How to configure caller recognition and screen-pop for:

Microsoft Dynamics CRM

Supported versions: Dynamics CRM 2013
Contact replication method: OLE/ODBC
Screen pop method: Uri link

Prerequisites

The Microsoft Dynamics CRM integration uses OLE/ODBC to replicate data from a table, view
or custom query. Valid database credentials and knowledge of Microsoft Dynamics CRM
database is required.

Notes

Dial from Microsoft Dynamics CRM 2013 is easy, just click on a phone number hyperlink to
dial. The first time your browser may request your permission to associate ‘skype:’ uri links
with MakeCall.exe. Please note that in case Skype or MS Office 365 / Lync is installed, the
skype uri handling is overridden by these applications. In any case you can select a phone
number and dial with the client hotkey (PAUSE).

Summary
ACCOUNT INFORMATION

Account Name ™ A. Datum Corporation (sample)

555—01@7

http://www.adatum.com/
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callto:

Configuration steps

1)

2)

©2015 — This content may not be copied, reproduced, distributed without written permission from the author. All rights reserved.

Start by clicking ‘add recognition’ in the Recognition Configuration Tool
From the list of applications, choose ‘Microsoft Dynamics CRM’, as shown below

~ CloudCTI Recognition Configuration Tool x
Choose an application preset or configure a custom set
-7 Goldﬁne :I;';nlse medicom "j -
Gilde Handsoft Infodesk Goldmine Highrise CRM Medicom Microsoft Access 2013
7 ) pa |
) MINDECDY Microsoft
oL Dynamics CRM
Microsoft Exchange Microsoft Exchange 2013 MINDBODY M5 CRM Online M5 Dynamics CRM
20105P2
-
L4 NS
Microsoft NCcw NCcw NETSUITE
Dynamics NAY s
MS Dynarnics NAY NCCW BIS NOA NCCW First NOA NetSuite Office3ss W
— Custom configuration
Configure recegnition and scripts manually
Cancel
u H ” H H
Press “Configure” to configure the ODBC connection.

~ CloudCTI Recognition Configuration Tool x
Please configure the data link to your MS Dynamics CRM MSSQL database =

Configure ODEC

Back Next Cancel

CRM
INFO



http://www.cloudcti.nl/Documentation

CRM
INFO

3)  Select “Microsoft OLE DB Provider for SQL Server” and press “Next >>"
£F | Data Link Properties \EI

Pravider | Connection I Advanced I All |

Select the data you want to connect ta:

OLE DE Provider(s) it
Microsoft Jet 4.0 OLE DB Provider

Micrazoft OLE DB Pravider for Analpsiz Services 100
Micrazoft OLE DB Pravider For Data Mining Services
Microzoft OLE DB Provider for Indexing S ervice
Microsoft OLE DB Provider for ODBC Drivers
Micrasoft OLE DB Provider for OLAP Services 8.0
Microsoft OLE DB Provider for Oracle

Microsoft OLE DB Provider for Search

m

Microzoft OLE DB Simple Provider

M5S0 ataShape

OLE DB Provider for Micrazoft Directary Services

SOL Mative Client

SOL Server Mative Clent 10.0 S

[ ak. ][ Cancel ][ Help ]

4)  Fillin the server name, credentials and select the Microsoft Dynamics CRM

database.Check the option “Allow saving password”
5 | Data Link Properties @

| F‘rovider| Connection |Advanced I All |

Specify the following to connect to SOL Server data:
1. Select or enter a server name:

MSCRMSVR -

2. Enter infarmation to log on to the server:

) Use Windows NT Integrated security
@ Use a specific user name and passward:
Uszer name: uzer
Password eessssssssssssss
[ Blank passward Allow saving password
3. @ Select the database an the server.
databaze -

() Attach a database file as a database name:

Test Connection

I DK \[ Cancel ][ Help ]
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5)  Select atable, view or use a custom query to obtain recognition data

CloudCTl Recognition Configuration Tool X

Please configure the data link to your MS Dynamics CRM MSSQL database =

Configure

(0 Use an existing table from an existing database
RMDTEST_MSCRM ~
count

AccountBase
countBxtensionBase
Accountleads
tivityAttachment
ttachmentAsifPublished

ttachrmentlogical

ttachmentlogicalAslifPublished

hilivne s henznt

(®) Use an ODBC query

SELECT dbo.fccountBase Accountld, dbo.AccountBase Name, dbo.AccountBase AccountMumber, dboAccountBase. Telephoned,
dbo.AccountBase Telephone?,

dbo.AccountBase. Telephone3, dboAccountleads WersionMumber
FROM dbo.AccountBase LEFT OUTER JOIN

dbo.Accountleads OM dbo.AccountBase.Accountld = dboAccountleads. Accountld

Test query

Back Next Cancel

6) The CTI Wizard automatically detected phone number columns. The content of these
columns will be indexed for matching the phone number of an incoming call. Click ‘next’
to continue. Make sure you add an Account ID field (UUID) to use for application pop up

~ CloudCTl Recognition Configuration Tool X

Configure the recognition fields

|Accountld ||Name HA(countNumber ||Te|ephone1 ||Te|ephone2
Custom field || Customn field ~ || Custom field || Phone number * | Phone number
{FB9EFA36-D043-E111-9334 | Cop

{FASEFA56-D045-E111-953/ | Flon +31297

{FCYEFAS6-D045-E111-953] | Inter +3123¢

{FESEFAS56-D045-E111-9534 | Afge +31314

{D0SFFAS56-D045-E111-9534 | Maz
{029FFA56-D045-E111-9534 | Sen:
{049FFA56-D045-E111-9534 | Paar

{0B9FFAS6-D045-E111-953/ | Vigil +3155¢8
{089FFA56-D045-E111-9534 | Cacl

{DCIFFAS6-D045-E111-953) | Che +3140z
{DEQFFA56-D045-E111-953/ | Tar +3122¢
{109FFA56-D045-E111-953/ | Dier +3157C
{129FFA56-D045-E111-953/ [ Wou +3120¢
{149FFA56-D045-E111-953/ | Van +3130z
{169FFA36-D045-E111-9534 | Gerr +3131¢
{1ASFFASG-D045-E111-953) | Wer +3140z
{1COFFASG-D045-E111-953) | Verv +3135¢8

{1ESFFA36-D045-E111-9534 |W. [
{208FFA56-D045-E111-9534 | Rod
{225FFA56-D045-E111-9534 | Stor
{245FFA56-D045-E111-9534 | Fort

{268FFA56-D045-E111-9534 | Rest +3117:
{289FFA36-D045-E111-9534 | Porr +31582
{2ASFFASG-D045-E111-953) |All k +3292¢
{2ESFFA56-D045-E111-9534 |Ad v +3113¢
< >

Back Cancel
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7)

8)

Choose which fields to display in the call notification on an incoming call.

CloudCTl Recognition Configuration Tool

Client call notification

Configure the information you want the client to show when a caller is recognized from this set

i@ Incoming call

= |Accountld: Accountid]
Mame: Mame
Caller number: Caller number
Application name: Application name

* Windows allows 3 maximum of 255 characters

Add recognition field Add call field

Back Cancel

X

Change [ServerName] and [DatabaseName] to pop up your Microsoft Dynamics CRM
Use the ID from data replication source to pop up the correct customer card.
You can use “Test script” to test the URL with the default browser

~ CloudCTl Recognition Configuration Tool

Enter the webpage you want to open

To construct the correct URL with the information from the recognized contact, replace [ServerName] with the name of the server,
replace [DatabaseMame] with the name of the database, and replace [SearchField] with the field containing the contact identifier,

Script name

|Open in Microsoft CRM |

Webpage | http://MyServer/Databasel/main.aspx’etc=18id=5(Account|d) &:pagetype=entityreco |

Click on a recognition field to add it to the webpage

Click on a call field to add it to the webpage

Accountld Caller number
Mame Caller name
AccountMumber Device number
Telephonel Device name
Telephone2 Ddi number
Telephonel Ddi name
VersionMumber Start time

Application name

Restore the default webpage

Test script
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9)  You can add additional scripts. Press ‘Next’ to continue.

~ CloudCTl Recognition Configuration Tool X

Which actions do you want to perform?
The M5 Dynamics CRM "Show Contact’ script is configured. Optionally, you can add extra scripts to the incoming call notification.

B! Open in Microsoft CRM @
Opens the Microsoft CRM contact using a hyperlink

—> Add a new script

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

Back Cancel

10) Check the configuration summary and click finish to add the recognition from Microsoft
Dynamics CRM

~ CloudCTl Recognition Configuration Tool X

Summary

Application
M5 Dynamics CRM

Recognition
Recognition from ODBC by custom query

Scripts
Open in Microsoft CRM: Open webpage http://MyServer/Databasel/main.aspx?etc=1id=5{Accountld)pagetype=entityrecord

Back Cancel

©2015 — This content may not be copied, reproduced, distributed without written permission from the author. All rights reserved.




