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1 OVERVIEW

Unity seamlessly integrates with MS Dynamics to facilitate contact lookup and ‘popping’ for
inbound and outbound calls, searching for CRM contacts within Unity and click to dial both
from within Unity and MS Dynamics.

This functionality relies on a CRM Integration license being assigned to the user, as shown
below. Please note this license is required in addition to the base license for Unity Desktop,
Agent, Supervisor or Reception. However, this functionality is included in all trial licenses for
these Unity clients.

If a CRM Connector license has not previously been assigned to the user, then a trial license
will automatically be assigned the first time CRM configuration settings are entered in Unity.

Details || Branding | License Details || History Log || Call Center Activity

Steve Tutt License Usage

Al licenses assigned to this user. A user can have only one permanent license per application. When adding a new permanent license, all existing permanent licenses for the same application wil b
[ Include Inactive License Start Date EndDate
UnityAgent Enterprise 2014.06.24 Active License

| UnityCrmIntegration Standard 2016.09.12 Active License
UnityDashboard Standard 2016.06.24 Active License

UnityDesktop Enterprise 2013.08.19 Active License

Once this license is assigned and Unity is restarted, the CRM panel will become available in
Settings, as shown below.

() Services & Settings

Services | Settings |
- Skin Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI
i Contact Search presantation.

i Contact Disply
*-Current Calls

£~ Computer/Phone Integration
i+ Clipboard Integration

Confi it
i Dialling Rule onfiguration |Automat|c Contact Pop

E-C_ustnm Directory Integration

¢ *-Configuration

Qutlook Integration None
itegration

CRM Platform

esktop Integration
i Call Notification
- Unity Connect
= Quick Keys
i+ Key Combinations
- Commands

To configure Unity to integrate with a CRM platform, simply select the CRM platform from the
dropdown list and complete the required fields, as outlined in sections below.

You can also configure Unity to automatically pop the CRM contact when the phone is
answered, as shown below.

(1) Services & Settings

| senvices | Settings |
Skin Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI
+ Contact Search presentation.
i~ Contact Display
“ Current Calls

- Computer/Phone Integration

i Clipboard Integration

i~ Dialling Rule

- Custom Directory Integration
i - Configuration

i Outlook Integration

& B_rwm:agmtion
Desktop Integration
i+ Call Motification
= Unity Connect

= Quick Keys
i~ Key Combinations

Configuration | Automatic Contact Pop

Everytime 1 answer an inbound call

that is through 3 call center
that is not through a call center
Everytime 1 make an outbound call
that is through 2 call center
that is not through a call center
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2 CONFIGURING MS DYNAMICS INTEGRATION

2.1 INTEGRATING MS DYNAMICS

To integrate your MS Dynamics into Unity go to Settings>CRM then select Dynamics from the
drop down menu.

If your MS Dynamics is Online or Office 365 deployment then tick the box.

0 Services & Settings

Semcesl Settings I

- Unity Settings
Appearance
Contact Search
Contact Display
Current Calls
=)- Computer/Phone Integration
Clipboard Integration
Dialing Rule
[=)- Custom Directory Integration
Configuration ‘ HETE

Outlook Integration I [] online or Office 365 deployment:

=] Br@iﬂtegmmn
LTIk To Dial

Desktop Integration
MNotification
Unity Connect
Quick Keys
Key Combinations
Commands
Startup

Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI
presentation.

Configuration Automatic Contact Pop

‘CRM Platform

Server address

If your MS Dynamics is not Online or an Office 365 deployment, then leave the box empty and
enter a server address.

Enter the domain, login ID and password then click Test to ensure the details are correct.

2.2 LOGIN ID AND PASSWORD

If you are using Online or Office 365 Deployment, enter the login ID and password along with
your domain.

@ Services & Settings

Services Settings

- Unity Settings

- Appearance

Skin

Contact Search
Contact Display
Current Calls

‘Configure Unity to seamlessly integrate with 3 CRM platform for contact search and CLI presentation.

‘omputer/Phone Integration
Clipboard Integration

Dizling Rule

=)+ Custom Directory Integration
- Configuration

Configuration  Automatic Contact Pop

CRM Platform

‘ Dynamics

[~] Online or Office 365 deployment

Outlook Integration
Bi gL Integration

o Dial

Desktop Integration
Call Notification
Unity Connect
Quick Keys

Key Combinations

Commands
Startup
Update

Unity

Server address

.dynamics.com

Domain

‘My Domain

Login 1D

‘user@rnydoma\n.:om

Password

I:u*uuu @ Test

@ The CRM connection test succeeded

Click the test button to save and test the log
in details. Once the CRM connection test has
been successful click OK.
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3 UNITY CRM FUNCTIONALITY

3.1  CONTACT POP

Unity will use MS Dynamics to identify inbound and outbound calls, including queued call
center calls.

At any time, you can search for CRM contacts from within Unity and perform click to dial to
make an outbound call to the contact, or display the contact in the CRM platform (this is
referred to as ‘popping’ a contact) as shown below.

0 Unity Supervisor: Jenna Wimshurst - Available (duration: 01:40:50)

Contact: Larry Brown - ' X
h id File Messaging Tools Help

<« C | @ hups//simplybizdev.simplybiz.co.uk/m:

mOo0®00C000

B save  [ISAVE&CLOSE = NEW DEACTIVATE My Statistics
Answered Average Talk  Total Talk

CONTACT Name Total Calls Calls Missed Calls Time Time
@ Bolls Sales | o0 | 00:00 00:00:00
||_a [‘[‘y Brown | @ uts Sales 0 00:00 00:00:00

(O Customer Support =
O Pariner Support - - -
Summary 0 00:00 00:00:00

CONTACT INFORMATION

Full Name* Larry Brown
Role™ Investment Adviser

Job Title
Email* Contacts CallLogs Abandoned Calls Voicemail AgentActivity

Eml Status Valid Search

Business Phone 020 8288 1248

Mokile Phone 07976493816 Name Fhone

I . Larry Brown (MS Dynamics Contact) 07976493815
. Larry France 0018008813066 extn. 502

You can also right-click a call to pop the record in MS Dynamics using the default browser, as
shown below. This assumes the contact was found in the CRM platform rather than another
directory (for example an Outlook contacts folder).

Duration

Chris Tutt (Dynamics Lead) Chris Tutt Pl semriarit

Add number to personal directory

Show CRM contact

Contacts | Call Logs | Voicemail | Abandoned Calls | AgentActivity Add CRM call log entry

You can also click on the call details ‘toast’ notification popup to pop the contact, as below.
Again, this assumes the contact was found in the CRM platform.

To: Jenna Wimshurst

From: Natalie Maines (Dynamics Lead)
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This feature depends on the appropriate Call Notification setting being activated, as shown below.

(1) Services & Settings K

Senvices | Settings |

Skin
Contact Search
- Contact Display
- Current Calls
‘omputer/Phone Integration
i Clipboard Intagration
i~ Dialling Rule
[=- Custom Directory Integration
Configuration
Outlook Integration
- Browser Integration
- CRM

~Unity Conne
- Quick Keys
i~ Key Combinations
*- Commands
-Startup
-Update
- Instant Messaging & Presence

- Security
Language

[=- Connection

- Network

- Proxy

Unity can also be configured to automatically pop the CRM contact when the call is answered,

Specify how to be notified of incoming or outgoing calls. When browsing to a URL use the
[Mumber], [Direction], [CalID] and [LoginID] placeholders which Unity will then replace
with the call details.

Show remote party phone number

On an incoming or cutgoing call

Override the contact name using the number
perform auto answer when using click-to-dial
pop Unity

auto-hide Unity when call completes

pop summary notification

When call details clicked
pop Unity

pop Outlook (if applicable)
pop CRM (if applicable)
browse to URL (if entered)

which depends on the Automatic Contact Pop tab settings as shown below.

(D) Services & Settings

Services| Settings |

-~ Skin
.~ Contact Search
i+ Contact Display
- Current: Calls
- Computer/Phone Intearation
i Clipboard Integration
i Dialling Rule
B Custom Directory Integration
. Configuration
;- Outlook Integration
wser Integration
esktop Integration
i Call Notification
L Unity Connect
EI- Quick Keys
+~Key Combinations

3.2 CONTACT SEARCH

Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI
presentation.

Configuration | Automatic Contact Pop

Everytime I answer an inbound cal
that is through a call center
that is not through a call center

Everytime 1 make an outbound cal

that is through a call center
that is not through a call center

When you perform a contact search, Unity will check all directories such as the group/
enterprise phone list, personal directory and Outlook etc; but it will also search MS Dynamics
and return results. You can search on contact name or company name, as shown below.
Simply double click an entry to call that number.

Please note that you will need to type in a minimum of three letters to search for a CRM contact.
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0 Unity Supervisor: Jenna Wimshurst - Available (duration: 01:40:50)

Contact: Larry Brown - b X
A W File Messaging Tools Help

<« C | @ nttps//simplybizdev.simplybiz.co.uk/m:
V" 1] SALES ~ Contacts | v Larry Brow] EO @ @ @ o @ @ @ @

B save E'save&close = NEw (@ DEACTIVATE My Statistics

Answered Average Talk  Total Talk

CONTACT Name Total Calls Calls Missed Calls Time Time
@ Bolts Sales 0 00:00 00:00:00
||_a rry Brown | @ Nuts Sales 0 0 00:00 00:00:00

© Customer Support =
O Partner Support -
Summary 0

CONTACT INFORMATION

00:00:00

Full Name ™ Larry Brown

Role ™ Investment Adviser

Job Title
Email* Contacts Call Logs Abandoned Calls Voicemail AgentActivity
Business Phone 020 8288 1248

Mabile Phone 07976493816 L Phone

', Larry Brown (MS Dynamics Contact) 07976493815
. LarryFrance 0018008813066 extn. 502

You can also right-click entries to send an email using the default mail program.

Contacts | Call Logs | Voicemail | Abandoned Calls | Agent Activity

Search Tutt @

Name Phone
t. Alan Tutte (Dynamics Lead) 1872272800
«
. Chris Tutt (Dynamics Lead) 020 8288 1248
. Lauren Tutton (Dynamics Lead) 0161 4822300 Send email
. Steve Tult 02082881251

Call number

Show CRM contact

Copy number

3.3 CALL LOG ENTRY

When integrated with MS Dynamics, Unity can add call log entries on behalf of the user, as
outlined below.

3.3.1 Manual Call Log Entry

Right-click on a call and select to add a call log entry, as shown below.

Assign call to account code
Add number to personal directory

Show CRM contact
Add CRM call log entry

Reset column widths

Show gridlines

Unity will enter basic details of the call depending on if the call is inbound or outbound, as
shown below. Remember this call log will be stored in MS Dynamics so an outbound call in
Unity is an inbound call in MS Dynamics, because we have called the contact.

You can now add further notes manually, then click OK to save the call log entry.
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The call note will be saved against that contact in the CRM platform, please note that you can
specify whether to close the status of the call log entry in the CRM platform or keep it open by
ticking the box.

“- Rey Lombinations
i Commands
- Startup
- Update
| [E-Instant Messaging & Presence
: i Logging
i XMPP
- Security
i - language
= Connection
- Netwark
- Proxy
[=J- Authentication

Add call log entry

[ Indude contacts

[ Indude leads

[+] Indude accounts

[ Show record type when searching
[ Automaticaly add call log entry

I ] Close call log entry immediately I

Call to Jenna Wimshurst

get it over tomorrow morning

Wants to know where we are with the contract, said we would

] Close call log entry immediately |

| )Show CRMContact | | X Cancel | | . OK |

If we click Show CRM Contact or Cancel the call log will not be saved.

You will now see this call log entry in MS Dynamics, as shown below.

Activities

IAll Activities v

Search for records

Activity Type | Activity Status | Owner

Phone Call ‘Completed Chris Tutt

Phone Call ‘Completed Chris Tutt

Phone Call ‘Completed Chris Tutt

Subject Regarding

Call received from Chris Tutt (U.. & Chris Tutt

Call received frem Chris Tutt (U.. ¢& Chris Tutt

Call made to Chris Tutt

& Chris Tutt

Due Date Actual End Priority Description

09/11/2016 20:23 Normal Call received from Chris Tutt (Unanswered)

10/11/2016 10:52 Normal Call received from Chris Tutt (Unanswered)

09/12/2016 16:31 Normal Call made to Chris Tutt Wants te know where we're at with the contract, said we would get it ever tomorrow morning.

3.3.2 Automatic Call Log Entry

Unity can be configured to automatically add a call log entry for any calls where a call log
hasn't been manually created using the steps above. This feature is activated as shown below.

@ Services & Settings
Services Settings

£ Unity Settings
- Appearance
~Skin

Contact Search
- Contact Display

Configure Unity to seamiessly integrate with a CRM pltform for contact search and CLI presentation.

- Cumrent Calls
& Computer/Phone Integration
i Cipboard Integration
Diling Rule
= Custom Directory Integration
Configuration
Outlook Integration
= wgﬁﬁﬂn
g © Dial
Desktop Integration
Call Notification
Unity Connect
= Quick Keys
Key Combinations
— Commands
- Startup
- Update
| E-Instant Messaging & Presence
Logging
XMPP
Security
Language
- Connection
Network
Proxy
E- Authentication

Call Centers

Configuration  Automatic Contact Pop.

CRM Platform

Dynamics

FA Oniine or Office 365 deployment
Server address

.dynamics.com

Domain

My Domain

Login ID
[user@mydoman.com

Password

Prrer—

[ Include contacts
[ Incude leads
B4 Include accounts
(4 Show record type when searching
| & automaticaly add cal log entry
[ Close call log entry immediately
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Unity will automatically add call log entries when the call is released [the same time it is
removed from the Active Call List in Unity]. Only basic information on the call is presented,

based on the direction of the call and the Unity user that made or received the call. MS
Dynamics will timestamp the call internally.

This shows an unanswered call from the MS Dynamics contact to the Unity user.

Activities
All Activities v
Search for records
Activity Type Activity Status | Owner
Phone Call Completed Chris Tutt
Phone Call Completed Chris Tutt

Phone Call Completed Chris Tutt

Subject Regarding
Call received from Chris Tutt (U... ¢& Chris Tutt
Call received from Chris Tutt (U.. ¢& Chris Tutt

Call made to Chris Tutt (& Chris Tutt

Due Date 4

Actual End Priority
09/11/2016 20:23 Normal
10/11/2016 10:52 Normal

09/12/2016 16:31 Normal

Description

Call received from Chris Tutt (Unanswered) ]

Call received from Chris Tutt (Unanswered)

Call made to Chris Tutt Wants to know where we're at with the contract, said we would get it over tomorrow morning
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