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Notice

While reasonable efforts were made to ensure that the
information in this document was complete and accurate at the
time of printing, Avaya Inc. can assume no liability for any
errors. Changes and corrections to the information in this
document might be incorporated in future releases.
Documentation disclaimer

Avaya Inc. is not responsible for any modifications, additions, or
deletions to the original published version of this documentation
unless such modifications, additions, or deletions were
performed by Avaya. Customer and/or End User agree to
indemnify and hold harmless Avaya, Avaya’s agents, servants
and employees against all claims, lawsuits, demands and
judgments arising out of, or in connection with, subsequent
modifications, additions or deletions to this documentation to
the extent made by the Customer or End User.

Link disclaimer

Avaya Inc. is not responsible for the contents or reliability of any
linked Web sites referenced elsewhere within this
documentation, and Avaya does not necessarily endorse the
products, services, or information described or offered within
them. We cannot guarantee that these links will work all the
time and we have no control over the availability of the linked
pages.

Warranty

Avaya Inc. provides a limited warranty on this product. Refer to
your sales agreement to establish the terms of the limited
warranty. In addition, Avaya’s standard warranty language, as
well as information regarding support for this product, while
under warranty, is available through the Avaya Support Web
site: http://www.avaya.com/support

License

USE OR INSTALLATION OF THE PRODUCT INDICATES THE
END USER’S ACCEPTANCE OF THE TERMS SET FORTH
HEREIN AND THE GENERAL LICENSE TERMS AVAILABLE
ON THE AVAYA WEB SITE
http://support.avaya.com/Licenselnfo/ ("GENERAL LICENSE
TERMS"). IFYOU DO NOT WISH TO BE BOUND BY THESE
TERMS, YOU MUST RETURN THE PRODUCT(S) TO THE
POINT OF PURCHASE WITHIN TEN (10) DAYS OF
DELIVERY FOR A REFUND OR CREDIT. Avaya grants End
User a license within the scope of the license types described
below. The applicable number of licenses and units of capacity
for which the license is granted will be one (1), unless a
different number of licenses or units of capacity is specified in
the Documentation or other materials available to End User.
"Designated Processor" means a single stand-alone computing
device. "Server" means a Designated Processor that hosts a
software application to be accessed by multiple users.
"Software" means the computer programs in object code,
originally licensed by Avaya and ultimately utilized by End User,
whether as stand-alone Products or pre-installed on Hardware.
"Hardware" means the standard hardware Products, originally
sold by Avaya and ultimately utilized by End User.

License type(s)

Designated System(s) License (DS). End User may install
and use each copy of the Software on only one Designated
Processor, unless a different number of Designated Processors
is indicated in the Documentation or other materials available to
End User. Avaya may require the Designated Processor(s) to
be identified by type, serial number, feature key, location or
other specific designation, or to be provided by End User to
Avaya through electronic means established by Avaya
specifically for this purpose.

Concurrent User License (CU). End User may install and use
the Software on multiple Designated Processors or one or more
Servers, so long as only the licensed number of Units are
accessing and using the Software at any given time. A "Unit"
means the unit on which Avaya, at its sole discretion, bases the
pricing of its licenses and can be, without limitation, an agent,
port or user, an e-mail or voice mail account in the name of a
person or corporate function (e.g., webmaster or helpdesk), or
a directory entry in the administrative database utilized by the
Product that permits one user to interface with the Software.
Units may be linked to a specific, identified Server.

Database License (DL). Customer may install and use each
copy of the Software on one Server or on multiple Servers
provided that each of the Servers on which the Software is

installed communicate with no more than a single instance of
the same database.

CPU License (CP). End User may install and use each copy of
the Software on a number of Servers up to the number
indicated by Avaya provided that the performance capacity of
the Server(s) does not exceed the performance capacity
specified for the Software. End User may not re-install or
operate the Software on Server(s) with a larger performance
capacity without Avaya’s prior consent and payment of an
upgrade fee.

Named User License (NU). Customer may: (i) install and use
the Software on a single Designated Processor or Server per
authorized Named User (defined below); or (i) install and use
the Software on a Server so long as only authorized Named
Users access and use the Software. "Named User," means a
user or device that has been expressly authorized by Avaya to
access and use the Software. At Avaya’s sole discretion, a
"Named User" may be, without limitation, designated by name,
corporate function (e.g., webmaster or helpdesk), an e-mail or
voice mail account in the name of a person or corporate
function, or a directory entry in the administrative database
utilized by the Product that permits one user to interface with
the Product.

Shrinkwrap License (SR). With respect to Software that
contains elements provided by third party suppliers, End User
may install and use the Software in accordance with the terms
and conditions of the applicable license agreements, such as
"shrinkwrap" or "clickwrap" license accompanying or applicable
to the Software ("Shrinkwrap License"). The text of the
Shrinkwrap License will be available from Avaya upon End
User's request (see .Third-party Components" for more
information).

Copyright

Except where expressly stated otherwise, the Product is
protected by copyright and other laws respecting proprietary
rights. Unauthorized reproduction, transfer, and or use can be a
criminal, as well as a civil, offense under the applicable law.
Third-party components

Certain software programs or portions thereof included in the
Product may contain software distributed under third party
agreements ("Third Party Components"), which may contain
terms that expand or limit rights to use certain portions of the
Product (“Third Party Terms"). Information identifying Third
Party Components and the Third Party Terms that apply to
them is available on the Avaya Support Web site:
http://support.avaya.com/ThirdPartyLicense/

Preventing toll fraud

"Toll fraud" is the unauthorized use of your telecommunications
system by an unauthorized party (for example, a person who is
not a corporate employee, agent, subcontractor, or is not
working on your company’s behalf). Be aware that there can be
a risk of toll fraud associated with your system and that, if toll
fraud occurs, it can result in substantial additional charges for
your telecommunications services.

Avaya fraud intervention

If you suspect that you are being victimized by toll fraud and
you need technical assistance or support, call Technical
Service Center Toll Fraud Intervention Hotline at +1-800-643-
2353 for the United States and Canada. For additional support
telephone numbers, see the Avaya Support Web site:
http://www.avaya.com/support

Trademarks

Avaya is a registered trademark of Avaya Inc.

MultiVantage is a trademark of Avaya Inc.

All non-Avaya trademarks are the property of their respective
owners.

Downloading documents

For the most current versions of documentation, see the Avaya
Support Web site:

http://www.avaya.com/support

Avaya support

Avaya provides a telephone number for you to use to report
problems or to ask questions about your product. The support
telephone number is 1-800-242-2121 in the United States. For
additional support telephone numbers, see the Avaya Support
Web site:

http://www.avaya.com/support
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Avaya CTI Adapter Installation

Avaya CTI Adapter Installation

This document will provide qualified Avaya associates and partners with the guidance to install and
configure the Avaya CTI Adapter for Salesforce.com.

Scope

This document covers all elements of installation and configuration for the Avaya CTI driver for
Salesforce.com.

References

CTI Toolkit Developer’s Guide from Salesforce.com

Acronyms

ACD — Automatic Call Distribution

AES — Avaya Application Enablement Server

ANI — Automatic Number Identification (Caller ID)

APEX — Salesforce.com Application Exchange

CM — Avaya Communication Manager

CTl — Computer Telecommunication Integration

DNIS — Dialed Number Identification Service

SFDC — Salesforce.com

TSAPI — Telephony Services Application Programmer’s Interface

UUI — User-to-User Information
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Installation Prerequisites

This section contains procedures that must be followed before you begin installing, configuring, and
administering the software.

The Avaya CTI Adapter for Salesforce.com is a client-resident application. It is an ActiveX application
that exposes an ActiveX interface. The Salesforce.com application will search for and recognize the
interface when present. If present, the Salesforce.com application will activate a softphone
interface and use the Avaya CTI Adapter to interface with the switch.

This document includes a pre-install checklist along with instructions on installation into any agent
desktop.

CTI Adapter for Salesforce - Installation and Configuration Guide 2.3 July 2010 6
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Environment Configuration

Pre Requisites Check List

This document assumes that the Application Enablement Services (AES) server has already been
installed and that access has been provided by the customer to the server and that a client PC is
available. The AES must be at least version 3.1.x or better. The following checklist should be used.

Pre Requisite

AES TSAPI Client must be available

IP address of your AES server that will be used

NOTE: Make sure that any previous version of the Avaya CTl Adapter is not running.

Before installing the Avaya CTI Adapter, the AES TSAPI Client must be installed. It is recommended
that the latest version of the TSAPI Client (currently 4.2.1 build 338) is used. During the installation,
it will ask for your telephony server information. This is either the fully qualified domain name or IP
address of your AES server that will be used. Enter that information, and then continue the
installation. Other than that piece of information, all defaults may be selected.

This information is stored in a file named “TSLIB.INI”, which is stored in the TSAPI Client install
directory. If the IP information was entered incorrectly, or eventually needs to be changed, the
TSLIB.INI file can easily be changed. When changed, it will be necessary to restart the adapter
application to reread the new value(s).

Once the TSAPI Client is installed, install the Avaya CTl Adapter for Salesforce. Run the setup
program to install the Adapter. Simply selecting the defaults are sufficient. It will also install a
shortcut into your Programs menu.

Aside from assigning the IP address of the AES server in the TSLIB.INI file (either through the install
process of the AES TSAPI Client, or directly by editing the TSLIB.INI file), there is no configuration
that needs to be done on the client desktop.
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Beginning the Installation

Run the installation wizard from the path where the executable file was placed. You can run the
installer by simply double clicking in the installation wizard icon named
AvayaCTlAdapterinstaller.msi.

You will see the Welcome Setup screen below:

i'é‘- AvayaCTIAdapter4Salesforce

Welcome to the AvayaCTlAdapterdSalesforce
Setup Wizard

The installer will guide you through the steps required to install AvayaCTlAdapterdS alesforce on your
compLter.

WARMING: This computer program ig protected by copyright law and international reaties.
Unauthorized duplization or distribution of this program, or any portion of it, mag result in severe civil
or criminal penalties, and will be prosecuted to the marinum extent possible under the law.

Cancel < Back

Insert Figure 01 - Welcome screen

Before start the installation select the Bin Folder where the driver will be located.

i‘é‘n AvayaCTIAdapterdSalesforce =10 x|

=

Select Installation Folder

The installer will ingtall AvapaCTlAdapterdS alesforce ta the following folder.

Toinstall in this folder, click “MNext”. To install to a different folder, enter it below or click “Browse®.

Folder:

C:\Program Filzz'\AvapaidvayalTlAdapterd S alesforoeh Brawse. .. |
Disk Cost... |

Cancel < Back

Figure 02 — Location of Installation Bin Folder

CTI Adapter for Salesforce - Installation and Configuration Guide 2.3 July 2010 8
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Then Select “Next” button. The Installation Destination Folder will be displayed. By default,
C:\Program Files\Avaya\AvayaCTlAdapter4Salesforce\ path is set.

The “Next” button will say that the installer is ready to install all components of the solution.

=1
=lr7,
Y.

S

Confirm Installation

The installer iz ready to install AvayaCTlAdapterdSalesforce on your computer.

Click "Mest" to start the installation.

Cancel < Back

Figure 03 — Installer ready to start

A transition screen will be showed with the progress bar indicating the progress of the installation.

'ivayaETIdapteMSalesforce = 0] =
13
Iﬁ’m'

-y

Installing AvayaCTlAdapterdSalesforce

AxyayaCTlAdapterd S alesforce iz being installed.

Fleaze wait...

< Back Hest >

CTI Adapter for Salesforce - Installation and Configuration Guide 2.3 July 2010 9
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i'é‘- AvayaCTIAdapter4Salesforce

Installation Complete

AvayaCTlAdapterdSalesforce has been successfully installed,

Click. "Clase" bo exit.

LCancel < Back

Figure 04 — The installation Complete

Click on the “Close” button to finish the installation

Firefox Support

To enable Firefox support for the CTI Adapter, run the batch file “sfdcffex.bat”. This file will
determine the Firefox root directory, register two DLLs, and invoke Firefox to register a plugin.
When the final step occurs, Firefox will start and ask to register the plugin. Simply say “yes”, and
the plugin will register. When finished, anytime Firefox is started, a small version of the
Salesforce.com icon will be shown in the far right corner of the Firefox status bar at the bottom of
the application window.

The two DLLs are SFDCFirefoxConnectorPS.dll and SFDCFirefoxConnector.dll. The name of the
plugin is sfdcffextension.xpi.

Now, the CTI Adapter can communicate with FireFox. FireFox must be version 3.5 or greater for this
extension to work.

CTI Adapter for Salesforce - Installation and Configuration Guide 2.3 July 2010 10
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CTI Adapter Configuration

AES Setup

A CTl user must also be defined on the AES server. The configuration of the CTI Adapter assumes
that a single CTl user will be defined for use by all users. This requires the user to have rights to all
stations that will be controlled by an instance of the CTI Adapter. (Alternatively, rather than
individually entering all of the stations to be used, the single user can be given unrestricted station
control rights in the AES.)

In addition, the “TLink” (which is a string that defines the link that the CTI Adapter will use to talk to
a specific AES and CM combination) must be obtained from the AES. This value is used in the
Salesforce.com configuration step.

Salesforce Setup

Along with the Avaya CTI Adapter setup file, an XML file is also provided. This XML file is used by
the Salesforce application to configure site information for use with the CTI Adapter. Salesforce
calls this site information “Call Center Configuration”.

This is just the name used by Salesforce. This is not meant to imply that the Avaya CTI Adapter may
only be used in a call center environment. In fact, it can be used whether a call center is configured
in the Communication Manager or not.

To get the to the configuration screens, first click on the “Setup” option shown below:

(= salesforce.com - Enterprise Edition - Windows Internet Explorer E”E”‘S__q

@.\-— A |6— https:j/na3.salesforce..comfhomefhome. jsp Y| % | +2 || K | | 2
- — o . »
e k—ﬂ. salesforce, com - Enterprise Edition ] ] & - B = - |-k Page + (0 Tools -

Setup - System Log - Help & Training - Logout ﬁm conr 25
o =Ta B : = Call Center v
salesforcecrm oy |
service
m Cases | Contacts | Accounts | Solutions | Reportse | Dashboards | VDNDisplays 3

(Link is highlighted by cursor hand.)

This will change the whole screen to show the setup page. On the left side of the screen, as series
of links are presented in a menu as shown below:
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Personal Setup

Ny Personal Information
Email

Import

Desktop Integration

Call Center Settings

App Setup

B Customize

Tab Mames and Labels

Home

Activities

Campaigns

Leads

Accounts

Contacts

Opportunities

Quotes e

Forecasts

Cases

Self-Service

= Call Center
Call Cenfers
Directur\{fjlumhers
SoftPhone Layouts

Contracts

Go under “App Settings”, and use the “+” box to expand “Call Center”. Within the expanded
options, select “Call Centers” as shown by the cursor hand.

Once this is selected, a list of currently defined call centers will be displayed. In the picture below, a
list of currently configured call centers are listed. When configured for the first time, there will be
no list shown.

CTI Adapter for Salesforce - Installation and Configuration Guide 2.3 July 2010 12
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All call Centers

Help for this Page /2

A call center corresponds to a single computertelephony integration (CTI) system already in place at your organization.
Salesforce users must be assigned to a call center before they can use any Call Center features.

Action Name ~ Created Date Last Modified Date

Edit | Del Avaya SP Call Center Adapter 9/23/2008 11:25 AM 10/29/2008 11:50 AM

Edit | Del Coppell Call Center 9/25/2008 7:41 AM 9/25/2008 3:37 PM

Edit | Del Demo Call Center Adapter 31232007 242 FM 3123/2007 242 PM

Edit | Del Denver Call Center 8M8/2008 12:00 PM 8/18/2008 12:00 PM

Edit | Del Dld Coppell Call Center 8182008 11:48 AM 9/25/2008 7:40 AM
Import

To create a new call center entry, click on the “Import” button shown above by the cursor hand.
When clicked, an import screen will be shown:

Call Center Import

Help for this Page (2

To create your first call center record for a CTl adapter that was just installed, import the adapter's default XML call center
definition file into Salesforce. The call center definition file is located in the adapter's installation directory. and is typically named
after the type of CTl system that the adapter supports (for example, "CiscolPCCEnterpriseTx.xml”). View sample definition file

I

| Import [l Cancel | g
[ew callcenter 1mport wnformation . [ECCICITTT |

Call Center
Definition File

|[ Browse. .. ]

Limport [ Cancel |

Use the “Browse” button to search for the XML file provided to seed the call center information.
Once the XML file is identified, click on the “Import” button.

Edit

After the XML file is imported, the call center definition will be displayed in edit mode. This screen
can be reached by clicking on the “Edit” link when the call centers are listed two pictures up. The
call center information is displayed in several portions, each of which is dealt with individually

below. (They are all presented on a single screen, but it is too long to show in one piece in this
document.)

CTI Adapter for Salesforce - Installation and Configuration Guide 2.3 July 2010 13
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In all cases below, the only values that matter are those that are listed. If some other value is ever
input, then that input is ignored, and the default value is used in its place. For all “Y/N” style
guestions, case does not matter. For entries that include label or database values, case does
matter.

In the case of labels, if no entry is made, the default value will be used. For values that are provided
through Salesforce.com, these default values will be internationalized. For values that are defined
in only this CTI Adapter, the default values are only in English. For other languages to be displayed,
the label values should have something appropriate in the desired language. Any label entry for an
item that is only in this CTI Adapter will be noted in its description.

The first section is General Information:

Call Center Edit

| = Reguired Information
Internal Name I oppellCTIAdapter2]
Display Name |Cappe|l Call Center 2
Description Avaya CTI Adapter for Sal

CTiConnector | AyayaCTlAdapter. AvayaC’
Progld

Version 20

Change Internal Name and Display Name to reflect your circumstances. If more than one call
center is to be defined, both of these entries must be unique from any other call center definition.
The other three fields should be left with their default values.

The next section is CTI Server Information:

HostA  AVAYARDALPSCMO1#CE
HostB | AWVAYAZDALPSCMO1#CE
AES User |ctiuser
AES Pwd  |ctiuser

Host A and Host B must be valid TLinks, as mentioned above in the AES Configuration section. The
TLink strings must be exactly transcribed into these fields. If there are two AES servers configured
to talk to the same Communication Manager, enter the two different TLinks for failover purposes. If
there is only one AES, then enter the same TLink in both fields.

AES User and AES Pwd fields are set to be the AES CTl Username and Password values configured
for the Adapter back in the AES Configuration section.

The next section is Dialing Options:
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Outside Prefix q
Long Distance Prefix 1

International Prefix 011

These values are set to the dialing configuration determined from the Communication Manager.

The next section is Call Center:

Is Call Center? (Y/N/5)
Number of Lines?

Ready Type? (Auto/Manual)
Not Ready Enabled? (YIN)

<|[<][®=|[~][=<

Wrapup Enabled? (YIN)
Auto-answer Incoming I
Calls? (YIN)

Click-to-Conference Y
Enabled? (YIN)

These values determine the primary characteristics of the softphone.

Is Call Center defines if the call center uses an ACD. If set to “Y” or “S”, the users will be logged into
the ACD station so that they can have calls automatically distributed to them. Setting “Y” means
that Call Center Elite is being used. This is “skills-based routing” or “Advocate”. The user logs into a
specific Agent ID, which defines the skills used. Setting “S” means that Call Center Basic is being
used. This is “split” routing, where the user logs directly into a specific queue. If set to “N”, the
users do not use an ACD, and only have telephony control over their phones. The default value is
“N”.

Number of Lines defines the number of fixed lines that the softphone will have. It must have at
least one, and it may have up to six. This number should match what has been defined for the
physical stations. The default value is 1.

Ready Type defines whether the Adapter will use “Auto In” (by entering “A”) or “Manual In” (by
entering “M”) when setting the agent to Ready. The default is “A”. (Note that this only applies if
“Wrapup Reason Enabled” [see below] is set to “N”. If Wrapup Reason Enabled is set to “Y”, only
“Manual In” will be used, overriding the default value.)

Not Ready Enabled defines whether the option for Not Ready is displayed in the drop-down list. A
value of “N” means that the agent will not see the option. The default is “Y”.

Wraup Enabled defines whether the option for Wrapup is displayed in the drop-down list. A value
of “N” means that the agent will not see the option. The default is “Y”.
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Auto-Answer Incoming Calls sets whether the incoming calls are automatically answered by the CTI
Adapter. A value of “Y” indicates to automatically answer incoming calls. A value of “N” means the
agent will answer calls manually. The default value is “N”. If the agent’s stations must be set to
auto-answer incoming calls, it is important to let the CTI Adapter do this, rather than the
Communication Manager. The reason is because the Communication Manager will answer the
phone instantaneously, and not allow a screen pop to occur. When the auto-answer is performed
by the CTI Adapter, enough time will be given to allow the screen pop to work.

Click-to-Conference Enabled sets whether clicking a phone link in Salesforce will create a
conference. If the station is idle, and a phone link is clicked, a new cal will be placed from the user’s
station. If this is set to “Y”, and the station is on a call, if a phone link is clicked a conference will be
created from the existing call to the clicked number. If this is set to “N”, the click will be ignored any
time the station is not idle. The default value is “Y”.

The next section is Call Log Settings:

Call Log Enabled? (Y/N) Y
Call Log on Incomplete I
Calls? (YIN)

Preserve Call Log Related Y
Data Selection? (Y/N)

Link Call Log to Tazsk? (Y/N) M

Auto-complete Linked M
Task? (YIN)

Use Custom Call Log Y
Fields? (Y/N)

These settings control the behavior of the call log.

Call Log Enabled defines whether a call log is saved for each completed call. A value of “Y” means
that call logs are saved; a value of “N” means no call logs are saved. The default is “N”.

Call Log on Incomplete Calls defines whether call logs are saved for unanswered (or abandoned)
calls. A value of “Y” means these call logs are saved; a value of “N” means that only completed call
logs are saved. The default is “N”. This should only be set to “Y” if it is known that this is a
requirement.

Preserve Call Log Related Data Selection defines how the default selection of items related to a call
log is determined. The default behavior is that any time the user browses to an object, that object
is related to the call log and is selected as the default object that will be used when the call ends
and the call log is saved. This is the procedure that is chosen if the setting is “N”. A value of “Y” will
cause the default object to remain with the first selected object. No matter to what object is
browsed, the default selection will not change. The only way to change the default object is for the
user to actively select a different object in the call log display. The default is “N”.
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Link Call Log to Task sets whether calls generated from a task are hard linked to that task. A value
of “Y” means that they are linked, effectively turning the task into the call log. A value of “N” means
they remain separate items. The default is “N”. This should only be set to “Y” if it is known that this
is a requirement.

Auto-complete Linked Task only has meaning if the prior item is set to “Y”. In that case, a value of
“Y” means that the linked task/call log is set to “Complete” when the call ends. A value of “N”
means that the linked task/call log has its status unchanged when the call ends. The default is “N”.
Note that this only affects linked task/call logs. Ordinary call logs are still always set to a status of
“Complete” when the call ends. So, if “Link Call Log to Task” is set to “N”, this value is not used.

Use Custom Call Log Fields specifies whether a preset set of custom fields in the call log is to be
used. The custom fields are “Caller”, “Called”, and “UCID”. All three fields must all be present for
this feature to work properly. These values are then stored in every call log. A value of “Y” means
these fields are present and to be used; a value of “N” means that these fields are not defined and
cannot be used. The default is “N”. This should only be set to “Y” if the fields are present. If set to
“¥” without the fields present, no call logs will be saved.

The next section is Button Settings:

Transfer Button Y

Enabled? (YiN)
Conference Button Y
Enabled? (YiN)
First Hew Button Case
Type

First Hew Button
Label

Second Hew Button
Type

Second Hew Button
Label

Third New Button
Type

Third New Button
Label

Transfer Button Enabled defines whether the Transfer button is available. A value of “N” means
that the button is not available to the agent. The default is “Y”.

Conference Button Enabled defines whether the Conference button is available. A value of “N”
means that the button is not available to the agent. The default is “Y”.

First New Button Type defines whether a “New Item” button is displayed when a call is active, and
what its type is. Possible values are “Case”, “Contact”, “Account”, “Task”, “Lead”, and
“Opportunity”. If any are specified, a button will be shown, and when clicked, the screen needed to
define that new item will be popped into the agent’s display. If any value but the above is entered,
or if the field is left blank, no button will be displayed.
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First New Button Label defines the label to use for the first “New Item” button. If not defined, the
default label for that item will be used. This value is ignored if there is no type defined for this
button. The “New Item” button label is an Avaya custom field, and as such the default string value
is only in English. In any installation that will not be using English, it is very important that an
appropriate string in the install language be entered in this field.

Second New Button Type defines whether a second “New Item” button is displayed. Its operation
and available options are the same as the First New Button Type.

Second New Button Label defines the label to use for the second “New Item” button. Its operation
is the same as the First New Button Label.

Third New Button Type defines whether a third “New Item” button is displayed. Its operation and
available options are the same as the First New Button Type.

Third New Button Label defines the label to use for the third “New Item” button. Its operation is
the same as the First New Button Label.

The next section is Labels Settings:

My Report Label
URL Report
Login Agent ID

Login Agent
Password
Login Extension
Login Queue
Extension

Login AES
Username

Login AES Password %
Ready Label
Not Ready Label

Not Ready New Mew Reason
Reason Label

Wrapup Label
On Call Label
Log Out Label

My Report Label allows for a different label to be used for the Daily Reports link.

URL Report permits a complete custom URL to be specified for the reports link. The URL must be a
full URL, not a partial URL.

Login Agent Name allows for a different label to be shown on the login screen for the “Agent
Name” field.
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Login Agent Password allows for a different label to be shown on the login screen for the
“Password” field. Setting this to “--” (two hyphen characters) will prevent the Password field from
being shown on the login screen. The user will only see the Agent Name field and the Extension
field. (This is useful if the agent ids have no password assigned to them.)

Login Extension allows for a different label to be shown on the login screen for the “Extension”
field.

Login Queue Extension allows for a different label to be shown on the login screen for the
“Peripheral ID” field. This field will only be shown when the “Is Call Center” option is set to “S”. This
is the “queue extension” (or “hunt group extension”) of the split into which the agent is logging.

Login AES Username allows for a different label to be shown on the login screen for the “CT
Username” field.

Login AES Password allows for a different label to be shown on the login screen for the “CT
Password” field.

Ready Label allows for a different label to be used in the agent state pull-down list. If left empty,
the default value of “Ready for Calls” will be used.

Not Ready Label allows for a different label to be used in the agent state pull-down list. If left
empty, the default value of “Not Ready for Calls” will be used.

Not Ready New Reason Label allows for a different label to be used in the agent state pull-down
list. If left empty, the default value of “Not Ready New Reason” will be used. Unlike the other ACD
states in this section, Not Ready New Reason is an Avaya custom field, and as such the default
string value is only in English. In any installation that will not be using English, it is very important
that an appropriate string in the install language be entered in this field. (If the default strings are
used in the other entries, Salesforce will take care of using the correct language.)

Wrapup Label allows for a different label to be used in the agent state pull-down list. If left empty,
the default value of “Wrap Up” will be used.

On Call Label allows for a different label to be used in the agent state pull-down list. If left empty,
the default value of “On a Call” will be used.

Log Out Label allows for a different label to be used in the agent state pull-down list. If left empty,
the default value of “Log Out” will be used.

The next section is Reason Codes Enabled.:
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Wrapup Reason M

Enabled? (Y/N)
Logout Reason M
Enabled? (Y/N)

Not Ready Reason Y
Enabled? (Y/N)

If the particular set of reason codes is to be used, then the field should be set to “Y”. If not, then set
them to “N”. Each of these settings is independent of the others; they do not need to have the
same values. The default value for all three is “N”.

If one of these is set to “Y”, but no corresponding reason codes are defined, then this value is
ignored, and the default of “N” is used. To collect reason codes the field must be enabled and at
least one reason code must be defined.

Wrapup Reason Codes are used when the call ends and the agent enters the Wrapup (i.e. after call
work) state. Wrapup Reason Codes may be used regardless of the Is Call Center value. The display
value given for the reason is saved in the Call Log for that call. (The number is simply to keep the
possible values in order.) If the Call Log is not being used (i.e. the Call Log Enabled entry is set to
“N”), then Wrapup Reason Codes may not be used, as there would be no where to store them.

Logout Reason Codes are used when an agent tries to log out. Not Ready Reason Codes are used
when the user goes to Not Ready (i.e. auxiliary work mode). Logout and Not Ready Reason Codes
are saved by the Communication Manager in the Call Management System. Salesforce.com does
not store or use these two types of reason codes. If Is Call Center is set to “N”, then Logout and
AUX reason codes are not used, and these values are ignored, and both values default to “N”.

Only those entries with text supplied will be presented to the user. (So, in the example below for
Wrapup Reason Codes, only five options would be presented to the user.)

The next three sections provide a means to give display messages for each type of reason code to
be used.

First are the Wrapup Reason Codes descriptions:

Virap-up1  |Didn't want the product an
Virap-up 2 |Could not find the right pe
Virap-up 3 |Please, Callback later.
Virap-up 4 |Unsuccessful contact.
Wrap-up5 | Syccessful contact, Sold
Wrap-up 6

Wrap-up 7

Wrap-up 8

Wrap-up 9
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Next are the Logout Reason Codes descriptions:

Logout Reason Codes

Logout 1 |It'5 time to go.
Logout 2 | It's break time.
Logout 3

It's time to restroom.

|

|

|
Logout 4 |It'5 a team meeting. |
Logout 5 |It'5 a system failure. |
|

|

|

|

Logout & |
Logout 7

|
Logout & |
Logout 9 |

And third are the Not Ready Reason Codes descriptions:

Not Ready Reason Codes

Hot Ready 1 |Gt}ing to lunch. |
Not Ready 2 |Going to restroom. |
Not Ready 3 |Going to a meeting. |
Hot Ready 4 |Hav1'ng issue in the statior|
ot Ready 5 |Gt}ing to training session_|
Not Ready & |Perf0rming system test. |
ot Ready 7 | |
Hot Ready 8 | |
Not Ready 9 | |

The final section is ScreenPop, where the screen pop behavior is configured:

Pop on Transfer and |Y |
Conference? (Y/N/D)

AN | |
DNIS | |

Digits

Showy Digits? (YiN) Y

Digits Label Digits

uui1 |Acc0unt_hccoumNumber
uui 2 |

|
|
uur s | |
|
|

UUl Separator | |

Ul Data |;
Show UUI Data? (YiN) [y

Show Full UUI? (YIN) I

uulLabel |1WR Data

Advanced Search | |
URL

Advanced Search | |
Parameters
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Screen pops can be generated from Caller Identification (ANI), the internal number used to enter
the system (DNIS), CTI data information provided by another CTl-enabled system (UUI), or digits
collected from vector steps in the Communication Manager (Digits). In all of these cases, the value
placed in the fields is a table and field name from the Salesforce.com database. If the field is left
empty, then no match attempt is made. (ANI is a special case.) If the field is filled, then the value
received from the incoming call will be used to attempt to find a match in the specified object
(table) and field in the Salesforce.com database. So, for example, in the image above, the first UUI
field will be matched against the “Account Number” field of the “Account” object in the Salesforce
database.

Sometimes it is not desired for a screen pop to occur on transfer and conference. To facilitate this,
Pop on Transfer and Conference can be used to control this behavior. If the value is set to “Y”, then
all transfers and conferences will automatically pop when the call arrives at the destination station.
If the value is set to “N”, then the destination station will not receive a pop on a transfer or
conference. If the value is set to “D”, then the pop on transfer and conference are delayed until the
transfer or conference is completed. The default value is “Y”, and the default should be kept unless
the alternative behavior is known to be a specific requirement.

Note that the “D” setting will only work properly if transfers and conferences are done through the
Salesforce softphone. If calls are transferred or conferenced directly through the phone set, the
screen pop will not operate correctly. Also, in this setting, if the call is answered prior to the
transfer (or conference) being completed, the main screen will not pop. The user will need to click
on the information link in the softphone to update the main screen.

UUI Separator and UUI Data are special characters used to allow for multiple items in the UUI. The
separator character is used to separate the three values in the UUL. If there is additional data that is
not to be popped on, that data is preceded by the data character. Any characters may be selected,
but obviously the characters selected should not occur in the actual data. If UUl is not being used,
then these values have no meaning.

By default, Salesforce.com will take the provided caller information and search all phone number
fields in the system to try and find a match. The ANI only needs to be set if a non-default search for
caller information is desired. This field will almost always be empty.

ANI also has a special use. Set the first two characters to “—*, and any digits that follow will be
used to obfuscate the ANI. (If no digits follow the “—*, then the ANI will be obfuscated with
“0000”.) The reason this might be done is to suppress the default ANI search. This search cannot be
disabled, but by obfuscating the ANI value, the search will be prevented from succeeding. The extra
characters change the form of the ANI to something that cannot be matched.

If the screen pop should be controlled based on the number the caller dialed, then DNIS is used.
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If numeric data is collected using the “prompt and collect” capabilities of the Communication
Manager, then Digits is used. If collected digits are to be used, an additional program called “VDN
Monitor” will need to be used and configured to allow for collected digits to reach the agent
station and be readable by CTI.

Show Digits will determine if the collected digits are shown regardless of any match when doing
the pop search. If set to “Y”, then any collected digits are always shown as an info field no matter
what. If set to “N”, then the default display is used, and the collected digits will only be seen when
a successful match occurs. The default is “N”.

If the value of Show Digits is “Y”, then Digits Label contains the string that is used as the label for
the collected digits info display. The default label is only in English, so this value must be defined for
any other language if Show Digits is “Y”.

If the call contains CTI data information that is provided by another CTl-enabled system (for
example, an interactive voice response system), then use the UUI fields (UUI1, UUI2, and UUI3). CTI
data can be divided into up to three separate items for screen pop. In addition, there can be extra
data that is not to be popped on, but needs to be in the CTI data. (The UUI string provided by the
call record is divided up by the characters specified in the previously mentioned UUI Separator and
UUI Data.)

Examples (assuming the UUI Separator is ‘|’, and the UUI Data is ;’):

There is some data to be popped on, followed by data that is not used for a pop:
“N32B877692;For something else”

Two separate pieces of data for a pop:

“FirstData|SecondData”

Three separate pieces of data for a pop, followed by data that is not used for a pop:
“First|Second|Third;Extra”

Data only shown as info, and not used for pop:

“:DisplayData”

Only one value with no display data:

“PopWithMe”

Show UUI Data will determine if the display only portion of the UUI string (everything that occurs
after the character specified in UUI Data) is shown as an info field. If the value is “Y”, then it is
shown. If the value is “N”, then it is never shown. Normally, it is expected that the UUI Data would
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always be shown. However, there could be cases where a configuration is desired such that the UUI
Data is not shown, and it will be used by something later in the call chain after the call leaves the
user’s phone. The default is “N”.

Show Full UUI will determine if the full UUI string is shown regardless of any match when doing the
pop search. If set to “Y”, then the full UUI string is always shown as an info field no matter what. If
set to “N”, then the full UUl is not show, and only the elements of the UUI that have achieved
matches are shown. The default is “N”.

If the value of Show Full UUl is “Y”, then UUI Label contains the string that is used as the label for
the full UUI info display. The default label is only in English, so this value must be defined for any
other language if Show Full UUl is “Y”.

The last two items in the Screen Pop section are Advanced Search URL and Advanced Search
Parameters. If the first field is left empty, then the any configured normal search is performed, and
these parameters are ignored. (Having a value in the second means nothing if there is no value in
the first of the two.)

If the first field is set, then the normal searches are not performed, and instead an advanced search
is used. This advanced search is provided in the form of a partial URL as shown below:

Acdvanced Search apex/CTIPagePop
URL

Advanced Search 912
Parameters

An example would be:

apex/CTIPagePop

The second parameter provides the list of call data that can be sent to the search. There are six
options that can be used: A (ANI), D (DNIS), C (Collected Digits), U1 (first UUI field), U2 (second UUI
field), and U3 (third UUI field). To set the field, simply list the desired elements listed above, each
separated by a comma.

The designated data will be passed on to the URL so that it can be handled by this advanced search,
rather than the normal search. The designated data will be added to the end of the configured URL.
Assuming only the first two UUI fields are used, the resultant form would look like:

“?U1=12&U2=1234"
That means the full URL would end up looking like:

apex/CTIPagePop?U1=12&U2=1234

Note that the full list will be provided at every call, even if it contains no data. So, the page that the

URL invokes needs to expect all of the specified parameters to be sent every time, and it needs to
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be able to handle empty values. As an example, if the only value present for a particular call is the
first UUI field, the URL would look like:

apex/CustomerCTIPagePop?U1=12&U2=

Finally, once all of the configuration data has been configured, click on the “Save” button to save
the data.

Manage Users

Next, specific users must be assigned to this call center. Now that the call center has been defined
and saved, it will be presented in the list of call centers. Click on the name of the new call center.
Scroll all the way to the bottom of the call center definition, and a new section will be seen:

Call Center Users [ Manage Call Center Users | Call Center Users Hels ()
Call Center Users by Profile

Standard Platform 2

User
System 2
Administrator
Total 4

To manage the users, click on the “Manage Call Center Users” button. All of the currently
configured users will be displayed:

Call Center

: p fo s Page
Coppell Call Center: Manage Users tielp for this Page &

All Call Centers » Coppell Call Center » Manage Users
View: Create New View

alslc|o|e|Fle|H|1]J|k|L|m|n|o|r|a|rR|s|T|u|v]|w|x|¥]|z]|oter EH

[Add More Users ]| Remove Users |
[] Action  Full Hame -~ Alias Username Role  Profile
[] | Remove Smith, Joseph joesmith joesmith@avaya.com Standard Platform User
] | Remove West Michael mwest mijwest@avaya.com System Administrator
[] | Remove West Mike Mest clitest@avaya.com System Administrator
[] | Remove West Terri thwest thwest@avaya.com Standard Platform User

x| |z | other XN

alelc|o|e|Fle|H1]J|k|L|m|n|o|r|a|rR|s|T|u|v]|w

To add more users (or add the first users if the above list is empty), click on the “Add More Users”
button. Doing so will provide a display that allows for the search for users to be restricted in some

manner:
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Call Center
Coppell Call Center: Search for New

Help for this Page (2
Users

All Call Centers » Coppell Call Center » Manage Users = Search for New Users

Set the search criteria below and then click Search to find Salesforce users who should be enabled as call center agents. Users
already enabled as call center agents are excluded from the search results.

-MNone-- + || -Mone-- e || |AND
—MNaone-—- || -Mone-- o | |‘G‘ND
—MNone-- v || —Mone— v | |ﬁND
-Mone- + || —-Maone- w | |ﬁ\ND
-MNone- “ || ~MNone- hd | |

Filter By Additional Fields (Optional):

* You can use “or” filters by entering multiple items in the third column, separated by commas.
e For date fields, enter the value in following format: 11/9/2008
e« For dateftime fields, enter the value in followingjormat 11/8/2008 8:44 PM

Find

Set any desired parameters (or leave them all unchanged for a default global search) and click on
the “Find” button. This will display all currently unassigned users:

Call Center
Coppell Call Center: Search for New
Users

Help for this Page /2

All Call Centers » Coppell Call Center = Manage Users = Search for New Users

Set the search criteria below and then click Search to find Salesforce users who should be enabled as call center agents. Users
already enabled as call center agents are excluded from the search results.

-MNone-- * || —Mone— b || |""|“”:l
~Mone-- v || —Mone— v | |AND
~Mone-- w || —Maone— w | |AND
-MNaone-- + || -Mone-- e | |‘G‘ND
~Mone-- ~ || —Mone— || |

Filter By Additional Fields (Optional):

& You can use “or filters by entering multiple items in the third column, separated by commas.
& For date fields, enter the value in following format. 11/9/2008
« For dateffime fields, enter the value in following format; 11/2/2008 8:48 PM

Find
J
[T Full Name Alias Username Role Profile
[0 west Jared jwwest jwwesti@avaya.com Standard User
[ west Jeremy jmwest imwest@Eavaya.com Standard User

Only unassigned users will be shown. If a user must move call centers, the user must first be
removed from the current call center assignment, making the user unassigned. Only then may the

user be search for and subsequently added to the new call center.
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Select the users to add to the call center:

[Add to call Center ][ Cancel
)

Full Hame Alias Username Role Profile
West Jared jwwest jwwest@avaya.com Standard User
West, Jeremy jmwest imwest@avaya.com Standard User

And click the “Add to Call Center” button.

When the users are added, the display is returned to the user list, with the newly added users
included:

Call Center . pe
Help for this Page 2

Coppell Call Center: Manage Users

All Call Centers » Coppell Call Center » Manage Users
View: Create New View

AlBlc|olelFla|H|i]d]|k|L|m|n|olrlalr]s|T|u|v]|w]|x|Y]|Zz|other N
[] Action Full Hame ~ Alias Username Role  Profile
[] |Remove Smith, Joseph joesmith jcesmith@avaya.com Standard Platform User
] | Remove West Jared wwest jwwesti@avaya.com Standard User
[] | Remove West Jeremy jmwest imwest@avaya.com Standard User
[] | Remove West, Michael mwest miwest@avaya.com System Administrator
[] | Remove West Mike MWest ctitest@avaya.com Systemn Administrator
[] | Remove West, Terri thwest thwest@avaya.com Standard Platform User
y
AlBlc|olelFla|H|i]d]|k|L|m|n|olrlalr]s|T|u|v]|w]|x|Y]|Zz|other N

Now the call center is fully defined, and has users assigned to it.

Custom Activity Fields

If the custom fields are used in the call log, they must be defined in the Salesforce configuration.
These custom fields will store common call related fields that are not normally saved in the call log.
Those fields are “Caller”, “Called”, and “UCID”. The Caller field contains the calling party of the call
(also known as “ANI”). The Called field contains the called part of the call (also known as “DNIS”).
The UCID field is the Avaya Universal Call ID which is a value that uniquely identifies the call in the
Avaya Communication Manager over time and is often used for reporting purposes.

Go back to the series of links in the menu that is shown on the left side of the screen:
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Personal Setup

My Personal Information
Email

Import

Desktop Integration

Call Center Settings

App Setup

B Customize

Tab Mames and Labels

Home

B Activities
Task Fields
Task Validation Rules
Task Triggers
Task Buttons and Links
Task Page Layouts
Task Record Types
Event Fields
Event Validation Rules
Event Triggers
Event Buttons and Links
Event Page Layouts
Event Record Types
Activity Custom Fields
Activity Sea@ Layouts
Activity Buttons

Public Calendars and
Resources

Activity Settings
Campaigns
Leads
® Accounts
Contacts

Go under “App Settings”, and use the “+” box to expand “Activities”. Select “Activity Custom
Fields”, which is towards the bottom of the section.

Once this is selected, a list of all currently defined custom fields is displayed. Use the “New” button
to create the custom fields. All three of these fields are of type “Text”. “Caller” and “Called” should
be set to 50 characters in length. “UCID” should be set to 25 characters in length. Once the fields
are created, you will see them when the listing screen is refreshed:
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GEDTEy LS Help for this Page /2

This page allows you to specify the fields that can appear on the Activity page. You can create up to 100 Activity custom fields.

MNote that deleting a custom field will delete any filters that use the custom field. It may also change the result of Assignment or Escalation Rules that rely on the
custom field data.

Activity Custom Fields | New |
Action Field Label Data Type Controlling Field Modified By
Edit | Del Called Text(50) Michael West 6/9/2010 2:26 PM
Edit | Del Caller Text(50) Michael West 6/9/2010 2:25 PM
Edit | Del Ucio Text(25) Michael West 6/9/2010 2:27 PM

It is very important that the Field Label be entered exactly as shown above. If they don’t match, the
attempts to save the values will fail, and no call logs will be saved.

Softphone Layout

The Softphone Layout configuration determines how screen pops are performed. It defines what
data elements are shown, what data elements are retrieved on a default ANI search, and how data
is operated on with different search results.

Go back to the series of links in the menu that is shown on the left side of the screen:
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Personal Setup

My Personal Information
Email

Import

Desktop Integration

Call Center Settings

App Setup

B Customize
® Tab Mames and Labels
Home
B Activities
Campaigns
Leads
B Accounts
Contacts
Opportunities
Quotes ¥izw!
Forecasts
Cases
Self-Senice
B Call Center

Call Centers

Directory Mumbers

SDﬁF‘theﬁayjnuta
Contracts

Go under “App Settings”, and use the “+” box to expand “Call Center” (if it isn’t still expanded). This
time, select “SoftPhone Layouts”, which is below “Call Centers” that we just finished using.

Once this is selected, a list of currently defined softphone layouts will be displayed. In the picture
below, a list of currently configured softphone layouts are listed. When configured for the first
time, there will only be the standard softphone layout.

SoftPhone Layouts Help for this Page (%

A SoftPhone is a customizable call control tool that appears in the sidebar of every salesforce.com page if a user is assigned to a
call center and is working on a machine on which a CTl adapter has been installed. Similar to page layouts, you can design custom
SoftPhone layouts and assign them te call center users based on their user profile.

[ New ][ softPhone Layout Assignment |
Action Name ~ Default Alias Created Date Alias Last Modified Date
Edit  Standard Softfhone Layout v MiNest  2/27/2007 11:45 FM mwest  2M3/2010 &858 P
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Click on the “Edit” link pointed to by the cursor in the picture above. This will show the full settings
for this softphone layout:

Ea ==
Hame Standard SoftPhone Layol v |z Default Layout
-

Softphone Layout Help about this section 2 Preview
Display these call-related fields: O Line1 On Call
» Caller D, Dialed Number Edit
Caller ID 1-415-555-1212
Display these salesforce.com objects: Dialed 1-415-555-1212
» VDNDisplay, Contact, Account, Lead, Add { Remaove Objects Number
Case VDNDisplay v Record
{2) Ky Record
b If single VDNDisplay found, display: Brand, Product,  Edit Contact (2) Or. Sarah Samol..
Group Dr. Sarah Sampl...
If multiple matches found, only VDNDisplay Mame is displayed. Account (2) My Record
v Record
¥ If single Contact found, display: Mame, Title Edit Lead (2) Dr. Sarah Sampl..
If multiple matches found, only Name is displayed. Dr. Sarah Sampl...
Case (2) My Record
P If single Account found, display: Account Mame, Edit lv Recaord
Type, Account Mumber
If multiple matches found, only Account Mame is displayed.
@ Line2 Incoming Call
P If single Lead found, display: Mame, Company, Title,  Edit

Lead Source
If multiple matches found, only Name is displayed.

} If single Case found, display: Case Mumber, Status, dit
Fricrity
if multiple matches found, only Case Number is displayed.

CT1 2.0 or Higher Settings

Screen Pop Settings:

»  Screen pops open within: Existing browser window Edit
} No matching records: Don't pop any screen Edit
» Single-matching record; Fop detail page Edit
P Nultiple-matching records: Dont pop any screen Edit

There are several aspects of the softphone layout that may be modified. The first section controls
what items will always be displayed for a call when the information is available. The second section
controls what Salesforce database objects will be display on a successful screen pop, and what
fields in those objects will be displayed. The third section is to configure the new screen pop
features provided in the latest version of the CTI Adapter.

The basic call detail fields that are to always be displayed for a call are configured in the first piece.
The default should always be used, as the other two data elements that can be configured are not
used by the Avaya CTI Adapter.

The Salesforce object to be searched and displayed on screen pops is also defined for the
softphone layout. For every object included on the screen pop searches, a list of fields to display is
also defined. For example, the options for the Contact object are shown below:
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w |f single Contact found, display; Mame, Title Collapse
Available Selections %
Salutation ~ MName
First Mame Title
Last Mame
Other Strest
Other City Add Up

Other State/Province
Other Zip/Postal Code B
Dow

Other Country

ailing Strest Remove n
ailing City

INailing State/Province

INailing Zip/Postal Code

IMailing Country

Fhaone i

Ifmultiple matches found, only Mame is displayed.

In this case, only the Name and Title fields are to be shown. But, any of the other fields in the
Contact object can be selected and shown, too.

The Screen Pop Settings allow more definition in how screen pops are shown.

CTI 2.0 or Higher Settings Help about this section =

Screen Pop Settings:
w» Screen pops open within: Existing browser window Collapse

(%) Existing browser window
() Mew browser window or tab

P No matching records: Don't pop any screen Edit
P Single-matching record: Pop detail page Edit
P Multiple-matching records: Don't pop any screen Edit

The first option determines where the screen pop will occur. It can pop within the existing browser
window, or it can pop into a new browser tab. (If the browser being used does not support tabs, it
can pop into a new browser window instead.)
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CTI 2.0 or Higher Settings Help about this section 2

Screen Pop Settings:

P Screen pops open within: Existing browser window Edit
» Mo matching records: Don't pop any screen Collapse

(® Don't pop any screen

() Pop to Visualforce page I

| kS
b Single-matching record: Pop detail page Edit
P Multiple-matching records: Don't pop any screen Edit

The second option determines what will be done if no matches are found. The choices are to have
no pop at all, to pop to a new Salesforce object (e.g. a new case), or to pop to a VisualForce page.

CTI 2.0 or Higher Settings Help about this section 2

Screen Pop Settings:

P Screen pops open within: Existing browser window Edit
F Mo matching records: Don't pop any screen Edit
w Single-matching record: Fop detail page Colla

) Don't pop any screen
(%) Pop detail page
) Pop to Visualforce page

| |

P NMultiple-matching records: Don't pop any screen Edi

=3

The third option determines what to do with a unique match. The choices are to not pop at all, pop
into the detail page, or pop to a VisualForce page.

CT1 2.0 or Higher Settings Help about this section *

Screen Pop Settings:

P Screen pops open within: Existing browser window Edit
P Mo matching records: Don't pop any screen Edit
P Single-matching record: Pop detail page Edit
w

Multiple-matching records: Don't pop any screen Collag{Ee

(& Don'tpop any screen
() Pop to search page
() Popto Visualforce page

| S
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The last option determines what to do when multiple matches have been found. The choices are to
not pop at all, pop to a search page, or pop to a VisualForce page.

The last three options allow for configuring a different VisualForce page for each of the three
options. Also, a VisualForce page could be used for only a single condition, and not for the others.
This is different than the Advanced Search option in the Call Center definition. Advanced Search will
always use a single VisualForce page in all cases, and will be used instead of the normal pop
mechanism. However, it also provides a greater amount of flexibility in passing the data to it.

Personal Setting

There are a couple of additional settings that are managed on an individual user level. To access
these, use the same Setup menu bar as shown above, but go into the Personal Setup portion:

Personal Setup

My Personal Infarmation
Email
Import
Desktop Integration
= Call Center Settings
My SoftPhone Settings

App Setup

Customize
Create
Develop
Wiew Installed Packages

Clicking on “My SoftPhone Settings” will bring up the options available for users to set:

My SoftPhone Settings Help for this Page (2

Use the options below to customize your personal SoftPhone settings.

My SoftPhone Settings | Save (W Cancel |
Automatically log in to your call |:|
center when logging into
Salesforce

If only one record found on (&) Always open the record automatically

i i I )
~CELLELJCE () Mever open the record automatically

| save [J Cancel|
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If the first box is checked, after the user successfully logs in, the user will be automatically logged
into the softphone using the same settings each time.

The second option determines whether the screen pop will be performed or not. Even if the
matched record is not automatically popped, any matched records are always presented as a link
on the softphone. Clicking on such a link will bring up the record.

CTI Adapter Use

Running

To use the Avaya CTI Adapter, the adapter program must be started on the client desktop. This can
be done manually by using the shortcut provided in the Windows “Start” menu, or by copying the
shortcut into the “Startup” folder. Once started, its icon will appear in the Windows system tray.

W@l ® G07PM

_l @ LI" "T' E Tues jfl':."

L e 5iE5iE010

When running, right-clicking on the icon in the Windows system tray will bring up a small context
menu.

Logging. ..
About, ..

6:07 PM

This menu allows the manual termination of the CTI Adapter (using the ‘Exit’ menu option),
showing versioning information, and setting the logging levels and the location of the log files.
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Salesforce.com CTl Log Settings §|

Log Lewel

{* High - Errars, informational messages, and 4L
" Medium - Errors and informational messages

(" Law - Errors only

Browser Connector Log File
| Ci\Program Files)Avaval dvavaddapter4salesforcel\browser_connec

CTI iZonneckor Lag File
| Ci\Program Files\Avaval Avayaddapter43alesforcelcti_connector o,

O | Cancel |

By default, the log files will always be located in the installation directory. If they need to be located
somewhere else, change the entries for the log files. It is recommended, however, to leave them in

the installation directory.

The Log Level determines how much information is stored in the log files. It is highly recommended
that the log level be kept to “Low” unless a specific issuing is being investigated. Setting the log
level to “High” will cause the log file to grow very quickly.

Once the CTI Adapter is running on the desktop, it is available for use with the Salesforce
application. Start your web browser, go to the Salesforce.com login page and log in. When logged
in, the softphone application will be seen starting up.

L 2 11
Inttializing SoftPhone...

Login

After a few moments, the softphone login screen will be seen. If configured for a full call center,
then the login screen will ask for three pieces of information:
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Enter vour login credentialz. ..
Agent ID

40003

Password

Extension

20011

'~ logn |

AVAYA

Agent ID is the numeric ID used to log the agent into the ACD, and Password is the numeric
password associated with the ID. Password can be blank if no password is assigned in the agent
definition. If Agent ID is blank, then the user is logged in as if there is no call center.

If configured for a basic call center, an additional piece of information is displayed:

Enter your login credentialz. ..
Agent ID

40008

Password

Peripheral 1D
49902

Extension

20108

'~ login |

AVAYA
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With a basic call center, the user is logging directly into a split. The Peripheral ID is the “hunt group
extension” for the split. An agent may only log into a single split; multi-split logins are not
supported by the CTI Adapter.

Agent ID is the BCMS ID created for the user. Password is the password for the BCMS ID. Both fields
could be blank, depending on whether a BCMS ID is defined, or if the BCMS ID has a password
specified.

Whereas, if this is not in a call center, only one piece of information will be required:

Enter vour login credentialz. ..
Extension

20011 i

AVAYA

Extension is the extension number of the physical station at which the user will receive their calls.
This is true regardless of what login screen is presented to the user.

Finally, if the CT Username and Password are not defined in the Call Center definition, the user will
be prompted to provide those pieces of information on the login screen:
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Enter yvour login credentials...
CT Uzername

ctiuser

CT Password

Agent ID
40008

Pazsword

Extension

20108
'~ logih

AVAYA

In this case CT Username is the username used to authenticate against the AES, and CT Password is
the associated password. Note that this is showing them with the Call Center login information, but
they can be used with any of the above possible login dialogs.

Once the user logs in, they will see the softphone in its idle state:

é Ready for Calls W

(O Line1 Open

AVAYA

Calls

When a call comes in, the softphone will show the calling party, and allow the call to be answered:
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» CIE

Q@ Line1 Incoming Call

Mo =earch resultz for this call.
Caller I 20013

Dialed

E.
Humber

Answer

i

AVAYA

If answered, the softphone will change to allow for further control of the now connected call:

» CIE

Q@ Line1 0OncCall

Caller ID 20013

Dialed .
Humber Eine

Duration 00:06

End Call

i

Hold

m Transfer

Conference

If the incoming call gets a match, then the matching information is shown in the softphone:
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-

s B

€) Line1 OncCall

Caller ID 20010

Dialed
Humber

Duration 00:04
Contact Cold Call
Title

! End Call
BT o
E Transfer
g Conference

25002

In this case, the matching information is for a Contact named “Cold Call”. This information is fully
clickable, and the name can be clicked to display the matching contact. (This is only necessary if the
user has been configured to not automatically pop the match. If the user was configured to
automatically pop unique matches, the contact will already be presented to the user.)

Call Log

Whenever a call has been completed, the Call Log information is displayed as part of the softphone:
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s EXCE

@ Line1 OncCal

Caller ID 20010

Dialed
Number

Duration 00:04
Contact Cold Call
Title

25002

End Call

i

Haold
Tranzfer
Conference

W Current Call Log

Log will aute-zave when call endz.

Subject [Call 3/24/2010 £:05 FM

Hame | Contact: Cold Call W

Comments

P LastCall

The last object view during this call will be saved as an associated record for the call in the call log.
Also, there is a comment area where the user can enter free-form text for this call.
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