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1 OVERVIEW

Unity seamlessly integrates with Sugar CRM 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 Sugar CRM.

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. All versions of Sugar CRM are supported.

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
All licenses assigned to this user. A user can have only one permanent license per application. When adding a new permanent license, all existing permanent licens

| Include Inactive License Start Date

UnityAgent Enterprise 2014.06.24

UnityCrmIntegration Standard 2016.09.12

UnityDashboard Standard 2016.06.24

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
Contact Search presentation.
Contact Display

- Current Calls

- Computer/Phone Integration

- Clipboard Integration

Dialing Rule

Custom Directory Integration

Configuration
Qutlook Integration MNone
tegration

Configuration | Autormatic Contact Pop

CRM Platform

-~ Desktop Integration

To configure Unity to integrate with Sugar CRM, simply select the CRM platform from the
dropdown list and complete the required fields, as outlined in sections below.
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2 CONFIGURING THE SUGAR CRM PORTAL

In order for Unity to integrate with Sugar CRM, an API Platform must be created in the Sugar
CRM instance. Unity uses this to consume the Sugar API so it must be done before configuring
Unity clients, but it only needs to be done once per Sugar CRM instance (which will then apply
to all users).

When logged in as an administrator, click Admin from the
EB + context menu. If you don't see this menu option then you are

fa Profile

i Employees

not logged in as an administrator.

of Admin
@ Trade Show @@ Confel
@ Coid Call

© About

® LogOut

Under Developer Tools, click Configure API Platforms.

Rename Modules Change the names of the modules appearing within the application

Choose which modules are displayed in the navigation bar and which subpanels are

Display Modules and Subpanels displayed system-wide

" Configure Navigation Bar Quick Create Select which modules are available in the navigation bar quick create

| &% Configure AP| Platforms Configure enabled custom API platform names

Dropdown Editor Add, delete, or change the dropdown lists

Add an API platform called ‘unity’ — please note this is all lower case.

AP Platforms API Platforms

base base

mobile mobile

portal portal
opi opi
Ipi Ipi

collabspot collabspot

collabspothackend collabspotbackend
unity

Click Add to add the API to the list, then click Save to update.
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3 CONFIGURING SUGAR CRM INTEGRATION

Go to Unity Settings>Settings>CRM and then select Sugar from the dropdown list of
CRM platforms.

(@ Services & Settings

Services

- Contact Display Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI
- Current Calls presentation.
Computer/Phone Integration
-Clipboard Integration
- Dialing Rule
I Custom Directory Integration Configuration  Automatic Contact Pop
- Configuration
- Qutlook Integratpn CRM Platform
= Browser Integration T
I|SugarCrm
- Click To Dial L
- Desktop Integration Login ID
I Notification |
Calls
Conversations Password
- Unity Connect |
- Quick Keys
i Key Combinations URL
- Commands |
- Startup

Enter your login ID, password and URL. The URL will be the same that is used to log into the
Sugar CRM portal, it must start with https://

Click Test. If the details are correct then you will see the below pop up:
Unity

o The CRM connection test succeeded

If the details are incorrect then you will see this pop up and will need to enter the correct
details to integrate Sugar CRM:

Unity

Unity was unable to connect to the CRM platfarm using the
login details provided. The error returned is below

The remote server returned an error: (401} Unauthorized.
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Once the Test has been successfully completed you can choose whether to include contacts,
leads and/or accounts from Sugar by selecting the boxes shown below:

URL
| https://kfintk2671 . trial.sugarcrm.eu

Include contacts

Include leads

[] Include accounts

Show record type when searching

Automatically add call log entry
Close call log entry immediately

Unity can also include the record type when showing a contact from Sugar, making is easy to
identify if a call is from a Contact or Lead.

If the account doesn't have access to search contacts, leads or accounts (depending on the
license type of the user in Sugar CRM) then Unity will automatically uncheck the related
setting to ensure it doesn't continue to search for that entity type.

Unity allows the user to add a call log entry into Sugar for any call, assuming the remote party
was found in Sugar. This feature is outlined further below, but you can also configure Unity

to automatically add a call log entry if one hasn't been added manually. This includes both
inbound and outbound calls and even calls that were unanswered.

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

() Services & Settings

Services | Setfings |

©- skin Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI
Contact Search presentation.
Contact Display
Current Calls
=- Computer/Phone Integration
Clipboard Integration E on | Autoratic Contact Pop
Dialing Rule ]—Ionﬁgura n
stom Directory Integration
Configuration
Outlook Integration that is through a call center

Br ntegration
w g that is not through a cal center

Desktop Integrztion Everytime 1 make an outbound call
Call Motification
Unity Connect that is through a call center

k Keys [T] that is not through a call center
Key Combinations

Commands

Everytime I answer an inbound call
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You will be able to test the integration by performing a search for a contact within Unity, you
should see Sugar records appear in the list as well as from all other directories. If in doubt
you may want to activate the ‘Show record type when searching’ setting in order to distinguish
between Sugar records in the search results.

Contacts  Activity Logs  Abandoned Calls  Voicemail

Search natalie

Mame

MNatalie Main
Call number

Send email

Show CRM contact

Add to default list

Copy number
Copy email

Personal directory 2
Manage user list

Appearance

4 UNITY CRM FUNCTIONALITY

4.1 CONTACT POP

Unity will use Sugar to identify inbound and outbound calls and conversations, including
gueued 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.

Contacts  Activity Logs Abandoned Calls  Voicemail
Search natalie
Mame
Matalie Maines (Sugarcrm Contact)
Call number

Send email

Show CRM contact

Add to default list

You can also right-click a call to pop the record in Sugar 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).

Activity
ﬂm Matalie Maines (Sugarcrm Contact) e

ot
- Add number to personal directory

[ Show CRM contact
E. Add CRM call log entry
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To: Jenna Wimshurst

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.

From: Matalie Maines (Sugarcrm Contact)

() Services & Settings

Services | Settings |

- Contact Search

- Contact Display

- Current Calls

- Computer/Phone Integration

- Clipboard Integration

- Dialling Rule

=~ Custom Directory Integration
- Configuration

- Outlook Integration

- Browser Integration

- Quick Keys
- Key Combinations
- Commands

- Startup

- Update

- Instant Messaging & Presence
- Logging

Security

- Language

[=- Connection
i Network
i Proxy
E- Authentication

- Call Centers

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

Show remote party phone number

On an incoming or outgoing 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)
I pop CRM (if applicable)

browse to URL (if entered)

() Services & Settings

Unity can also be configured to automatically pop the CRM contact when the call is answered,
which depends on the Automatic Contact Pop tab settings as shown below.

Services| Settings |

Skin
Contact Search
Contact Display
Current Calls
[=- Computer/Phone Integration
Clipboard Integration
Dialing Rule
El- Customn Directory Integration
- Configuration
Qutlook Integration
owser Integration
Desktop Integration
Call Notification

Key Combinations
Commands

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

Configuration | Automatic Contact Pop

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

Everytime I make an outbound call

that is through a call center
that is not through a cal center
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4.2 CONTACT SEARCH

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 Sugar CRM
and return the results. You can search on contact name or company name, 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.

(@ Unity Agent: Jenna Wimshurst - Sign-In (duration: 00:53)
File Messaging Tools Help

& Cc @ Kkfintk2671.trial.sugarcrm.eu/#Contacts/e5a8d472-f003-11e9- O e
S oapps @ [ Ssassiling (@) Unity Desktop Web 8 Online Exam (@) Unity # e -] @ @ @ 0 @ @

M Natalie Maines » Contacts » Sug- X 4

® - Doy v Tagem v Lesds v Contacs v Accounts

Name Tweets Tweets Total Calls Answered  Missed Calls

Received Answered Calls
» A Natalie Maines
@ Haliday Cruises = = 0
- - 0 0

@ Kakapo Sales
@ Production Streams
@ Kakapo Live Streams

Business Card

Title Mobile

Ms +1-178-745-1854

Department Do Not Call

Marketing

Account Name Email Address

White Cross Co natalie.maines@white...
Contacts  Activity Logs  Abandoned Calls  Voicemail

Tags
BroadSoft exhibition ] unity dashboard
Name Phone

Business Center Name . Natalie Maines (Sugarcrm Contact) +1-178-745-1854

Search natalie

You can also right-click entries to send an email using the default mail program (if there is an
email address set for that Contact or Lead in Sugar).

Contacts  Activity Logs  Abandoned Calls  Voicemail
Search nata
Name

Matalie Maines (Sugarcrm Contact)
"I L L e sLk] Call number

Send email

Show CRM contact

Add to default list

4.3 CALLLOG ENTRY

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

4.3.1 Manual Call Log Entry

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

Activity
ﬂ Cal Matalie Maine arcrm Contact) (CLEERL U I
Add number to personal directory
Show CRM contact
Add CRM call log entry

Contacts Activity Logs Abandoned Calls  Voicemail Reset column widths
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Unity will enter basic details of the call depending on if the call is inbound or outbound.

Remember this call log will be stored in Sugar so an outbound call in Unity is an inbound call
in Sugar, because we have called the contact.

You can also add further notes manually, then click OK to save the call log entry.

The call note will be saved against that contact in Sugar, please note that you can specify
whether to close the status of the call log task/activity in Sugar or keep it open by ticking the box.

- key Lombinations

[
- Commands Include contacts

Incude leads
Include accounts

Show record type when searching
Automatically add call log entry
I Close call log entry immediately I

B Connection
- Network

Add activity log entry *

Callto Jenna Wimshurst

Called to ask about the new Unity Dashboard app, have
arranged a demo for next week

Close log entry immediately I

|@33hochM Contact | | * Cancel | | 0K |

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

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

’ - Data Privacy v Targers v leads v Calls » £ Search

o Callto Jenna Wimshurst + [Ead EEZH

Start & End Date Repeat Type
10/17/2019 16:00 - 16:30 (30 minutes)

Direction

Inbound

Description

Call to Jenna Wimshurst

Called to ask about the new Unity Dashboard app. have arranged a demo for next week

4.3.2 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.

Update Include contacts
Instant Messaglng & Presence Tnckide leads
-~ Logaging
-~ XMPP Include accounts
Security
Language
=~ Connection Automatically add call log entry
Network _
Proxy Close call log entry immediately
Authentication

Show record type when searching

© Kakapo Systems 2024 www.kakaposystems.com



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. Sugar will
timestamp the call internally.

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

@ Tasks (3)

Subject Contact
Call to Nicola Dugdale In Progress Natalie Maines

Call to Jenna Wimshurst Completed Matalie Maines

Call from Jenna Wimshurst {Unanswered) Completed Matalie Maines

This shows an answered call from the Unity client to the Sugar contact.

o Call to Jenna Wimshurst ¢ En

Start & End Date
10/17/2019 16:00

Direction

Inbound

Description

Call to Jenna Wimshurst

Called to ask about the new Unity Dashboard app, have arranged a demo for next week
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