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Notice

While reasonable efforts have been made to ensure that the
information in this document is complete and accurate at the
time of printing, Avaya assumes no liability for any errors.
Avaya reserves the right to make changes and corrections to
the information in this document without the obligation to notify
any person or organization of such changes.

Documentation disclaimer

“Documentation” means information published by Avaya in
varying mediums which may include product information,
operating instructions and performance specifications that
Avaya may generally make available to users of its products
and Hosted Services. Documentation does not include
marketing materials. Avaya shall not be responsible for any
modifications, additions, or deletions to the original Published
version of documentation unless such modifications, additions,
or deletions were performed by Avaya. End User agrees 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 End User.

Link disclaimer

Avaya is not responsible for the contents or reliability of any
linked websites referenced within this site or documentation
provided by Avaya. Avaya is not responsible for the accuracy
of any information, statement or content provided on these
sites and does not necessarily endorse the products, services,
or information described or offered within them. Avaya does not
guarantee that these links will work all the time and has no
control over the availability of the linked pages.

Warranty

Avaya provides a limited warranty on Avaya hardware and
software. 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 to Avaya customers
and other parties through the Avaya Support website:
http://support.avaya.com or such successor site as designated
by Avaya. Please note that if you acquired the product(s) from
an authorized Avaya Channel

Partner outside of the United States and Canada, the warranty
is provided to you by said Avaya Channel Partner and not by
Avaya.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE
AVAYAWEBSITE,
HTTP://[SUPPORT.AVAYA.COM/LICENSEINFO

OR SUCH SUCCESSOR SITE AS DESIGNATED BY AVAYA,
ARE APPLICABLE TO ANYONE WHO DOWNLOADS, USES
AND/OR INSTALLS AVAYA SOFTWARE, PURCHASED
FROM AVAYA INC., ANY AVAYA AFFILIATE, OR AN AVAYA
CHANNEL PARTNER (AS APPLICABLE) UNDER A
COMMERCIAL AGREEMENT WITH AVAYA OR AN AVAYA
CHANNEL PARTNER. UNLESS OTHERWISE AGREED TO
BY AVAYA IN WRITING, AVAYA DOES NOT EXTEND THIS
LICENSE IF THE SOFTWARE WAS OBTAINED FROM
ANYONE OTHER THAN AVAYA, AN AVAYA AFFILIATE OR
AN AVAYA CHANNEL PARTNER; AVAYA RESERVES THE
RIGHT TO TAKE LEGAL ACTION AGAINST YOU AND
ANYONE ELSE USING OR SELLING THE SOFTWARE

WITHOUT A LICENSE. BY INSTALLING, DOWNLOADING
OR USING THE SOFTWARE, OR AUTHORIZING OTHERS
TO DO SO, YOU, ON BEHALF OF YOURSELF AND THE
ENTITY FOR WHOM YOU ARE INSTALLING,
DOWNLOADING OR USING THE SOFTWARE
(HEREINAFTER REFERRED TO INTERCHANGEABLY AS
“YOU” AND “END USER”), AGREE TO THESE TERMS AND
CONDITIONS AND CREATE A BINDING CONTRACT
BETWEEN YOU AND AVAYA INC. OR THE APPLICABLE

AVAYA AFFILIATE ("AVAYA”).

Avaya grants you a license within the scope of the license
types described below, with the exception of Heritage Nortel
Software, for which the scope of the license is detailed below.
Where the order documentation does not expressly identify a
license type, the applicable license will be a Designated
System License. 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
you. “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.

License type(s)

Named User License (NU). You may: (i) install and use the
Software on a single Designated Processor or Server per
authorized Named User (defined below); or (ii) 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 Software that permits one user to interface with
the Software.

Copyright

Except where expressly stated otherwise, no use should be
made of materials on this site, the Documentation, Software,
Hosted Service, or hardware provided by Avaya. All content on
this site, the documentation, Hosted Service, and the Product
provided by Avaya including the selection, arrangement and
design of the content is owned either by Avaya or its licensors
and is protected by copyright and other intellectual property
laws including the sui generis rights relating to the protection of
databases. You may

not modify, copy, reproduce, republish, upload, post, transmit
or distribute in any way any content, in whole or in part,
including any code and software unless expressly authorized
by Avaya. Unauthorized reproduction, transmission,
dissemination, storage, and or use without the express written
consent of Avaya can be a criminal, as well as a civil offense
under the applicable law.

Third Party Components

“Third Party Components” mean certain software programs or
portions thereof included in the Software or Hosted Service
may contain software (including open source software)
distributed under third party agreements (“Third Party
Components”), which contain terms regarding the rights to use
certain portions of the Software (“Third Party Terms”). As
required, information regarding distributed Linux OS source
code (for those Products that have distributed Linux OS source
code) and identifying the copyright holders of the Third Party
Components and the Third Party Terms that apply is available
in the Documentation or on Avaya’s website at:


http://support.avaya.com/
http://support.avaya.com/LICENSEINFO

http://support.avaya.com/Copyright or such successor site as
designated by Avaya. You agree to the Third Party Terms for
any such Third Party Components.

THIS PRODUCT IS LICENSED UNDER THE AVC PATENT
PORTFOLIO LICENSE FOR THE PERSONAL USE OF A
CONSUMER OR OTHER USES IN WHICH IT DOES NOT
RECEIVE REMUNERATION TO (i) ENCODE VIDEO IN
COMPLIANCE WITH THE AVC STANDARD (“AVC VIDEQO”)
AND/OR (ii) DECODE AVC VIDEO THAT WAS ENCODED BY
A CONSUMER ENGAGED IN A PERSONAL ACTIVITY
AND/OR WAS OBTAINED FROM A VIDEO PROVIDER
LICENSED TO PROVIDE AVC VIDEO. NO LICENSE IS
GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE.
ADDITIONAL INFORMATION MAY BE OBTAINED FROM
MPEG LA, L.L.C. SEE HTTP://WWW.MPEGLA.COM.

Note to Service Provider

The Product or Hosted Service may use Third Party
Components subject to Third Party Terms that do not allow
hosting and require a Service Provider to be independently
licensed for such purpose. It is your responsibility to obtain
such licensing.

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 Toll 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 website:
http://support.avaya.com or such successor site as designated
by Avaya. Suspected security vulnerabilities with Avaya
products should be reported to Avaya by sending mail to:
securityalerts@avaya.com.

Trademarks

The trademarks, logos and service marks (“Marks”) displayed
in this site, the Documentation, Hosted Service(s), and
Product(s) provided by Avaya are the registered or
unregistered Marks of Avaya, its affiliates, or other third parties.
Users are not permitted to use such Marks without prior written
consent from Avaya or such third party which may own the
Mark. Nothing contained in this site, the Documentation,
Hosted Service(s) and Product(s) should be construed as
granting, by implication, estoppel, or otherwise, any license or
right in and to the Marks without the express written permission
of Avaya or the applicable third party.

Avaya is a registered trademark of Avaya Inc.

All non-Avaya trademarks are the property of their respective
owners. Linux® is the registered trademark of Linus Torvalds in
the U.S. and other countries.

All non-Avaya trademarks are the property of their respective
owners, and “Linux” is a registered trademark of Linus
Torvalds.

Downloading Documentation

For the most current versions of Documentation, see the Avaya
Support website: http://support.avaya.com or such successor
site as designated by Avaya.

Contact Avaya Support

See the Avaya Support website: http://support.avaya.com for
Product or Hosted Service notices and articles, or to report a
problem with your Avaya Product or Hosted Service. For a list
of support telephone numbers and contact addresses, go to the
Avaya Support website: http://support.avaya.com (or such
successor site as designated by Avaya), scroll to the bottom of
the page, and select Contact Avaya Support.
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Chapter 1: Introduction

Overview

The Advanced Microsoft Dynamics CRM Connector fully utilizes the plug-in framework architecture
of Call Center Elite Multichannel, delivering enhancements as well as totally new concepts.

There are three parts to the Advanced Microsoft Dynamics CRM Connector.

Microsoft Dynamics CRM Gui Plug-in

This plug-in to Call Center Elite Multichannel Desktop provides rules functionality to create, look up
or screen pop Microsoft Dynamics CRM entities. It enables you to dial from Accounts, Contacts,
Phone Call, Campaign Response and System User entities. It also allows you to deliver Microsoft
Dynamics CRM activities to your call center agents.

Microsoft Dynamics CRM Svc Plugin

This plug-in to Preview Contact Media Store distributes Microsoft Dynamics CRM activities to
agents as Call Center Elite Multichannel work items. Work items are blended with Avaya
Communication Manager’s ACD traffic, which already encompasses the technologies of fair and
efficient distribution.

Microsoft Dynamics CRM Phonebook Synchronizer

This provides real-time updates of Microsoft Dynamics CRM Accounts and Microsoft Dynamics
CRM Contacts to EMC Contact Database.

Licensing

The Advanced Microsoft Dynamics CRM Connector requires the following EMC licenses:

License Type Required

CCEM MS-CRM 6.0 Per site license | Mandatory

CCEM MultiMedia 6.0 | Per user license | Mandatory. Enables Microsoft Dynamics CRM
activities to be work flowed via Call Center Elite
Multichannel.

CCEM IClarity 4.0 Per user license | Optional. Enables VolIP technology on a standard PC.
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Installation

Pre-requisite

1. Before you start installation, please go through following link which might be useful in your
configuration:

http://blogs.msdn.com/b/niran _belliappa/archive/2013/11/05/step-by-step-installing-
dynamics-crm-2013-on-windows-server-2012.aspx

Important highlights from above web page:

a. SQL server installation with default user rights. [Recommended]
b. Install MSCRM2011/13/15 with domain user.
c. The following components must be installed and running on the computer where
Microsoft Dynamics CRM 2013 Server will be installed:
- Services
- Indexing Service (Windows Server 2008)\ Windows Search (Windows Server 2012)
- 1IS Admin
- World Wide Web Publishing
- Windows Data Access Components (MDAC) 6.0
(This is the default version of MDAC with Windows Server 2008.)
- Microsoft ASP.NET (Must be registered, but does not have to be running.)

2. When you open Microsoft Dynamics CRM, you are prompted for your user name and
password for the CRM startup screen. If user wants to save user credential for this screen
so that next time it will login to Microsoft Dynamics CRM automatically without asking user
credentials then Microsoft has provided internet explorer security settings in the following
link.

https://support.microsoft.com/en-us/kb/892666

3. There is no need for CRM users to have administrative privileges over the domain.
Therefore, all CRM user accounts should be restricted to Domain Users membership. User
Administrator which is “Built-in account for administering the computer/domain” should never
be used to run CRM.

For best practices from Microsoft
https://technet.microsoft.com/en-us/library/hh699744(v=crm.6).aspx

4. Other Pre-Requisites
- Windows Identity Foundation 3.5
o Windows 2012 — Go to server Manager and select “Windows |dentity Foundation 3.5”
module and install.
o Other servers — Download WindowsldentityFoundation-SDK-3.5.msi from Microsoft
site and install
o Install it on both EMC Desktop and Server.
- Restart the machine if required.
- Ensure that EMC and CRM Server times are in sync. [Time zone and clock].

Microsoft Dynamics CRM Integration Implementation Guide

Comments? infodev@avaya.com



mailto:infodev@avaya.com
http://blogs.msdn.com/b/niran_belliappa/archive/2013/11/05/step-by-step-installing-dynamics-crm-2013-on-windows-server-2012.aspx
http://blogs.msdn.com/b/niran_belliappa/archive/2013/11/05/step-by-step-installing-dynamics-crm-2013-on-windows-server-2012.aspx
https://support.microsoft.com/en-us/kb/892666
https://technet.microsoft.com/en-us/library/hh699744%28v=crm.6%29.aspx

Microsoft Dynamics CRM Server 2011 ISV Customization

Launch the Microsoft Dynamics CRM 2011 in internet explorer.

Navigate to Settings - Customization. Backup your customizations by exporting it (if required).

Copy all files except Customizations.zip from [DVD\UTtilities\Microsoft Dynamics CRM Server

Customizations\Microsoft Dynamics CRM 2011 ISV Customizations] to [C:\Program

Files\Microsoft Dynamics CRM\CRMWeb\_Resources] in your Microsoft Dynamics CRM Server.

Customizations.zip located in [DVD\Utilities\Microsoft Dynamics CRM Server

Customizations\Microsoft Dynamics CRM 2011 ISV Customizations].

5. Press Next to complete the import.

Settings

4 Business
U35 Business Management
;j Templates
|._u|,I Product Catalog
4 System
| Administration

.'ﬁ; Data Management

E“@* System Jobs

iﬂ Drocument Management
& Auditing

Solutions: All Solutions -

4 Customization
53 Customizations 18" MetadataBrowser

‘@ N8 emc EMC
:;3‘, Dynamics Marketplace

4 Process Center
%L Processes

;ﬁ Workplace
% sales

f%a Marketing
ﬁ Service

= H |
] settings 1-2 of 2 (0 selected)

6. Publish the imported customizations.

Get Started with Solutions
Solutions are packages of software that you install on your Microsoft Dynamics CRM application.

1. Understand

About Solutions
About Solution Components

2. Find & Use
Dynamics Marketplace
About Importing a Solution
About Customizing a Solution

Goto Settings > Customization - Solutions. Import the customizations by uploading the

85;’New )( Delete Export ﬁ

: Mame | Display Mame

Metadata Browser

:g http://172.16.5.80:3555/ - Import Solution - Windows Intemet ... | = E

Py

Select Solution Package

Select the compressed (zip or .cab) file that contains the solution you
want to import and click Mext,

ChUsers\Sathieshkumar.r\Desktop'customizations.zip

i@ Help

| | Next | | LCancel

®100% -

[
ns from
L o
_mple Tl
E
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(2 hitpy//172.16.5.80:5555/ - Import Solution - Windows Internet Explorer = | B

Importing Solution i@ Help

G The import of solution: EMC completed successfully,

i Date Time Type Display Name | Name | status Description
E(‘!E 13:53:06.70 Dependencies ... l./ -
3,-) 13:53:01.59 Settings E-mail Tracking l,/ System setti
-\g,-j 13:53:01.59 Settings Calendar l‘/ System setti
-\'g,-j 13:53:01.58 Settings General l‘/ General sys
\,Jj 12:53:01.59 Settings Marketing l‘/ System setti
\,Jj 12:53:01.59 Settings Auto-Numbering l‘/ System setti
\,‘J 13:53:01.59 Settings Cutlook Synchr.. l‘/ System setti
\,‘J 13:53:01.59 Settings Customization l‘/ System setti
@ 13:52:58.90 Relationship Ro... Relationship Ro... l‘/ Contains al
.\;;‘-J 13:52:58.88 Client Extensions ISV Config l,/ An XML doc
g 13:52:58.57 Chart systemuser = Entity that : =
4 »

Pagel b

—
Download Log Fiee | { Publish All Customizations } | giose

H100% -

Microsoft Dynamics CRM Server 2013/2015 Customization

Customization steps for Dynamic CRM 2013/2015 are same as Dynamics CRM 2011
customization.
Simply follow the steps provided for Dynamics CRM 2011 except that in step 4, need to pick the

respective customization.zip from Dynamics CRM 2013/2015 customization folders.

Microsoft Dynamics CRM Server Callout
(Phonebook Synchronizer)

Real-time Synchronizer
This procedure is only required if you wish to synchronize Microsoft Dynamics CRM account and

contact entities to Avaya Call Center Elite Multichannel Contact Database.
Some major benefits of synchronization:

e You can use the Directory plugin to search and open Microsoft Dynamics CRM accounts
and contacts.

e Smart SQL searching procedures built into Avaya Call Center Elite Multichannel allow
searches to correctly find matches even when phone numbers are stored in human friendly
format e.g. + 64 (9) 4770500. When searching Microsoft Dynamics CRM Webservices
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directly, the phone numbers in Microsoft Dynamics CRM must be stored exactly as the ANI

(or at least containing) of an incoming work item.
Configuration:

1. Copy all files from [DVD\Utilities\Microsoft Dynamics CRM Server Customizations\Realtime

Phonebook Synchronizer] to the assembly folder.

The default installation folder is [C:\Program Files\Microsoft Dynamics
CRM\Server\bin\assembly].

N

Check the identity 1S uses to run Microsoft Dynamics CRM and grant write permission to the
assembly folder. This is to allow the Realtime Synchronizer to be able to create log files.

q’EInternet Information Services (I1S) Manager M=

@ 'S [ ) v ELITE » Application Pocls | & @ -

Fil=  Wiew Help

— @1 Application Pools _
@- | | | .8 g P L=y Add Application Poal...
%5 Start Page icati
E"g ELITE d BL &R administrator) This page lets you view and manage the list of application pools on the server, Application pools are associated with Set Appieati R

worker processes, contain one or more applications, and provide isolation among different applications. icati
H Application Pools P ! PR ! P q PP Application Pool Tasks

Sites Filter: - Go - n:;“ Show All | Group byt Mo Grouping - P Stark

- Microsaft Dynarics CRM Mamne | status [ .MET Fram... I Managed ... | 1dentit | applications B stop
t::?ASP.NET w40 Started  w4.0 Integrated  ApplicationPoolldentity O = Recycle...
P.MET w4.0 Classic Starked w40 Class!c ApplicationPoolldentity 0 Edit Application Pool
MET AppPool Started  wZ2.0 Classic £ o
P D Basic Settings...
oymetServiceAppPool Started Classic 1 Recyeling. ..
é:?DeFauItAppPool Started Integrated  ApplicationPoolldentity 0 Advanced Settings. ..
Rename
K Remove

Yiew Applications
i@' Help

Online Help

Ready ei:i
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., assembly Properties
' Generall Sharing Security I Previous Versions | Customizel
Obiect name:  C:\Program Files\Microzaft Dynamics CRM\Server

Group or user names:

52 SYSTEM
# ‘_TWDHK SERVICE

B2, Adrministrators (ELITE \Administratars]

To change pemiszions. click Edit.

Pemizsions for MNETWORE.
SERVICE

Modify

Read & execute

List folder contents

ead
“Wiite

Special permizzions
For special permizzions or advanced settings, Advanced |
click Advanced. =

Learn about access control and permizsions

kK | Cancel | Apply |

3. Modify the Database connection string found in the [ASMSCRMPhonebookSynchronizer.ini]
configuration file (refer to Configuration chapter below), then restart 1IS with ISRESET
command.

MS CRM Gui Plug-in

MS CRM Gui Plug-in is installed as part of Call Center Elite Multichannel Desktop. You can enable
the MS CRM Gui Plug-in by uncommenting the Microsoft Dynamics CRM section, that is, by
deleting semicolon to uncomment line from ASGUIHost.ini file.

MS CRM Svc Plug-in

MS CRM Svc Plug-in is installed as part of Preview Contact Media Store. Simply enable the MS
CRM Svc Plug-in by uncommenting the Microsoft Dynamics CRM section, that is, by deleting
semicolon to uncomment line from ASPreviewContactMediaStore.ini file.

Create a Program via Control Panel which will be used exclusively for routing Microsoft Dynamics

CRM activities. Add a Customized Configuration ‘Work Item Type’. Set this value to be above 100.

This will allow Microsoft Dynamics CRM activities to be correctly identified and handled by the MS
CRM Gui Plugin when delivered to EMC Desktop.
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Lk CC Elite Multichannel Control Panel =]

ile  Tools Help

Insert variables -~ | [ @

: Control Panel v Summary/]/-& Edit Program] kX

CC Elite Multicharnel = =
D atabase Management

=58 Media Stare Databasze =3 ] MSCRM

E-58 emoi3z

b AutoTestAWork Code
"% Canned Messages
[+ Advanced wWork Code r—Program

-8 Programs Program 1D: |21 73aa11-39bb-4aad-bebf-7c1 ad5adede

3

CiC Elite MultichanneliDatabase Managemenfibdedia Stare Databaszelemer32\ProgramsikS CRIM

Mame: IMSCHM

[y Preview Contact Media Store
[] Auto Contact

Used by:

-2 Schedules -
#-48 Contact Database Description: I
Alarms dnd Motifications

- Commurication Managsr Prompt:

]--% Communicator Gateways I
:I--w:"’., AOLICA Messenger G atewaps
™ License Directors

H- Ty SMS Gateways

-2y MSN Messenger Gateways CC Elite Configuration ]/CC Elits Outbound/]/l:ustomized Configuration ]
%oy Preview Comtact Media Stores Ky | Walue | Topic

-8 Email Media Stares
]@ A5 Task Directar
- Web Chat Gateways
b8 #ML Servers

- M Media Directors

B PP Gatony -] -

o Ko i Y KA 1

Service level seconds: ID

o O O e e O O e O e O O e O e O O e e B
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Chapter 2. Configuration

Microsoft Dynamics CRM Phonebook Synchronizer

Locate the file 'ASMSCRMPhonebookSynchronizer.ini' in the [C:\Program Files\Microsoft Dynamics
CRM\Server\bin\assembly] folder of your Microsoft Dynamics CRM server.

Name Default Value Description

AS Contact Data Source=yourservername;lnitial EMC ASContact SQL Database
Database Catalog=ASContact;User Connection String

Connection Id=ASContact;Password=CCEUser0;

String

MS CRM Gui Plug-in

Locate the file '"ASGUIHost.in' in the [C:\Program Files\Avaya\Avaya Aura CC Elite
Multichannel\Desktop\CC Elite Multichannel Desktop] folder of your Call Center Elite Multichannel
desktop. Uncomment lines by removing semi colons.

Name Default Value Description
Assembly File ASMSCRMGuiPlugin.dll Specifies assembly file name of this
Name plugin.

Enable Error True Enable Microsoft Dynamics CRM
Logging Plugin logging.
Microsoft http://yourservername:5555 Computername of the Microsoft

Dynamics CRM
Server Name

Dynamics CRM Server.

Microsoft
Dynamics CRM
Organization
Name

YourOrganizationName

Organization name of the Microsoft
Dynamics CRM Server.

Microsoft
Dynamics CRM
Organization
Service URL

http://yourservername:5555/
YourOrganizationName/
XRMServices/2011/Organization.sv
c

URL of the Microsoft Dynamics CRM
OrganizationService.

Microsoft
Dynamics CRM

DiscoveryService

URL

http://yourservername:5555/
xrmservices/2011/discovery.svc

URL of the Microsoft Dynamics CRM
Discoveryservice.
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http://yourservername:5555/%20YourOrganizationName/%20XRMServices/2011/Organization.svc
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http://yourservername:5555/%20xrmservices/2011/discovery.svc

Name Default Value Description

Microsoft True Login to Microsoft Dynamics CRM

Dynamics CRM Webservices using the same username

Login Use Default and password already used to login to

Credentials windows. Or specifically enter user
details.

Microsoft Username to login to Microsoft

Dynamics CRM Dynamics CRM Webservices.

Login User Name

Microsoft Password to login to Microsoft

Dynamics CRM Dynamics CRM Webservices

Login User

Password

Microsoft Windows Domain of the Microsoft

Dynamics CRM Dynamics CRM Server.

Domain Name

Microsoft loader.aspx First Microsoft Dynamics CRM page

Dynamics CRM launched in a tab when EMC Desktop

Start Page starts.

Inbound Contact 1 Action to take when inbound work

Identification items arrive. O=Disable, 1=Lookup
Contact Database, 2=Lookup Microsoft
Dynamics CRM Directly.

Inbound Email True Enable inbound identification for Email

Enabled channel.

Inbound Preview  True Enable inbound identification for

Contact Enabled Preview Contact channel.

Inbound Simple True Enable inbound identification for

Messaging SimpleMessaging channel.

Enabled

Inbound Voice True Enable inbound identification for Voice

Enabled channel.

Contact Database 2 Action to take when no matches were

Lookup No Match found. 0=Do Nothing, 1=Pop New

Action Account, 2=Pop New Contact.

Contact Database 1 Action to take when a single match is

Lookup Single found. 0=Do Nothing, 1=Pop Match.

Match Action

1 Action to take when multiple matches

Contact Database
Lookup Multiple
Match Action

were found. 0=Do Nothing, 1=Prompt
User To Select, 2=Pop All Matches.
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Name Default Value Description

Microsoft telephonel,telephone2,emailaddres Comma delimited list of Microsoft
Dynamics CRM sl Dynamics CRM Account fields to
Account Lookup include in the Lookup.

Fields

Microsoft 2 Action to take when no matches were
Dynamics CRM found. 0=Do Nothing, 1=Pop New
Account Lookup Account, 2=Pop New Contact.

No Match Action

Microsoft 1 Action to take when a single match is
Dynamics CRM found. 0=Do Nothing, 1=Pop Match.
Account Lookup

Single Match

Action

Microsoft 1 Action to take when multiple matches

Dynamics CRM
Account Lookup
Multiple Match
Action

were found. 0=Do Nothing, 1=Prompt
User To Select, 2=Pop All Matches.

Microsoft
Dynamics CRM
Contact Lookup
Fields

telephonel,telephone2,mobilephone

,emailaddressi

Comma delimited list of Microsoft
Dynamics CRM Contact fields to
include in the Lookup.

Microsoft 2 Action to take when no matches were
Dynamics CRM found. 0=Do Nothing, 1=Pop New
Contact Lookup Account, 2=Pop New Contact.

No Match Action

Microsoft 1 Action to take when a single match is
Dynamics CRM found. 0=Do Nothing, 1=Pop Match.
Contact Lookup

Single Match

Action

Microsoft 1 Action to take when multiple matches

Dynamics CRM
Contact Lookup
Multiple Match
Action

were found. 0=Do Nothing, 1=Prompt
User To Select, 2=Pop All Matches.

MS CRM Svc Plug-in

Locate the file '"ASPreviewContactMediaStore.ini' in the [C:\Program Files\Avaya\Avaya Aura CC
Elite Multichannel\Server\Media Stores\Preview Contact Media Store] folder of your Call Center
Elite Multichannel server. Uncomment lines by removing semi colons.

Name

Default Value

Description
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Name Default Value Description

Assembly File ASMSCRMSvcPlugin.dll Specifies assembly file name of this
Name plugin.

Enable Error True Enable MS CRM Plugin logging.
Logging

MS CRM Login Username to login to Microsoft
User Name Dynamics CRM Webservices.

MS CRM Login Password to login to Microsoft

User Password

MS CRM
Domain Name

Dynamics CRM Webservices

Windows Domain of the Microsoft
Dynamics CRM Server.

Microsoft
Dynamics CRM
Organization

http://yourservername:5555/
YourOrganizationName/
XRMServices/2011/Organization.svc

URL of the Microsoft Dynamics CRM
OrganizationService.

Service URL

Microsoft http://yourservername:5555/ URL of the Microsoft Dynamics CRM
Dynamics CRM  xrmservices/2011/discovery.svc Discoveryservice.

Discovery

Service URL

MS CRM YourOrganizationName Organization name of the Microsoft

Organization
Name

Dynamics CRM Server.

MS CRM Web 300 Reconnect interval in seconds when
Service connection/access to Microsoft
Reconnect Dynamics CRM Web Service has
Interval failed.

MS CRM Public  MSCRMPublicQueueName:EMCPre Comma then colon separated list of
Queues viewContactProgramid, Microsoft Dynamics CRM public

Workflowed Via
EMC

MSCRMPublicQueueName:EMCPre
viewContactProgramld

gueues and Call Center Elite
Multichannel Programids.
MSCRMPublicQueueName is the
Queue name as defined in Microsoft
Dynamics CRM.
EMCPreviewContactProgramld can be
found in the Media Store
Database\ServerName\Programs\Progr
am sub node in EMC Control Panel.
Place this GUID after the colon for the
specified queue.

MS CRM Public 300 Polling interval of Microsoft Dynamics
Queues Check CRM public queues, in seconds.
Interval

Service Restart 300

This configuration is required for

Microsoft Dynamics CRM Integration Implementation Guide
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Name Default Value Description

Synchronization situations where the Preview Contact

Wait Interval Media Store had to restart with
Microsoft Dynamics CRM work items
already created and yet to be cleared.

By allowing the MS CRM Svc Plugin to
wait during this interval on startup, it
can recalibrate based on events from
the Preview Contact Media Store the
previous Microsoft Dynamics CRM
work items that are remaining.

Note: You must set Media Director
gueue parameter "Maximum Queued
Work Items" to a size larger than the
remaining work items in the database.
Recommended setting would be more
than 100 by default or even larger as
this only affects Media Director.
Remember there is a separate
parameter called “Maximum Queued
Phantom Calls”. This affects ACM and
AES licensing.

Note 1: If you are intending to change the port number after the fact, refer to the knowledgebase
article: How to update the Microsoft Dynamics CRM Web site port after you install Microsoft
Dynamics CRM 4.0/2011 (http://support.microsoft.com/kb/947423).

Note 2: The default port number for new websites with Microsoft Dynamics CRM installation is 5555
but this can be changed during the installation for Microsoft Dynamics CRM. Refer to Network ports
used for Microsoft Dynamics CRM 4.0/2011

(http://rc.crm.dynamics.com/rc/regcont/en _us/op/articles/crmports.aspx) that contains useful
information for configuring your network. There is also a Microsoft Dynamics CRM implementation
guide at http://go.microsoft.com/fwlink/?LinkID=104413.

Note 3: Ensure that yourservername is a fully qualified name if Microsoft Dynamics CRM is located
on a different domain.

Note 4: If specifying login user name as domain name\user name causes the application to fail to
connect, try using user name without the domain name\ value.
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Chapter 3: Files

Microsoft Dynamics CRM Server ISV Customization

Files

File

Version

Description

customizations.zip

NA

A zip file which contains three XML files
[Content_Types].xml, solution.xml and
customizations.xml.

These configuration files which add telephony dial
buttons to the following Microsoft Dynamics CRM
entities for Microsoft Dynamics CRM 2011.

e account

e contact

e campaignresponse
e invoice

e lead

e phonecall

e (uote

e salesorder

e systemuser

AvayaMSCRMt.gif

NA

e Background picture of the web page which
opens when you make an outbound call
from Microsoft Dynamics CRM web pages.

ico_16_137.gif

NA

A phone icon which is used in the Toolbars of
Microsoft Dynamics CRM to represent outbound
dial functionality.

addressl _telephonel.htm

NA

HTML file which is triggered when an outbound call
is made to using the address1_telephonel field.

addressl_telephone2.htm

NA

HTML file which is triggered when an outbound call
is made to using the address1_telephone?2 field.

billto_telephone.htm

NA

HTML file which is triggered when an outbound call
is made to using the billto_telephone field.

homephone.htm

NA

HTML file which is triggered when an outbound call
is made to using the homephone field.

mobilephone.htm

NA

HTML file which is triggered when an outbound call
is made to using the mobilephone field.
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File Version Description

phonenumber.htm NA HTML file which is triggered when an outbound call
is made to using the phonenumber field.

shipto_telephone.htm NA HTML file which is triggered when an outbound call
is made to using the shipto _telephone?2 field.

telephonel.htm NA HTML file which is triggered when an outbound call
is made to using the telephonel field.

telephone2.htm NA HTML file which is triggered when an outbound call
is made to using the telephone2 field.

telephone.htm NA HTML file which is triggered when an outbound call
is made to using the telephone field.

*File dates represent last

modified.

Microsoft Dynamics CRM Server Callout (Phonebook

Synchronizer) Files

File

Version

Description

callout.config.xml

NA

XML configuration file which adds assembly
ASMSCRMPhonebookSyncrhonzer.dll to
be triggered when changes to occur the to
the following Microsoft Dynamics CRM
entities.

e account
e contact

ASMSCRMPhonebookSynchronizer.dll

6.4.0.0

Main Microsoft Dynamics CRM Call-out
assembly file. This assembly is response
for sending real-time updates to EMC
Contact Database.

ASMSCRMPhonebookSynchronizer.ini

NA

Configuration file for
ASMSCRMPhonebookSynchronizer.dll.
Required configuration is the EMC Contact
Database Connection String.

AS Contact Database Connection String =
Data Source=ohtlt;Initial
Catalog=ASContact;User
Id=ASContact;Password=CCEUser0;
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MS CRM Gui Plugin Files

File Version Description
ASMSCRMGuiPlugin.dll 6.4.0.0 Main EMC Desktop plug-in assembly file.
ASMSCRMGuIiPIugin.XmlSerializers.dll | 6.4.0.0 The XML serialization assembly for

ASMSCRMGuiPlugin.dll. It can improve the
performance of clients that use XML Web
service proxies to communicate with
servers because the serialization process
will not incur a performance hit when the
type is loaded the first time.

WindowsMessageRelayer.exe 6.4.0.0 Required for the MS CRM Plugin to receive
windows messages to make outbound calls.
The WindowsMessageRelayer.exe is
triggered by clicking dial buttons within
Microsoft Dynamics CRM web pages.

The following registry entries are required
for this file to be triggered from Microsoft
Dynamics CRM web pages.

e [HKEY_CLASSES_ROOT\ASTelep
hony]

o @="URL:Agile Software Telephony
Protocol"

¢ "URL Protocol"=""

e [HKEY_CLASSES_ROOT\ASTelep
hony\shell]

e @="open"

e [HKEY_CLASSES_ROOT\ASTelep
hony\shell\open]

. @="

e [HKEY_CLASSES_ROOT\ASTelep
hony\shell\open\command]

o @="\"C:\\Program
Files\\Avaya\\Avaya Aura CC Elite
Multichannel\\Desktop\\CC Elite

Multichannel
Desktop\\WindowsMessageRelayer.
exe\" %1"

*File dates represent last modified.

MS CRM Svc Plugin Files

File Version Description
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File

Version Description

ASMSCRMSvcPlugin.dll

6.4.0.0 Main EMC Preview Contact Media Store
plug-in assemblyfile.

ASMSCRMSvcPlugin. XmlSerializers.dll | 5.4.0.0 The XML serialization assembly for

ASMSCRMSvcPlugin.dll. It can improve
the performance of clients that use XML
Web service proxies to communicate with
servers because the serialization process
will not incur a performance hit when the
type is loaded the first time.

*File dates represent last modified.
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Chapter 4. Operation

Make Call from Microsoft Dynamics CRM

To make a call from Microsoft Dynamics CRM, Just press the Dial Button (Dial
Main/Other/Mobile/Business/Office) on the CRM Ribbon. This will create an outbound work item in
EMC Desktop and dial the number.

Al Microsoft Dynamics CRM sathiesh Serlab @
—
Contact Add Customize CRMI11 o
 —— |
u I gy save & New % g l\.E,]Sharmrgv @ .=:| % Pl Fad o
154 Deactivate C@Copya Link &B r —
Save Save & Add to Marketmg Connect A55|gn i Run Start Run Dial Dial Dial
Close >( Delete Ij E-mail a Link  Workflow Dialog Report« |(Business) (Home) (Mobile)
Save Collaborate Process Data EMC Group
Information §=| Contact Contacts R 3R
S -
General Bala Krish
[EEETE E-mail Preferred Method of Contact Chwner
y A it -
Motes & Activities Any s sathiesh Serlab
Preferences
e
e -~ General
A ETTTET - Salutation Wi Business Phone -01 44 4101 1234
=] More Addresses First Name * Bala Home Phane |
‘“;';]’ Activities Middle M Muobile Ph
(b Closed Activities iddle HName obile Phone 019865 846717
[ sub-Contacts Last Name * Krish Fax
& Relationships i

When an agent dials from an entity which does not have a phone number, then the EMC Desktop
will display an error message “There was no number to dial” in its status bar.
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5

CC Elite Multichannel Desktop

o —

T o ]

File Edit Tools  Email

# AutoText - | =] Work Code -

sgeidusay | seon woar yiom

: Wallboard

User

@G- @ -1

Voice

Help
PR SR ]

3 -

|H@|%

w8~ 8,0 % 8, | P D

- -

B -0 - |- & -

Agent name:

Agent state: Logged out  Agent work mode: Logged out  Agent talk state: Idle

e

iil Microsoft Dynamics CRM

- d b

- - - e — - sathiesh Seriab @
Contacts | View  Charts 2 httpi//172.16.5.80:5555/7etc=2&extraqs=%3f gridType%s3d2%26etc33d2%26id%3d%257b2014BADF-502C-E41 - Windows Int... L=/ =) M CAMLL &
» ] Activate 44 Microsoft Dynamics CRM sathiesh Seriab &
== %o 8 Deactivate vj Contact | Add  Customize CRMIL &
New  Edit Merge savean ) .
X Delete . Di I I I ! ave & New ﬁ @. Eg {2l Sharing + @ a o V-1
Records 54 Deactivate (5% Copya Link e
Save Save & Add to Marketing Connect Assign _ Run  Stat  Run Dial  Dial  Dial
Workplace | 3} | B Close X Delete List - @ Emailalink  Warkflow Dialog Report. (Business) (Home) (Mabile)
g i Save Collaborate Process Data EMC Group
£ Duplicate Detection
florae
& cueues itormaton Cortac s~ 2]
[ articles rem— Bala Krish ifom views
2] Repaorts et licate Detection
. 3 E-mail Preferred Method of Contact Owner
(= Announcements Ovenvie - ntact:
i SeaGidie Any £ sathiesh Serlab
4 Customers Preferences
(Zr Accounts S 2
& Contacts e ~ General
) ) 2l <
# Common Salutation il Business Phone 9144 4101 1234 Bl <
|=] More Addresses First Mame * Bala Home Phone il
5 sales E] o
Activities e
[% Marketing [& Closed Activities CICT=lEm Mabile Phane ~919865 846717 -;
i [ sub-Contacts Last Name * Krish ax) g
B service &8 Relationships =] 4
= ] hal (13
El setti B Connedti .
& setings [ pp—— [] [Bt W 4 Page1 b || 2
i Resource Center All w100% v v w vz ||F

[ Presence [ ristory | (&2 Directory |

[someapnuwo | seion vorsses |

[There was no number to dial. ]

85 Agent:00:00:14 | |

eady | 53460007 | 8, SathieshAgent2 (63006) <Auto-In> | @

Dial from Account

Dial Main Phone

Dial Other phone
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2 http://172.16.5.80:5555/ 7etc=18extrags

L.Z_] More Addresses
[Z Activities

[& Closed Activities
Eﬁ Sub-Accounts
L;ﬁ Contacts

& Relationships
@] Connections
'-,33 Documents

¥ Audit History

4 Sales
ﬁ Opportunities LI

La) Quotes

Account Mame *
Primary Contact
Account Number
Parent Account
E-mail

Address
Address Type

Address Name

EMCI1 1

Sathiesh R @

Q

sathieshkumar.r@servion.com

Main Phone
Other Phone
Fax

Web Site

City

State/Province

44 Microsoft Dynamics CRM sathiesh Seriab ©
Account | Add Customize CRM11 &
%Sa\re & Mew | oA Sharing » 2 E o o
: - : E .
z;ﬁ Deactivate ﬁﬁ Copy a Link
Save Save & Add to Marketing Connect Assign Run Start Run Dial Dial
Close )( Delete List - IE E-mail a Link Workflow Dialog Report- [Main} [Other)
Save Collaborate Process Data EMC Group
|| Information '! ~y Account | Accounts v || ¥
| General EMC1 1_1
[P Primary Contact Preferred Method of Contact Owner
SETEGE |85 sathiesh R Any s sathiesh Serlab
Motes & Activities
Preferences Credit Limit Annual Revenue
Related =
.| | ™ General
4 Common -l

+91 9865846717

+9144 6105 4154

-]

Orders |Z|

Status

#100% ~

Dial from Contact

e Dial Business Phone

e Dial Home Phone
e Dial Mobile Phone
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(= httpy//172.16.5.80:5555/ 7etc=28extrags="%3f_gridType' Getc?ald29626id%3d%257b2014BADF-502C-E41 - Windows Inte... Eni

441 Microsoft Dynamics CRM sathiesh Seriab @'
Contact | Add Customize CRMILL &
I I I ! Iy save & new ﬁ @ |§ § Sharing - O . g o o o
aﬁ Deactivate ﬁﬁ Copy a Link
Save Save & Add to Marketlng Connect Assign un Start Run Dia Dia
Close )( Delete ﬁ E-mail a Link Worlcﬂow Dialog Report~ tBusmess] tHome] [Moblle]
Save Collaborate Process Data EMC Group
|| Information m Contact | Contacts v i | ¥ |
General Bala Krish
[ |
EEETE o E-mail Preferred Method of Contact Owner
[Aizfis & HEr T Any £ sathiesh Serlab
Preferences
FY
. ~ General
 Common Salutation Mr Business Phone =01 44 4101 1234
b Sales First Mame * Eala Home Phone =01 44410 11000
[ Service Middle Name Mabile Phone +0919865 846717
b Marketing Last Name * Krish Fax
I Processes Job Title E-mail
Parent Customer &= E
Status Active
#100%
L n e N e— _— .

Dial from CampaignResponse

Dial Phone
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44 Microsoft Dynamics CRM sathiesh Serlab @
- Campaign Response Customize CRM11 o
l I G save & New g t] ‘g @ E = =1 fAsharing + a P
X Delete P’ ¥ Copy a Link
Save Save & Attach  Add Convert Campaign Copﬂv Campaign Close Campaign Addto Queue ltem Assign Run Start Run Dial
Close File Mote Response esponse Response Queue Details ﬁ E-mail a Link Workflow Dialog Report« (Phone)
Save Include Actions Collaborate Process Data EMC Group
Information Campaign Response n
I t e Intrested in Service
(| Motes e
[l R Intrested in Service i -
- Campaign Response I
|| Related = T
Parent Campaign* | [ Sales Campaign 3 Response Code Interested -
| + common P ti Cod
il & Audit History remetian Lode 10001
1| 4 processes Subject * Intrested in Service
(| @. ‘Workflows l:‘
i Dialog Sessions
B
i
| ]
I Owner * sathiesh Serlab =) Priority Normal -
I Received From Existing Customer
i
| Customer ﬂ
| Received From New Customer
(| Company Name Phone 554155
i
I Last Mame E-Mail
H . -
Status Open
I H100% -

Dial from Invoice

¢ Dial Bill-to Phone
e Dial Ship-to Phone
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= httpi//172.16.5.80:5555/ 7o 1= 10008 extrac oridTypedead1090% 2bete% 3d lon e S|

44| Microsoft Dynamics CRM sathiesh Serlab @

‘ Invoice Add Customize CRM11 o

I I %Sa\re & New CanceIIn\roice 25 Lock Pricing @ | il Sharing - @ Q o Fad
X Delete Recalculate ! Look Up Address [§7 Copy a Link Lk

Save Save & Invaice Connect Assign Run Start Run Dial SBiII Dial [Ship
Close Paid k.‘; Get Produds - @ E-mail a Link Workflow Dialog Report- to ta)
Save Actions Collaborate Process Data EMC Group
| Information Invoice Invoices v|#|#|
| | General Invoice for Services
| Shipping
-
Addresses ~ General
Administration . .
Notes Invoice ID INV-01000-HON2PS
Name * Invoice for Services
Related —_
I Customer * Bala Shan = Currency * &4 ys pollar o]
4 Common
E:F Products Price List = Mobiles e}
|85 Other Contacts Totals
[Z Activities
Detail Amount Ig-j,-j-j Prices Locked * B

[ Closed Activities
@] Connections Invoice Discount (%) 10,00
|4 Audit History

Invoice Discount Iszo,oo
4 Processes .
@ e — Pre-Freight Amount |s -20.00
Dialog Sessions Freight Amount |515.00
Total Tax lennn E
Status Active
#100% v
i} _ _ _f

Dial from Lead

¢ Dial Business Phone
¢ Dial Home Phone
e Dial Mobile Phone
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@ hitp://172.16.5.80:5555/7etc=48&extraq Betc?3d4%626id%3d%257b2CO8CC2T-
e —
44 Microsoft Dynamics CRM sathiesh Seriab &
Lead Add Customize CRM1L &
| I %Save&l‘de’w % @ oA Sharing + Q Pl Pl Pad
X Delete ﬁﬁ Copy a Link -
Save  Save & Qualify Addto Marketmg Connect Assign Run Start Run Dia
Close lﬁ E-mail a Link Workflow Dialog Report~ [Busmess] [Home] [Moblle]
Save Actions Collaborate Process Data EMC Group
|| Information Lead | Leads v| ir | + |
| F General Bala Shan
Bl Lead Source Rating Cwner
Motes & Activities = g
Warm w sathiesh Serlab
Preferences -
-
e ~ General
. -
4 Common Topic Interested in Product
[% Activities Salutation Business Phone =91 44 5108 1000
| [t Closed Activities S Home P
Connections = aE Bala ome Phane ~91 44 4108 1000
1133 Documents Last Mame * Shan Mabile Phone +01 985804 17345
¥ Audit History
Jaob Title Fax N
[ Marketing
Company Mame * Servion Other Phone
[+ Processes
Web Site Pager
Ll
E-mail [~]
Status Open
b - _ - _—

Dial from PhoneCall

e Dial Phone
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4l Microsoft Dynamics CRM sathiesh Seriab '@

- Phone Call Customize CRMI11 &
I B I I %Savs&Ne‘w g t:' 1 @Tn Case @ E @ 3 all Sharing ~
X Delete . & = 5% Copy a Link

| -
(7 Promote to Respanse
Mark Save Save & Attach  Add Close Phone To Connect Addto Queueltem Assign Run art Run Dial (Phone
Complete Close File Note call Opportunity - Queue  Details IE E-mail a Link Workflow Dialog Report Number)
Save Include Actions Convert Activity Collabaorate Process Data EMC Group
Information [&] Phone cal Phane Calls (¢
t Phane Call ~ Product enquiry
I Motes =i
~ Phone Call =
Related
Sender sathiesh Serlab =] Phone Number -9l 44 41011234
4 Common
(&) connections Recipient = Direction  Incoming ™ Qutgoing
Audit Histo
I =] i Subject ™ Product enquiry
4 Processes
@ﬁ. Waorkflows |:|
Dialog Sessions
I
Regarding m
Owner * sathiesh Serlab =
Duration 30 minutes [w]  Priority HNormal -
Due =T ™|
Category Sub-Category
Activity Status Open
0% -
= = = = = = = = =

Dial from Quote

¢ Dial Bill-to Phone
e Dial Ship-to Phone

Microsoft Dynamics CRM Integration Implementation Guide

Comments? infodev@avaya.com



mailto:infodev@avaya.com

L e e - o e et -

441 Microsoft Dynamics CRM
Quote Add Customize

sathiesh Serlab
CRMI11

HRS 98 @ & B3:833 o8- ¢

@
a

Detail Amount

Quote Discount (%)

Quote Discount |515.00

Pre-Freight Amount |s 15.00

Freight Amount Islu.uu

Total Tax Ig 0.00

Total Amount

Save Save & Look Up Recalculate Get Print Quote for Create Activate Revise Close Connect Assign Run Start Run Dial 5Bi\l Dial (Ship
Close Address Products Customer Order Quote Quote - ﬁ E-mail a Link Workflow Dialog Report- to) tao)
Save Actions Collaborate Process Data EMC Group
Information L, Quote Quotes ~[#]%]
e James Bond -
Shipping e
-
Addresses ~ General —
Administration
Notes Quote ID* Revision 1D * |\
Name * James Bond
Related
Potential Customer® [} Epmcit 1 = Currency * &f ys Dollar =
> Common
Price List * [i= mobiles =]
‘ [> Processes
Totals

=

Status Draft

#100%

<

Dial from SystemUser

e Dial Main Phone
e Dial Other Phone
e Dial Home Phone
e Dial Mobile Phone
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- e —————— _"
{2 hitp//172.16.5.80:5555/7etc=BBiextraqs=%3f_grid Type%3d8%26etc%3d83626id%3d%257bC023B819-FBFC-E31 - Windows Intemnet Explnne“ HE
| 44l Microsoft Dynamics CRM sathiesh Serlab (7]
User | Customize CRMLL o i
T

- a . . o _
u I % Save & New % % .:é Reassign Records ™5 Change Business Unit % —'?é‘ 1=d Sharing - @ @ % Pad Fad Fad Pad
& Disable & ¢ ﬁ Manage Roles ﬁ Change Manager @ Copy a Link =g =
Save Save & Agpro\te Reject Connect Send Direct Run Start Run Dial Dial Dial Dial
Close -mail  E-mail gaJoin Teams - E-mail E’ E-mail aLink Workflow Dialog Report~ (Main} (Other) (Home] (Mobile)
Save Actions Collaborate Process Data EMC Group
Information E& ‘ User Users MR IR S
I: General ~ karthik S
Addresses
/. The information provided in this form is vi by the entire |
Related -
v General
4 Common
Account Information
@ Teams
&7 security Roles User Name * SERLAB'karthik
2& Field Security Profiles .
£ User Information
v] Quotas
:ﬁ ‘Work Hours First Mame * karthik Main Phone ~91 44 34501234
IE] Connections "
ﬂ Audt History Last Name s Other Phone
4 Service Title Home Phone
g Semvices Primary E-mail Mobile Phone
Resource Groups
E-mail 2 Preferred Phone Main Phone A
4 Processes
@ WorkFlows Maobile Alert E-mail Pager
|=] pialog sessions Fax -
Status Enabled
H100% -

All make call option discussed above will applicable for Dynamics CRM 2013/2015. The call buttons
in dynamics CRM 2013/2015 will be displayed under “MORE COMMANDS” ellipsis (...) button.

v~

e I>)|j| http://172.16.5.80:5555/ O ~ & || Aig Account: EMC Dev - Micros... ‘ ‘

| SALES v  Accounts |« EMCDev | v

&3 CONNECT | ~

4+ NEW  [§ DEACTIVATE

[ ADD TO MARKETING LIST él'a ASSIGN

ACCOUNT

EMC Dev

Annual Revenue

“a Adb
@

wes al

MORE COMMANDS

No. of Employees Owner™
= sathiesh La:

Summary ~
ACCOUNT INFORMATION ACTIVITIES
Account Name * EMC Dev All - | Add Phone Call  AddTask s
Phone 020 4101 8303
Fax - You must enter a description
Website - v
Active A
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An example of make call option in Dynamics CRM 2013/2015 is shown below.

[ = | G [ |
@ ﬂ[h http://172.16.5.80:5555/ O ~ & || Aig User: Durga M - Microsoft ... | | mﬂ m {’I'\L} ‘i‘? {-:}
Ay . SETTINGS v  Administration  Durga M | v
Bl savE & NEW (8] DISABLE =+ NEW *"_E.-CC-"NEC_ v &, APPROVE EMAIL | === Joooal
=& Change Business Unit
~
USER &% Change Manager
Dur—ga M =P Open Mailbox
A Send Direct Email
@ Email a Link
The information provided in this form is viewable by the entire organization. 1 Follow

USER INFORMATION We didn't find any posts ";?. Run Worlflow -

Full Name ™ Durga M ] start Dialog

Title - &% Dial (Main)

Primary Email -- &5 Dial (Other)

Maobile Phone 9000000001 )
&5 Dial (Home)

Main Phone 4154

Status Enabled &5 Dial (Mobile)

Form Editor v H

Inbound Contact Identification
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oprions x|

Microzaft Dynamics CRM Connector | Plesencel Session Notesl Simple MessaLI_’I
i Inbound Contact Identification
' ASContact database

" Microzoft Dynamics CRM dirsctly

(' Disable, only use Rules

—Enable [dentification Channels
v Inbound emai
W Inbound preview contact
¥ Inbound simple messaging

¥ Inbound voice

IDJL]:IUAE-\{ llHT SAeUAg q;osu:u:u!w-\{ JJEJUD:)S'Q‘-\[ uonENIUBPT m

0K | LCancel | Spply |

The following options are available when inbound work items arrive.

e Lookup contact database

e Lookup Microsoft Dynamics CRM Webservices directly

e Disable built-in lookup features. EMC Desktop Rules are still available.
You can specifically enable or disable each media channel.

e Emall

e Preview Contact

e Simple Messaging

e \oice

Contact Database Search

In order to search the Contact Database, Microsoft Dynamics CRM accounts and contacts must be
synchronized. Refer to the Synchronization section for further details.

It is recommended to search on the Contact Database rather than directly searching Microsoft
Dynamics CRM Webservices for the following reasons.

e Smart SQL searching procedures strip out non-numerics on-the-fly to allow searches to
correctly find matches even when phone numbers are stored in human friendly format
e.g. +64 (9) 4770500. When searching Microsoft Dynamics CRM Webservices directly,
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the phone numbers in Microsoft Dynamics CRM must be stored exactly as the CLI (or at
least containing) of an incoming work item.

Performance benefits gained from searching SQL rather than Webservices can be

crucial.

You can use the Directory plugin to search and open Microsoft Dynamics CRM accounts

and contacts.

=k CC Elite Multichannel Control Panel

Eile

Control Panel

Tools  Help
Insert Yariables -

v a

B CCElite Multicharnel

= -E Databaze Management
E| 8 Contact Database

: -8 EMCRI2

| Eolumn Dlspla_l,l

&5 Eontacts

l ® Media Store Database

- l—g Alarmz And Motification:
B Commurication Manager
]--ﬂ, Communicator Gatewayps

- AOQLICD Messenger Gateways
Licenze Directars

SkS Gateways

MSM Messenger Gateways

i Preview Contact Media Stores
i Email Media Stores

A5 Taszk Director

Weh Chat Gatewaps

XML Servers

Media Directors

HMPP Gateway

Call Recorders

Yoice Media Stores

Wirtual Agents

@ Simple Messaging Media Stores

:%rom PO P Y e

- [O] x|

< summary

v P

Standard

CC Elite hultichannelDatabase ManagementiContact DatabaselEMCR321Colurmn DisplawviStandard

—General
Column dizplay 1D: |1 Column digplay name: IStandard
Dizplay field details:
Order | Mame | Displap Mame | Type |
1 Firsttame First Mame First Name
2 Lasth ame Last Mams Last Name
3 BuzinessPhone Buziness Yoice
4 MuobilePhone Muobile Woice
] HomePhone Home Woice
B BuzinessFax whork Fax Fax Mumber
7 Emailtddress Ermnail Ermnail

The columns to include in the search are determined by the ‘Type’ of the column in your Colum
Display List.

Email

Columns of Type Email are searched.

Preview Contact

All phone number column Types are searched.

Simple Messaging

If the customer identifier is an email, columns of Type Email are searched

If the customer identifier is a phone number, all phone number column Types are

[ ]
[ ]
searched.
Voice
[ ]

All phone number column Types are searched.
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Microsoft Dynamics CRM Webservice Search

optons x|

Microsoft Dynamics CRM Connector |F'resence| Session Nntesl Simple Messa 4 I ’I

—Look up Microzaft Dynamics CRM account

E telephoned j Add |

? telephone? I PopMewContact j
= telephone

o teritorycode . .

= terrtorycodename i ISIngle match action J
=) territomyid Foptatch =
7; teritoryiddec bl

L

fa Multiple match action

|

g IPrnmthserToSelect j
73/ r— Look up Microzaft Dynamice CRM contact

2

2| =] _pad]

,% Fields | Mo match action

..? emailaddrass1 I FopMewContact j
B mobilephone

2 telephaonel : .

7] telephone2 Single match action

g IF'opMatc:h ﬂ
4

A Multiple match action

§ IPrnmthserToSelect j
o0

ak. | Lancel | Apply |

The following options are available when searching Microsoft Dynamics CRM.
e Search Microsoft Dynamics CRM account
e Search Microsoft Dynamics CRM contact

The columns to include in the search are selected from a list of available Microsoft Dynamics CRM
attributes.

Screenpop Search Result

The following options are available when the search is complete.
¢ When no matches were found:

= Do nothing

=  Pop new account form

* Pop new contact form
¢ When a single match was found:

= Do nothing

=  Pop match
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¢ When multiple matches were found
= Do nothing
= Prompt user to select from a list of matches
= Pop all matches

The following illustrates a single match.

€C Elite Multichant [E=nros x|

File Edit ZIools Email User Voice Help

AutoText - | [E3 Work Code - |5~ G- | @ ~ | H | (4 @ Al - %4 % s | §

18-85 |BH S

: Wallboard

Agent name:  Agent state: Logged out  Agent work mode: Logged out  Agent talk state: Idle

- e -0 (B

il Microsoft Dynamics CRM %= Voice - [60007 | 4156] |

> d4b X

E
H
e
z
El
z
3
= 44| Microsoft Dynamics CRM sathiesh Serfab @'
H File Contact | Add  Customize CRMILL &
= - .
g l I Il save & Mew ﬁ @ ‘/g g sharing - @ @ g a e o
1S Ité 154 Deactivate =D [ copyalink d
<3 sae saea Add to Marketing Connect Assign _ Run  Stat  Run Dial  Dial Dial
il Close X Delete List 5 ‘G Emailalink Workflow Dislog Report~ (Business) {Home) (Mabile)
2
= save Coliaborate Process Data EMC Group
FE
=l E Information &= Contact Y
Z[|% [ General Karthik S
|2 Karthik 5
£ [Demals E-mail Preferred Method of Contact Owner
g [ Wotes & Adtities s35@avaya.com Any & sathiesh Serlab
& " Preferences
E3
a
Related ~ General
4 Commen N Salutation Business Phone 1%
[=] More Addresses First Name * Karthik Home Phane
) s Middle N Mobile Ph
(& Closed Activities 1ddie Hame obile Phone
1% Sub-Contacts Last Name * 3 (%3
@B Relationships - ol
2 .
1) connections b Title mail s35@avaya.com
2 Audit History Parent Customer [ EMct1 1 =]
4 Sales Address -
Cf oppertunities -
B Quotes - | status Active

oo | saan uossas |

[ Presence [l History [ Directory |

91 Agent02:3542 Worlc00:00:50 | | i Ready | 960007 | &, SathieshAgent2 (68006) <Auto-In> | @)

The following illustrates a multiple match list.
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File Edit Tools Email User VNoice Help

# AutoText ~ | [ED Work Code - &~ B~ |0 - | | (4 & o) o8 |50 -00 | & |EH @ |5 = |8 -|8.- 8 8, | D & |H

kL

Lab 6005 Lab Phaone

B- |-

IWaIIboard I ?

a

fiiil Microsoft Dynamics CRM /"% Voice - [60007 | 60005] | +d4bx |2

Possible Matches =

] emailaddress1 lastname firstname telephone 5
sathieshvp@g... |Lab215 EMC 60005 ?‘I

El

5

o

g

S]J0EJU0D T punog

[ age|duway H ([50009 | 20009] - 20104) sa30N Wa]p mm]

[Presence @ History ]Eﬂ Directory l

B2 Agent02:44:43 Work00:02:28 | g%y | il Ready | G60007 | 8, SathieshAgent2 (68006) <Auto-In>
— - -— — - =

L e— — E_
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Synchronization

You can synchronize all Microsoft Dynamics CRM accounts and contacts to Call Center Elite
Multichannel Contact Database by perform the following:

1.

a > w DN

Start Call Center Elite Multichannel Desktop.

Click Tools > Options.

On the Options dialog box, click the Microsoft Dynamics CRM Connector tab.
Click the Synchronization tab.

Click Synchronize now.

The system updates the contact details in the directory.

This process can take a long time depending on the number of records in Microsoft Dynamics
CRM. For example, this process can take 20 minutes to synchronize 70000 records.

Once all Microsoft Dynamics CRM accounts and Microsoft Dynamics CRM contacts have been
synchronized to EMC, further updates occur through the realtime phonebook synchronizer which is
installed on the Microsoft Dynamics CRM Server. This component updates the Contact Database
in realtime whenever a change in Microsoft Dynamics CRM accounts or Microsoft Dynamics CRM
contacts are triggered by Microsoft Dynamics CRM via the Call-out model.

If call-out does not work, the link http://support.microsoft.com/kb/933842 will assist with
troubleshooting.
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Directory

B, CC Elite Multichannel Desktop. [
File Edit Tools Email User Voice Help
AutoText - | [ Work Code - | 5~ Bh- - A BEH @ | e %-(8,-% 8, BH|H - e -0 5w

\:’\' -

% || watboard |

| _liil Microsoft Dynamics CRM

4 Microsoft Dynamics CRM T
Contacts  View  Charts  Add  Customize crvt B

ajejduay || saqon warsy

Workplace T =3 e
Contacts: My Active Contacts ~ [search for records o
4 My Work
5 Dashboards [ | Full Name E-mail Parent Customer Business Phone. | 2| <«
] AvayaInc 4155 a
(4 activities il
[ calendar [mfE] Bala Shan sathiesh2005@gmail.com 612 o
31 Imports 183 Divya 60002 60002 =
: =
43 Duplicate Detection & @ Diwyas 19 @avaya.com EMC11_1 4155 2
8
ey Queues ==} EMC Lab215 sathiesh.nvp@gmail.com  Servion_Lab 60005 51
% :md: (]84 Internet Explorer 10 5555 é-
eports
) []8s @ Karthiks s35@avaya.com EMCIL 1 4156 %
P [[]/8d Lab Phone Lab 6005 60005 a
: Direct Send email to —_
Phonebook search result: 30 record(s) returned. Cc email to
Bec email to
Business Home Mobile Email 4 Last name Rating n
. CIER N N =Py 6 Open Microsoft Dynorics CM | NN
£ 60005 sathiesh nvp@gml Associate with work item Lab215 100 a
€612 612 612 sathiesh2005@gm] Shan 100
8 4154 554154 €. Add contact R 100 2
Search Criteria: € Open contact
€ Delete contact
Search Taget Fields ; # o .
[Phene rumter o) (@ sewen] (@ m)pe g v
Presence |l History | & Directory 0 Conference U
& NewWorkltem ' |#2 Agent0249:56 | % | il Ready | 59 60007 | 8, SathieshAgent? (63006) <Auto-In> | @

Once contacts are synchronized to EMC, the Directory plug-in can be used to search and open
Microsoft Dynamics CRM accounts and Microsoft Dynamics CRM contacts as well enabling the all
the existing features of the Directory plug-in such as Call Dial and transfer for Microsoft Dynamics
CRM records.

Phonebook search result: 29 record(s) returned.

Business First name Last name Email 2 Mohile

& Microsoft Cynamics CRM Accounts
& Microsoft Chnamics CRM Contacts

Search Criteria:
|
Search Target Fields
[F‘hune numbier v] [Qﬂ Sﬂar{:h] @ Back Smart Search

Presence | @ History lll-ﬂ Directory J

Microsoft Dynamics CRM Accounts are grouped as “Microsoft Dynamics CRM Accounts”.
Microsoft Dynamics CRM Contacts are grouped as “Microsoft Dynamics CRM Contacts”.
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Receive Microsoft Dynamics CRM Activities

The following figure displays Microsoft Dynamics CRM activities awaiting assignment in a public
gueue called 'Support'.

T B 5 scoummesmme s o osgewey 0 NSy

File Edit Tools Emal User VYoice Help
AutoText Work Code & o 1 5o (B - |8, - B B H | - B -0 - & - |-

iy
= Agent name:  Agent state: Logged out  Agent work mode: Logged out  Agent talk state: |dle s
E] E
S
2| il microsoft Dynamics CRH | ~4b |3
3
e 4 Microsoft Dynamics CRM sathiesh Serian @ i)
g @ Queueltems | View  Charts  Customize . CRMIL « (1Y
-] 5
& Delete 23 CopyaLink 3 B
3 X Release -._1 By 4 % U“; [&r Export to Excel ?E i
Remove [ E-mail a Link . — 7 Filter
Routing Work Run  Stat  Run  Import Advanced
On S} Queue Item Details Workflow Dialog Report+ Data Find
Records Actions Collaborate Process Data
Workplace 5B hd
u Queue [tems: All Iltems ~ Search for records el
4 My Work
(23] Dashboards Queue: All Queues -
] Pt 1 | Title | Entered Queue | Type | Queue | worked By 2 <
=1 calendar & Tec.007 9/5/2014 3:55 PM  Phone Call thiesh Serlab -
X imports /5 : one Ca <sathiesh Serlab> b
& Duplicate Detection E& tpc 8/26/2014 2:58 PM Phone Call «sathiesh Serlab> a
rgi Queues [C]&8 TEST Fax 8/22/2014 5:09 PM  Fax «sathiesh Serlab> ;
[ Articies + {CJER Test crioonsoot 7/24/2014 712 PM  E-mail <sathiesh Serlab> H
~ R i [
S ™ 7/25/2014 2:43 PM Appointment <sathiesh Serlab> g
- <
(] Workplace [[1&% Demo Phone call 8/26/2014 3:30 PM  Phone Call <sathiesh Serlab> e
B sales [[]& Created by Agent:68006 ABC 8/25/2014 3:40 PM Phone Call <sathiesh Serlab> I g
Created by Agent:68006 8/28/2014 223PM  Phone Call <sathiesh Serlab> [
(% marketing (e gl e g
& Bala 8/25/2014 6:22PM  Phone Call <sathiesh Serlab> &
8 service 1G9 Agent:s8005 9/9/2014 5:00 PM  Phone Call <sathiesh Serlab>
-
e L e nneeen rmmmnmmme e P - PP
] settings 111 of 11 (0 selected) Page1
iy Resource Center Al = A B c D E F G H 1 J K L M N O P Q R 5 T U VvV W X Y I
Presence | {8 History | (& Directory
Connected to Media Proxy successfully! . Agent:00:01:20 |, | il Ready | 560007 | 8, SathieshAgent? (68006) <Auto-In>

Typically users will be trained to manually accept activities, or complicated work flow rules can be in
place to appropriately assign work destined for a group or unit of business.

Call Center Elite Multichannel uses Avaya Communication Manager which already encompasses
proven technologies to effectively, efficiently and fairly distribute Microsoft Dynamics CRM work
according to your desired ACM call flows and skill.

The following Microsoft Dynamics CRM Activities can be work flowed via EMC.
e appointment

e campaign activity

e campaign response

e case (incident)

e emalil
o fax
o |etter

e phone call
e service activity
e task

To work flow Microsoft Dynamics CRM activities, you must create a Preview Contact program and
configure the MS CRM Svc Plugin. You can easily create Preview Contact programs using Call
Center Elite Multichannel Control Panel. Once a Preview Contact program is created, write down
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the Programld. In this example, if the Preview Contact program Id was 'ccd382cd-48af-4d75-80a6-
3efa2a5793c7' the MS CRM Public Queues Workflowed Via CCE configuration value would be:

MS CRM Public Queues Workflowed Via CCE = Support:ccd382cd-48af-4d75-80a6-
3efa2a5793c7

To work flow several queues, separate values with a coma.

The following screen shot shows a Microsoft Dynamics CRM phone call activity being delivered to
Call Center Elite Multichannel Desktop. The handling and operation of a delivered Microsoft
Dynamics CRM activity is similar to receiving a nhormal Call Center Elite Multichannel work item
such as email, preview contact and simple messaging

CC Flite Multichannel Desktop = = |
File Edit Tools Email User Voice Help
AutoText Work Code & - ] % 55 ape 8.-% 55| % - ® Rl ke
- |&-
Z |} Wallboard AR
% Agent name:  Agent state: Logged out  Agent work mode: Logged out  Agent talk state: Idle E
E d
z = =
g /il Microsoft Dynamics CRM | & Microsoft Dynamics CRM Phane Cal vdab |3
L; 44 Microsoft Dynamics CRM sathiesh Seitab @ )
] E Queueltems | View  Charts  Customize . CRMIL (]
g N - 5
7| X oetete . Release 3 Copyalink - ﬂ ? [ Export to Excel g
= P g ii g
E Remave 5 E-mail & Link « = U 7 Filter
3 Routing Work Run  Stat  Run  Import Advanced
E On £ Queue Item Details Workflow Dialog Report+ Data Find
a
2| Records Actions Collaborate Process Data
e
2 | Workplace 5B hd
= .|| Queueltems: Allltems ~ Search for records =)
2 || 4 My Work
3 (23] Dashboards Queue: Support -
B o
of| s [ | Tibe | Entered Queue | Type Queue Worked By g <
g| O catendar (7155 Demo P i 9/12/2014 11:0L AM Phone Call Support
o A5 imports 7 emo Phone cal /121, g one Cal uppo b
) Duplicate Detection [1& created by Agent:53005 9/12/2014 11:0L AM Phone Call Suppert =
& Queues [ Phone callto 4156 9/12/2014 11:01 AM Phone Call Support =
= o
[2 Articies I 8
. . M (
g
- <
4 werkplace || e .F
. i g
i X =
B sales &) Microsolt CRM E
Phone Call U
(% Marketing Has been delivered H
8 service
#| sett
& settings 1-3 of 3 (0 selected) Page1
i Resource Center Al # A B C D E F 6 H I J kK L M N O P Q R s T U v W X Y Z

Presence | W) History | [ Directory

1 Agent:00:00:11 Work00:00:10 | % | il Ready | 3960001 | , SathieshAqent2 (68006) <Auto-In>

Call Center Elite Multichannel Rules

As well as the built-in static options of what to do when an incoming work item arrives, Call Center
Elite Multichannel Desktop Rules allows you to create your own custom desktop automation tasks
tailored to your environment and needs.

For a complete list of Microsoft Dynamics CRM Rules and Rules Events, refer to the Rules
Reference section.

The following rule creates a Microsoft Dynamics CRM phone call when an inbound call is made.
The second rule screen pops the newly created phone call.

¢ Rulel =When Voice.WIDelivered And Direction = Incoming Do ReturnEvent
MSCRM.Create, entity=phonecall,
attributes=phonenumber|directioncode|subject,values=%CallerDN%|false|Subject:%UUI
%, invokeld=Rulel Then Continue
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e Rule2 =When MSCRM.CreateCompleted And invokeld=Rulel Do ReturnEvent
MSCRM.Screenpop, entity=%entity%, id=%id%,bringToFront=true Then Continue
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Chapter 5. Rules Reference

Return Events

MSCRM.Create

This return event is received from the Call Center Elite Multichannel Desktop Rules Plug-in by the
MSCRMGUuIiPIlugin and instructs the MSCRMGuiPlugin to create a new instance of a Microsoft
Dynamics CRM entity.

The result can be accessed when MSCRMGuiPlugin completes creating the entity and triggers the
MSCRM.CreateCompleted event.

Syntax:

Do ReturnEvent MSCRM.Create, entity=account, attributes=telephonel|name,
values=%CallerDN%|NewAccount, invokeld=Rulel Then Continue

Supported parameters:

Parameter Description

entity MSCRM entity instance to create.

attributes A pipe delimited string of attributes to be set for this entity
instance.

For a complete list of attributes for each MSCRM Entity,
refer to the MSCRM SDK or navigate to

http://<yourservername>/sdk/list.aspx.

The following example adds three attributes telephonel,
telephone2 and telephone3 which are valid attributes for
the contact entity.

For example, telephoneljtelephone2|telephone3.

values A pipe delimited string of attribute values to be set for this
entity instance.

Must match the number of attributes specified in “Create
Attributes” parameter.

The following example sets values for the three attributes
telephonel, telephone2 and telephone3

For example,
+64(9)4770641|+64(21)409965|+64(272)066082.

invokeld This invoke id is provided for additional filtering if
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Parameter

Description

required, incase rules start to get complicated and
overlap each other. MSCRM Rules Event
MSCRM.CreateCompleted includes this parameter.

MSCRM.Lookup

This return event is received from the EMC Desktop rules by the MSCRMGuiPlugin and instructs
the MSCRMGuiPlugin to query MSCRM’s database adhering to the MSCRM SDK API.

The result of this Lookup can be accessed when MSCRMGuiPlugin completes its look up and
triggers the MSCRM.LookupCompleted event.

Syntax:

Do ReturnEvent MSCRM.Lookup, entity=contact, attributes=telephonel|telephone2|mobilephone,
value=%CallerDN%,condition=1, returnMultiples=true, Invokeld=Rulel Then Continue

Supported parameters:

Parameter

Description

entity

MSCRM entity to Lookup.

attributes

A pipe delimited string of attributes to lookup.

For a complete list of attributes for each MSCRM Entity,

refer to the MSCRM SDK or navigate to
http://<yourservername>/sdk/list.aspx.

The following example looks up three attributes
telephonel, telephone2 and telephone3 which are valid
attributes for the contact entity.

For example, telephoneljtelephone2|telephone3.

values

The value to lookup. Can be fixed, will typically be one of
parameters received from MSCRM trigger events.

condition

Specifies the search condition, available options are:
O=Exact, 1=LIKE

returnMultiples

Specifies whether MSCRM.LookupCompleted returns
pipe delimited string of matches when multiple matches
are found. If disabled only the first match will be
returned.

This is to cater for external applications who cannot
understand pipe delimited string of ids when external
applications are triggered on MSCRM.LookupCompleted.

false=Disabled, true=Enabled
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Parameter Description

invokeld This invoke id is provided for additional filtering if
required, incase rules start to get complicated and
overlap each other. MSCRM Rules Event
MSCRM.LookupCompleted includes this parameter.

MSCRM.Retrieve
This return event is received from the EMC Desktop rules by the MSCRMGuiPlugin and instructs
the MSCRMGuiPlugin to retrieve a MSCRM entity instance.

The result of this Retrieve can be accessed when MSCRMGuiPlugin completes its Retrieve and
triggers the MSCRM.RetrieveCompleted event.

Syntax:

Do ReturnEvent MSCRM.Retrieve, entity=contact, id=9A24C8F0-A258-DB11-BD2E-
000C2928CAD3, Invokeld=Rulel Then Continue

Supported parameters:

Parameter Description

entity MSCRM entity to Retrieve.

id The id of the entity instance to retrieve.

invokeld This invoke id is provided for additional filtering if
required, incase rules start to get complicated and
overlap each other. MSCRM Rules Event MSCRM.
RetrieveCompleted includes this parameter.

MSCRM.Screenpop

This return event is received from the EMC Desktop rules by the MSCRMGuiPlugin and instructs
the MSCRMGuiPlugin to screenpop a MSCRM entity instance.

Syntax:

Do ReturnEvent MSCRM.Screenpop, entity=contact, id=9A24C8F0-A258-DB11-BD2E-
000C2928CAD3, bringToFront=true Then Continue

Supported parameters:

Parameter Description
entity MSCRM entity to screenpop.
id The id of the entity instance to screenpop.
bringToFront True or False. Whether to bring the screenpopped
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Parameter

Description

document window to the front or not.

Events

MSCRM.CreateCompleted

The MSCRMGuiPlugin fires this event to the EMC Desktop Rules when MSCRM.Create is

completed.
Syntax:

When MSCRM.CreateCompleted And invokeld=Rulel Do ReturnEvent MSCRM.Screenpop,
entity=%entity%, id=%id%,bringToFront=true Then Continue

Supported parameters:

Parameter Description

entity MSCRM entity that has been created.

id The id of the entity instance which has been created.
invokeld This invoke id is provided for additional filtering if

required, incase rules start to get complicated and
overlap each other. MSCRM Rules Return Event
MSCRM.Create includes this parameter.

MSCRM.LookupCompleted

The MSCRMGuiPlugin fires this event to the EMC Desktop Rules when MSCRM.Lookup is

completed.
Syntax:

When MSCRM.LookupCompleted And invokeld=Rulel Do ReturnEvent MSCRM.Screenpop,
entity=%entity%, id=%id%,bringToFront=true Then Continue

Supported parameters:

Parameter Description
entity Lookup has been completed on this MSCRM entity.
id Unique identifier (GUID) of the resulting entity.

When no match found, blank is returned.

When multiple matches are found, a pipe delimited list is
returned.
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Parameter

Description

1F8B6FC0-426A-4122-BAC2-
A05B6071FC57|DFE86B44-26E2-4c4e-90C5-
63DEC7603927

Note: If returnMultiples of return event MSCRM.Lookup
was set to false (disabled), only one id will be returned
even if multiple matches were found. This is to cater for
external applications who cannot understand pipe
delimited string of ids.

invokeld

This invoke id is provided for additional filtering if
required, incase rules start to get complicated and
overlap each other. MSCRM Rules Return Event
MSCRM.Lookup includes this parameter.

Initially this parameter is limited to use in a static manner.

Dynamically incrementing and associating the Invokeld
may be desirable in future releases if required.

matchCount

Count of the number of matches.
For example, 0 or 1 or 2 etc.

MSCRM.RetrieveCompleted

The MSCRMGuiPlugin fires this event to the EMC Desktop Rules when MSCRM.Retrieve is

completed.

All attributes (including custom attributes) of the retrieved Microsoft Dynamics CRM entity instance

are returned and made available.
Syntax:

When MSCRM.RetrieveCompleted And invokeld=Rulel

Supported parameters:

Parameter Description
entity Retrieve has been completed on this MSCRM entity.
invokeld

This invoke id is provided for additional filtering if
required, incase rules start to get complicated and
overlap each other. MSCRM Rules Return Event
MSCRM.Retrieve includes this parameter.

Initially this parameter is limited to use in a static manner.

Dynamically incrementing and associating the Invokeld
may be desirable in future releases if required.

All attributes of the Retrieved entity.

The number of attributes will be different for each
Microsoft Dynamics CRM entity.

Microsoft Dynamics CRM Integration Implementation Guide

Comments? infodev@avaya.com

47


mailto:infodev@avaya.com

Parameter Description

MSCRM.RetrieveCompleted Return Event will return all
attributes including custom attributes of the retrieved
entity instance.

MSCRM.Appointment.ActivityDelivered
The MSCRMGuiPlugin fires this event to EMC Desktop Rules when a MSCRM appointment activity
is delivered to the desktop.

All attributes (including custom attributes) of the MSCRM appointment activity are returned and
made available.

Syntax:
When MSCRM.Appointment.ActivityDelivered
Supported parameters:

Parameter Description

All attributes of the of the MSCRM The number of attributes can be different based on the
appointment activity (including customizations of your Microsoft Dynamics CRM
custom attributes). implementation.

Note: For a full list of attributes for each entity, refer to the Microsoft Dynamics CRM Entity
reference available at http://YourMSCRMServer/sdk/list.aspx.

MSCRM.CampaignActivity.ActivityDelivered
The MSCRMGuiPlugin fires this event to EMC Desktop Rules when a MSCRM campaign activity is
delivered to the desktop.

All attributes (including custom attributes) of the MSCRM campaign activity are returned and made
available.

Syntax:
When MSCRM.CampaignActivity.ActivityDelivered
Supported parameters:

Parameter Description

All attributes of the of the MSCRM The number of attributes can be different based on the
campaign activity (including custom | customizations of your Microsoft Dynamics CRM
attributes). implementation.

Note: For a full list of attributes for each entity, refer to the Microsoft Dynamics CRM Entity
reference available at http://YourMSCRMServer/sdk/list.aspx.
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MSCRM.CampaignResponse.ActivityDelivered

The MSCRMGuiPlugin fires this event to EMC Desktop Rules when a MSCRM campaign response

activity is delivered to the desktop.

All attributes (including custom attributes) of the MSCRM campaign response activity are returned
and made available.

Syntax:
When MSCRM.CampaignResponse.ActivityDelivered
Supported parameters:

Parameter Description

All attributes of the of the MSCRM The number of attributes can be different based on the
campaign response activity customizations of your Microsoft Dynamics CRM
(including custom attributes). implementation.

Note: For a full list of attributes for each entity, refer to the Microsoft Dynamics CRM Entity
reference available at http://YourMSCRMServer/sdk/list.aspx.

MSCRM.Case.IncidentDelivered

The MSCRMGuiPlugin fires this event to EMC Desktop Rules when a MSCRM case incident is
delivered to the desktop.

All attributes (including custom attributes) of the MSCRM case incident are returned and made
available.

Syntax:
When MSCRM.Case.IncidentDelivered
Supported parameters:

Parameter Description

All attributes of the of the MSCRM The number of attributes can be different based on the
case incident (including custom customizations of your Microsoft Dynamics CRM
attributes). implementation.

Note: For a full list of attributes for each entity, refer to the Microsoft Dynamics CRM Entity
reference available at http://YourMSCRMServer/sdk/list.aspx.

MSCRM.Email.ActivityDelivered
The MSCRMGuiPlugin fires this event to EMC Desktop Rules when a MSCRM email activity is
delivered to the desktop.

All attributes (including custom attributes) of the MSCRM email activity are returned and made
available.
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Syntax:
When MSCRM.Email.ActivityDelivered

Supported parameters:

Parameter Description

All attributes of the of the MSCRM The number of attributes can be different based on the
email activity (including custom customizations of your Microsoft Dynamics CRM
attributes). implementation.

Note: For a full list of attributes for each entity, refer to the Microsoft Dynamics CRM Entity
reference available at http://YourMSCRMServer/sdk/list.aspx.

MSCRM.Fax.ActivityDelivered

The MSCRMGuiPlugin fires this event to EMC Desktop Rules when a MSCRM fax activity is
delivered to the desktop.

All attributes (including custom attributes) of the MSCRM fax activity are returned and made
available.

Syntax:
When MSCRM.Fax.ActivityDelivered

Supported parameters:

Parameter Description

All attributes of the of the MSCRM The number of attributes can be different based on the
fax activity (including custom customizations of your Microsoft Dynamics CRM
attributes). implementation.

Note: For a full list of attributes for each entity, refer to the Microsoft Dynamics CRM Entity
reference available at http://YourMSCRMServer/sdk/list.aspx.

MSCRM.Letter.ActivityDelivered

The MSCRMGuiPlugin fires this event to EMC Desktop Rules when a MSCRM letter activity is
delivered to the desktop.

All attributes (including custom attributes) of the MSCRM letter activity are returned and made
available.

Syntax:
When MSCRM.Letter.ActivityDelivered

Supported parameters:

Parameter Description
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Parameter Description

All attributes of the of the MSCRM The number of attributes can be different based on the
letter activity (including custom customizations of your Microsoft Dynamics CRM
attributes). implementation.

Note: For a full list of attributes for each entity, refer to the Microsoft Dynamics CRM Entity
reference available at http://YourMSCRMServer/sdk/list.aspx.

MSCRM.PhoneCall.ActivityDelivered

The MSCRMGuiPlugin fires this event to EMC Desktop Rules when a MSCRM phonecall activity is

delivered to the desktop.

All attributes (including custom attributes) of the MSCRM phonecall activity are returned and made
available.

Syntax:
When MSCRM.PhoneCall.ActivityDelivered
Supported parameters:

Parameter Description

All attributes of the of the MSCRM The number of attributes can be different based on the
phonecall activity (including custom | customizations of your Microsoft Dynamics CRM
attributes). implementation.

Note: For a full list of attributes for each entity, refer to the Microsoft Dynamics CRM Entity
reference available at http://YourMSCRMServer/sdk/list.aspx.

MSCRM.ServiceActivity.ActivityDelivered

The MSCRMGuiPlugin fires this event to EMC Desktop Rules when a MSCRM service activity is
delivered to the desktop.

All attributes (including custom attributes) of the MSCRM service activity are returned and made
available.

Syntax:
When MSCRM.ServiceActivity.ActivityDelivered

Supported parameters:

Parameter Description

All attributes of the of the MSCRM The number of attributes can be different based on the
service activity (including custom customisations of your Microsoft Dynamics CRM
attributes). implementation.

Note: For a full list of attributes for each entity, refer to the Microsoft Dynamics CRM Entity
reference available at http://YourMSCRMServer/sdk/list.aspx.
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MSCRM.Task.ActivityDelivered

The MSCRMGuiPlugin fires this event to EMC Desktop Rules when a MSCRM task activity is
delivered to the desktop.

All attributes (including custom attributes) of the MSCRM task activity is returned and made
available.

Syntax:
When MSCRM.Task.ActivityDelivered
Supported parameters:

Parameter Description

All attributes of the of the MSCRM The number of attributes can be different based on the
task activity (including custom customisations of your Microsoft Dynamics CRM
attributes). implementation.

Note: For a full list of attributes for each entity, refer to the Microsoft Dynamics CRM Entity
reference available at http://YourMSCRMServer/sdk/list.aspx.
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