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1 User Guide

This guide gives detailed explanations of all functionalities provided by
Telephonelntegration for MS CRM 2011.

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

2 Introduction

Telephonelntegration for Microsoft CRM 2011 (TI) is a CRM Add On which enables you to
connect your Telephone System (CTI) to Microsoft CRM 2011.

44l Openin CRM
|21 Mew Activity 3
TEST FIRMA gl Create Case
£ Create Opportunity
All | Answered Dialed M i | Create Cantact
@ |_} TESTFIRMA FRH =+ Create Account
& a 74540 _b Create Lead
< &4 Elliott, James Copy Number
Mot Answered Call 00:00
067684529090 06/12, € Remove this Call

Parent Customer: ptm EDV-5ysteme
Full Marme: Elliott, James

& § 12345678 12:12

-

§, TAPICall -

This Guide contains important information about:

e Installing the Client
e The capabilities of the Balloon

e Configuring the Client

Telephonelntegration for MS CRM 2011 Page 4
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3 Installing the TI-Client for MS CRM 2011

3.1 Prerequisites

3.2 Introduction

Run the Telephonelntegration Client for MS CRM 2011 Setup file. The following window
will appear:

4 Telephone Integration Client for MS CRM 2011 [
» Welcome to the Installer for Telephone
'( "'&, Integration Client for MS CRM 2011, Version
J' 5.2
.
O P
- The Installer will install Telephone Integration Client for MS
'é% CRM 2011 on your computer. To continue, dids Mext.
)
5 O
32
L
Z e
-
5O
?:}% WARNING: ':'his program is protected by copyright law and
s international freaties.
5
2%
.-
(=]
2%
Q
%2
< Back f Next = ] [ 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 2011 Page 5
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3.3 EULA (End User License Agreement)

%) Telephone Integration Client for MS CRM 2011 S
License Agreement ‘.'J\%.] mscrn‘I-addOI'IS.Com
Flease read the following license agreement "s .r' | Telephone Integration
carefully. [* )
FOEM OF END USER LICENSE AGRFFMENT -
K|
MSCRM-ADDONS.COM SOFTWARE LICENSE AGREEMENT I

IMPORTANT: THIS SOFTWARE LICENSE AGREEMENT ("LICENSE
AGREEMENT") IS A LEGAL AGREEMENT BETWEEN CLIENT AND
MSCRM-ADDONS.COM. READ IT CAREFULLY BEFORE USING THE
SOFTWARE. IT PROVIDES A LICENSE TO USE THE SOFTWARE AND
CONTAINS WARRANTY INFORMATION, LIABILITY DISCLAIMERS AND -

() I accept the terms in the license agreement

@1 do not accept the terms in the license agreement!

Installshield

h o e e . o e

Click [Next] to proceed.

3.4 Folder Selection

_
14 Telephane Integration Client for MS CRM 2011 [

Destination Folder I,J\‘g.] mscrm-addons.com

Click Next to install to this folder, or didk ‘\0{' | Telephone Integration

Change to install to a different folder.

G Install Telephone Integration Client for M5 CRM 2011 to:
C:\Program Files (x86)PTM EDV-Systeme GmbH\Telephone
Integration Client for MS CRM 2011% =

Installshield

[ < Back ][ Mext = l [ Cancel

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

Telephonelntegration for MS CRM 2011 Page 6
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3.5 Start Options

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

-
ﬁ' Telephone Integration Client for MS CRM 2011 - InstallShield Wizard ﬁ

Select Start options 47N | mscrm-addons.com

‘\0-)' 1 Telephone Integration

I Automatically start TT on Windows start

[¥|5tart TI after installation!

Installshield

< Back ][ Mext = ] [ Cancel ] ﬂ

3.6 Confirm Installation

.
4 Telephone Integration Client for MS CRM 2011 [

Ready to Install the Program JJ\ 1
& mscrm-addons.com

(AR
The wizard is ready to begin installation, ‘\of' 1 Telephone Integration

Click Install to begin the installation.

If you want to review or change any of your installation settings, dick Badk. Clidk Cancel to
l exit the wizard.

InstallShield

[ < Back ][ Install ] [ Cancel ]

—— —

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

Telephonelntegration for MS CRM 2011 Page 7
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3.7 Install Windows Identity Foundation

In order to use TI-Client for MS CRM 2011 you first have to install Windows Identity
Foundation.

Microsoft WIF Prerequisitelnstaller
Welcome to the WIF Prerequisite Installer. Detection finished

Identified OS: Windows 7 G4-bit

0S Architecture: 64 bit

WIF Installation Status : NOT Installed

Ingtall ] [ Cancel

3.8 Configure CRM-Connection

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

Legon information

Welcome to your CRM Connection setup.

Please specify your connection details to connect to CRM. If you do not know the connection details, please contact your
system administrator

CRM Connection | Proxy Settings | Log

Existing Profiles [ [HKCU]

v] [ Manage
Select your Cm Type
@) Standard (onPremise) () IFD (Hosted) (=) CRM Online () Office 365
CRM Server-Urd:

-

Authenticated as:

[ Use default Credentials Not enough information to refrieve organizations

Usemame Domain Password

Friendly name

Unigue name Service URL

Define alternative Profile ||  ResetLivelD Cache

Cancel

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 2011 Page 8
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As soon as the organizations are retrieved, press the "OK"-button.

Legon information

Welcome to your CRM Connection setup.

system administrator

CRM Connection | Proxy Settings | Log

Please specify your connection details to connect to CRM. If you do not know the connection details, please contact your

Existing Profiles [{HKCU] cm:5555 - PTM EDV Systeme GmbH v] [ Manage
Select your Crm Type
(@ Standard (onPremise) () IFD (Hosted) (©) CRM Online (@) Office 365
CRM Server-Ud:

http;// » crm:5555

Authenticated as:
Use default Credentials Integrated Security (FTM-EDVipkorosec)

Username Domain Password

Retrieve all Organizations

Organization information:

Friendly name Unigue name Service URL

H8PTM EDV System... PTMEDVSystemeG.. PTMEDVSystemeGmbH

Define alternative Profile || Reset LivelD Cache

Telephonelntegration for MS CRM 2011
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3.9 Configure Integrations

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

Telephone Integration Setup @

Behaviour | Balloon ‘ TAPI |SkypeWr:|ppe( I OCSWrapper I Lync 2010 | Simulation I TAP\Zl

Settings
Activate s
[T] Default plugin Q
TAPI Status

Status: TAP| disabled

TAF| setup parameters
Select a line Details

Linename Local loop number: 0
AgilewPN

ALCATEL - 28 - Perhofer 4
PPTP Remove this areacode: 0316
RAS PPPOE Line
SSTP

WAN Miniport (L2TP)

Remaove this countrycode: o043

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

installed, your phone-line will appear in the “Select Line"-list.
For configuration details see chapter 9.3

3.9.2 Skype: allows using your Skype-account to handle calls. For configuration
details, see chapter 9.1.1

3.9.3 0cCS: allows using the OCS Wrapper to handle calls. For configuration
details see chapter 9.4

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

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

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

3.10 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.

Telephonelntegration for MS CRM 2011 Page 10
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4 Getting Started

4.1 Starting the Telephonelntegration Client

The application can be started via the windows-menu = All Programs = www.MSCRM-
ADDONS.com = Telephonelntegration Client for MS CRM 2011 or from the Installation
Directory.

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

Programme (3)

| | UE] Telephone Integration Client for M5 CRM 2011
¢ Telephone Integration Documentation

Telephone Integration for MSCRM 4.0

Dokumente (1)
{5 Wpfapplicationl.csproj
Microsoft Qutlook (282)

[@5] Stefan Greim
[85] Stefan Greim
[85 Thorsten Itzel
[85 Georg Perhofer

Dateien (34)

£ | ug_cs_overview.htm
£ | ug_sf_leads.htm
& | ug_sf_opportunities.htm

£ | ug_wel_productoverview.htm

p Weitere Ergebnisse anzeigen

|telephone *x | | Herunterfahren | 4 |

Once started, an icon appears in the taskbar:

JE — >NEE S eai) 1550

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

gl —— % S ol 1549

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

Telephonelntegration for MS CRM 2011 Page 11



4 \b' mscrm-addons.com
‘\ 2, Your company for MS-CRM ADD-ONS!
14

User Guide

5 The User Interface

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

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

¢ 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 2011 Page 12
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This Screenshot shows the server-setting:

“ LESCRM-ADDOME oo SEttngaionys SEaTiLTE eI S

Rl Sarve & Pl e
ok

LO0Y & L
Ty rew S Rapr Ty
Deie E-mad s link  WorkSow Disiog  Report

- Colshorste oo ks
Intormation gy MSCRM-AL 5 5 k
|-l:e'e-'a 1&' N 4
Nate L
4 Ganeta
Hriated
4 Common Hame @
B Audit BCwrea ) He
- nce:mﬂ ey abat @

¥ Notes

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 chance 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.
Microsolt

Nstscaps
QDEC

L B — nre s -

afLT

1B

Pobcies

FTM EDW- Syt mma
DocumentsComsPackeient 2011
Doouments_orePackserver

Deldes

{- = Telsphoredntegrationdient 2011 ]

+

*
CompukeriHEEY |

LR E & 0 e
Talaphorelnbegr stiorserver

Wi e

|Ur=DFR
Vishue date:

el

UnidefinedstandsionesClent
wrdMalMer geckant
Seype
Shurresare

aby_Offsek
=6 LiseDFR:

3 &Y

AEG_5I [}
REG_5Z

LIRRENT _LISERSof bware|F TH EDH-Systeme| Telsphonelntegrationcient=01 |
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5.2 The TI Balloon

The “balloon” provides the main user-interface. It contains all client-side funtcktionalities.

[number textfield]

e B
All Phone calls, Answered

calls ...
G _J

Call status information

0028641967600

Find

 —. _
Telephone Integration 5.54 x

— All | Answered  Dialed  Missed CFLM\

Phone number

CRM data records details

4 )
The Call-button, select

your desired call-plugin
like OCS, TAPI, Skype or
Lync and press the
Button to call.

Called out from CRM site K

. S

%~ &5 Shizo, Charlie 12:33
Dialed Call 00:22 -
068063028 22/03/ 2813 ™
Parent Custorner: TestAccount urpos
Full Mame: Shizo, Charlie

Oviginated from: |2 TestAooount CT1 purpose N
“~ 85 Korosec, Peter 12:33

= &5 Korosec, Petar 12:19

¥ 8 78456 1218
& 84 Cook James 12:18

4= & Cook James 12:17

%, Simulation -

How to initiate an outgoing call?

or Call the inserted
number (Ctrl+Enter)

4 )
Find Entities in CRM

a )
\ CRM find results from
the search above.
a )
\ Open the Context
Menu
. J

Duration of the call

e A call can be started by simply selecting the item (contact, account...) in the list and
search-results from CRM.

double click on it.

e Additionally, you can

The

just type the

“CRM” tab

number

shows the

you

want to

call into the

[number_textfield] and press Ctrl+Enter or click on the Call button.

Telephonelntegration for MS CRM 2011
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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.

T — - T —
Telephone Integration 5.49 X Telephone Integration 5.49 X

ternek Find 31668088016 Find

All - Answered Dialed Missed | CRM Al Answered Dialed Miszed | CRM

] Ternek(gmail), Christian 5 Ternek{gmail), Christian

= Mobile Phone: =43 676 846290 30 - Mobile Phone: =43 676 846290 30
Business Phone: =43 31665035016 Business Phone: =43 31668088016
Home Phone: <43 3166852582 Home Phone: <43 3166585252

Telephone 3: 06766219359 Telephone 3: 06766219359
ptm EDV-5ysteme ptm EDV-5ysteme
Ternek{gmail), Christian Ternek{gmail), Christian

%] Ternek, Cornelia

+43 664 1901561

REEUG GmbH & Co K&
Ternek, Cornelia

8= Ternek, Josef

-+ Mobile Phone: +43 676 846290 10

S, TAP2 ~ S, TAPIZ ~

Telephonelntegration for MS CRM 2011 Page 15
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5.4 The Context Menu

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

&k

Telephone Ir

[

PoogDELE

All | Answer
= & 004s
= & abol
& & abol

i

& 2 TEST

Open in CRM

Mew Activity

Create Caze

Create Opportunity

Create Contact
Create Account

Create Lead

Add to Phone Book
Add to Existing Record

Copy Mumber

& Remove this Call

& & 0038uwrmvrows

S, TAPICall ~

7

L T B o | e

Dialed Call 00:00 v
0038641967600 06/12/2012

& & 74540 12:57
& & 74540 12:57

17CA

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

Telephonelntegration for MS CRM 2011
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5.5 The Application Menu

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

e Open the balloon

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

e Open Call-History (see chapter 5.6)

e Open Personal Phone Book (see chapter 5.7)

e Open Predictive Dialer (see chapter 11)

e Show info (license state)

e Drop call and reset (see screenshot)
e Open Setup

e Exit (shutdown the CTI client)

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

The number saved in the
clipboard can be called from this
menu directly.

Call: [T*

Personal Phone Book

J
~N

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

case of any communication
issues with the connected call-
info provider, chose this

Drop calls and reset

Setu . . .
Pg Q.mctlonahty )
Exit |
g Setup the Telephone Integration
e & T o DE.DEEI.EEIlS m LConﬁguratlon (chapter 9) )

Telephonelntegration for MS CRM 2011 Page 17
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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.

-

ﬂﬂ History

o) |

CrmData T  Date T

> 3/22/2013
3/22/2013
3/22/2013
3/22/2013
3/22/2013
3/22/2013

4 3/22/2013
3/22/2013
3/22/2013

4 3/22/2013

Time T | Direction T

3:07 PM
303 PM
2:56 PM
216 PM
2:15PM
2:06 PM
1:25PM
1:07 PM
1:05PM
1:05 PM

Drag 2 column header and drap it here to group by that column

iz

0038653384128

0038653384128

+4367684629030
04952212

oG L N R o o

68088036

Phone Number T | Caller Name T | Duration T | Onginated From T

Ellictt, Jares (mobil

L L R L ol s

Ellictt, Thomas

-

| ijﬁ‘l ‘nfls

Filter: |Last 30 Days x

You can also use redialing in History window

pressing the [Call] button.

5.7 Personal Phone Book Window

by selecting the phone call record and

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.

uEJ Personal Phone Book

= B &

Phone Mumber

Phone Number

+4331668088036 John

+3B8641967600
+4038795488732

First Name

First Narme

Foo

Klaus

Last Mame

Add Info

Last Name
Smith
Bar

Wagner
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6 MS-CRM 2011 Integration

6.1 Startan outgoing Call from MS-CRM 2011
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.

Account Create Related Customize
%SE\I‘EB{NEW o id Sharing - =

H R @ # & B8, v =5 3
;ﬁ Deactivate [ﬁﬁ Copy a Link

Save  Sawve & Call Add to Marketmg Connect Assign Run Start Run
Close ){ Delete Mumber ﬁ E-mail a Link Workflow Dialog Report«
Save M‘ Collaborate Process Data
Information |y Account
General Basic Company (sample)
Details
Administration - General
L Motes |
Account Name * Basic Company (sample)
Related Account Mumber AFFSEQIK
4 Common Parent Account e
|=] More Addresses —
L'% Activitias Primary Contact Cathan Cook (sample] ﬁ

’ 24{ Microsoft Dynamics CRM
Accounts View Charts Add

(= % @Activate “\-__;j £ ]. ﬁ | 1A Share - s = [xF Export to Excel ﬂ
— 244 Deactivate . 23 Copy aLink - @ u gk .4 ¥ 7 Filter

Mew Edit Merge Send Direct Addto Marketing Assign ) Call Run Start Run Advanced
)( Delete « E-mail List E E-mail a Link ~ §Mumberfj Workflow Dialog Report« Find
Records Collaborate ustom Process Data
‘ 0 CRM for Qutlook See how CRM for Outlook makes you even more productive, Get CRM for Qutlook
Workplace | b | EE' Accounts: Active Accounts - Search for records
4 My Work |:| | Account Name - \ Primary Contact | Main Phone | \ Address 1: City | Relationship Ty‘..| Categaory \ Price List
£ feti = === NICHT VORHANDE. Cust
- ustomer
{8 Dashboards
& Queues =) [v_% ***IMPORTTEST €. graz Customer MSCRMAdDdOn
24 calendar [¥][=F ™=- 1800SOFTWARE| Hemnandez Rublan B~ +1407.9¢ US Miami Reseller MSCRMAdAOn Rab20%-CRMAJdOr
@ Duplicate Detection DB 1Prospect Casteel, Mark US Crandon Customer MSCRMAddOn LISTEN-CRMAddOns
[ Articles [T1[= 1stFarm Credit Services Gillis, Hansel =~ 309.2684 US Normal Customer MSCRMAddOn
2] Reports Cl= 24Tbw. 2at-Atteveldt, MSCRM- NL Utrecht Reseller MSCRMAddOR Rab20%-CRMAddOr

g' Announcements

. DB 2NetlT GmbH Sobol{ ehemals perfect DE Haar Prospect MSCRMAdAOn LISTEM-CRMAdAdOns
L& Wunschliste
% bowersearch [C1[= 4relation Consulting GmbH ~ Zierl, Christoph 43676838 31.. AT Wien Reseller MSCRMAddOR Rab25%-CRMAddan
W
4 Customers [[][Z 50 Below Inc. E=-4i(888) US Duluth Customer MSCRMAdAOR
= Accounts [l 8com GmbH & Co. K& [~ +45632] DE MNeustadtande.. Customer MSCRMAdAOR LISTEN-CRMAddORs
|83 Contacts [C][Z A Bilbrough Co Ltd. [#~+44207. GB London Customer MSCRMAdAOR LISTEM-CRMAddOns
4 Extensions [l AEinsIT. GmbH - 145657 DE Wittlich Customer MSCRMAdDOR LISTEN-CRMAddOns
|& Nationen 105 AGain A S2- 445284 DK Herlev Reseller MSCRMAddOR Rab20%-CRMAddOr
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elephone Integration 5.54
SELECT THE NUMBER TO CA

-
- Originated CRM data record, where

Account <«

TestAccount CTI purpose | we pressed the [Call-Number] button )

. é
Main Phone .
147852369 Available phone numbers from the

Loriginated data record.

A

Parent Account
TEST FIRMA

Fax

031674 54 0

Fl L_

-
Lookups of the originated data

Main Phone record.
0316 74 54 .

A

Other Phone
0316 74 34

=| Primary Contact
o [&5) Prim .
Shizo, Charlie

: Relations 5 rReIated data records with their phone

4 Others (@) Lnumber lists.

A

Accounts

TESTFIRMA FRH
Accounts

TEST company &TEST
| &: Contacts

Mayer, George

=1 rrntarts

Simulation - CAMCEL

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.
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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.

e 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\Telephonelntegrationclient2011

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)
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6.2 How to assign unresolved numbers to existing CRM records

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

"Telephone Integration 54

Al Answered Disled Missed CRM

< & +43 316 680 475 210 14:22

Answered Call 00:04 ¥ |
043.‘ i P
€ { -
= Y |4 New Activity »
@
@ Create Case
e
~ 1 I Create Opportunity
@ U g Creste Contact
¢l LJ Create Account
Q) Create Lead
el
£ AddtoPhone Book
O 8}
4. Add to Existing Record
AW
&y Copy Number

© Remove this Call

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

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

Iy ESRECr™ X

Look Up Record
Enter your search criteria and click Search to find matching records. Filker your results
and view different columns af data by using the View options, Then, select the record
you want and click OK.
Look for: Contact +* | | Show Only My Records
View: Contacts Lookup View -
Search: | Elliott, j %
Full Name Parent Customer
LE| Elliott, James ptm EDV-Systeme
[v] % Elliott, James (mobil) ptm EDV-Systeme
1] v
1-2of 21 selected) M 4 Pagel )
Lok || gemee ||

Screenshot: search window

Furthermore, you also have the possibility to create a new CRM record with the
unresolved number assigned to (see first screenshot).
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6.3 How to setrestrictions 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 your CRM in the Internet Explorer
2. Navigate to the CRM Settings

,'___;: Workplace
lf,J Sales

[:i Marketing
ﬁ Service
i_:J Settings

gﬂ Resource Center

Screenshot: CRM Settings in the CRM sitemap

3. Choose ‘MSCRM-ADDONS.com Products’ from the ‘Extensions’ in the menu on the left.

AN Microsoit
m MECRALADOONS. com Product: hart 3 T
——_ Litmale 42 Copyaim Tk 7 Eae Esport 10 Exte
@ o A
Deactmate -ety-.-lu-- . - . v Fner
New 1 P e S Impont Adanced
X Detete . Vordlow Dwiog Repet. Data. fina
) Oata
Settings G T MM ADDONS.com Products Active MSCRM-ADDONS.com Products ~
4 Lxtensions >
e, MName ~ Produa Type Creates By Created On
o MacTmaSdon: setting: <
W AdmityTosls terver Ternet, Chimbas D0H22011 1632
b ANAementEatiaction tereer . 042012110
a AutoMerge perver Teenek, Christan BO1XN20743
o DotumentsCorePack seteer Termet, Chrtstan 7022011 10:54
4 Unirian 194 / Grouglalendar pereer »dmin, o 02032031 14447
o Busmaty Maragemen? ? Pugn sereer Tesned, Christiaon 018w
Yemp .
JI empiates s PowerSessth server Termet, Cheitten 7020011 089
+» Prodect Catalog Y
o RecordCounter server 32 11102011 1319
<+ CWR Mobdle CRM e
. 2 Telephoneintegration tereer Ternet, Chrstias 22020111128
CWR Cenfiguentor ~
w2 Uities Lereet Termet, Chrvtos 7022011 0903

Screenshot: MSCRM-ADDONS.com Products in the CRM Settings
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4. (1) Click the checkbox in front of ‘Telephonelntegration’ and then (2) click on ‘Edit’.

48 Microsoft Dynamics CR
CRM-ADDONS.com Products View Charts Add FTM
g Activate 23 Copyalink « @ @ ig - ‘; [x» Export to Excel ﬁ
5 Deactivate 3] E-mail a Link . d U 7 Filter
New Run Start Run  Import Advanced
>( Delete . Workflow Dialog Report+ Data- Find
Records Collaborate Process Data
in Edit .
Settin MSCRM-ADDORNS.com Products: Active MSCRM-ADDONS.com Products ~
4 Extend  EOTt this MSCRM-ADDONS.com
P et O | Name | ProductType | Created By | Created on |
o = o
Sy SR TS s % ActivityTools server Ternek, Christian 27.02.2011 16:31
+* mscrm-addons temp .
£ MSCRM-ADDONS. com User/Temp Seiti,.. |||« AttachmentExtractor server o 27.04.201211:49
% MSCRM-ADDONS, com Products [[13% AutoMerge server Ternek, Christian 28.03.2012 07:49
¥ PowerSearch Config [7]%# DocumentsCorePack server Ternek, Christian 27.02.2011 10:54
4 Unknown194 [1%% GroupCalendar server admin, crm 02.03.2011 14:17
[ Business Management ¥ Plugin server Ternek, Christian 27.02.2011 08:59
tgl T D ::3' PowerSearch server Ternek, Christian 27.02.2011 08:59
i Produdt Catalo Y
> g 1 |:| vy __RecordCounter server e 11.11.201113:19
4 CWR Mobile CRM 7
T Hobre "% Telephonelntegration server Ternek, Christian 27.02.2011 11:21
¢ CWR Configurator 5
g 43 Utilities server Ternek, Christian 27.02.2011 09:03

4 Unknown195
é] Administration
%" Data Management
@‘ System Jabs
¥ Auditing
4 Unknown196
Q Customization
;!l Dynamics Marketplace
4 CRM Tools
T Metadata Browser
4 Unknown198
g. Processes

Screenshot: Edit Telephonelntegration in the CRM Settings

5. A new CRM window will open. Within this window, (1) click on ‘"MSCRM-ADDONS.com

Settingskeys’

ADDONS.com Settingskeys'.

] UstTools

AGG New MSCRM.A
Settingskeys

Add Existing MSCRM-A
ettingskeys

‘elepl onémtégrat on

MSCRM-ADDONS.com Settingskeys

within the ‘Common’-area and (2) click on

s Microsoft Dynarmics CRM

Current View

tart
Dialog  Report+

Data

Run  Export MSCRM-ADDONS.com
Settingskeys

Name
& buttonmt
customSQUVere
defaultButtonName

T
4 Processes

Gi Workfiows

£ Diatog Sessions

fields.xmi
firstinstall
IsPerUserticense
language
licensekeyV2011
TogEntity
NoDialToneDetected
OnyOutiook
optionaiDialOutstrings
Path
perUserlicensefield

ribbonCustomizations
useBaseTableQueries
usefiyout
useKDTeleEventModell

& useXDTeleTool

+ MSCRM-ADDONS.com Settingskeys: MSCRM-ADDONS.com Settingskeys Associated View ~

KeyVaiue

<settings> < Account> <Fax> <label Idid="1031" values...

Annt
<2umi version="10° encodings"utf.167> <settings> <
fakse
True

e

ptm_mscrmaddonscticallhistoryentry
TRUE

true

o

C:\Program Files (36]\PTM EDV-Systeme GmbH\Teleph...

ptm_peruserlicensingtelephoneintegration

removeleadingincomingChars

<config> <images> <ptm_icon16x16 name="ptm_iconl
fakse
true
true

true

IsCached

Created On
13.07.201215:29
27022011 10:21
250820121332
27022011 11:21
27022011 11:21
15022013 10:24
27022011 11:21
27022011 11:21
13.07.201215:29
13.02.2013 18:10
210120131654
27022011 11:21
27.02.2011 11211
28022011 09:29
28022011 11:55
30.08.201209:25
27022011 11:24
13.07.20121529
27022011 11:21
27022011 11:21

Screenshot: View and add settingskeys for Telephonelntegration in the CRM settings
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6. 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" >

- General
Mame * DFR_Disable_opportunity
IsCached * ~ No & Yes
KeyValue contact;lead

Screenshot: create new settingskey

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.

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 your CRM in the Internet Explorer
2. Navigate to the CRM Settings
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Workplace
Sales
Marketing

Service

Settings

S B E K

Resource Center

Screenshot: CRM Settings in the CRM sitemap

3. Choose ‘"MSCRM-ADDONS.com Products’ from the ‘Extensions’ in the menu on the left.

| 2 Mcrosct |
_ MECRALADOONS. com Product: View harty Add mw
| o Adtwate da Cepyam » - 5 T IR Esport 10 Extet
| —j Oractaste ' E-mail a Link U >0 U’ V Frer "»
Mow:  T48 o eiste . Woikhow Dadop ' Resen. DSt b
Recordt Coucmug Process Data
| Settings G ST MSCAM-ADDONS.com Products: Active MSCRM-ADDONS.com Products
e Name ~ PoducType | Crestes by Created On
g :::m: :::"" O Aamtytest server Terset, Christian 1022011 163
5 PO £0 o AttacheentEtiacton sereer . D/402110
W Autodserpe rerver Teenek, Cheittion 20320020743
: 3 DetumentsCorePack ereer Tesnet, Chrtstiam 27022011 1054
pyT— 7 Growpalendar rereer adwin, cm 02032001 1447
154 Busimets Managemene o Pugea sereer Tesnek, Christion 7022011 0859
3' Tempistes I PowerSesn server Termet, Chelttise 2102011 08
SD Treens Loy I RecordCounter server 3 11.11.2011 1349
a “f‘;‘::'““‘:‘m' D3 Telephoneintegration setoet Teenet, Cheistian 20231 102
i \niies setvet Ternet, Chiiton 1022011 0903

Screenshot: MSCRM-ADDONS.com Products in the CRM Settings

4. (1) Click the checkbox in front of ‘Telephonelntegration” and then (2) click on ‘Edit’.
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Screenshot: Edit Telephonelntegration in the CRM Settings
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5. A new CRM window will open. Within this window, (1) click on ‘"MSCRM-ADDONS.com
Settingskeys’ within the ‘Common’-area and (2) click on ‘Add New MSCRM-
ADDONS.com Settingskeys’.

T P

Screenshot: View and add settingskeys for Telephonelntegration in the CRM settings.

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)

ﬁ MSCRM-ADDONS.com Settingskeys Customize
i‘jSa‘-!&‘.‘e.w j Sharing «

Save Save &
Close

»

Save Collaborate Data
Information ,& MSCRM-ADDONS.com Settingskeys
General ew
Notes
v General
Related 3
Name [UseOLtiookOnly
4 Common ”
h = =
;] st i IsCached ONo @ ves
4 Processes Keyalue trudd
* Notes

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!

[ caAProgram Files (x86)\PTM EDV-5y Telephone on Client for M5 CRM 201 \Locali - Windows Internit Explorer T o o

- =) | || C:\Program Files (x26)\PTM EDV-Systeme GmbH\Telephone Integration Client for MS CRM 2011\Localization\WPF_enxml - ‘ +5 | x o ~|
¢ Favoriten | i 4 Aktivitaten Meine Aktivita... [ downloaddetails Microsof... [T Verbindung zum MySQL-... Connects to a Microsoft A... 4 workplace PowerSearch - ... & MS CRM Addons by PTM ... 7
(@ C:\Program Files (x36)\PTM EDV-Systeme GmbH... - ~ (Y @@ v Seitew Sicherheit= Extrasw @~

AU REY= g uata... < vane
oResults"=no results</Value>
leaseTypeSomeText'>Please type some text into the search box and click on Find to get results.</Value:
INCOMINGCALL">INCOMING CALL </Value>
ESOLVEOUTGOINGCALL">RESOLVE OUTGOING CALL </Value>

ast30Days"-Last 30 Days</Value>

ast3Months":Last 3 Months</Value >

astYear'>Last Year</Value>

ast3Years">Last 3 Years </Value>

ilter (max. 5000)</Vzlue>

ne -

<Value key="AnUnexpectedErrorOccourred"~An unexpected error occurred</Value >

leaseContact'>Please contact</Value>

orsupport=for support.</Value>

p -

<Value ke 0AccessToSkype':=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>

ncorrectinputFormatDetail">If you try to call a number, please be sure the phone number is in a correct format.</Value>

<Value key="EntityNotExist' Value

<Value key="EntityNotExistDetall =If you have selected n the Browser, are you sure you work in the current Organization like the TI is configured?

</Value>

<Value key=" ToCrm"=C ion failed, can't find the CRM Server</\Value>

<Value ke onFailedToCrmDetail">Please make sure your connection is working. </Value>
<l -

<Value ke rmData">Crm Data</Value >

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

<Value ke me"=Time</Value >

<Value ke irection"=Direction </Vvalue=

<Value ke honeNumber'>Phone Number</Value>

<Value ke allerName" >Caller Name </Value>

<Value ke uration"=Duration</Value=

<l-- = Pl -

<Value ke kypeWrapper"=Skype Call</Value> =
<Value ke APT"=TAPI Call</Value =

<Value key="OCSWrapper'>0CS Call</Value>

=
<Value ke herelsActiveCall">There is a active Call running, please drop this first.</Value=

<Value ke dopenInCrm">No phone number committed! Open this entity in CRM? </Value>
<Value ke oPhoneNumberComitted">No phone number committed! </Value>

<Value ke -oblems">C ion Pre , can't Connect to M5-CRM</Value>

<Value ke lept Problem"=Telepk Integration Problem</value:=

honeModemOptionsWarning">Your Phone and Modem Options are not configured. TI does not run correctly without these settings!</Value>
<Value key="" />
</LanguageVvalues:
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9 Configuration Setup

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

Show Balloon

Call: [1

Perzonal Phone Book
History
Predictive Dialer

Info

Drop calls and reset

Setup

Exit

13:10

06.12.2012

Following window will appear:

Telephone Integration Setup =)

Behaviour | Ealloon | TAPI | SkypeWiapper | OCSWispeer | Line2010 [ Lne2013 | Smulaton | TAPI2|

Do actions below @ when lifted (@ encall notice
Intemal Calls

4 Minimum number digits length to define extern calls

Internal Domains:

for incoming calls for outgeing calls

Show balloen-popup

[} Lookup number in CRM [£] [ Only exact matches
B Open internet explorer windows

Extemal Incoming Calls

7] Open Entity
[] Opennew  Lead = ifcalleris unknown
Open phone call activity ] For unrecognized ] For personal numbers

) Generate new phone call activity (and always store if)
@ Only show new phone call activity
Extemal Outgoing calls
[] Open Entity
Open phone call sctivity ] For personal numbers
(@ Generate new phane call activity (and always store if)
@ Only show new phone call activity
Intemet Browser Popup Style
@ Leftto Right

@ Upto Down verlapping

@ Show enity first

(@ Show phone call activity first

Misc
Activate debugging [F] Prevent auigaing call pepup
[£] Remove leading zero on all calls [£] Prevent incoming call popup

Launch CTl on system startup

ED
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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?

« Should corresponded CRM entity open for that call?

« Should Call Phone activity open for that call?

Internal calls are determined with the number length or with the domain name in case of
SIP numbers. In the figure below, internal calls are determined as those, who have a

number length less than 4 digits, or who have a domain ptm-edv.at or mscrm-
addons.com in their SIP humbers.

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 Calls

4 Minimum number digits length to define extern calls

Internal Domains: mscm-addons.com

for incoming calls for outgoing calls
J Show balloon-popup o
J Lookup number in CRM | Only exact matches

Open internet explorer windows

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 humbers you do not want to
check in CRM for additional information. For example:

On an incoming/outgoing <call with the caller having a sip address
sip:username@mscrm.addons.com and you don’t want that this address to be resolved,
you need to add “mscrm-addons.com” domain into the text field. Multiple  domains
are separated with semicolon %;”.

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

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

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

Open internet explorer windows: Defines, should the general action settings for

opening CRM entities and Phone Call activities by also applied for internal incoming or
internal outgoing calls.
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EXTERNAL INCOMING CALLS:
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:
e Open Entity: Open the Entity in CRM that contains data from called target.

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

- Generate new phone call activity (and always store it): stores it and
opens it for you

- Only show phone call activity: generates a new phone call activity without
storing.

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

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

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

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

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

Telephcne Integration Setup @

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

Balloon settings

=]
F

Maximum number of displayed call items

0 = Autoclose balloon after inactive timeout (0 for never)
27 = Display main value font size

12 2| Display CRM values font size

[7] Autoclose balloon after ending the call

Search Settings
Return also entities without a phone number

Position Settings
h0 Harizontal offset [ Default 0)

-
-

100 Yertical offset (Default 0)

-
-

Predictive Dialing Frequency

0 time interval (seconds)

-
-

Balloon section

e  Maximum number of displayed call items.

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

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

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

e AutoClose balloon after ending the call.
Search section
e Return also entities that do not contain a phone number.

Position section

e Spacing between the CTI balloon and the right screen edge.
e Spacing between the CTI balloon and the bottom screen edge.
e In case of using LyncWrapper, 100 is a minimum recommended value, otherwise the

balloon and the Lync client notification popup overlap.
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9.1.1 Skype Plugin Configuration

Telephone Integration Setup @

| Behaviour | Balloon | TAPI | SkypeWrapper | OCSWimpper | Lync 2010 | Simulation | TAPIZ |

Settings

Activate
[] Default plugin

Skype Status

Status: Skype client is disabled.

[ SetupConnection ] Save

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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9.1.2 Skype Plugin Authorization
Starting Telephonelntegration

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

Lo Skype™ - mathoc40 - T ? - 2 — O [

Skype Contacts Conversaton Cal View Tools Help

4~ Michael Dohr H ﬁ %

TIClient2011.exe wants to use Skype

a Call cheaply to mobile phones and landlines | h
| - | I . Allow access | IDeny BCCESS

L Contacts ® Recent
- Christian Ternek (www.mscrm-addons.com) % Close
3, Search =
Today -“/ = 16:39 Austria
. 2@ 2
4 George Breeze z “"o,,"oh http://www.mscrm-addons. com

Click on “allow Access” to proceed

Manually Manage API Access Control

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

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

') Skype™ - Options

— .

B General

:1;% Privacy
P Motifications
G Calls

Advanced settings: Skype updates and external programs

Use Skype to call callto: links on the web
Automatically start Extras

[~ pisplay technical info during calls
Keep Skype in the taskbar while I'm signed in.

[ show Skype watermark during calls

Ly

<t )
= Advanced settings

A )
*F Connection |

e,
@ Hotkeys

=) R — "
- Manage other programs’ access to Skype

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

"!a Skype™ - Manage API Access Control

5]

@ Manage API Access Control

Mame: TIClient2011.exe
Publisher: FTM EDV Systeme GmbH
Allowed to use Skype

Mame: SkypeMNames2.exe
I Allowed to use Skype

Name: TIInst exe
Publisher: FTM EDV Systeme GmbH
Allowed to use Skype

2 C:\Program Files (x86)\PTM EDV-Systeme Gm...
2 C:\Program Files (x86)\PTM EDV-Systeme Gm...

Disconnect
Disconnect

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

-
(a Skype™ - Manage API Access Control

==

@ Manage API Access Control

Skype and may be a potential security risk.

Mame: TIClient2011.exe
Publisher: PTMM EDV Systeme GmbH

() Allow this program to use Skype.

@ Do not allow this program to use Skype.

What does this mean?

I

Another program is trying to access Skype. This program is not known to

[ OK

| | cancl
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9.2 How to position popup windows

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

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

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

Intemet Browser Popup Style
9 Left to Right Up to Down Overlapping

e s’ © Show entity first
Show phone call activity first

d

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

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

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

To be sure, you can also check by calling out over with the windows dialer.exe. If all goes
well, then the TAPI driver is working properly and the Telephone Integration Client will
work fine with it.

For users who can access 2 TAPI lines at the same time, they can activate TAPI2
Wrapper.

Telephone Integration Setup @

Beha\riuurl Balluunl TAPI |Sk)fpeW|T—.|pper OCSWrapper | Lync2010 | Lync2013 | Simulation IT.RP|2|

Settings
Activate _—
[7] Default plugin a
TAF| Status

Status: TAP| connected

TAP| setup parameters
Select a line Details

Linename Local loop number: 0
AgileVPN

ALCATEL - 28 - Perhofer |
PETP Remaove this areacode: 0316
RAS PPPOE Line
SIPTAFI v0.2.13 Debug
S55TP

WAN Miniport (L2TF)

Remaove this countrycode: 0043

S

Settings

e Activate: here you can activate/deactivate TAPI.

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

e Status: displays status of the TAPI-plugin
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9.4 OSC Wrapper

Telephone Integration Setup @
| Beha\riourl Balloon I TAPI I SkypeWrapper | OCSWrapper | Lync 2010 Simulation|
Incoming Calls
Activate @
[ Default plugin
Outgoing calls
Status: OCSWrapper Connected
[7] Use currently logged on user
Active Directory Logon Mame: - aperhofer
Active Directory Password: - —
Domain: - ptm-edv at
Communications Server or Pool: - QCS ptm-edv at
Transport Type: - o TCP @ TLS
User SIP LRI * sip: Georg.Perhofer@ptm-edv.at
Mediation/remote Call Contral Server: callcontral ptm-edv.at
[ Enterprise Voice
Line URL - tel:+4331663088028
Phone Mumber (wio Extension): - +43316680880
Phone Extension: - 28
Audio Input Device: ’Mikrofon (High Definttion Audic-Zerat) ']
Audio Output Device: [Kop{hérer {High Defintion Audio-Gerat) V]
| * Required [ Load parameters from ADS l [ Test l
[ SetupCaonnection ] [ Save l

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
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User SIP URI
o The SIP URI for that user.
(e.g. ‘sip:myFirstname.MySecondName@myDomain.com’)

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

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

to be set up.

. 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.

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

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

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

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

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

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

Behaviour] Balloon ] SkypeWrapper OCSWrapper ]TP«PI ]

Incoming Calls

. &
[+ Defsult plugin

Clutgoing calls
Status: OCSWrapper Connected

Configuration Leg

[OCSWrapper - Canfig] [OC5Wrapper - Manager] Platform object intialised. -
[DCSWrapper - Config] [DCSWrapper - Manager] Set tracing settings
[OCSWrapper - Config] [DC5Wrapper - Manager] Enable Tracing
[OCSWrapper - Config] [OCSWrapper - Manager] End Create Platform
[DCSWrapper - Config] [DC5Wrapper] [DCSWrapper] Create Login Session
[OCSWrapper - Config] [DCSWrapper - Manager] Starting Login

[DCSWrapper - Config] [DC5Wrapper - Manager] Start Create EndPoint
[OCSWrapper - Canfig] [OCSWrapper - Manager] Create new URIManager
[OCSWrapper - Config] [OC5Wrapper - Manager] Create EndPoint

[OCSWrapper - Config] [OC5Wrapper - Manager] EndPaint Signal Settings
[OCSWrapper - Config] [OCSWrapper - Manager] EndPoint Create CredentialCache
[DCSWrapper - Config] [DCSWrapper - Manager] EndPaint Set Server
[OCSWrapper - Canfig] [OC5Wrapper - Manager] EndPoint Authetfication Mode 8
[OCSWrapper - Config] [DCSWrapper - Manager] Advise _|UccEndpoint Events

[OCSWrapper - Config] [OCSWrapper - Manager] Adivse _|UccSessionManagerEvents
[OCSWrapper - Config] [OCSWrapper - Manager] End Create EndPoint

[DCSWrapper - Config] [DC5Wrapper - Manager] Enabling Endpoint

[OCSWrapper - Config] [OCSWrapper] [DCSWrapper] Wait for Endpoint to enable

[DCSWrapper - Config] [DC5Wrapper] 0

[OCSWrapper - Config] [OC5Wrapper] 0

[OCSWrapper - Config] [DC5Wrapper] 1

[OCSWrapper - Canfig] [OC5Wrapper - Manager] Set User-Presence to: Available

[OCSWrapper - Config] [OCSWrapper - Manager] Publish Availability,

Create PublishableCategorylnstance for user

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

m

SetupConnection Save

Telephonelntegration for MS CRM 2011 Page 42



User Guide

]
4 \},' mscrm-addons.com

) Your company for MS-CRM ADD-ONS!
“or |

94.1 OCS Transfer Call

Transferring the call

After accepting or initiating an audio call, you have the possibility, to transfer the existing

active call to a third party.

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

Telephone Integration 5.
+4367684629071

AN | Answered Dialed Missed
= G- Wilhelmer, Martin

= & +436649444791

& a +4366494447919

L] a +4366494447919

= &= Wilhelmer, Martin

w & 36

= & 36

X

Find

CRM

4:23 PM

4:22 PM

4:22 PM

4:21 PM

4:21 PM

4:15 PM

4:16 PM

END CALL &

_[

Request Transfer to
+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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+4367684629071 Find
All | Answered Dialed Missed CRM
= % Wilhelmer, Martin 4:23 PM
= & +436649444791 4:22 PM
& E +4366494447919 4:22 PM
L= a +4366494447919 4:71 PM
= & Wilhelmer, Martin 4:21 PM
= & 36 4:15 PM
= & 36 4:16 PM
. -
@ OCSWrapper *cH W 4—[ Connect Button }
+4367684629071: ectablizhed call

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

For using the Lync2010 Wrapper, the user has to be logged in in Lync2010 or Lync2013
client. Lync2013 Wrapper works only with Lync2013 clients. Both Lync Wrapper must not
be activated at the same time!!!

|£| Microsoft Lync = = %

iam logged in

Test2 test @ -
[ % 4 | Verfugbar -
I || Standort festlegen -

S 1 P

Ly

After that you can activate the Lync2010 Wrapper

Telephone Integration Setup @

| Behaviour | Balloon | TAPI | SkypeWrapper | OCSWirapper | Lync2010 | Lync2013 | Simulation | TAPIZ |

Settings
[ Activate ol
[ Default plugin \Ld
Lync Status

Status: not initizlized

Lync Chat Integration
[7] Activate chat functionality

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

[ Set presence as busy during call
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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 vyou 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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9.5.1 Lync Transfer Call

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

Telephone Iegratin 5,34 o

( . )
The third party to whom
+4331668088037 < Fimmd we want to transfer the
kcurrent active session. )
All | Answered Dialed Missed CEM
a . B
= % Elliott, Thomas 56 AM | | «— Current active call we
want to transfer on.
G J
& 8§ FooBar 9:50 AM
¥ £, FooBar Man, T:16 PM
= 43 Elliott, Thomas Maon, %50 PM

& £ Natasha Mayer Mon, 4:21 PM
& § +4938795488732  Mon, 4:20 PM
4= 5 Elliott, Thomas Maon, 3:55 P
= £ +38641967600  Mon, 3:28 PM

= & +38641967600 Man, 3:27 PM

EMD CALL & <«—— Transfer call button

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

9.5.2 LyncChat
The Lync Chat functionality allows you to have all your InstantMessage conversations

collected on one tab. Based on the sip address of the remote participant you can see its
correspondent CRM record (Contact, Lead, Account, ...)
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& Lync Chat CRM Integrator E—
-
Search for a name or phona number el l James Elliott =/ ] Klaus Wresnik (PTM) Christian Ternek ‘
Name 1 85 James Elliott  sipjelliott@mscrm-addons.com
ki Microsoft Dynamics record matches

oo

Group Status Relationship a4 ENi J 3
1 Elliott, James

Parent Customer: ptm EDV-Systeme
Full Name: Elliott, James

Ij Alexis Boulgaropoulos - Available
) BE=ER 4 &)
Ij Christian Ternek - Available
Surfacell - "
James Elliott - In 3 meeting
Ij Klaus Wresnik (PTM) - Available

IM | Call - Video * Share~ ®- 0 >
D Martin Wilhelmer - In a meeting
Peter Korosec 1330
i , 2
D Patrick Ofner - In & mesting Hello James, do you have a second?
Stephan Prettner - Offline 89 days 4
Skype: destiphy .
I Andreas List - Available
I Christoph Kokely - Available
E Denise Maurer - Offline 15 days
D James Ellictt - In a meeting

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

Other Contacts (4/8)

4 Frequent Contacts

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!!!

@Micmsn& Lync = = 2
iam logged in
Test2 test @ -
I b Verfilghar -
|| Standort festlegen -

S 7, P

After that you can activate the Lync2013 Wrapper:

Telephene Integration Setup @

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

Settings
Activate 'I?]
[7] Default plugin |—\‘-ﬂ
Lync Status

Status: Connected

Lync Chat Integration
Activated
Misc

[T] 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.

W Christoph Kokely A - 0O %
Christian Christoph Kokely
Ternek In einer Besprechung
Jin
Yan
B Christoph % Telephone Integration 563 x
Kokely
Find -
E;: =% christian Ternek 15:12
£ (= MSCRM Addons 15:12
E Christian Ternek
A = sip:cternek@mscrm-addo  06/11,/2013
Account Name: MSCRM Addons
!
& Jinvan 1512
o @ @ @ @ @}y Christoph Kokely 15:12
I = 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 @
[ Benaviour | Balloon | TAPI | SkypeWirapper | oCSWrapper | Lyne 2010 Simulation | TAPI2
Settings
Activale
[C] Default plugin
Sim Status

Enter a phone number to simulate an

ﬂ_‘] Simulator ‘ | = | & RS |

Telephone Integration - Simulate Calls

This is the Telephone simulation. To simulate an incoming call, enter a
number and hit "Call In". To end the call select "Hang up”

Phonenumber 1234567850

[ @calin | @ Hangup |

¥

incoming call.

<

INCOMING CALL

1234567890

1234567890

ANSWER DECLINE
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You can also simulate an outgoing call through our CTI client. Press the Simulation call
button for this purpose.

Telephone Integration 5.32 x

123456789 Find
All | Answered Dialed Miszed CRM
& § +38641967600 8:58 AM |
& & 1234567890 8:58 AM
& & 1234567890 B:57 AM
= & 1234567890 8:57 AM
& a4 Elliott, Thomas 5:55 A
Lync 2010 ~

o LEM 2010 J

T e ' 08:59

9.8 Setup Connection

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

Logon information

<

Welcome to your CRM Connection setup.

Please specify your connection details to connect to CRM. If you do not know the connection details, please contact your
system administrator

CRM Connection | Proxy Settings | Log

Existing Profiles | [HKLM) om:5585 ~) [ Manage
Select your Crm Type
@ Standard (onPremise) () IFD (Hosted) ) CRM Online () Office 365
CRM Server-Ld:

http:// = crm:5EE5

Authenticated as:
[] Use default Credentials PTM-EDVipkorosec

Username pkorosec Domain  PTM-EDV Password sessssss

Retrieve all Organizations

Organization information:

Friendly name Unigque name Service URL
L@ PTM EDV System... PTMEDVSystemeG.. PTMEDVSystemeGmbH

Define alternative Profile || Reset LivelD Cache 0K || Cencsl
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10 Reporting and possible Syncing

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

Always available data:
ptm_duration: Duration of the phonecall in seconds

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

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

ptm_startdatetime: UTC time of the start of the call, this is the time when the call was
initiated.

ptm_userid: CRM User ID of the logged on user on the CTI.
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 uniquelID 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)
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11 Predictive Dialer

Predictive dialing is offering semi-automated call queues for CTI 2011. A server-side
integration allows to mark CRM Campaign/Campaign Activities as predictive dialer lists.
The TI client can attach to and process the calls attached to these predictive dialing lists.

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

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

11.1 Server-side Requirements

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

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

Standard: Telephone Integration Server Config
Welcome to the Telephonelntagration Setup

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

"Cim Ribbon Advanced |

r— Call Histary options

¢ Organization owned © Usger Dwned

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

— Lunc Chat optiohe

Account : Save SIP into I

Contact : Save SIP inta I

Ll Led Led

Lead: Save SIP into I

r— Predictive Dialer options

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

Change Connection Configure Service u] | Cancel |

When creating a call-campaign-activity, we have to set following settings:
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Beim Erstellen einer Anruf-Kampagne-Aktivitat missen wir folgende Einstellungen
vornehmen:
+ MSCRM-Addons Predictive Dialing
General options

Active v

FD List Mame |Pre:i:ti'v'e dialing campaign activity 8474
Client Automatism options

Enable Automatic =

Dialing

Display CRM Forms [+

Preprocessing Time |§: Postprocessing
in seconds in seconds

me 20

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

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

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

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

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

¢ 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.

¢ PostProcessing Time in seconds: Set a span in which the user can finish the

postprocessing of a call (Writing a summary, triggering further actions).

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

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

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

11.2 Starting of Predictive Dialer

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

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

Show Balloon

Call: [http:/www.mscrm-add...]

Personal Phone Book
History

Predictive Dialer
Info

Drop calls and reset
Setup

Exit

DE

" 15:79
A [ JE W 08.11.2012
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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 =13
Telephone Integration - Predictive Dialer
Connection to a predictive dialer list wil disable your CT1 balloon until you detach from the list.

Campaign Activities: <

Hame Parent campaign Owner Al

Processed  Rescheduled  Left Claimed  Automatic  CRM interaction  First possible  Is Attached
£ pkdemo PK DEMO campaign Michael Dohr 07/11/2012
£ testing predictive dialing list PK DEMO campaign Michael Dohr 08/11/2012

5 Researching market Research new opportunities  Michael Dohr 08/11/2012

a7 an
Jqaax
aa9an

1 0
4 0
8 0
8 0

@ @ s

%' negotiating customization prices Research new cpportunities  Michael Dohr 08/11/2012

= Purpose: Negotiating prices wit the customer

Start Detach Open in CRM

¢ 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.

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

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

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

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

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

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

- Predictive Dialing Workplace: negotiating customization prices

% Martin Wilhelmer Preprocessing 01:03| % negotiating custqpisation prici
Address 1: 7IP/Postal Code @ 8020 Press for dialing ® Total calls : g ©
Address 1: Country/Region : AT martinwilhelmer86 \ Left calls : g @
Claimed calls: 1
Dial Pause
44 Microsoft Dynamics CRM Michael Dohr &' Campaign description
e
Phone Call Customize standard e Purpose: Negotiating prices wit the
/
) customer
{:JJ E=l = = ‘:; il Sharing « 2 =:| kT
3 G = = B [ coovali &P i For each suggested wish from
_ -;2 ) N ‘-TE| Copya Link 3 customers we need to estimate:
Attach  Add o Connect Add toc Queueltem Assign Run Start Run - analyze the requirements
File Mote Opportunity - Queue Details Ef E-mail a Link Workflow Dialog Report« 2 q.
- how many working hours
Include Convert Activity Collaborate Process Data - price per working hour
Information L‘C’| Phone Call
Phone Call negotiate call
Motes
-
~ Phone Call
Related
Sender 8 Michae =[G  Phone Number [martinwilheimersa
4 Common b
acinie . - .
l&] Connections Recpient 8] Martin [~ ‘ﬂ ~irectian ' Incoming @ O
=] Audit History "
= Y Subject * |re;otiate call
4 Processes
G; Workflows
J Dialog Sessions
Regarding ¥ negotiating customization prices =
Owner * 8 Michasl Donr )
-
Activity Status Open

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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~[, Predictive Dialing Workplace: negotiating customization prices

%1 Martin Wilhelmer Posptrocessing 00:47|: negotiating customization prices
Address 1: ZIF/Postal Code : 8020 Total calls: 8
Address 1: Country/Region : AT % a @ Left calls : g

Claimed calls: 1

Reschedule Success Fail=d

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

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

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

Section D shows the current call or a feedback option. If “Display CRM Forms” is
disabled, the CRM call-form will be replaced by a text-editor, which can be filled in by

the users and which is saved as the description of the phone-call activity associated with
the actual call.

11.3 Closing of Predictive Dialer Workplace

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

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

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

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

properly.aspx

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

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

settings.aspx

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

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

number.aspx

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

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

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

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

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

table.aspx
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13 Telephonelntegration Overview

Telephone Inte grationss x
. p31ess0aEn Fing » Resolve number: Yes OPE;:" match rf'"d
Outgoing call: et cuan +43 316 380880 B G R
+ 43 316 680880 T Cee o o activity in TIE
D_id(d Call 2003 -

Q031EEBIEB0Z 05/08/2013

art U er; ptm - - (' \
Incoming call: Fut e o e e
+ 43 316 680880 & f plobnergmscrm-addan 1522 - . Y
- & f oplabner@mscrm-addon 1029 Solutions
«8 103
TI Client is a <& 1648 TI Server
wu?dow application & § 0159541567600 11 Configuration
installed on a & 1510 User's (T m——
s PC ; .
users % Simulation = PC Click 2 dial
O >,
-
TI Client
Functionalities £ [ Dialing ] ‘ Answering [Resolving numbersl Creating records
CRM Connection
Serwver: org
\ User Personalization
Interfaces > [ TAPI l Skype ] [ 0Ccs l Lync l l Simulation
TAPI driver Skype client OCS account Lync client
1 N P
v
Phone PBX
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14 Contact

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

or visit our blog

http://blogs.mscrm-addons.com

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

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

e The content of file fields.xml.

e The debug log file.

PTM EDV-Systeme GmbH,
Bahnhofgiirtel 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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