How to configure caller recognition and screen-pop for:

Autotask

Contact replication method: API
Screen pop method: URI

Prerequisites
A specific Autotask API Account is required in order to complete the integration. Follow these steps to
create an APl Account which works with the Configuration tool:

1. Within Autotask navigate to Homepage > Admin > Features & Settings
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2. Expand ‘RESOURCES/USERS (HR)’ and click ‘Resources/Users’
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ADMIN

Features & Settings | Extensions & Integrations
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Resources/Users (HR)
Resources/Users 2
MenagadsameaetOunts for people in your organization who have
an Autotask login.

Roles
Set up billing roles that determine the rate at which labor will be
billed.

Departments

Set up organizational entities in your company that are
associated with resources and work types, and play a role in
project security.

Workgroups
Assemble ad-hoc teams independent of departmental structure:

Holiday Sets

Enter the schedule of holidays your company will observe / your
office will be closed.

3. Click ‘New API User’

Time Off Policies

Manage the time off categories and the number of days or hours
in each category your resources are entitled to at each length of
service tier.

Timesheet Approvers
Set up the resources who will approve other resources’
timesheets.

Expense Report Approvers
Set up the resources who will approve other resources' expense
reports.

Weekly Billable Hours Goals
Configure the number of resource hours per week that are
supposed to be devoted to billable labor
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4. Fill out the necessary fields under the first ‘General’ area. This information will not be used for

our API services, so anything valid will work.

e Remember to set the ‘Security Level’ to ‘APl User (System)’
5. Generate the APl Keys under the second ‘general’ area.
e C(Click the Generate Key button to generate a user key. Make sure to copy and paste that
key to a separate area, like Notepad or Word, for later usage.
e C(Click the Generate Secret button to generate a secret password. Make sure to copy and
paste that key to a separate area, like Notepad or Word, for later usage. This will not be

accessible later.

6. Select the vendor from the dropdown in the ‘API Tracking Identifier’ section
e Ensure ‘Integration Vendor’ is selected

e Scroll through the list to find and select ‘Cloud CTI - Telephony’
7. Forthe ‘Line of Business’ field, drag over all relevant line items that relate to reading contact

data to ensure the right areas can be read.
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8. Click ‘Save & Close’ at the top once of this window once you've copied over both keys and
ensured all fields are set correctly.

[ save &Close (¥ Cancel

GENERAL
First Name * Security Level *
John API User (system) v
Last Name * Date Format
Doe MM/ddfyyyy e
Email Address * Time Format
JohnDoe@JohnDoe.com hh:mm tt v
Active Number Format
o X XXX XX v
|| Locked
GENERAL
5 Generate Key 7 Generate Secret
Username (Key) * Password (Secret)*
f66rfig34Isu3g@Cloudctisandbox.com pP@1C~8Lg5bSY#PIEECO* Tk34

APl TRACKING IDENTIFIER

API version 1.6 & later require the user of an API tracking identifier. Once assigned, this cannot be changed.
@ Integration Vendor
() Custom (Internal Integration)

) None

Integration Vendor*
Cloud CTI - Telephony v

Notes
For outbound dialing, highlight a phone number inside Autotask and press the dial hotkey.
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Configuration steps

Start by clicking ‘add recognition’ in the Recognition Configuration Tool (this is done automatically if no

configuration has yet been configured). From the list of applications, choose ‘Autotask’, as shown below.
! Application pop-up installation X

Choose an application preset or configure a custom set
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N
—> Custom configuration
Configure recognition and scripts manually
Cancel
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http://www.cloudcti.nl/Documentation

1) Enter your APl account Username and Password that have been created. Click ‘Next’ to continue.

Application pop-up installation

Please enter your Autotask info g

Username [ff)ﬁrfnig_’sdl5u3q@CIouddisandhox.com

Password l

Back

Cancel

X
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2)

3)
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The ‘Show Contact’ Script is preconfigured. You can add extra scripts or replace the ‘Show

Contact’ script.

Application pop-up installation

Which actions do you want to perform?
The Autotask "Show Contact’ script is preconfigured. Optionally, you can add extra scripts to the incoming call notification,

B Show Contact

Open the automatically generated URL to the caller's CRM page.

— Add a new script

Choose from a list of predefined scripts or create a custom script

Next Cancel

Check the configuration summary and click ‘Finish’ to add the recognition from Act! Cloud

Application pop-up installation

Summary

Application
Autotask

Recognition
Recognition from Autotask

Scripts
Show Contact: Open webpage S(PopUpUri)

Back Cancel

X

CRM
INFO




