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Introduction

The Cisco® Unified CallConnector for Salesforce.cesnpart of the Cisco Unified
Communications family of products. The CallConnechotegrates Cisco IP-based
communications with the Salesforce.com Customer atiRelship Management
application to provide small and medium-sized bessn(SMB) and enterprise customers
with an easy-to-use and more complete CRM solufitve. Cisco Unified CallConnector
for Salesforce.com quickly and easily integratesc€iUnified Communications solutions
with Salesforce.com at the desktop, without reggiadditional hardware.

The CallConnector is a desktop-based applicatian ighpartially centrally configurable
and supports the following primary features in Gife telephony:

- Automatic detection and screen-pop searches ofCtlR® database for both
incoming and outgoing phone calls

- Automatic creation of phone call activity records incoming and outgoing calls
with call duration tracking

- Click-to-dial from the Salesforce.com user integfac

- Integration with Cisco Unified Communications, Q@iddnified Communications
Manager Express, and Cisco Unified Contact Cemntprdss

These features allow CRM users to provide improsedvice by personalizing their
interaction with callers. It also helps to enfoedministrative policy for creating phone
call activity records.

System Requirements

The following outline the system requirements foe Cisco Unified CallConnector for
Salesforce.com:

» Operating Systems: Microsoft Windows XP, Microséista, or Windows 7
* For TAPI Integration:

0 Machine Architecture: x86

o Cisco TSP (See below)
» Salesforce.com Call Center enabled account

TAPI Integration System Requirements

» The Cisco TSP appropriate for the telephony enwremt (Unified
Communications Manager or Unified Communicationsniger Express) must
be installed, configured, and able to receive T&RInts on all machines that will
be used as a Salesforce.com client

ACMI Integration System Requirements
» Contact Center Express, Premium Edition



Installation of the Client

The installation process is supported by Virtuabiek Computing (VNC) and other
remote control desktop software, but is not sugebbly Terminal Services.

If you intend to integrate with either Unified Coramcations Manager or Unified
Communcations Manager Express, one of the follonsn§ware packages must be
installed for proper functioning of the Cisco Uetfi CallConnector:

- Cisco Unified Communications Manager TAPI TSP (ifegrating with Cisco
Unified Communications Manager).

- Cisco Unified Communications Manager Express T®kiggrating with Cisco
Unified Communications Manager Express). You cataiolthe latest version of
this file from the Cisco.com software center dovewml® for Cisco Unified
Communications Manager Express.

Although it is not strictly necessary, it is recoemded that the TSP be installed and
functional prior to installation of the CallConnectlient.

If you are integrating with Cisco Contact CentepEess (Premium), then no additional
requirements are necessary.



Installing the Client

To install the Cisco Unified CallConnector cliefitst ensure that you are logged on as a
user with administrative privileges. In additidar best user experience, the TAPI TSP
client software appropriate for the integration Inoet being used should be installed,
configured, and properly functioning.

To begin the installation of the client, locate adduble-click the MSI setup file

associated with the Cisco Unified CallConnector $alesforce.com client component.
You will then be presented with a standard semnefallation dialogs (Figure 1). Click
“Next” to begin installation.

i& Cisco Unified CallConnector for Salesforce.com Setup Q|§|E]

Welcome to the Cisco Unified
CallConnector for Salesforce.com Setup
Wizard

The Setup Wizard will install Cisco Unified CallConnectar For
Salesforce,com on your computer, Click, Next bo conkinue or
Zancel ko exit the Setup Wizard,

[ Mext ] [ Zancel

Figure 1: Initial Client Installation Screen



The next dialog prompts you to read and acceptitease agreement for the software
product. Click the check box that says “I accéptterms in the License Agreement” and
click ‘Next'.

i& Cisco Unified CallConnector for Salesforce.com Setup E”E'E'

End-User License Agreement
Please read the Following license agreement carefully

Cisco Unified CallConnector for
Salesforce.com

END USER LICEMNSE AGREEMENT

INPORTANT: FLEASE READ THIS END USER LICENSE
AGREEMENT CAREFULLY. DOWNLOADING,
INSTALLING OR USING CISCO OR CISCO-SUPPLIED

SOFTWARE CONSTITUTES ACCEPTANCE OF THIS
ACRFRMENT

[ 11 accept the terms in the License Agreement

() (o=

Figure 2: The software license agreement




After accepting the license agreement, the instpitempts you for which features you
would like to install. You must install the maipmication, but you may choose to install
either the Cisco Communications Manager adapterther Unified Contact Center
Express adapter, or both. You must select at @stof the two adapters if you wish to
run the adapter on the machine that the softwabeiisg installed on. The default is to
install the main application and the CCM adapter.

i Cisco Unified CallConnector for Salesforce.com Setup E||E|PZ|

Custom Setup

Select the way wou want features to be installed,

Click the icons in the tree below to change the way Features will be installed.

Cisco Unified CallZonnector Far

This is the CallConnector
(=0 ~ | CCM Adapter application, and is a required
¥ | UCC Adapter component

This Feature requires 2994KE on
wour hard drive, It has 1 af 2
subfeatures selected, The
subfeatures require 925K on waour
hard drive.

Reset ][ Disk Usage ] [ Back, ” Mext ] [ Zancel

Figure 3: Specifying the installation features



Finally, confirm that the installation should caonte by clicking “Install” as seen in
Figure 4.

i& Cisco Unified CallConnector for Salesforce.com Setup

Ready to install Cisco Unified CallConnector for Salesforce.com

Click Install ko begin the installation, Click Back ko review or change any of your
installation settings, Click Cancel to exit the wizard.

Back, ” Install ] [ Zancel

Figure 4: Confirm Installation dialog



The installation will now proceed, and will finiskith a success dialog. The client is
now installed and ready to run from the Start Menu.

i& Cisco Unified CallConnector for Salesforce.com Setup |Z||E|E|

Installing Cisco Unified CallConnector for Salesforce.com @

Please wait while the Setup Wizard installs Cisco Unified CallZonnector For Salesforce, com.

Status:

Cancel

Figure 5: The installation progress dialog

ii& Cisco SalesForce.Com CTI Adapter r;] E:E|

Installation Complete

Cizzo SalesForce. Com CT1 Adapter haz been successtully installed.

Chck "Close" to exit.

Lancel Back

Figure 6: Installation complete dialog



Configuring the Cisco Unified CallConnector Client

Administrative Configuration

The client needs to be installed on each user'gsyshat wishes to use the software.
However, the administrator must also perform a tome-configuration for the call center
into which users will be grouped. This step regsiia file to be uploaded to the
Salesforce.com server that contains predefinednpeteas necessary for the proper
operation of the client. This file is installedthe same time as the client adapters, so it
may be necessary for an administrative user talinston a machine just to obtain this
file. It is also possible to install it on a cltelmnd use that workstation as the source of
the administrative configuration. Once the confegion is uploaded, additional
(re)configuration can be performed from any machine

The administrator for a company has two primarkgas
1. Install and configure the Call Center definition
2. Add users to the call center

To install the call center, log in to Salesforcencas the administrator for the company
and select “Setup”. Then under the “App Setup’direz, expand “Customize”, then
expand “Call Center Edition”, and finally click tH€all Centers” option.

In the Call Center configuration, click “Import”this will provide an upload form. Click
the “Browse...” button and select the appropriaté cahter definition file included in
the client installation directory. If you are igtating with TAPI, this file is
“CiscoAdapter.xml”. If you are integrating with WUied Contact Center Express
(ACMI), this file is “CiscoACMIAdapter.xml”. Contiue to upload the file, and confirm
the parameters shown.

To add users to the Call Center, click “Manage Cahter Users”, and then click “Add

More Users”. Specify any search parameters negeasd then click “Find”. Users that

are not currently associated with a Call Centel bad listed and may be selected for
membership in the call center by checking the bamed to their names and clicking

“Add to Call Center”.

Administrative Configuration of the TAPI Adapter

Most of the administrative configuration of the TIARdapter can be left at default
values. The following table describes the valiras tan be configured.

Configuration Item Value

Internal Name The name of the connector. Thisesrahould not be edited.
The default is “CiscoSalesForceAdapter”

Display Name The public display name of the conmrectThe default is
“Cisco Unified CallConnector for Salesforce.com IGal
Center Adapter”.

Description The description of the adapter.

CTI Connector Progld A code that allows the corradapter to be loadedThis




value must be “CiscoAdapter.CiscoAdapter.1”

Outside Prefix

The digits to dial to get an outdide. Default is ‘9’

Long Distance Prefix

The digits to dial when plarenlong distance call. Defau
is ‘1.

t

International Prefix

The digits to dial when plagian international call. Default

is ‘011"

Maximum Digits for

Internal Calls

The maximum number of digits for which the adaptef
assume the call is an internal call. Default is 4.

Keep Call Logs Open

Determines whether call logskapt open after a call en
or automatically closed. To keep them open, spétif to
close them, specify ‘0’. Default is 1.

ds

Administrative Configuration of the ACMI Adapter

Most of the configuration of the ACMI Adapter isrfismed with default values. The
following table describes the values that can bdigored.

Configuration Item Value

Internal Name

The name of the connector. This value should ectdited.
The default is “CiscoACMISalesForceAdapter”

M

Display Name The public display name of the conmrectThe default is
“Cisco Unified CallConnector for Salesforce.com AC
Call Center Adapter”.

Description The description of the adapter.

CTI Connector Progld

A code that allows the corradapter to be loadedThis
value must not be edited, and the value must b
“CiscoACMIAdapter.CiscoACMIAdapter.1”

e

Outside Prefix

The digits to dial to get an outdide

Long Distance Prefix

The digits to dial when plaralong distance call

International Prefix

The digits to dial when plagian international call

ACMI Server Address

The IP address of the ACMI 8eCCX). This should b
filled in with the IP Address of your Contact Canexpress
Premium Edition server.

D

ACMI Server Port

The TCP/IP port that the ACMI Server is operating
Default is 42027.

Maximum Digits for

Internal Calls

The maximum number of digits for which the adaptet
assume the call is an internal call. Default is 5.

Call Variable [1..5]

Allows call data to be inclutlan the Salesforce sear
mechanism. See the section below titled “Attachh@MI
Call Data to a Salesforce search” for more details.

Keep Call Logs Open

Determines whether call logskapt open after a call en
or automatically closed. To keep them open, spétif to

close them, specify ‘0’. Defaultis 1.




Attaching ACMI Call Data to a Salesforce.com search

Callers in a Contact Center Express environment rbay prompted for certain
information that may be useful during the searahnfatching records. For example,
they may key in their account number. To include information in the Salesforce.com
search, up to 5 Call Variables may be attachethéosearch mechanism by configuring
appropriate directives in the Call Center configiora

Each variable may be in one of three formats that attach data to the search,
depending on how the variable is configured in CCX:

1. Numbered Variables: <#>=<SalesforceObject.Salesfoetd>
2. Named Variables: <Name>=<SalesforceObject.Salesfoetd>
3. Named Array Variables: <Array>.<#>=<SalesforceObfgalesforceField>

For example, if the named variable in CCX is callecttnum’, then you would specify
“acctnum=Account.AccountNumber”.

Any other text in these fields that doesn’t confdomne of the above formats is ignored.

Client Configuration

The client is configured by actually running theplgation and accessing the
configuration menus from within. For instructioms starting the adapter, see the section
titled “Starting the adapter”.

Currently, the only module that requires configiomatis the TAPI module. If you are
integrating with Unified Contact Center Express, camfiguration of each individual
client is necessary. All configuration parametare specified by the administrator.
However, each individual Contact Center Express wmsest log in using their own
account/extension and password.

The remainder of this section assumes that yoingegrating with TAPI.

If this is the first time the adapter is startedyuymay initially receive an error if
integrating with TAPI (see Figure 7). This erramgly means that the user has not
selected a TAPI line to monitor. Complete the @@ of the line as described below to
begin monitoring the TAPI line.

TAPI CONNECTION FAILED

Powerad by €I1SCO
Figure 7: The initial startup TAPI Connection error

To access the client configuration, right-click #ygplication icon in the icon tray, and
select “Configure...”. The TAPI line selection capfration window appears, as shown
in Figure 8.



Dialog

x)

Select a TAPI Line to monitar;

Conexant Daa0 BB W .34 DFYe Modem
WwitsM Miniport [L2TF)

IPCOMF LIME

H323 Line

Cigzo Line: [SEPO0TSE9EAR020] (440)
Cizca Unified CME TSP - Line #1

Provider:

ak. Cancel

Figure 8: The TAPI Line Selection configuration didog

You must select a valid TAPI line to monitor. by do not see any valid lines (they are
always marked with the ‘Cisco’ name) then eitheury®SP isn’t installed and configured
properly, or the administrator hasn’t enabled yimg for TAPI monitoring. Select the

appropriate line to monitor and hit OK. The “TA@bnnection Failed” error should be
replaced with the standard monitor window, showRigure 9.

() Lined Open

i
Powered by €ISCO

Figure 9: The standard monitor window

Logging Configuration

You may change the logging options by right clickion the system tray icon, and

selecting “Logging...”. The logging options scredspthys. Here you can modify the
amount of logging as well as the location of thggiog files.



Salesforce.com CTI Log Settings g|

Log Level

¥ High - Errors, informational messages, and XML
" Medium - Errors and informational messages

" Low - Errors only

Browser Connector Log File
| C:\Program Files\Cisco Systems, Inc\Cisco SalesForce.Com CTL Adap ...

CTI Connector Log File
| C:VProgram Files\Cisco Systems, Inc\Cisco SalesForce.Com CTI Adap ..

oK | Cancel |

Figure 10: The logging configuration dialog

Starting the adapter

To start the adapter, you must perform two actions:
1. Start the desktop monitor application
2. Log into a Contact Center enabled account in Salesfcom

To start the adapter, simply locate the Start Miggm that is installed. By default, it is
installed in Start Menu / Programs / Cisco Systér@ssco Unified CallConnector for

Salesforce.com”. It is also placed in the Starugmu, so by default it should start up
when the system is rebooted.

Once you have the adapter desktop application mgnand you log in to a Contact
Center enabled account in Salesforce.com, younetice a new window pane available
in the Salesforce.com layout, indicating that thent is starting up, as shown in Figure
11.

L1 11 )
Initializing SoftPhone...

Figure 11: Adapter initialization window

After the adapter has finished loading and hasivedets configuration, it will show the
final monitor window, as shown in Figure 12.

() Lined Open

i
Powered by €ISCO

Figure 12: Adapter is loaded and ready

The Client is now monitoring the line (using eitlgkPl or ACMI) and is now ready to
be used.



Using the CallConnector

General Usage

There are four primary uses of the connector:
Call detection

Call control

Call duration tracking

Click-to-dial

PwnhE

Call Detection

When a call is received or placed, the adapterdeiéect the incoming or outgoing phone
number and will automatically perform a search e tSalesforce.com database,
attempting to locate records with matching phonelbers. For an inbound call, the
adapter pane will change to something similar & g#hown in Figure 13.

@ Line1 Incoming Call

Caller ID 1003
Contact John Public
Title

Powered by €ISCO
Figure 13: An example inbound call

Note that the contact has been identified, anctlieat provides a button that can be used
to answer the call directly from the desktop. Otice call is connected, the client

enables a call log where the user can take noteseonall, and also provides additional

buttons to support call transfer, conference, att@rofeatures as shown in Figure 14.
Note that some of these features may not be alailalzertain circumstances.



@ Lined OncCal

Caller ID 1003

Duration 00:02

Contact John Public
Title

= End Call

BT +iols
E Transfer
ﬂ Conference

w Current Call Log

Leg will aute-zave when call ends.

Subject Call 2/18/2007 11:10 AM

Har"E| Contact: John Public v|

Comments

alnaln
Powered by €ISCO

Figure 14: The call log and an active call

Call Control

Call control for answering calls has already beartially demonstrated in the previous
topic. Additional call control features that mag &vailable to you are:

- End Call

- Hold / Retrieve
- Transfer

- Conference

Most of these are fairly self-explanatory, as th#tdns are provided only when that
feature is available. In addition, you are ablelace a call directly from the interface.
To dial directly from the interface, click on thkifie 1” title for the line being monitored.

A dialpad will appear allowing you to key in thegds and place the call.

Call Duration Tracking

The client will automatically create call logs fible user. When the call ends, the call log
will reflect the time spent on the call.



Click-to-Dial

To use the click-to-dial feature, simply navigateany record in Salesforce.com that
contains a phone number. The phone number shpplkeba underlined and with a phone
icon next to it, as shown in Figure 15. To useketo-dial, simply click the phone
number or the phone icon. The client will detebistand will dial the phone
automatically. Note that the client will perforrerse basic processing of the phone
number (such as adding 9) to enable calling certambers, but complicated scenarios
may require manual dialing.

Contact Detail | | | |

Contact Owner  WMike Bray [Change] Phone 1007 %
Hame Ms. TestC Home Phone 134%
Account Ry Qnly Account Mobile

Figure 15: A contact screen showing click-to-dialabled phone numbers

For More Information

Product Links

For more information on SalesForce.com, visit:
http://www.salesforce.com

For more information on Cisco Unified Contact Cerdgpress, visit:
http://www.cisco.com/en/US/products/sw/custcosw@dslindex.html

Support Aliases
For assistance on configuring and using Cisco Agasktop, send e-mail to:
Ask-cad@external.cisco.com

For assistance on Cisco Unified Contact Center &grsend e-mail to:
Ask-icd-ivr-support@external.cisco.com

For product plans and marketing information, semaad to:
Ask-icd-ivr-pm@external.cisco.com




