.com
A4 Microsoft Dynamics record matches

oo
(]

Group  Status  Relationship

2 Elliott, James 3

Parent Customer: ptm EDV-Systeme
p nt Contac
Frequent Contacts Full Name:- Elliott, James

Alexis Boulgaropoulos - Available
Ij ) WEPER 4 (=]
I Christian Ternek - Available
Surfacel! ~ =
James Elliott - In a meeting
I Klaus Wresnik (PTM) - Available

M Call ~ Video ~ Share - 2- 07
D Martin Wilhelmer - In a meeting
Peter Korosec 13:30
7
D Patrick Ofner - In a meeting Hello James, do you have a second?
Stephan Prettner - Offline 89 days ‘
Skype: destiphy -
I Andreas List - Available
I Christoph Kakely - Available
\j Denise Maurer - Offline 15 days
D James Elligtt - In a meeting

E kwresnik@mscrmaddons.com - Presence unknawn
I Michael Dohr - Available 5
@PTM on D4, 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!!!

L3 Lync Basic - 0 X
What's happening today?

Jin Yan
Available *
Set Your Location *

& " ¥ H o

Find someane yo

After that you can activate the Lync2013 Wrapper:

Telephone Integration Setup ]

Behaviour | Balloon | TAPI | SkypeWrapper | OCSWrapper | Lync2010 L2013 | Simuiation | TAPI2 | RingC_¢ | *|

— Settings
[T Activate (T
[T Default plugin |L¢-1
— Lyne Status

Status: not initialized

— 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.

e  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.

QOO®EE

[ Christoph Kokely O x
Christian Christoph Kokely
Ternek In einer Besprechung
Jin
Yan
B Christoph
Kokely
Find -
E;: W% [ Christian Ternek 15:12
£ [=F MSCRM Addons 15:12
E Christian Ternek
=

sip:cternek@mscrm-addo  06/11/2013
Account Name: MSCRM Addons

e § Jinvan 15:12
W& @)y Christoph Kaokely 15:12
I W% 82 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 | SkypeWrapper | OCSWrapper | Lync2010 | Lync2013  Simulation | TAPI2 | RingC 4 *|

—Settings
v Activate
[T Default plugin
—Sim Status
Status: Ready Simulator |

Enter a phone number to simulate an incoming call.

12345678
IE simulator [_ O]
Telephone Integration - Simulate Calls
This is theTelephane simulation, To simulate anincoming call, enter a
number and hit "CallIn®, To end the call select "Hang up”
Phonenumber [12345678 |
@ calin | @ Hanaup 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.

H
Telephone Integration 6

0

Find -
| All | Answered Dialed Miszed CRM
S
4 4 65 0123456789 10:52
o
S Active Call 00:45 ¥
= 0123456789 23,/04/2014

¥ & 123456789 10:24
& 8 2 12:28
¥ 8§ 54321 13:47
¥ £ 5454654 13:46
= EE Koroset, Peter 13:42
= EE Korosec, Peter 13:41
<« [ Kokely, Christoph 09:57
& 8 15 09:35
¢” END CALL
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9.8 RingCentral Wrapper

|
Balloon | TAPI | SkypeWrapper | OCSWrapper | Lync2010 | Lync2013 | Simulation | TAPI2 RingCentral | spK 4| » |
— Settings

IV Activate

[T Default plugin 3

— RingCentral Status

Status: Ready

— Lser Settings
|Isername:
[N/A

Passwaord:
Digital Line:
[N/A

Extension:
[N/A

Prompt:
[N/A

RingCentral Wrapper provides a way for 3" Party tools to control TI client behavior by incoming calls.
The control is proceeding with calling the SoftPhoneAPlLexe with the proper parameters. The
SoftPhoneAPLexe is a part of our TI client solution and is placed in the installation path of TI client.

By 31 Party tool we refer to phone specific softphone that has direct access to user's phone system
and is able to monitor the phone call state (offering, connected, disconnected) and to fetch the caller
number.

3" party Tool TI client
Phone observes specific for target calls with .
System < phone system parameter Soft Phone APi.exe
p#1 state
p#2 number
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The 3" party controller can be a softphone which extended configuration can call external applications
with parameters. We don't offer 3" party controller for your phone system. We just provide a possible
way to connect your phone system with our TI client addon.

This RingCentral Wrapper is suitable for scenario where you have a XY phone system that offers no
suitable TAPI driver, but it offers a customizable softphone that is able to call external applications.

The external call is done like following:
SoftPhoneApi.exe [paramValuel] [paramValue2]

paramValuel presents the state of the call and paramValue2 the phone number.

The state is represent as

0 ... for disconnected
1 ... for connected
6 ... for offering

Based on these simple values, combinations are possible as well:

60 ... for offered call that was disconnected right after
61 ... for offered call that was connected immediately after
610 ... for offered call that was connected and disconnected right after.

Let's assume that you got an incoming call with a number 123456. Your softphone application will
recognize incoming offering state from a number 123456. At his point it should call the
SoftPhoneApi.exe with parameter 6 and parameter tel:123456. The prefix tel: can be omitted.

TI client will then try to resolve the number 123456.
If the user accepts the call, the phone controller should call the SoftPhoneApi.exe with parameter 1,,

that indicates the connected state. TI client will show the 123456 call as connected call.

If the user agents the call, the phone controller should call the SoftPhoneApi.exe with parameter 0, that
indicates the disconnected state. TI client will show the 123456 call as disconnected.
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Phone

Phone Controller

Incoming call notification

SoftPhoneApi.exe

User accepts the call J

Retrieve state of call and

number

exec SoftPhoneApi.exe 6 tel:'123456

Connected event

User ends the call J

exec SoftPhoneApi.exe 1 tel:123456

Recognize param value 6 as incoming call state
and 123456 as a caller number

Disconnected event

exec SoftPhoneApi.exe 0 tel:123456

Recognize param value 1 as connected state and
opens IE CRM record that contains the 123456
telephone number

4

Phone

Phone Controller

Telephonelntegration for MS CRM 2013

Recognize param value 0 as disconnected call state
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SoftPhoneApi.exe
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Restrictions:

e RingCentralWrapper is not able to see outgoing calls that are being made from RingCentral
softphone.

e RingCentralWrapper is able to initial outgoing calls over TI client balloon.

e RingCentralWrapper is able to end outgoing calls that was made over the TI client balloon.

¢ RingCentralWraper is not able to end outgoing calls that was not made over the TI client
balloon.

9.9  SDK API Plugin
£l

'TAPI | SkypeWrapper | OCSWrapper | Lync2010 | Lync2013 | Simulation | TAPI2 | RingCentral SDKAPI | 4| v|

—Settings

[T Activate
" Default plugin @

—SDK AP Status

Status: Ready

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:

e dialing

e answering
e ending the call

It allows third-party agents to interact with Telephonelntegration Client.

hane
S e Phone — ~ |spk T Client
agi application API len

This plugin addresses the following question from users:

“I have a phone system for which there are no TAPI drivers, but | have a SDK .net API that enables me to
connect to my phone device and control it. Is there a way that | can connect it to your
Telephonelntegration Client?”

And the answer is yes, but a small amount of programming skills is required.
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<<applicalion==
Telephone Integration Client E

alls _— SoftPhoneAPl.exe bserves

Phone APl SDK API Plugin

obzarves — | notify
=<librarys=
ReqAPIObserverl.dil

The Phone API (left) component is not a part of Telephonelntegration Client. It is phone specific
application that must be able of two things:

e to control state of phone calls on the specific phone and pass it to TI client.
o Over SoftPhoneAPLexe with proper parameters

e to observe which commands the user triggers over the TI client and pass those to the specific
phones
o Over .net RegAPIObserver.dll library

Whatever happens on the phone device (ringing, dialing, connected or disconnected state), the Phone
API recognizes it and pass this information through SoftPhoneAPl.exe to Telephonelntegration client.
Whatever command (dial, answer or hang up) the user presses on the Telephonelntegration Clients
surface, Phone API can observe over the RegAPIObserver.dll library. The RegAPIObserver.dll library
contains CT/ICommandEvent that hold an information about a command that was executed on the TI
client.

Below is a code sample that needs to be integrated into Phone API application to observe commands
on TI client side. This is addressed also as a direction from TI client to the specific phone.

First a reference to RegAPlObserver.dll needs to be added. This DLL library remains in the
INSTALLATION path of TI client.
Then we can register to CTICommandEvents.

PTM.RegAPIObserver.Observer.Singelnstance.CTICommandEvent += CTICommandEventHandler;

And the handler method that should contain proper actions based on the command info.
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static void CTICommandEventHandler(object sender, TICommandEvent data)

{

System.Console.WriteLine(sender.ToString() + ": command: "
+ data.RequestedCommand.ToString() + " " + data.RequestedData);

switch(data.RequestedCommand)

{

case EnumCommand.Answer:
// happens when user wants to answer incomiong call over TI client
// call Answer command your specific phone device

Il coooc

break;

case EnumCommand.Dial:
string number = data.RequestedData;
// happens when user wants to dial out over TI client
// dial number on your specific phone device

Jf coooo
break;

case EnumCommand.Drop:
// happens when user wants to drop or cancel the call over TI client
// call Drop call command on your specific phone device

#f ocooo

break;

case EnumCommand.None:
break;

default:
break;

This covers the direction from Telephonelntegration client to the specific phone device.
Now the sample of code for the direction from specific phone device to TI client.

Phone API should import he phone specific DLL that enables the application to work with the specific
phone device. After it connects to the phone device, the Phone API application should be able to catch
the following state events:

e Dialing

e Offering

e Connected

e Disconnected
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Based on the state of the phone device, the Phone API should pass this information on by executing
the SoftPhoneAPlLexe with following 3 parameters:

SoftPhoneAPl.exe /reg /state:state /tel:number

The parameter /reg is indicating that the ThirdPartyReg plugin is working with this call and not with
the RingCentral plugin.

The parameter number is the number that is being dialed or offered. It is mandatory

The parameter state can be:
e 0 - for disconnected state
e 1 -for connected state
e 6 - for offering state
e 3 -for dialing state

Also can there be combinations of it like:
e 61 - for offered call that is immediately accepted
e 60 - for offered call that is immediately rejected
e 610 - for offered calls that is immediately accepted and ended.
e 31 -fordialed call that is immediately answered
e 30 - for dialed call that is immediately rejected
e 310 - for dialed call that is immediately answered and dropped.

Let assume we have a XYZ phone system and a XYZ SDK API that enables us to write a XYZ Phone

Connector

XYZ Phone device

]

k

use and observes

.

what happens on

XYZ phane device

calls

XY¥Z Phone Connector

—

observes
_

-r-/J SoftPhoneAPlexe

<<library=:
™ RegAPIObserverl.di

<=zapplicalion==
Telephone Integration Client

observes

notify

%]

SDK APIPlugin

what happens on

Ticlient
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In case XYZ phone device rings and the caller number is +43.316.680880-28, the XYZ Phone Connector
application should execute the SoftPhoneAPLexe as

»SoftPhoneAPl .exe ~reg sstate:b stel:+43316686088628

The TI client will show the offering state

_ Telephone Integration
INCOMING CALL

004331668088028

004331668088028

ANSWER DECLINE

When pressing the [ANSWER] button, the Telephonelntegration Client would trigger the event
CTICommandEvent of class Observer in RegAPIObserver.dll which XYZ Phone connector can catch and
pass the ANSWER command to the XZY phone device.

If the user would press the [DECLINE] button, the Telephonelntegration Client would trigger another
CTICommandEvent with command "“DROP” and the XYZ Phone connector would catch this and pass it
on to XYZ phone device.

If the user wants to dial over 3 Reg plugin, the Telephonelntegration Client would trigger the

CTICommand Event of class Observer in RegAPIObserver.dll, which the XYZ Phone connector can catch
and pass the DIAL command with the number to the XYZ phone device.
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Below is a sequence diagram for an incoming call that is accepted and then ended through TI client balloon.

RegAPIObserver:
Observer

——————inging state——»
-SoftPhoneAPl.exe /reg /states ftel+4331668088028-

f—fire event ANSWER——

o handle event ANSWER
g——call Answer() ———

connacted state —,
—SoftPhonedAPl.exe /reg /state:1 /fel:+4331668088028

+ handle event DROF

—*

show connected state ————»

call Drop()

———dizconnected state —
—SoftPhonedPl.exe /reg /state:d /fel+4331668088028

The red arrows are XYZ API specific.

—-

show disc::unnactad statp————— =

The blue arrows indicate the connection between the XYZ Phone device and the TI Client.

Telephonelntegration for MS CRM 2013
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show incoming state ————————

€—iire event DROP——

Press ANSWER button

Press End Call button
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Below is a sequence diagram for an outgoing call that is dialed from TI client balloon and then ended through XYZ phone device.

pick up

———connected state ——»softPhonafAPl.exe freg /state:1 /el 68088028 —»

hangup

——dizconnected state

—yyz.Dial GBOBB02E)

——dialing state——»

SoftPhoneAPlLexe

RegAPIObserver:
Observer

F

—_—

| I

—>

——SoftPhoneAP].exe reg /state:0 /tel:6B0BB02E —m

handle event DIAL GBOSE028

SoftPhoneAP|.exe freg /state:3 ftel.GB0BB02E —»,
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—fire event DIAL 6B08B028 —
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'
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]
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9.10 Interactive Intelligence

Telephone Integration Setup

TAPl | SkypeWrspper | Lync2010 | Lync2013 | Simulation | TAPIZ | RingCentral | SDK APl | IninWrapper 1t

Settings

[] Activate

[] Default plugin

Status

Status: Mot Ready

Details
Login Information EndPaint Information
[] Use windows login authentication Server idcic iasdemo com
Station Information
User Id james band
Eemrmrrred P Station Type | ThisComputer W
Station PC-PERHOFER1
Phone# 44

InInWrapper enables dial out functionality for Interactive Intelligence phone system. The user needs to
configure its Interactive Intelligence profile:
e Username and password
e Server name
Station Type and Name
Phone number extension
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10  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 specifiyyour connection details to connectto CRM, If you do not know the connection details, please contactyour
system administrator

CRM Connection |Advanced Settings | Log |

E xisting Profiles I[HKLM] crm213 - Contoso j M anage |

—Select your Crm Type

{* Standard [onPremise) " IFD [Hosted) " Crm Onling

—CRM Server-Lil:
[htp | |orma2013 v

—Authenticated ast

¥ lze default Credertisl: Integrated S ecurity [COMTOS 0\ administrator]

Uszermame I Domain I Password I

Fietiieve all Drganizations |

i Drganization information;

iendly name LUnigue name

ServicelRL

D efine alternative Profile Reset LivelD Cache oK Cancel
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11  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 CTIL.

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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12 Power Dialer
Power dialing is offering semi-automated call queues for CTI 2013.

Power dialing is based on CRM Campaign Activities or on a custom power dialer list entity.

Campaign
contains contains
4 e
hl ™y
Marketing List Campaign Activity
regarding
ZON \
/ ¥ \ contains
‘ contacts accounts ‘ leads
List of open phone
calls
Figure: campaign-activity based power dialing.
Power Dialer List }q power dialer list reference
contains

List of open phone calls

Figure: power dialer list based power dialing.

A server-side integration allows to mark CRM Campaign/Campaign Activities as power dialer lists. The
TI client can attach to and process the calls attached to these power dialing lists.

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

Users participating in the Power 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

Power Dialer, the creation of a team in CRM settings-area is mandatory.
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Creating a campaign activity based Power dialer list consists of following steps:
e Crate a marketing list of selected contacts, leads or accounts.
e Create a campaign and add the previously created marketing list.
e Create a campaign activity and distribute it to marketing list members by using the phone
channel.

Creating a Power dialer list based on custom power dialer list entity consists of following steps:
e Select contacts, accounts and lead in CRM view and press Creating Dialing Lists button in the
ribbon.

+ New A EDIT ACTIVATE [ DEACTIVATE T DELETE | ~ (ﬁ DETECT DUPLICATES ~ i SEND DIRECT EMAIL | ===

[ Add te Marketing List

+ My Active Contacts ~ 22 pssign
€ Share
~ | Full Name Ema Company Name Business Phone
= Email a Link 3
Jim Glynn (sample) someone_j@example.com Coho Winery (sample) 555-0109 2
Follow
Maria Campbell (sample) someone_d@example.com Fabrikam, Inc. (sample) 555-0103
% Unfollow
Nancy Anderson (sample) someone_c@example.com Adventure Works (sample) 555-0102 —. . X
” Create Dialing List
Patrick 5ands (sample) someone_k@example.com Alpine 5ki House (sample) 555-0110 - F
% Run Workflow
Paul Cannen (sample) someone_h@example.com Alpine Ski House {sample} 555-0107 [¥ Run R " N
Run Repo
Rene Valdes (sample) someone_i@example.com A, Datum Corporation (sa... 555-0108 ﬂi Export to Excel
Robert Lyon {sample) someone_g@example.com  Contoso Phamaceuticals (.. 555-0106 i.r mport Data N
Scott Konersmann [sample) someone_f@example.com City Power & Light (sample}  555-0105 H Advanced Find
sidney Higa {sample) someone_e@example.com  Blue Yonder Airlines (samp..  555-0104 ll Chart Pane v
Susan Burk (sample) someone_|@example.com A, Datum Corporation (sa.. 555-0111 Q.. Quick Campaign »
- g
Susanna Stubberod (sample) someone_b@example.com Litware, Inc. (sample) 555-0101 () Relationship b
Thomas Andersen (sample) someone_m@example.com Coho Winery (sample) 535-0112 ng View
Yvonne McKay (sample) someone_a@example.com Fourth Coffee (sample) 555-0100 EE} New System View

[&- Customize Entity

£ System Views

e Fill out the form and press Create New or Add to existing.

Tl PowerDialingList x

Use this dizlog to create a new PowerDialingList, or add new phone calls to an existing.

Subject asking for purchase

Description  |foo har{
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e A new power dialer list record

POWER DIALER LIST : INFORMATION

New PowerDialingList

General

Mame ™ New PowerDialingList Description -
Owner ™ & Peter Korosec Allow Crm Interract Yes
Active No Autoschedule No

PreProcessing Time -- PostProcessing Time -

All Phone Calls v +
Search for records D2

Subject Call From Call To Regarding Direction Phone Nur
asking for purchase Peter Karosec Paul Cannon (sample) Cutgoing

asking for purchase Peter Korosec Rene Valdes (sample) Cutgeing ﬁ
asking for purchase Peter Korosec Robert Lyon (sample) Outgoing

e User has to change adopt fields to its needs and then save the changes. Power dialer list
record is now ready for using it in clients Power Dialer.

Now the Power Dialing functionality must be enabled in the TI Server Configuration. For details please
read the next chapter.
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12.1 Server-side Requirements

For using the Power Dialing functionality, the Power 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.

orgd3d23efd: Telephone Integration Sercer Config

Welcome to the Telephonelntegration Setup
llze this tool to setup the general ribbon integration into CEM and : ify which

en arched by and which entiti
adding the Call functionality teo its ribbon in CEM

Crm Ribbon  Achvanced

— Call History aptions

i Organization owned  User Cwned
Allusers in the same Only the owner can
Organization can wiew the Call history
wiews the Call history irn CRM

—Lync Chat options
Account: Save SIP I

Cantact: Save SIP into I

Led Lef Lol

Lead ! Save SIP into I

— Poweer Dialer options ——

¥ Enable

Enabling this feature will enhance the Campaignadhivty
Entity in CRM with additional fields for the power dialing
features of mscrm-addons,cam CTT

— Dialing from Relations
& Enabled for all usersC Disable for all users € Client side enabled

Dialing fram relations can be enabled ar disabled for all
users or left to the client installations to decide on a
perlser basis

Change Configure Service (o] 4 Cancel

Telephonelntegration for MS CRM 2013 Page 77



Client Installation and User Guide

When creating a call-campaign-activity, we have to set following settings:

MSCRM-Addons Power Dialing

General options

Active [}

PD List Name Power dialing campaing activity

Client Automatism options

Enable Automatic D %]

Display CRM Forms %]

Preprocessing Time 90 Postprocessing Tim 90 =
Open H

Please note, that the view shown in the screenshot above is only visible if you use the campaign-
activity information form. See next example screenshot:

CAMPAIGN ACTIVITY : INFORMATION ™

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

e  PD List Name: The name of power 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.

e Display CRM Forms: The user has access to the CRM phone-call activity form inside Power 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 post-processing 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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12.1.1 Extended Phone Call Entity
New attributes are added to phone-call entity.

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

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

12.2 Starting of Power Dialer
TI Client retrieves the server-side setting “UsePowerDialing” on StartUp. If power 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 Power Dialer overview window by choosing “Power Dialer” in the Application Menu.

Show Balloon

Call: [1

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".

[ | Available Predictive Dialer Lists = | G |

Telephone Integration - Predictive Dialer

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

C ign Activities: &
Narme Parent campaign Cwner Al Processed  Rescheduled Left Claimed  Automatic  Display CRM For
Check InvokeScript on CrmBrowser WTF is this campaign Peter Korosec 4 3 0 1 0 v
CRM2013 launch follow up A i CRM2013 launch follow up  Peter Korosec 4 0 0 4 ] +
pure horror 2013 WTF is this campaign Peter Korosec 4 4 ] o 0 o+

Stat | Openin CRM |

e Name: The name of the campaign activity

e  Parent campaign: The name of the parent campaign

e Owner: The owner of the campaign activity

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

e  Processed: The number of all completed phone calls.

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

e  Left: The number of all phone calls which have not been completed in this campaign-activity.

e  Claimed: The number of all claimed phone calls. Claimed means that somebody is processing this
phone call in this moment.

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

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

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

o 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 power dialer list are processed in a separate window, known as
“Power 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 O | B S
% Alexy Leonov Preprocessing 00:46|% CRM2013 launch follow u
Press for dialing Total calls: 4
123456 k Left calls : 3 @
A B Claimed calls: 1 C
Dial Pause

dis « M | can2013-Onlinec.. |

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

PHOME CALL ~

call 2013 - Online customers

Priority Due Status™ Owner™
Mormal - Open Peter Korosec
wan 1w Ay LeunuY = U
Phone Number 123456 Direction Outgoing D
Description
Update will take place sooon
Follow up with update instuctions
-
Open H
|ht‘tp:_'_' crm2013snv1:5555/ pkorosec/_forms/read/page.aspx?etc=42108id={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 Preprocessing 00:46|%° CRM2013 launch follow u

Press for dialing Total calls: 4
123456 \ Left calls : 3 @
Claimed calls: 1

Dial Pause

After you have selected one of the three options power 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 power dialing list, like the name of power 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.

12.3 Closing of Power Dialer Workplace

For closing (detaching from) the Power Dialer Workplace window, the Power 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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13 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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15 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,
Bahnhofglrtel 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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