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1 About InGenius CRM Integration for Salesforce

InGenius CRM Integration for Salesforce is a search-and-dial and incoming screen-pop application that
integrates your phone communications directly into your Salesforce environment, to accelerate, simplify,
and streamline your workflow.

InGenius CRM Integration for Salesforce is a PC application that seamlessly integrates telephony users'
telephone operations with Salesforce, providing multiple features including click-to-dial from Salesforce
and Salesforce contact record pop-up based on incoming call.

This guide is intended to provide the information required by IT personnel to deploy and support InGenius
CRM Integration for Salesforce. The following topics are discussed:

e Supported Environments

e Installing the InGenius Call Center Adaptor

e Creating a Call Center

e Assigning Users to a Call Center



2 Supported Environments

InGenius CRM Integration for Salesforce provides desktop integration with telephony products and other
systems in a network environment.

The support for each component that integrates with InGenius CRM Integration for Salesforce is
summarized below.

Component Description Support Version
Platforms The operating systems on which you * Windows XP Profession 32
can install InGenius CRM Integration for b't_ i
Salesforce. This includes Terminal * Windows XP Profession 64
Services support. bit _ .
=  Windows Vista Business 32
bit
= Windows Vista Business 64
bit

=  Windows Server 2003
Terminal Services 32 bit

=  Windows Server 2003
Terminal Services 64 bit

Salesforce The versions and variations of = Version 4.5 or higher
Salesforce supported by InGenius CRM | *  Professional, Enterprise,
Integration for Salesforce Unlimited editions

Browsers The browsers supported with InGenius | *  Intérnet Explorer 7 or higher

CRM Integration for Salesforce




3 Installing InGenius CRM Integration for Salesforce

Use this procedure to install InGenius CRM Integration for Salesforce.

Salesforce. (Please see the InGenius CRM Integration for Salesforce Admin Guide.)

1. Toinitiate the install, double click the .msi file.
2. Follow the onscreen instructions in the installation program:

a. If not already installed, it will initiate the install of Microsoft .NET Framework 2.0.
(Microsoft .NET Framework 2.0 is required to run the application)

b. On the License Agreement dialog, read the agreement, select “I Agree” and click “Next”.

c. Select a folder where it will be installed. By default, it will be installed to
“C:\Program Files\InGenius\Connector\”

NOTE: The Salesforce Adaptor files necessary to enable click-to-dial comes as part of your
install package and will be located in the folder where you want the application to be installed.

3. The install will then be done.



4 Registering InGenius CRM Integration for Salesforce

When you run the application for the first time, you will encounter a registration dialog requiring you to
enter your license key.

1. Enter your license key.
2. Click “Register Now”

If you do not have a license key, contact us at sales@ingenius.com and we’ll provide you with a trial key
or a full license key.

fInGenius . [x

Thank you for using
InGenius Connector

[¥] User Registration (Optional)

“First Name: “Last Name:
Comparry: “Email:
Phone Number: * Required fields.

[¥] Send information about my computer

By selecting to send your user information you will malke it easier for our team to
support you in case of 3 problem.

You can also select to send information about your computer which will help our
engineers improve the application by keeping track of the kind of systems it is
running on. Mo personal information is sent other than what you entered in this
form.

Click here to read our privacy policy.

if you have a license key for InGenius Connector, enter it here and press "Reaqister
Mow™.

Enter license key here:
I

Register Mow

Copy manual registration info to clipboard

If you don’t have a license key but want to find out how to get one click here.

connected, pressing the “Register Now” button will bring up a “Manual Registration” dialog with
instructions on how to manually register the application.



5 Associating InGenius CRM Integration for Salesforce with Your
Phone

For instruction on how to create phone profiles, please see your Connector User Guide.

6 Installing the Salesforce Call Center Adaptor

Any machine that uses Saleforce.com Call Center Edition must have a computer-telephony integration
(CTI) adapter installed for the type of CTI system, in this case InGenius CRM Integration for Salesforce ,
that is in use. The CTI adapter acts as an intermediary between InGenius CRM Integration for Salesforce
, Salesforce, and a Saleforce.com Call Center Edition user.

The SalesforceAdaptor.xml file comes as part of your install package and is located in the same location
you downloaded the application. By default the location is set to:
Computer--> Local Disk (c:)-->Program Files --> InGenius -->Connector -->Plugins

7 Creating a Call Center

A call center corresponds to a single instance of a CT| system at your organization.

To create your call center for the InGenius CRM Integration for Salesforce:
In Salesforce, click Setup | Customize | Call Center Edition | Call Centers.

1.

2.

Home Accounts Contacts Cases Solutions Reports Dashboards Documents +

Call Center ~

Dave Strenge ~

| System Log

Personal Setup

Personal Setup

*/ My Personal Information

Logout
Help for this Page &

+ Email My Personal Information
| Import

+| Desktop Integration
+/ Call Center Settings

- Edit your information, language, time zone, quota, or sales team
* Change your password

* Reset your security token

+ Create or edit a personal group

- Customize your tabs and related lists

« Grant login access to your administrator or salesforce.com Customer Support
* Manage the visibility of your calendar to other users

« Edit your reminder settings

Desktop Integration
*/ Opportunities i g
| Quotes Hew! « Balesforce for Outlook
+ Forecasts + Download Force.com Connect Offline

¢l Cases

App Setup
£ Customize Email
[¥/ Tab Names and Labels + Change your outgoing email settings « Change your outgoing Stay-in-Touch email settings
£l Fosi + Create or edit an email template
r Activities
+| Campaigns Import
v Leads
. 1
AL CCRITS Import your data from Outlook, ACT!, etc.
r| Contacts

« Remove records from your Force com Connect Offline Briefcase
« Define your Force.com Connect Offine Briefcase settings

+| Entitlement Management Call Center Settings

¥ Self-Service

I £ Call Center I

* Edit your SoftPhone settings

Call Centers
Directory Mumbers
SoftPhone Layouts

Getting Started

+ Take Sales Representative Fundamentals Online Training
« Take Customer Support Fundamentals Online Training

»| Contracts

If the Introducing Call Center Edition splash page appears, click Continue.



3. Click Import.

4. Nextto the Call Center Definition File field, click Browse to navigate to the default call center
definition file (SalesforceAdapter.xml that came with your install pacakge).

5. Click Import.
6. Click Edit next to the name of the new call center to make any additional changes.

8 Assigning Users to a Call Center

Salesforce users must be assigned to a call center before they can use InGenius CRM Integration for
Salesforce features.

To assign users to a call center:
1. Click Setup | Customize | Call Center Edition | Call Centers.
2. Click the name of the call center to which you want to assign users.
3. Inthe Call Center Users related list, click Manage Call Center Users.

Call Center Users

Call Center Users Manage Call Center Users

Help .7
Call Center Users by Profile
Standard 2
Platform User
Standard User 1
System 1
Administrator
Total 4
4, Click Add More Users.
Call Center Help for this Page &
InGenius Call Center Adapter: Manage
Users

All Call Centers = InGenius Call Center Adapter = Manage Users
View: |ajl[~| Create New View

alp|lc|o|e|F|a|H|I|J|K|lL|m|n]|o|r|alr|s|T|u|v]|w]|x|Y]|Z|Other | Al

EAdu:I More Users | | Remove Users

D Action Full Hame + Aligs—d=ermarme— Role Profile

5. Specify search criteria to find the Salesforce users who should be assigned to the call center.



Click Find. All users who belong to a call center are excluded from search results because a user
can only be assigned to one call center at a time.

Select the checkbox next to each user who should be assigned to the call center and click Add to
Call Center.

NOTE: Once the initial users are set up, the administrator will be presented with a check box to
create this functionality when they create a new user account within Salesforce.



