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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.com, providing multiple features including click-to-dial from
Salesforce and Salesforce contact record pop-up based on incoming call.

The feature rich application provides call control within Salesforce and outside of Salesforce using the
InGenius CRM Integration for Salesforce tool bar or tray icon.

1.1.1 Features

e Screen pop on incoming and outgoing calls based on received and placed calls that are matched

to the corresponding record in CRM.

Click-to-dial from within the Salesforce.com user interface

Click-to-answer from within the Salesforce.com interface

Make outgoing calls from within the Salesforce.com user interface

Integrated call control: answer, Release, Conference, Transfer call from within the

Salesforce.com user interface

e Selective match: If caller ID matches multiple records within Salesforce.com, the user can select
the appropriate record when the caller has been identified verbally

e Call reporting: run detailed reports on call usage by employees and track down which customers
are calling in most frequently

e Call logging: all information is auto-logged with the associated contact

1.2 Operating System, Hardware and Software Requirements

1.2.1 Hardware Requirements
Minimum requirements
e Windows XP with Service Pack 2
e Pentium 3 (or equivalent)
¢ 1GBRAM
e 40 MB free disk space for application install and data
e Microsoft .Net Framework 2.0
Recommended system
e Pentium 4 (or equivalent)
e Dual-core CPU
e 2GBRAM
e 40 MB free disk space for application install and data
e Microsoft .Net Framework 2.0
e Windows Live Messenger version 8.5
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1.2.2 Supported versions of Salesforce

InGenius CRM Integration for Salesforce supports:
e Salesforce Professional, Enterprise and Unlimited
e Salesforce versions after summer 2010

1.2.3 Recommended Brower

e InGenius CRM Integration for Salesforce is supported on Internet Explorer 7 or higher.
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2 Using InGenius CRM Integration for Salesforce from within the
Salesforce.com interface

2.1 Connecting Salesforce with InGenius CRM Integration for Salesforce

telephony functions within Salesforce.com. It is advised to start InGenius CRM Integration for Salesforce
before you log in to your Salesforce.com account.

To start, log into your Salesforce.com account using the Internet Explorer browser. In the upper left-hand
corner there will be a large green button labeled Log In. Click on Log In to connect Salesforce with
InGenius CRM Integration for Salesforce.

Sarah Ormon » Help

m Accounts Conta ﬁepnrts Dashboards Documents +

S _____Login Sarah Ormon at InGenius
Thurzday October 28, 2010
‘Powered by InGenius
Calendar New Event | Calendar Help ' ?
Search Scheduled Meetings = Requested Meetings < October 2010 »
Sun Mon Tue Wed Thu Fri Sat
| Fs Today 28M10/2010 01 02
[T Limitta iterns | own You have no events scheduled for the next 7 days. 03 04 05 06 O7 08 09

10 11 12 13 14 15 18
17 18 18 20 2 2293
24 25 26 27 P20 30

2

Once you have logged in you will see that your line is open ready for you to use.

Advanced Search...

i

@ Ready for Calls W
o]

O Line1 Open

(Powered by InGenius

you change the phone profile you are using.
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2.2 Making a Call from Salesforce

There two options for placing a call within Salesforce:

1. Dialing the phone number using the telephony dial pad. To do this simply click on Line 1 and then
dial the number.

i

O Line1 Open

;Fuwerﬂﬁ bv InGeniuz

r - 1
i’a Ready for Calls L
| & |

) Linei Open

| Enter phone number to dial...

]

| 2 § 3 |
| s § 6 |
| s J o |
N

b 3 Hide Dialpad

|Powered by InGenius

IIII |

2. Click-to-dial by clicking on any phone number within Salesforce.

Sarah Ormon » Help

Home Accounts HENLIETEiE Reports Dashboards Documents

=

Eiﬁ Ready for Calls v =  Contact

. . £/ Ms. Barbara Cochrane

© Linei Open

Customize Page | Printable View | Help fgfithi= Page ﬁ

m Open Activities [01 | Activity Historv[2] | Notes & Attachmentzs [0] | HTMLE Status [0z
{Powiered by inGenius Contact Detail | Edit | | Delete | Clone |
Contact Owner  Sarah Ormon [Change] Phone  [A13)591-8002 x255%
Hame  Ns. Barbara Cochrane Home Phone  96135919002%
Search .
Account Hame Mobile 5131 591-9002 %
_ e
. Title  Account Manager Other Phone
1 I 1
| | st Department . Fax

[ Limitto iterns | own

Note: If you are using a BroadSoft profile you will need to manually dial extensions on your phone.
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2.3 Receiving a Call in Salesforce

On an incoming call, InGenius CRM Integration for Salesforce will match the caller ID with the appropriate
contact in Salesforce and pop the contact record.

To answer the call simply click Answer on the left-hand telephone window.

(= Contact: Mr. Tiger Woods ~ salasforce.com - Developer Edition - Windows Internet Explorer

mrv |[_ hepsiyira salesfarce com 00300000 0EE LT ~] % | [#4| x |§Gm|E | o
Flle EdE  wiew Favorltes  Tacls  Hzlp
?,‘?Fﬁ\'\’"’r“ |\_’.C0'|tac:: Wl Tiger Woods -+ salacforca,comn - Davelop.., |_| Eh 2 = E v Pagr v Safeby v Tanls - @' oo 3

Sewp SystemLlog Help Logout

Incoming
Salesforce Contact
Screen-Pop based
on Caller ID

Home  Siart Here

ﬁ = Corntact Custemize Page | Edi Lavout | Prirtable View | 4elp for this Page &
“ Mr. Tiger Woads
Q@ Lmne1 ncomng Cal Opportunties (0] | Cases[o] | OpenActuiies [3] | Activity Fistory (541 | Campaign Histoy o] |

ey HTHL Email Status 107 Phone
Dicled . numbers are
Humbor 5330 . . .
umier Contact Detail Edt | | Delete | | Clone || Request Upcate click-to-dial
Contact Tiger Woode
Jite Professicnal Ga... Contact Owner  Dave SIrenge [Change] Fnore  5360% 2
Name  Mr. Tizger Woods Home Fhore  (241)333-8022%
N TTTT—
= - AccountHame  Waichfie Mobie  (4158)555-1212%
Title  Profeasicnal Galfer Other Fhore  (A13)3R9-A048%
Dowe-cd by InSenius Nepartmeni  PGA Fax
Birthdate Emiail
Meporta To [View Org Char] Aaaatant
Search Lead Source Asst. Fhore
Mailing Addiess Olhezr Addrzss
Go! Larguages Leval
O Lirit i iterne Towr Created 3y  Dave Sirenge, 18/06/2010 10:38 Al Last Modified By ~ Davz Stenge 15092010 11.57 &M
Arvanzed search... Description

[dt | Delete | | Clone || RequestUpcate

m (-,_lOppnrlunities hew Opportunty Oppertanities Help (7
& Liger Wocds —
2/ leff <night ( Cases [tew Case] Susens el (2

Mo recercs to display

|

€D neernet g v Rlgm v
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2.4 Actions While on a Call within Salesforce.com

There are several actions that you can perform while on a call.

=
an ©n a Call W
0]

@ Line4 OncCal

Caller I Unknown

Dialed
Number 6135915002

Duration 01:07
Contact Barbara Cochran...

Title Account Manager

Hold

Transfer

Conference

| Log will auto-=zave when call ends.

Subje::tlt‘-all 1282010 4:42 PM

..-.Ir- T - Py g

mments | Contact again next wesk
regarding softphone

241 Hold

To put a call on hold simply click on the Hold icon “ To take the call off hold, click Retrieve Call

from Hold =

2.4.2 Transfer

To transfer a call click on the Transfer icon m Type in the number or extension where you would
D, Iitiate Jransier

like to transfer the call and select Initiate Transfer or One-Step transfer
2.4.3 Conference

To conference a call, click on the Conference icon E Type in the number or extension of the
person you would like to join the conference and select Initiate Conference or One-Step
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2.4.4 Adding Comments and Logging Calls

To add comments to a call, simply type the comments in the comment box.

5 IS

Q Line1 OncCal

Caller Il Unknown
Dialed

Number 135919002

Duration 01:07

Contact rbar ran

Title Account Manager

% End Call
T
m Trans fer
Conference

v Current Call Log

Log will auto-save when call ends.

Subject|[Tall 10282010 4:42 =T

Hamé | Compct Barcars Cochen W

Comments [Contact again naxt wees,
wgarmng sofiphone

When the call has ended the comments will be saved in the call log.

*j\, Task Help for thiz Page &

¥ Call 10/28/2010 4:42 PM
| w EEE DEE

[T Limitto items | own

Advanced Search... ) [ Edit | | Delete| | create Follow Up Task|
Task Detail

Create Follow Up Event

‘Create Hew... Assigned To  Sarah Ormon Status  Completed
Subject  Call 10/28/2010 4:42 PM Name  Barbara Cochrane
Due Date  28/10/2010 Related To
Phone  (613)591-9002 x255 . Email

£/ Barbara Cochrane o
Priority  Mormal

£/ Jeff Knight
= Created By  Sarah Ormon, 28/10/2010 Last Modified  Sarah Ormon, 28M10/2010
& Sarah Ormon 444 Fl By 444 PMN

( Comments  Contact again next week regarding softphone

@ Recycle Bin Reminder

Calls are automatically logged when you use InGenius CRM Integration for Salesforce to make and
receive calls within the Salesforce interface. You can find the call logs under the report folder, Call
Center Reports within Salesforce.
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that call if the number was already a part of a contact record.
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