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CHAPTER 1

| ntr oduction

About Alti-MSCRM

Alti-MSCRM is a Microsoft® .NET-connected integration tool that
provides CTI integration for Microsoft CRM. Companies implementing
Microsoft CRM for sales and service automation can further enhance
employee productivity by integrating contact center screen pop capability
from AltiGen.

AltiGen’s Microsoft CRM integration offers the following capabilitiesto
contact center agents' desktops through the AltiAgent client:

Defining of individual workgroup preferencesto screen pop one of the
following Microsoft CRM web pages:

— Contact page based on caller ID or caller-entered 10 digit phone
number

— Account page based on caller ID or caller-entered 10 digit account
number

— Order page based on order number

— Case page based on case ID

— Invoice page based on invoice number
— Contract page based on contract number
— Product page based on product ID

Use of dialed number (DNIS) to pop one of the above Microsoft CRM
web pages for aworkgroup call.

Service agent can belong to multiple groups and pop different
Microsoft CRM web pages for different workgroup calls.

Contact page screen pop isalso available at the extension user desktop
through AltiAgent client.

Centralized web-based management and local configuration for
Windows control.

Option to create new Microsoft CRM entry for each call or update
existing entry.
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e Option to minimize Microsoft CRM window when call is completed.

New in Version 2.0

*  Answering script for workgroup agents
*  Search and dial buttons

+ Cadl logging
+ Dataloading performance optimization

Package Contents

The following items are included in the Alti-M SCRM (v1.5) package:
«  Alti-MSCRM Manua (PDF)

e Alti-MSCRM Server (installed on Microsoft CRM server)

e Alti-MSCRM Client (installed on client PC with AltiView or
AltiAgent

Microsoft CRM Server Hardware and Software
Requirements

Please refer to Microsoft CRM configuration guide for Microsoft CRM
server hardware and software requirements.

Alti-MSCRM Client Hardware and Software
Requirements

Hardware Requirements

e Computer: Pentium 3/4 (1.0 GHz or higher with 256 MB RAM)

Software Requirements

* AltiWare 5.0 RTM, AltiClient 5.0 RTM

» AltiContact Manager 4.6 SP1, AltiWare OE 5.0, AltiServ Contact
Center 5.0, or AltiContact Manager 5.0 Software

e AltiClient 5.0 (or higher)
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e Microsoft Windows 2000 (Server or Professional), or Microsoft
Windows XP (Professional).

*  Microsoft Internet Explorer 6.0 with Service Pack 1 or later.

*  Microsoft Windows 98 Second Edition (compatible but not
recommended)

Note: Alti-MSCRM 1.5 can work with ACM 4.6 SP1 or ACM 5.0, but
Alti-MSCRM 1.5 and ACM 5.0 cannot be installed in the same
machine.

Alti-MSCRM Upgrade Path
Alti-MSCRM can only be upgraded from version 1.5 to version 2.0.
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CHAPTER 2

| nstallation

Installation of Alti-MSCRM requires two steps — installation of the Alti-
MSCRM Server and installation of the Alti-M SCRM client. Alti-M SCRM
also uses AltiCRM I tgServ, atype of service that provides integration
service between AltiWare and Microsoft CRM.

Note:  When making changesin the Alti-MSCRM Server configuration

screen, the Services window should be closed and

AltiCRM ItgServ service should be disabled/stopped. When
registering Alti-M SCRM Integration, the Ser viceswindow should
be closed. If left open, the AltiCRM ItgServ servicewill be
removed and you will not be ableto register Alti-M SCRM
Integration.

Installing and Configuring Alti-MSCRM Server

Note: Toinstal Alti-MSCRM server, you should first install DotNet

Framework 1.0 and SP2, then upgrade to the latest DotNet
framework version (currently 1.1).

To install and configure Alti-MSCRM Server:

1

Install Alti-MSCRM Server at the Microsoft CRM Server machine by
running the Setup.exe file from the Server folder. This creates the
Alti-M SCRM Server program folder accessiblefrom the Start menu,
which consists of the following:

— Alti-MSCRM Server Screen Pop Configuration - one of two
configuration screens for Alti-M SCRM, which invokes a web-
based window for configuring Alti-M SCRM screen pops (Tag
Definitions, settings for extensions, and screen pop rules based on
DNIS/workgroups.)

— Alti-MSCRM Server Startup Configuration - the second of two
configuration screens for Alti-M SCRM, which invokes the initial
configuration window for Alti-MSCRM Server.

— Alti-M SCRM Server Uninstall - uninstalls the Alti-M SCRM
program and file folders.
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2. OpentheAlti-M SCRM Server Startup Configuration window by
going to Programs>Alti-M SCRM Server >Alti-M SCRM Server
Startup Configuration.

BT Alti-MSCRM Server Startup Configuration |

— Microzoft CRM Server Setting:

MSCRM Root [hitp://10.100.1.218

¥ {nztall MSCRM Event Handler

SOL Server Addr. |1D.1DD.‘I.‘I19 META DB IAdVenture_Wolks_Eycle_MET.QBASE

UserDBO) lsa— Pazsword Im Test DB |
—Ali-MSCRM Server Logon Seftings—————— [~ Altware Logon Setting
£ Local Spstern Aecount AlliSery Address W
& Damain Account W Lemmn Bl 274
Password Imm— Logan Passward IW
[~ Register AtiMSCRM Service upon exit A Logon Test |

Ok I Eancell Apply I Help I

Figurel. Alti-MSCRM Server Sartup Configuration window
3. IntheMicrosoft CRM Settings section:

a. MSCRM Root - enter the web site | P address and directory path to
the Microsoft CRM Server Root directory.

Note: Usethe IP address for the Microsoft CRM Root field.

b. Install MSCRM Event Handler check box - selected, enablesthe
following options:

— SQL Server Address - the SQL server’s | P address where
MSCRM can connect to.

— META DB - database created by the MSCRM server. The user
can use SQL server enterprise management to access the
database (stored as “filename_METABASE.”)

— User (DBO) - the user who can connect to the SQL server and
acts as a database operator.

— Password - the password for the database user.
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IMPORTANT NOTES:

» During the installation procedure, the Install M SCRM Event
Handler check box is checked by default and cannot be
unchecked, which meansthe user must enter the correct database
parameters when installing Alti-M SCRM Server 1.5.

e The event handler will use the domain account to logon, so the
user must enter the correct domain account and password, even
if Register Alti-M SCRM service upon exit option is not
checked.

e ClickingtheApply buttonwill saveall settingsbut not install the
event handler, the event handler will be installed when clicking
OK. A message box will pop up to indicate the installation
result.

c. Test DB - usesthe current database setting to connect to SQL server
and returns test results to the user.

Alti-MSCRM uses MSCRMSDK services, which much use the
Microsoft CRM Server’srole user to logon. In the Alti-M SCRM
Server Logon Settings section, input avalid Domain Account
(<Domain>\Administrator) and Passwor d for Microsoft CRM Server
for Integration Service logon.

Wheninstalling for thefirst time, the Register Alti-CRM Integration
Servicewhen exit check box isgrayed out because Alti-M SCRM will
register the service automatically. If the user runs the startup
configuration in the future, the check box will be available — when
selected, the integration service will be registered upon exit.

Also, make sure the Services window is closed. Otherwise, the Alti-
MSCRM Service will not be created in the Services window.

Inthe AltiWare L ogon Settings section, enter the AltiServ Address,
L ogon Extension (you can enter any extension that can log you into
the AltiWare system) and L ogon Passwor d.

Note: To avoid integration failure due to changing the extension
password, you can create an integration extension, which will
be dedicated as the Alti-M SCRM integration logon extension
and keep the password unchanged.

Test the connection to AltiWare by clicking the AW Logon Test
button.
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8. Start the Alti-M SCRM Ser vice from the Ser vices window.

SEervices

| acion wew || = = | @@ EFRB 2> w0 »
Tree I MName 4 | Descripkion | Skatus | Skal
% Services (Local) i plerte Matifies sel... Started Aut

Alti-r5

%F\utumatic Updates
%Background Intelliq. ..
%Clipﬁmk

%COI\’H Event System
%Camputer Browser
8 Crystal BPS
%Crystal Cache Server
L -

Figure2. Alti-MSCRM Service, Services window
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Installing and Configuring Alti-MSCRM Client

Notes:

If the AltiWare system associated with Alti-M SCRM is changed or
needs to be changed, the user also needs to restart AltiClient to point
to the new AltiWare system. Also, if both systems share the same
AltiClient extensions, and you are switching between systems, make
sure the AltiClient extension from the first system disconnects from
Alti-MSCRM before launching the AltiClient extension with Alti-
MSCRM on the other system. (Please note the Alti-M SCRM Client of
the first system will still remain active even though the user
disconnects the first system from Alti-M SCRM Server. Also,
Microsoft will still count both sessions as licensed users.)

If amachine is running two AltiAgent applications, Alti-M SCRM
Client will only recognize the AltiAgent application that was first
registered with the COM Server.

To install Alti-MSCRM Client (at Agent User’s Machine):
1. Start AltiAgent.
Important:Alti-M SCRM must have AltiAgent logged in to make the

connection to the CRM server.

Install Alti-MSCRM Client at the agent user’ s machine by running the
Setup.exefileinthe M SCRM Itg\Client\ folder. Thiscreatesthe Alti-
MSCRM Client folder, which consists of the following:

— Alti-M SCRM Client - opens the login window for the Alti-
MSCRM Client.

— Alti-M SCRM Client Uninstall - uninstalls the Alti-M SCRM
Client program and file folders.
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3. Theingallation will run Alti-MSCRM Client the first time after
installation and launches the following Alti-M SCRM Client login
window.

AliHSCRM Server

[ Create new window for screen pop

™ Mirimize window after call complete

@ 9

Figure3. Alti-MSCRM Client login window

Note: Theinstallation will put Alti-MSCRM Client in the “ Start”
menu, so that if the agent machine reboots, Alti-M SCRM
Client can be started as well.

4. IntheAlti-M SCRM Server field, enter the name or |P addressfor the
Alti-MSCRM Integration Server.

5. Check the Create new window for screen pop option to have Alti-
MSCRM pop up a new window every time. If this option is selected,
Minimize window after call complete option will not be available.

6. Check the Minimizewindow after call complete option to minimize
the screen pop when the call is finished.

Note: If both Createnew window for screen pop option and Minimize
window after call completeoption are unchecked, the screen pops
will re-use the same window and will not minimize when the call
ends.

7. Click OK when finished.
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After Alti-MSCRM Client islaunched, if AltiAgent is properly connected,
Alti-MSCRM Client will be indicated by ablue AltiGen logo in the
Windows task bar AND the Microsoft CRM window will pop up. A red
AltiGen logo indicates Alti-MSCRM Server is disconnected. A gray
AltiGen logo indicates Alti-M SCRM is not bound with AltiClient.

| & @'(ﬂ% 1:59 M
Figure4. Windows task bar
IMPORTANT NOTE!

Alti-M SCRM Screen Pop requires Microsoft Business Sol utions Customer
Relationship Management window to launch. If thiswindow is not
launched, Alti-M SCRM Client will automatically launch thiswindow. The
user SHOULD NOT close this window.

Microsoft Issues

Security Service

Microsoft CRM Security Service isrequired for Microsoft CRM to run.
Currently, the Microsoft CRM Security Service failsto start automatically
when Microsoft CRM Server and SQL Server are on the same machine.

Toresolve:
1. Logintoyour Microsoft CRM server asaDomain administrator.

2. AtaCMD prompt (Start | Run | CMD) type: cd Pr ogr am
Files\Mcrosoft CRMserver\bin

3. TypeCrnBecurityService -r -s.Thiswill register Microsoft
CRM Security Service and make it dependent on SQL Server service
(MSSQLSERVER). Now that it is registered, launch the Services
snap-in from Start>Programs>Administrative T ools>Ser vices and
start the Microsoft CRM Security Service.
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CHAPTER 3

Alti-M SCRM Screen Pop
Configuration

After Alti-MSCRM Server and Client have been installed and connected,
you can use the Alti-M SCRM Screen Pop Configuration page to
configure the Alti-M SCRM screen pop using Microsoft Internet Explorer.
To access this web-based configuration, in the address field, enter the IP
address of the Microsoft CRM Server location, followed by /altigencrm/.
For example, http://209.220.14.132/altigencr m/.

Alti-MSCRM Status

The status of Alti-MSCRM isindicated at all times at the bottom left corner
of the Alti-MSCRM screen. If there is a problem with Alti-MSCRM, an
errors message and description of the problem will be shown next to the
Status: field. Refresh the web page to display the most current status.

|:§| Done

Figurel. Alti-MSCRM Satus Field

Tag Definitions

In the Tags Definition web page, thisinformation corresponds to the Alti-
MSCRM Server Startup Configuration screen. Leave the default
definitions unchanged. These are the tags that Alti-M SCRM will pop up
when those items match in AA/IVR or User Data of an external call.

Note: Any time Alti-MSCRM is uninstalled, re-installed, or upgraded,
thiswill restore the default tag definitions.
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3 Alti-MSCRM Server Screen Pop Configuration - Microsoft Internet Explarer

| Fle Edt View Favortes Toos Hep ‘

| wBack - = - @ [ & Qoearch Ggravortes Frvedia (H|EN- S E -5 D

| Address [&] hrep:/1209.220.14. 132/ altigencrmj = P |

RM Screen Pop Configuration

Powered by AltiGen

Tag Definition | Extension configuration || NI workgroup configuration

Microsoft CRM Server Root : http:/f10.99.0,102

Tag Definition

MatchTag  Text MatchTag Text

&t

s, All Righ

|&) pare [ [ |4 meemer 4

Figure2. Tag Definition page
Account ID

Pops a Microsoft CRM account page based on caller-entered 10 digit
account number

Order ID
Pops an Microsoft CRM order page based on caller-entered order number
Invoice ID

Pops a Microsoft CRM invoice page based on caller-entered invoice
number

Case ID
Pops a Microsoft CRM case page based on caller-entered case ID
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Contract ID

Pops a Microsoft CRM contract page based on caller-entered contract
number

Phone Num

Pops a Microsoft CRM phone number page based on phone number

Product ID
Pops a Microsoft CRM product page based on caller-entered product 1D

Notes:

When building your directory of contact information in the Microsoft
Business Solutions Customer Relationship Management - MIE page,
it isrequired that you use only numbers 1-9 for all IDs since
AltiWare' sAA/IVR can only use numbersfor inputting. For example,
if aMicrosoft product number entry is ABC0001, Alti-MSCRM can
match 4 digits, using 0001. If the record is ABC1, Alti-MSCRM can
only match 1 digit, using 1.

The Microsoft record entry should be unique, so Microsoft suggests
that you use along serial number for each record.

For the record entry to pop up, there must be a 100% match with the
call information received by AltiAgent and the Alti-M SCRM screen
pop conditions.

TheCaller ID isbasic call information. AA/IV R-collected data (phone
number, account number, order number, invoi ce number, case number,
contract number, product number) will be collected from the external
cal’sAA/IVR data and User Data.

AltiView only supports Contact/Caller ID information.

The tag definitions are case sensitive.
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Extension Configuration

The Extension Configuration web page shows all the extensions number
associated with the AltiWare system.
inn—msm Server s.:raenpnp Configuration - Microsoft Internet Explorer i =10 x|

Fe Edt yew Favodtes Tods Help [ = |
D | Qe Gairovores Guede J| B SHIP PR 20
it

Exts Config page 2
Extansion Num  Extansion Nams  Screan op  RegisterStatus  Pop Page/Match 2 call tog
E2 wiliam Zhang 4 Infctive [contacticater s =] [accoune =]
260 Harvey Huang r Inctive [hccount =]
261 Justin Jia [ | Infctive [accourt =]
262 ] Indctive [contacticalers 7] B [ccount =]
264 Hick Yo | | Inctive [account =]
%8 derek i [ ] Infctive [account =]
29 ey gao [ Infctive [Accourt =]
272 JackFu [ | Infictive [accoune =]
73 Frank Zhong B Infctive [account =]
274 eric kong ] Inctive [account =]
275 L Infctive [aczoune =]
277 Jeff Ma Id Infictive [ccount =]

Status: Ready( [Account] [Contact] [Order] [Invoice] [Case] [Contract] [Product] [Lead] )
Copyright 9 Alicen Communications, Al ights Reserved,

& [ [ B tocalintranet 4

Figure3. Extension Configuration page

The following fields are shown:

* Extension Number—displays all the extension numbers associated
with the AltiWare system. Up to 20 extensions are shown, per page.

*  Extension Name—displays all extension names associated with the
extensionsin the AltiWare system. If the extension’s name is not
configured in AltiWare, the field will be blank.

*  Screen Pop—when checked, enables a screen pop when a matching
record is found. Checking thisfield further enables an option in the
Pop Page/Match field.

* Register Status—displays whether or not the extension is registered
into Alti-MSCRM system.

*  Pop Page/M atch—When the Screen Pop field is checked, the Pop
Page/Match field will display the following options for the screen
pop:

— Contact/Caller 1D - will match each contact’s “Business Phone,”
“Home Phone,” or “Mobile Phone”
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— Account/Caller 1D - will match each contact’s “Main Phone” or
“Other Phone’

— Account/Account Number
— Order/Order Number

— Invoice/l nvoice Number

— Case/Case Number

— Contract/Contract Number
— Product/Product Number

Call L og—This option allows the administrator to pop a separate
screen pop to track an agent’ sextension activity and history, which can

be logged by contacts, accounts, or case numbers.

Usethe drop-down list to select one the following log activitiesfor the
extension:

— No L og (default setting)
— Contact

— Account
—Case

When the default setting is changed to one of the three options, the
system will 1og phone activity under the selected option.
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e Pop New Pageif no match—when checked, Alti-M SCRM will pop a
blank contact page if no match is detected.

- Account: New - Microsoft Internet Explorer (=] B3]

Account: New

3 a General " Details " Administration ‘
\ Information
P — L S E—

Account Nurnber I:l ©Other Fhone I:l
R — - R
Primary Contact I:“,_:I web Site I:l
Rettonship Type [ [u] Emai ]

Address

Address Mame I:l ZIP/Postal Code I:l
Street 1 I:l Country/Region I:l
Strootz — R
sreet 3 L aawesTee [ ]
city [ stepngMethed [ [v]
State/Province I:l Freight Termns _

Status: MNew

|&] Done [ [ | B Localintranet 7

Figure4. Blank Contact page
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Incoming Call with Matched Data

When acall comesinto the extension and matches the corresponding field,
Alti-MSCRM will pop the screen of matching information from the
Microsoft CRM database.

For example, if a customer calls Extension 107 and the caller uses
AltiWare's AA/IVR to input an Product ID Number (9873, for example),
the corresponding Microsoft CRM Product page matching that Product 1D
Number will be popped on top of the AltiClient screen.

2 Product: Front Brakes - Microsoft Internet Explorer o [m] 5|

Product: Front Brakes

5 Information @eneral |{peseription
9673
B substiutes w

i Name |Front Brakes |
& Price List Itams

Subject ¥ Clothing and Access | ) Product Type Sales Inventory [v]
@' i
& SalEsUERE it Group @ Unit parr )] Quantity on Hand

[ T vy e Y —
‘D Notes Costs

stk _ wholesale [ List price ($) 106 50
Supported Standard Cost ($) 78,81
Current Cost (§) (63,54

Status: Active

&] Done [ [ [BE Local intranet 7

Figure5. Incoming Call with Matched Data Screen Pop
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Incoming Call with Matched Data to be Logged

When the call isfinished (either agent or caller hangs up), and IVR data
matches a case number (or contact /account number), an activity log will be
generated to the case (or contact/account number) and an Alti-M SCRM
Call Log window appears.

4 Call Log - Microsoft Internet Explorer e il
| Alti-MSCRM Call Log Powered by AltiGen
| = write Log 2% Close
Call Info
callIp 64401060
Subject 24234,102,64401060,AltiGen, 04/14/2003, 11:50:30,8002529712,170
Memo Hello world!
Duration 300
Direction Qutgoing
@ | Customer | Title | Subject | State Reason
W cas-oi036 Eric Kong 555 Contact Information In Progress
|&) Done [ [ [ B Localintranet 4

Figure6. Matched Case, Alti-MSCRM Call Log

To savethelog to the MSCRM database, click the Write L og button. This
opens a new window to show the results of the saved log.

Powered by AltiGen

Alti-MSCRM Call Log
7 Close

Result of Case Call Log
CAS-01036 Successful

This window will be closed automatically in 5 seconds!

€] pone [T [BFwcaintrenet

Figure7. Write Call Log Results window
Otherwise, use the Close button to exit the window.
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Incoming Call with No Matched Data

When thecall isfinished and no IVR dataisavailable, or the | VR datadoes
not match any case number (or account/contact number), the system will
use caller I1D to search account or contact number. If thereisstill no match,

the system will no create any log for this call to the MSCRM database and
an Alti-MSCRM Call L og window appears.

4 call Log - Microsoft Internet Explorer =10l x|
| Alti-vscRM Call Log e powered by AltiGen

| o\ Close
Call Info

Call ID 64401060

Subiject 24234,102,64401060,AltiGen, 04/14/2003, 11:50:30,8002529712,170

Memo Hello World!

Duration 300

Direction ‘Outgoing

Case Not Found
Cannot Find Case , this call activity cannot be logged!

This window will be closed automatically in S seconds!

& pore [ Ecdnrme

Figure8. No Matched Case, Alti-MSCRM Call Log

Operational Notes

o If Alti-MSCRM is not integrated with the Microsoft CRM server, the

Extension Configuration page can still be configured and will still
_pop to the AltiAgent if the DNIS or Workgroup number Lnatchgs.

Powrered by AltiGen

Extension configuration | | DHIS{workgroup configuration

Extension Configuration -
Extension Num Extension Name Register Status

101 Kitky 'Wu Infctive

10z Mick ¥u InActive

103 Eric Kong InfActive

104 Paul Ling InActive

105 InActive

108 Infctive

107 InActive

Figure9. Extension Configuration page not integrated with Microsoft CRM
Server
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DNIS/Workgroup Configuration

Inthe DNI S/Workgroup Configuration web page, you can set up
additional screen pop rules based on DNIS digits collected from the
incoming call and/or based on the workgroup number accessed by the
caler.

“J At-MSCRM Server Screen Pop Configuration - Microsoft Internet Explorer B =18 x|

Be Bt Uew Favodes Tos tHeb [ =]
we e =<1 D e 3R S . 8
Back Fors Stop Refresh  Home Search Favorkes Media  History Mal Print Edit Discuss
‘Address [ ] hup://10.10.100.52]stigener] EREE
Google - =] Grenchweb @oeeie | tews | PR @i - By v Al
Alti-MSCRM Screen Pop Configuration Powered by AltiGen
™ Sae  Refresh
Tag Definkion
DNIS/Workgroun configuration & | Create [ pelete Select Al
DNIS number Waorkgroup number screenPop  Pop Page/Match Pop New Page if no match
r [ [i70 r AecourkfAccount Number = r
r [Wtpe/ om fwg 170 htmd
r [ 7 r CasejCase Murber - r
r [ty T oo e o g T
r [ firz N T
r [WiefFores v o JORIES WA ST T ol

Copuright © ANiGen Commmricsions, Al ighs Reserved,

[@ioee T T [ mhamet

Figure 10. DNISWorkgroup Configuration page
Notes:

e Because DNIS/Workgroup configuration settings are saved at Alti-
MSCRM Server, the AltiWare system set in the Alti-MSCRM Server
configuration will retain those DNIS/Workgroup configuration
settings. (For example, Alti-MSCRM Server has the AltiWare set to
System A and DNIS/Workgroup configuration settings are configured
in Alti-MSCRM Server. If Alti-MSCRM changes AltiWareto System
B, System A’s DNIS/Workgroup configuration settings are carried
over to System B.)

e A screenpop rulebased on DNIS/Workgroup configuration will match
the rulesin order from top to bottom.

«  DNIS/Workgroup Configuration screen pops have a higher priority
than screen pop rules configured in Extension Configuration.
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If an AltiWare DNIS entry has a name assigned, when creating the
DNIS/Workgroup screen pop for that DNIS, Alti-MSCRM’s screen
pop rules are case-sensitive — you will need to use the exact DNIS
name instead of DNIS number.

For example, if you have DNIS number “ 2526607 assigned as“ ABC”
in Altiware, and a DNIS/Workgroup screen pop in Alti-MSCRM is
created using “abc,” the screen pop for “2526607” will not pop unless
the namein Alti-MSCRM is changed to “ABC.”

To setup up a screen pop rule:

1

Click the Create button to invoke a blank screen pop rule.

/3 top - Microsoft Internet Explorer

Create DNIS/Workgroup configuration
| Save

Pop PagefMatch |C0ntact Page/Caller ID ;I

Pop Mew Page if no match Il

| Figure11. Blank Screen Pop Rule

2.

3

Enter the DNI'S number and/or Wor kgroup Number that the screen
pop rule will use to pop the contact screen.

Select the Screen Pop field to enable a screen pop when a matching
record is found. Checking thisfield further enables an option in the
Pop Page/Match field.

In the Pop Page/M atch drop down list, select one of the following:
» Contact/Caller ID

» Account/Caller ID

» Account/Account Number

* Order/Order Number

* Invaice/lnvoice Number

» Case/Case Number

» Contract/Contract Number
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*  Product/Product Number
5. (Optional) Inthefield below the Pop Page/Match drop-down list, you

can enter a pre-defined web page that will pop for the agent.

een Pop Pop Page/Match Pop Mew Page if no match

-
[ Wttp: S fereer. msn.com freg 170 hitmd

r
I |Cusc|'Cusc Mumber _;I r
r

[Tt /e mvencons Jeeg 17 1 0t

Figure 12. Pre-definable Web Page Field

A suggested use for thisfeatureisto prepare an agent answering guide
or agent script as aweb page, configured to pop to aworkgroup to
guide the workgroup agents with key information—product
information, current inventory levels, sales script, etc.—while
handling a customer call.

Note: For an example of how to set up an answering guide, refer to
“Sample Answer Guider” on page 31.

6. (Optional) Select the Pop New Page if no match to have a blank
contact screen pop up if no conditions are matched.

£ Account: New - Microsoft Internet Explorer =]}

Account: New

General | Details | Administration
' Information

RelationshizTyee [ [v]  Emal ]

Address

Status: New

|&] Dane [ | B Local ntranet 7

Figure 13. Blank Contact Page
7. Click the Save and Close button when finished.
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| Incoming Call with Matched Data

When acall comesinto the AltiAgent and matches a corresponding DNI'S
and/or Workgroup Number entry, Alti-M SCRM will pop the screen of
matching information from the Microsoft CRM database.

For example, if acustomer calls Workgroup Number 302 with DNIS
digits 2521302, and the caller uses Altiware’s AA/IVR to input an Order
Number (01003, for example), the corresponding customer’s Order
Number will be popped on top of the AltiClient screen.

|4 Information
|54 Products

(8= other Contacts
T Activities

) motes

Status: Active

tecalculate  Look Up Address...

General | shipping | Addresses | Administration

M Create Invoice

/3 Order: Road Bike order - Microsoft Internet Explorer =]

Order: Road Bike order

Order ID 01003
Name [Road Bike arder |
Customer | wiorld of Bikes |[J2]  Price List [ Wholesale [F=)

Totals

Detail Amount (§) 97,223 28
(%)
Order Discount (§) |1,527.90

Pre-Freight

e o 95,695,368
Freight Amount ($) [7,384.84
Total Tax () 7,545.17

Totsl Amount (§) |110,625.39

@] Dene [ [ [BE rocalintranet 7

| Figure14. Order Page

Operational Notes:

Alti-MSCRM does the data synchronization based on the
configuration time interval. If amatched Microsoft CRM record is
changed or removed within thisduration, an error message will pop up.

When running Alti-M SCRM, the maximum number of windows that
can be opened (including Microsoft CRM entries) is 32 screens. Once
thislimit is reached, Alti-M SCRM will display warning message

window and no new screen pops will appear until another window or
entry screen is closed.
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e If hardware performance becomes an issue (Microsoft CRM entry
screens pop up too slow), it is recommended that you keep only up to
eight (8) screens open on your desktop at all times.

+ If Alti-MSCRM s not integrated with the Microsoft CRM server, the
web page pop on the DNI S/Wor karoup Configuration page can still
be configured and will still pop to the AltiAgent if the DNIS or
Workgroup number matches.

[P o R I e B e |

Screen Pop Configuration Powered by AltiGen

h

Extension configuration | | DNIS{Werkgroup configuration

DNIS{workgroup configuration Select All
DNIS number Workgroup number  Script ScreenPop  Script URL

M| [100 I3 [http:danswerquider a1 00/default, asm

= | [333 2 [hetp:janswerquider w333 default. aspx]

Figure 15. DNISWorkgroup Configuration page not integrated with Microsoft
CRM Server

*  When adding datainto anew or existing Microsoft CRM entry record,
if another call comesin to the Alti-M SCRM agent, the currently open
Microsoft CRM entry record will prevent any new screen pop entry
records from popping up and a Server Busy message is displayed.

This action cannaot be completed becauze the
"Cottact: Daviz, Megan - Microzoft Internet Explarer
provided by Yahoo!" program is not responding.
Chooze "Switch Ta" and carrect the problem.

Switch Ta... I Fietry Cancel

Figure 16. Server Busy Dialog Box
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At the same time, aMicrosoft I nternet Explorer dialog box will
prompt you to save your changes to the Microsoft CRM entry record
or to close the record without saving the changes.

Microsoft Internet Explorer |

& Are you sure you want to navigake away from this page?

Ta save your changes, click Cancel, and then click Save or Save and Close,

Ta close this recard without saving vour changes, click Ok,

Press OF to continue, or Cancel to skay on the current page.
(8] 4 I Cancel |

| Figure 17. Navigate Away Dialog Box

Pressing OK will allow the next screen pop to appear in place of the
old Microsoft CRM entry. Pressing Cancel will leave the current
Microsoft CRM entry record open.
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Sample Scenario

After Alti-MSCRM is configured, in an AltiWare environment, Alti-
MSCRM should function as follows:

1. Altiware's Auto Attendant/IVR is configured to collect digits based
on Account ID, Case ID, etc.

:I_ - expand tree [CRMAL)
-- 1 - get digits [accountid 3-4] Item 0z
=] 2 - get digits [accountid countMumbe ltern Nams W30z
[+ 3 - get digits [orderid 5-5) (OrderMumber] .
[+ 4 - get digits [invoiceid 5-5] (InvoiceMumber] " Pramgt ID j
[+ 5 - get digits [caseid 5-5) [CaseMumber]
[+ B - get digits [contractid 5-5] [ContractMumbe I™ Push URL I
[+- 7 - get digits [productid 2-4] [Productumber] .
I+ 8 - get digits [invoiceid 5-5) Actions |Call - To Extension/Group j
[+ 3 - get digits [accountid 5-5) [HuntGroup)

- [1- to operator :

Exh . -

- % repeat level Hensien |302 WG Two J

- # - mail bow access

- T - to operator
Kl | 2
[~ Hide Mo Action’ bems oK I Cancel | Lpply Help

Figure 18. Auto Attendant/I' VR Configuration page
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2. Inthe DNIS/Workgroup Configuration web page of Alti-MSCRM, a
ruleis created and configured to pop a screen pop when an AltiAgent
receives an external call going to Workgroup Number 302.

‘Warkgraup number 302

Pop PageMatch Inccount PageAccount Murber ;I
Pop New Page if no match Il

|@ Done l_’_’_ E Local intranet A
| Figure19. ScreenPop Rule

After the ruleis configured, the rule appearsin the DNIS/Workgroup
Configuration web page.

3 Alti-MSCRM Server Screen Pop Configuration - Microsoft Internet Explorer -0l

Fle Edt View Favortes Took Help ‘

Gack v = - QD [8] A | Doearch [EFavortes @veda H |Gy G H-EH 0D
ﬂddressIEhttp:f/209‘220‘14.132/alt\gencrmﬂ | Poe ‘
Powered by AltiGen

Tag Definiticn | Extension configuration | | DMIS/Workgroup configuration

DRISfWorkgroup configuration
—
DNIS number Workgroup number Pop Page/Match Pop New Page if no match

T |eserame fa0z [ Account/Caller O =¥

M [esz1z03 [a02 [ordericrder Humber =~

| FEFTE) e [trwvoicefinvoice Number =]

I [eseras [aos [ caseicCase Number = ¥

T Jeszia0e =3 [ Contract/Contract Number <]

I [esziz07 [ao7 [FroductiProduct nurber =]

o [a0z [CorkacticCaller 1D JE2 i

I fiesss Jeest [ ContactyCaller 1D = ¥

[&] bone [0 Internet 7

Figure20. DNISWorkgroup Configuration page
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3. AltiAgent receives an external call from 5102522222.

AltiAgent-132

I

Ringing

Calls Yoice Mail
Config i Ready
Transfer Conference ¥
Monitor ‘Want

To Yoicebail |"To Attendant =
Loginfout

Figure21. Alti-Agent Main Window

4. Alti-MSCRM will display the screen pop for the Microsoft CRM entry
with the matching information.

2} Account: Lots ol s Storehouse - Microsoft Internet Explorer I =] B3]
Account: Lots of Bikes Storehouse

General | Details | Administration |

Account Name Main Fhons
Account Nurnber Other Phone
Parent Account | |[)] Fax 5102526360
Primary Contact  |[i Brewer,alsn |[,J)]  web site
Relationship Type [Prospect  [w]  E-mall

i

Address
AddressMame | | zIp/Postal Code
Street 3 [ ] address Type

City Camphellsville Shipping Method
State/Province Freight Terms

I

Status: Active

@ore T
Figure22. Microsoft CRM Matched Entry Screen Pop
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Sample Answer Guider

The answer guider featurein Alti-MSCRM allows for aweb page to be
popped that isintended as an agent answering guide or agent script. The
answer guider can be configured to pop to aworkgroup agent to provide
key information—product information, current inventory levels, sales
script, etc.—while handling a customer call.

The answer guider feature can be configured as followed:

1. Create an agent script or an answering guide with your desired
information on aweb page.

2. Inthe DNIS/Workgroup configuration page, enter the URL for this
web page in the Pop Page/M atch entry field and sel ect the checkbox..

/3 ARi-MSCRM Server Screen Pop Configuration - Microsoft Internet Explorer s > o [=] 3
| e Edt Yew Favorkes Took  Heb -
| deck - o - @ [ 6Y| @eerch GlFsrone @isde 3| B F S-S ¥ 0 B
_|ndckcss 2] it fiosalhost ki MSCRIwebzenfial | e | [uks =
_Alti-MSCRM Screen Pop Configuration Powered by AltiGen
Tag Definition | Extersion o =11k group
DS Werkaroup conauration [page 1 =] T Create | Delete
DNIS numibser ‘Workgroup number  ScreenPop  Pop Page/Match Pop New Page il
Ml | [tna 7} [Coracticater it = | [t
= | [Rtpe 110,100,121 BfArswer Suider W1 (0. hm
I frower [tnz = | Ceritact/Caler i =l L=
= [
= = = | popramrrrrn = -

Figure23. URL for answer guide

3. UsetheVirtual Directory Creation Wizard inl1ISto create avirtua
directory for the answering script.

virtual Directory Creation Wizard E x|

Virtual Directory Alias S
“fou must give the vitual directory a short name, or alias, for quick reference.

Type the alias you want to use to gain aceess to this Web vitual dicctoy, Use the
same naming comventions that you would for naming a directar.

Blizs:
IAnswavBu\dad

<Back [ Mew> | Coneal |

Figure24. Virtual Directory Creation Wizard - Virtual Directory Alias
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4. Select areal directory to match the virtual directory.

Yirtual Directory Creation Wizard

|

Web Site Content Directory Lo
‘where is the content you want to publish on the 'wWeb site?

Enter the path ta the directory that contains the content

Directary:

IJ \AnswerScip] Browse... ]

<Back [ New> | Concel |

Figure 25. Virtual Directory Creation Wizard - Web Site Content Directory
5. Make surethereis ascreen pop filein the real directory.

B X\ AnswerScipt

=1o] x|
] Fl= Edt ¥iew Favorites Tools Help -
] @Bad;v-bv@|@59ach?[aﬁoidas gjla“a'%'%-’fﬁ -
] Address II;! J:\Answer Scipt ﬂ ('1'>Go
. Falders X || | Nama_+ | Size | Type I Modiie
E R e a| |€]ws100.0tm DK HTML Djcument 20034
| @3 sH_Icc

-] sH_Ioces|

- Bt

| E o svs2(F)

- HI 45 Compact Disc (G:)
= =3 MEW_DATAL (H:)

| S HEW _DATAY (K
- &= Control Panel

T B s ababasinsls Blaman

Figure 26. Confirmscreen pop file exists

6. Once configured, when a call comesinto Workgroup 100, before an
agent answers the call, WG2100.htm will pop up on the agent’ s screen.
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CHAPTER 4

M icrosoft Business Solutions
Customer Relationship
M anagement

After you have Alti-MSCRM Server integration, Alti-MSCRM Client and
AltiClient running and Alti-M SCRM screen pops configured, Alti-
MSCRM will pop screen pops based on database information in the
Microsoft CRM program.

3 Microsoft Business Solutions Customer Relationship Management - Microsoft Internet Explorer - (o x|

User: STSTEM, ADMIN | i ] Home: My Home Page

©® Home |
OF Activities for 3/13/03: & -

@ settings Activity Subject Priority Type Due Date @ Create an Activity:
it 2 @ Tesk
Past Due Activities:
@ Fax
You have no activities past dus, .
@ Phane call
Activities Due Today: @ e-mail
You have no activities due today G Letter
Activities Due Tomorrow: [ Appointment
ou have no activities due tomorrow Create a Record:
@ Lead
% opportunity
% Account
o) contact
In Progress:
A ) 0Items

“ Information:

[ Sales Training on New Products

#ttend Sales Training this menth to learn about our new lins of products. Learn selling tips, abtain templates and seripts. Training
will be held in Sesttle and Los Angeles. Ta learn more, visit our online site at

More hty ks comytraining

 quick create L
=' Discounts on last year's cycle clothes

[contact  [v] Check out the discounted prices on last year's biking clothes before we bring in our new clothing line. Here is an oppartunity to give

our customers & great deal, and expand the AWC product line. For more details visit our closeaut site at

&) Done || | EErocalintranet Vi

Figurel. Microsoft Business Solutions CRM program

For detailed information on this product, refer to the Microsoft CRM
documentation.

Important Notes

e Inputting the Server name for Microsoft CRM uses intranet settings,
while inputting the Server |P address uses Internet settings. When
using the |P address, alogin window will pop and prompt you for a
password. If you do not want to be prompted with a password when
entering the | P address, you must change your Internet settings: go to

Alti-MSCRM Manual 33



Start>Settings>I nter net Options, select the Security tab, select
Custom Levd. Scroll to the very last option — User Authentication

— and change thelogon to Automatic logon with current username
and password.

e Besure not to exceed your company’s license limit for Microsoft
CRM. Contact your system administrator if additional Microsoft CRM
licenses are needed. Refer to the Microsoft CRM documentation for
more detail.

« A Search & Dial featureisavailable asamenu item and button on the
Microsoft CRM program.

ome: My Home Page

Powered by AltiGen
© rHome
o Phone Number [1o1 Q
e Jech B . S e e |
—
s Pop

Contact Aeeount [ Lead E

Found 100 record(s) Next=>

Account Name: | Main | Other Address
Accounk Number 0 101
Accourk Mumber 1

Accounk Number 1

Accourk Mumber 10

Accourk Number 100

Accourk Number 1000

Accourk Nurmber 1001

Aocounk Number 1002

Accourk Nurber 1003

Accourk Number 1004

Accourk Number 1005

Accourk Number 1006

Aecourk Nuber 1007

ST | e o

Accourk Number 1003

Figure2. Search & Dial Button
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When the user clicks on the Sear ch & Dial button, or when Search &

Dial is selected from the menu list, this pops an Alti-MSCRM Search

& Dial page.

3 Dial - Microsoft Internet Explorer

Alti-VMISCRM Search & Dial

Phone Number 101

Powered by AltiGen

Found

Account Name
Account Murrber 0
Accaunt Mumber 1
Account Mumber 1
Account Murber 10
Account Mumber 100
Account Mumber 1000
Account Murrber 1001
Account Number 1002
Account Mumber 1003
Accaunt Mumber 1004
Accaunt Murrber 1005
Account Murmber 1006
Accaunt Mumber 1007

Account Murber 1008

ot birches 1009

Account

100 record(s)

Lead

| Main
101

Next>>

| Other | Address il

[T [ B toca ntranet 7

Figure3. Search & Dial Popup Window

A user can search by Contact, Account or L ead from this web page.
When an entry is opened, the user can use the Dial button to call the

phone number(s) associated with the entry.

icrosoft Internet Explorer provided by Yahoo!

| |§_-J Information
|_hJ More Addresses
!ng Sales

| ®

Figure4. Dial button from Contact Page

|General Details Adrninislration|

Zalutation

First Mame

Middle Name

Last Name

par. | Business Phone
Jirnirmy | Home Phone
,—_ Mabile Phone
Bischoff Fax
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After clicking on the Dial button, anew window popsup displaying all

available numbers for the contact—Business Phone, Home Phone,
M obile Phone and Pager .

(o[

'a Contact: Bischoff, Jimm

Powered by AltiGen

Contact : Jimmy Bischoff
Click-and-Dial
Business Phone  |555-0135 |

Home Phone |GE55-0135
Mobile Phone |555-0137
Pager sss-o139

Address Name: ABX Company
Phone |510-2529756

Status: Active

€0 | | @reme

Figure5. Dial Window

Todial anumber, click the number in the field of the desired entry.
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