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Introduction
! )&00 + : 1
# #0014 )&00
44 Open n CRM
@ Mew Activity J
Telephone Intecration §il | Create Coe
|69 Create Contact
[ Create Account
All | Answered  Dialed B % Create Lead
& § +435550159
Bz Copy Mumber
& [} Ptm Edv Systems
Dialed Zall 00:00 & FRemove this Call
testptronlyl J
& § +435550156 15:29
& [ Ptm Edv Systems 08:56
&= [I=F Ptm Edv Systems 08:56
= [} Ptm Edv Systems 08:53
Skype Call ~
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2 Installing the CTI-Client for MS CRM 2011

2.1 Prerequisites

2.2 Intro

)&00 * !

-
ﬁ Telephcne Integration Client for M5 CRM 2011

X

Welcome to the Installer for Telephone
Integration Chient for MS CRM 2011, Version
5.2

The Installer will install Telephone Integration Client for M5
CRM 2011 on your computer. To continue, dick Mext.

WARMIMG: This program is protected by copyright law and
international treaties.

< Back [ Mext = ] [ Cancel
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2.3 EULA (End User License Agreement)

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

(7)1 accept the terms in the license agreement
i@ [ do not accept the terms in the license agreement]

InstaliShield

[ {8 Telephone Integration Client for MS CRM 2011 )
License Agreement -
Please read the following license agreement - oA
carefully.
3
MSCRM-ADDONS.COM SOFTWARE LICENSE AGREEMENT I

-

1" # !

2.4 Folder Selection

-
1) Telephone Integration Client for MS CRM 2011 !

Destination Folder .‘

Cick Next to install to this folder, or dick L
 Change lo install to 2 different foider.

Install Telephone Integration Client for MS CRM 2011 to:

I C:\Program Fies (x86)\PTM EDV-Systeme GmbH\Telephane

Integration Chent for MS CRM 2011\

InstaliShield

[ <Bak [ mext> || cancal

1" # !
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2.5 Start options

70 L
1 Telephone Integration Client for MS CRM 2011 - InstallShield Wizard |
Select Start options ‘
\

[+] Automatically start TT on Windows start

[V¥]start T1 after installation|

InstallShield
| <Back || mext> || cancel ||J

2.6 Confirm Installation

1) Telephane Integration Client for MS CRM 2011 e |
Ready to Install the Program "
The wizard is ready to begin nstaliation, \”‘
Click Install to begin the installation.
If you want to review or change any of your installation settings, dick Badk, Click Cancel to
exit the wizard,

InstaliShield

#(
3 ) *#(
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2.7 Install Windows Identity Foundation

* )&00# 9 : #

kicrosoft WIF Prerequisitelnstaller 2

Welcome to the WIF Prerequisite Installer. Detection finished

[dentified OS:; Windows 7 64-bit
05 Architecture: 64 bit

W F Installation Status : NOT Installed

Ingtall | [ Cancel
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2.8 Configure CRM-connection

Know Your Cusfomer

#  *93 # (
# %9 #.

Logon infarmation

ExistingProfiles |

—Select your Crm Type

;I M anage |
£ Standard [onPremise]

" IFD [Hosted]

" CRM Orline
—CRM Discoveny Service ©
et = |

— Login Credentialz

¥ Use default Credential: Mot enough information to retrieve organizabons
Uzemame I Cramain I

Paszword I

Retrieve Organizations |
—Organizations
Friendly name | Unique name | ServicellRL
Shaw log | k. | Cancel
9 ! # # =
3!
1 > 9 3! +%,-
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Logon infarmation

Existing Profiles |

LI Manage |

—Select your Crm Type
& Standard [onPremise] = IFD (Hosted)

" CRM Online

—CRM Digcovery Service ;

[htp: | |erm2011rcl 5558

— Login Credentials
[~ Usze default Credentisl: ptm-edvhadministrator

Uzemame Iadministrator Domain Iptm-edv

Pagzsword I"’”‘"’”‘"

Retrieve Organizations |

Organizations

Friendly name I Unigue name I Servicel JAL I -
19 alist alist alist
L2 PTM EDV System...  PTMEDYSwsterneG...  PTMEDWSystemeGmbH E
18 ctemek clernek chernek m

Shaw log |

[]8

Cancel |
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2.9 Configure Integrations

1) Telephane Integration Client for MS CRM 2011 e |

InstaliShield -

Ready to Install the Program
The wizard is ready to begin nstaliation,
Click Install to begin the installation.

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

-

Interface selection -
~Available plugins ~ Setup details
TAPI —Select a Line Other settings -
Skype Linenarme
Lecal Loop Number:
ocs AgilevPn 0
PETP Remeove this Country-Code: o043
RAS PPPCE Line
S5TP Remove this Area-Code: 0316
WAN Miniport (L2TP) Extension (your Number):
¥ Enable the plugin at systemstart
¥ Selact this plugin as defaultplugin
Jest
c (]
Continue
-
$%& ( 0& 9)
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2.9.1 TAPI: Direct connection via your telephone system. If an adequate driver is installed,
your phone-line will appear in the “Select Line"-list. For details about the
configuration see chapter 6.2

2.9.2 Skype: allows to use your skype-account to handle calls. For details about the
configuration, see chapter 6.1

2.9.3 OCS: allows to use the OCS/Lync Wrapper to handle calls. See chapter 6.3 for
details about the configuration.

2.10 Finish Installation.

@! ! 1) 3 #

$%& ( 00 $)
Il ' $%&




W

{ (
N
Know Your Cusfomer

3 Getting Started

3.1 Starting the CTI-Client
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4 User Interface

19 "

4.1 The CTI Balloon

[ ’ E 3 }\*AII Answered Dialed Missed

Dialed Call 00:03
+4369961125745 05.01.2011

L]

4
D4
CRM w—
% 4 Perhofer, Georg 09:40
4= 4 Perhofer, Gearg 09:40 9
&= 85 Perhofer, Georg 09:38
]\ &= T}y Perhofer, Georg 09:38 /@

& a +4369981125748 09:36 1! "
+
& a +43699581125748 02:13 ,
& a +4369981125748 09:16
&33) 3
! &= &5 Perhofer, Georg 0B:54
! 1*3 (
*#
/ y OCS Call -
v
: # ' # + 3 3
" v 1 2)
#3 # #! # C C3
! 01
+ # # C C3 3
ccC .

M $%&



4.2 Integrated — Search

Telephoné-lntegratiun

ternek

Al Answered Dialed

i ternek, chris2

8- ternek, chris3
+43 676 546290301

|85 Ternek, Christian

-+ +43 31668088016
+43 316685282
+43 67654629030
06786219359

o=

OCs Call ~

Find

[iszed | CRM

$%&
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4.3 The Context Menu
*Q "

©
(@)

Jpenin CRV

Jig

(]

e armw = - PR
= - DOien Eply Cyvctprnn OEEE
Sy ruin chY Sy51EME LEih
TR P P
= % Dfm Eru Svetamao i&:53
= L cun BEQW Sy5emMs Ul
o T

Skovewe L all v

I

4.4 The Application Menu
" ! I "
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1! "Fo#+ 1 2,
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Show Balloon 6 * 7 8
Call: [+43699 78 436 123] A/ °

History
Info

Setup

Exit

15:07

05.01.2011

4.5 History Window

F #!9 99 # 9
1l + 122,

e =

For grouping please drag column headers to this area

Crm Data| Date T |Time T | Direction| Phone Mumber T | Caller Name T | Duration T !

0411.2010 13:47

%

testptmonlyl 00:00:00
0411.2010 10:53

&

testptmonlyl Grand Store (sample)  00:00:00
04112010 10:52

&

testptmonlyl Ptm Edv Systeme 00:00:00
0411.2010 10:51

T

+4344562104650 00:00:00
0411.2010 10:49

04.11.2010

0411.2010 10:44

&

testptmonlyl 00:00:00

testptmonlyl 00:00:30

% i

+435550135 00:00:00
0411.2010 09:45

{_}

+4344562104650 00:00:00
0411.2010 09:44

%

+4344562104650 00:00:00
0311.2010 14:22

%

+435555666444564 00:00:00

$%& ( 0% $)
Il $%&
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5 MS-CRM 2011-Integration

5.1 Start an outgoing Call from MS-CRM 2011

18 # !
!

g on

#

4 Microsoft Dynamics CRM aura Mitchell @
| Account ‘ Add  Customize Contoso &
I I Gy Save & New | Alerts ] ] A sharing +
L-é 144 Deactivate ol Quick Adivity = [ Copy a Link
Save Save & printin | Call Add to Marketing Connect Assign _ Run  Stat  Run
Clase X Delete Word | Mumber List - E-mai\ alink Workflow Dialog Report~
save Actions pce | custom Collaborate Process Data
Account
AM Hobbies, Inc
Primary Contact Preferred Method of Contact Qwner

183 Alex Mitchell Any s €360 Administrator
Notes & Activities
T Credit Limit Annual Revenue
Related i
e i General
| Relationship Explorer Account Name ™ Main Phone 404-555-1364
e Primary Contact [ Alex Mitchell @  OtherPhone 6789323333
g il Wroncft Dhymaru, R
Acosuntt ew Chani Add
j s Antate . ﬁ S e | : = ' [[Er Empesri i Enced fn
- A Descthuste Wl Eacomyuren . |4 Y G F P
Hew  Edie Merge  Zend Diredt Asdio bisieting Aasign il By Stan Py Advanced
¥ Deiete o () List  Lmaita link . Wumedd Workdlow Duicg  Repart« Find
Fecoeds Colspoenie AN Process Dt
Otmum Ste haw CEM for Outlsok males you even more produciie. | Get CRM for Outlook. |
Workplace | (0} L1- | accounts: Active Accounts -
- ey Wk | 5 |
@ Accent Name: « Frimary Contact Main Phose ~ | Addifii 1Ry | Relationitig Ty | Categony Peiw Lt
ivities .
) S++es MICHT VEORHANDE... Cuiteanet
il Dahaoads :d
Ay ueves LS "IMPORITEST [ Cuttomer MEIRMAGSDn
T3 Caiendae mi-_,'p = 1m0 SOFTWARE | Hernandes Bubilan v 5180790 US M L MELAMASSON Rabars CRMASY
£ Duplicate Detection L) tmospea Casted] Mast IS Crasmssn Curiteamer BISERMAAADA LISPEN.CRALA A0
Articies TEG UstFarm Oredd Services  Gillis, Maniel SRS S0REE) U5 Neemal Customer MECRMAGADN
}n & minw 2ut AR peitt, LEGCEML W Lt Razatier MECRMASSDn Pa e C RS0
P 3 ) IMeth GmbH Sobex chemati perfea DE  Haar Praspeet MECAMAdEOn LISPEN-CRALA daOns
2 PowerSearch Ui} Avelstion Consulng GmbH  Tierl, Christoph ~AMETGANIL. AT Wien Reseller MSCRMAGSDN Rab25%.CAMLEIIN
e T 50 Bedow I B vi(Eas) Vs Doluth Curibomer MIEERMASS0N
) Accunis 2 Soom GmbH & Co. K5 P GaGEIE DE  Neusadtande.  Cuitoeer MSLRMAda0n LSPEN.CRALA deng
A Contacts FES Amsbinugh CoLtd. GE Longen Cutoamer MSIRMAGODN LISTEN-CRAMAGOM
# Uxtenions (I At LT Gmpn of wtin Cuntemer MELAMASSON UIETEN-CRMA Sm:
& Hatigeen AFE Agunas DR Hefles Beietier MECRMAASOS [P L TTTRE

$%&
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6 Localization/Custom Language packs

13 # |
6 > % G HHE

" #

' .
9 5 8 (%5 -
—
[ caProgram Files (x86)\PTM EDV-Systeme GmbH\Telephone Integration Client for MS CRM 2011\Locali - Windows Intemet Bplm [ | 15 )

@'@ ‘ | C:\Program Files (x86)\PTM EDV-Systeme GmbH\Telephone Integration Client for MS CRM 2011\Localization\WPF_en.ml| P ‘ 4 ‘ A ’Tl Google P -

¢ Favoriten | 9 4 Aktivititen Meine Aktivita... [ downloaddetails Microsof... [1J Verbindung zum MySQL-... Connects to a Microsoft A... i workplace PowerSearch - .. &® MS CRM Addons by PTM ...

{& CA\Program Files (x86)\PTM EDV-Systeme GmbH.. - v [ dm v Seitew Sicherheitv Exrasv @
T e REy= & TOAUNY Uatd-— </ Vae
'noResults">no results </Value>
PleaseTypeSomeText' >Please type some text into the search box and click on Find to get results.</Value>
NCOMINGCALL">INCOMING CALL</Value:
RESOLVEQUTGOINGCALL">RESOLVE OUTGOING CALL </Value>
'SELECTNUMBERTOCALL">SELECT THE NUMBER TO CALL </Valugz

<Value key
Last30Days">Last 30 Days</Value>

Last3Months"=Last 3 Months</Value>

<Value key="LastYear"=Last Year</Valua>

<Value key="Last3Years'>Last 3 Years</Value>

<Value key="NoFilter">=No Filter (max. 5000)</Value=

<b-- U -

<Value key="AnUnexpectedErrorOccourred">An unexpected error occurred </Value>
PleaseContact'Please contact</Valus>

ForSupport'>for support. </Value>

<Value key=
<k-- >
<Value key="NoAccessToSkype":=No access to Skype</Value>

NoAccessToSkypeDetail"-Please go to the Skype Options -> Advanced -> '"Manage other programs access to Skype' and allow Telephone Integration
to use Skype.</Value>

"IncorrectInputFormat’'=Incorrect input Format</Value:=

If you try to call a number, please be sure the phone number i

in a correct format. </Value>

'ConnectionFailedToCrm">Connection failed, can't find the CRM Server</Value>
'ConnectionFailedToCrmDetail">Please make sure your connection is working. </Value>

<Value key="
<b--
<Value key=
<Value ke

<Value ke

'Duration"=Duration </Value=
-
SkypeWrapper">Skype Call</Value>
API"=TAPI Call</Value =
<Value key="OCSWrapper'>0CS Call</Value>
» s
herelsActiveCall'=There is a active Call running, please drop this first.</Value=
NoPhoneNumberComittedOpenInCrm">No phone number committed! Open this entity in CRM? </Value>
'NoPhoneNumberComitted"=No phone number committed! </Value>
<Value key="ConnectionProblems"=Connection Problems, can't Connect to M5-CRM</Value>
<Value key="TelephonelntegrationProblem">Telephone Integration Problem </Value>
=Value key="PhoneModemOptionsWarning">Your Phone and Modem Options are not configured. TI does not run correctly without these settings! </Value=
<Value ke />
</LanguageValues>

m
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7 Configuration (Setup)

_ShowEallonn
Call using [testuser373] [

+ 128, History
Info
Setup
Exit

1l
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7.1 Balloon settings
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7.1.1 Skype-Plugin Configuration
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7.1.2 Skype-Plugin Authorization
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7.2 TAPI
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7.3 OCS/Lync Wrapper

I 1 *B6#

$%& ( )8 9
Il ' $%&




(0]

#6 K

9@ #
#(

9@ # !

9 @ # + # )
*9Q (
1*B6# ; 9 + #
#! #1*B6# #
*(5 +

L L# #* K "#@ =,

B * 9
o] ! 9 +
# )
4 |
o C 4 |
1 *B6# 3
6 5
0] 6 5 | #
9@ # 5 #
.D23$3$0%0)$2 %0)$
.D2%$$0%0)$2 %0)$M C N0)$
( K +B4C ,
o] ! /
D2$$0%0)$2 %, C #
|
4C
o] C !
B
IBl! @9
o 4 | 1*B6# 3
9
# 9 1
B 6# F 9 3 #
1 *B6# 4 |
9
!
$%& ()< 9

' $%&




+3 &9-
9 @ #3
9@
" Lo# 4
9 @
+ - #
!
@ 3 1*B6# : !l 19
+3 - !
+ ’
$%& C )79

I $%&



7.4 Setup Connection
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8 Reporting and Syncing
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