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Telephone Call Scenario: Receiving an Inbound Call

SUCRTE =[S S

~
&) Forward Cpportun Retum Campaign Mestin Complete ort Grou
@ P List/Detai t pportunty - 4 Iﬁ Fed l% g [ Comp E-Mail EEW : Te[ephone Call
LY History ¢, Undo | Ticket 3P Defect [0 Attachment | [ ToDo =F Note &2 Import Leads
Mavigate | Edit View Insert MNew Activity Import/Ex Ma nager
Sales _| Contacts " 4 4 Tof 1 PPl
Telephone call control
ﬂ“ﬂ'] Contact: John Abbott Direct: |(312) 5557854 ] Primary Contact for Acct. pd he abil [John Abbot]
roviding the ability to
cums | Account: |Abbottiid Mobile:  |(312)555-1234 J V| Authorized Senvice Contact 7 et - heetied
Dashbond _ Prefemed Contact: answer the incoming call
Title: President Fax: |{312} 5R5-THAR | |F‘hone » e @ e .
= Asst: Ms. Jane Smith {00:00:11) :
Aol
~ . - - - LR
Aarmatio ,nte”’ CT' for Infor CRM
Cant _ r olo o
®1 Show the CRM Contact £ )
e information of the caller [ dller ReECognitio
k<3 Information -T: the caller Select suggested call related Account/Contact or gearch for an alternative.
in your Intor CRM .
Opport recognition of inbound
= L lelated A t: [Abbott Ltd.] callers in your Infor CRM
o w n te ’ I C T Contact Name Title Department City
system
Activities , ' , fUr “ﬂm- John Abbott President Administration Chicago
inteli-CTi | Call Start Time = Call Description Up Action ~
e THR2015 1726
""" THI2015 1712 "
Calendar I | »
B‘ More Tabs... | Motes/History |F~c:ti'u'ities | Literature
Library T Filter Options >> A Edit  View Notes hound C 3 4 Answer Call
=) Type Date/Time  © User Name C handheld -
Rani Phone Call  7/1/2015 5:31:0 Administrator, Al arrival.
. Phone Call 712015 5:17:2 Administrator, Abbott, John Complete Inkound (Establizhed) | have offered to ship a replacement immediately for
b arketing Phone Call  7f1/2015 3:47:1 Administrator, Abbott, John Complete Qutbound (Established) which he was happy.
Service Phone Call 6/23/2015 5:01: Administrator, Abbott, John Complete Inbound (Established)
Support Phone Call  &/13/2015 3:11: Hogan, Lee Abbott, John Qutbound Call (Established)
Dazhboards Phnne Call AMARINAG 309 Hnnan | ee Ahhnt Inhn Inhniind Mall fFetahlizhiedy v v




[ inteli-CTi Call Manager
343
mte!h Ti- @

l|]_| Virtual Telephaony Server (WVTS3) (WT51)
= Active Call List[1]

Telephone Call Scenario: Preview Dlallng from CRM (Entity Detall)

Dialler

>[Iy Copy

- (=

I—I ﬁ Oppartunity ﬁ Retum

List/Detail
LY History <, Undo (=] Ticket 30 Defect &2 Import Leads
Mavigate Edit View Insert Import/Exp ol

Contact:  |John Abbott Diect:  |(312) 5557854 OnLlC

R

Speed
Search

Q Forward

E? Campaign % Meeting
[ Attachmert | [5 ToDo

a BExport Group To Excel

o-liEu g -| P

intelli-CTi

[I]

o0013126651234 =

| John Abbott
. ) L President

d Sﬁll:ues d Account: | Abbott Ltd || Mobile: |312) 5551234 er o Ent|tv Diali ing ot ag.

azhboar Title: |F'resu:|ent | Fax: |{312}555_?545 | Phaone Finging @ fﬁ @ @ -

e . : = i {1e0: 00:03)

S Asst: | Ms. Jane Smith | Home: [(312) 5553543 Do An Infor CRM entity
fecounts | Dear | || Other | (oo (e.g. CRM Contact) can

& Address: 4206 W_Grand Avenue [Joofl be dialed with a single

N Suite S00 . -
cortaere | @19 [=]|Chicago. IL 60651 Email [jabbot@abbatt demo click, ":'"ithe Call
LUSA
a‘b. Web: |www.abl:n:utt.n:u:um N;m Ll UttDﬂE
: adjacent to eac
sl Chwner: Midwest Acct. Mar.: |Hogan, Lee 'Qb Trr Tore Decision Maker At
Leads | Tyee: | | ' telephone number.
h Cont. Status: |.ﬁ.etive | Acct.
O pportunities ¥
P ﬂ In te, ’ | CTI for Infor CRM
] -_ﬂ Telephone Call History
#  These are all the telephone calls relating to this Contact.

inteli-CTi | Call Start Time  + Call Description Call Duration  Direction Call Result User Related Activity Follow-Up Action

?j“l TNR2015 1726 00:04:585 Inbound Established Adminigtrator

H:H:T'ﬁl THR2015 1712 00:04:12 Inbound Established Administrator
Calendar

< m |

&

More Tabs... | Motes/History |Fu::hvi:n&a | Litersture Requests | Attachments | Lead Sources | [.‘!pporh.ri]&all:‘mc:&as&a | Associations | Summary

Library % Filter Options >> # Edit [ View Notes E-mail =3, Word 43 Refresh Records shown: 17
Wpc—batefﬁme © User Mame Contact Name Result Description |~ | R'E‘:‘E""‘Bd a '33_" from -_]Dh'”' to say that the han.dheh:l
R Phone Call  7/1/2015 5:31:0 Administrator, Abbott, John Complete Inbound (Established) = ||| device we shipped him was damaged on arrival
. Phone Call 712015 5:17:2 Administrator, Abbott, John Complete Inkound (Eztablizhed) Bl | have offered to ship a replacement immediately for
b arketing Phone Call 712015 3:47:1 Administrator, Abbott, John Complete Outbound (Established) which he was happy.
Service Phone Call 6232015 5:01: Administrator, Abbott, John Complete Inbound (Established)
Support Phone Call 6/13/2015 3:11: Hogan, Lee Abbott, Jehn Qutbound Call (Established) |
Dazhboards Phnane Call &MAIMNAS 3+N9 Honan | ee Ahhntt lnhn Inhinnind Call iFetahlizhedy l




T [ inteli-CTi Call Manager
Telephone Call Scenario: Preview Dlalmg igelng CRM (List Dialing) NEENBEE EEC

—

- I_I : _— i \-l\ @ ’, - T (\l

G Forward [E Py = |_!‘?t Opportunity ﬁ Retum EF Campaign '% Meeting = @ Export Group To Excel g | - lnte ’ CT
<=, Undo [ Ticket 3 Defect [0 Attachment | [y ToDo &2 Import Leads Search

Mavigate Edit View Insert ivi Import/Export Search | intelli-CTi

L] EE

) Ll

Al Contacts | Authorized Contacts | Do Not Solicit | Duplicate Emails | Latest Contacts | Missing Emails For Customer Partal | My Activities for Today | My Contacts | My History | Status = Duplical < | 2 |

|ﬂ:| Wirtual Telephony Server (WT3) (WTS1)
= Active Call List[1] (=)

80013125551234 &

John Abbott
T ACCOUMT City State Wiork Phone hd obile E-mail Acct b anager wrer ~ President
Sales Abbatt, John Ahbbatt Lid, Chizago IL [312] BEG-7854 [312] 555-1234 jabboti@abbott demo Hogan, Lee b idwest Abbott Ltd.
D ash B i Full Systerns Elkton MD (410 555 72504225 [47101] 555- 35?1 Keﬂh@FulISystems dr Bamet, Dan Mortheast Ringing @ @ @ @ 0
Aberle, F. [Gates Machine — S = mie.de YWalzh, Linda Southeast (00:00:02) )

i

bpety ‘wialzh, Linda Southeast
o.de Martinez, Ed Southwest

Acet, Janet Sama Fropety
Surnmit & Co,

Accaurts | Adama, Juan

dusztr Barret, Dan MHartheast

Ad I -
e 8 intelli-CTi o oo con
Contactz  Ada . Abbott Ltd. orpe “walzh, Linda Southeast

.-’-'-.d?a D 1a ' er tCa. Walzh, Linda Sgutheast
Adi, ! ! Inte Hogan, Lee b izt
Aiza :

eting Barret, Dan Mortheast

Leads .
) Ala The Infor CRM Dialer Account Contact: nc.d Fuentes, Manuel  Southwest
Ale provides a list of CRM Contact Name Primary Hogan, Les Global
. lale s 'eb Hogan, Lee b idwezt
John Abbott Yes
Dppu:uunltles Alfre entities bESEd UF]GI"! thE .dern Hogan, Lee bzt
FE Al context of what is ider 'walsh, Linda Southeast
~'  |AleAl currently selected/active dem: Hogan, Lee Midvest
Activities | s in Infor CRM ures. Hogan, Lee bdichmest
ininfor F d.de Hogan, Lee bl izt

Al
E B E TNS Telephone Numbers: c.der Hogan, Lee Micwest

Select the CRM entity

inteli-CTi  [Ama i o anle Stichler, Hanz ERE A
=== |ang YOU Wish to dial along PRt Martinez, Ed Glabal
And with the telephone Number Type Telephone Number Restricted m.de Stichler, Hans EMEA

Calendar  |“hd number to be dialed. Direct Number (312) 535-7854 Mo | bralli walsh, Linda Southeast
And Mobile Mumber (312) 5551234 Mo oBln Fuentez, Manuel  EMEL

ﬁ Anderzon, 5. Aan Tndiztna Home Mumber {312) 555-3543 Mo fuztric Sefalzh, Linda Southeast

Lo Anderzon, James Anderzon Waste Sales Contact Fax Number {312) 555-7545 Mo it e kartinez, Ed Southwest

A Anderzon, Rob Hercules Depaot Foods C lepol Barret, Dan MHaortheast
Androutzopoulou, Micholas Coca-Cola Hellenic [arant, Jean [lobal

Andruz, Jeff Siera Mkgt. Managems b an bartinez, Ed Soutbimest

Reports |4 pteby. Rebecca GRI Inc. ETOORTT TT 5 o0 5 T9ET FEDECCEERTne. de Barret, Dan Martheast

b ark eting Anthony, Brian DME Operations Company Hawerhill b [503) 555-737E [503) 555-5368 Brian@OMEOperation B arret, D'an Mortheast
Service Anzalone, Lary Bk b abors "ot altham b [204E] 0B Stichler, Hanz Global

Suppart Ariatti, 5am Expanzion Inz. Flonda Tuztin Ca, [¥14]555-244 [¥14]555-5959 SamisE spanzionlnck Martinez, Ed S outhmest

Dazhboards || < []] >
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Telephone Call Scenarle PFEVIE‘W Dlalmg from Related CRM Entltles | [-[o[xl <3 <3
' ' intelli-CTi"

= Active Call List [0]

Dialler

intelli-CTi

| FCe: ' 1
. . V. nfor CRIM
Sales Accourt: |M Ek| Status: B ,nte”'-CTl for Infor CRM .
g L SO oo ] ZFIE,
% \[312) 5557854 | Necded Datc: | MMl
Accounts | Serial Number: | TEC-1000003 Q| | e The Infor CRM Dialer
oot COFEAADIO Q Assigned To: PU— provides a list of CRM

Assigned Date:

entities based upon the
context of what is

currently selected/active

in Infor CRM.

Select the CRM entity
you wish to dial along
with the telephone
number to be dialed.

Contact Mame
John Abbott

Title
President

CRM Entity 2\

Related Dialing

It is possible to make
telephone calls from related
CRM entities such as

CRM Tickets and CRM ies | Atachmerts |
Opportunities, by calling
from the entity’s respective - Problem is reminiscent
detail display within Infor
CRM.

EE TNS Telephone Numbers:
John Abbott

Number Type Telephone Number Restricted
Direct Mumber (312) 5657854 Mo |
Mobile Mumber (312) 5551234 Mo

Home MNumber (312) hh5-3h43 Mo .
T (312) 5557545 No Automatic Call

Association

The CRM Account/Contact
relating to the entity will
appear in the Infor CRM f this is an issue they are experiencing.
Dialer, ready to be dialed.

When dialing from a
related CRM entity
(e.g. CRM Ticket), the

related entity
automatically becomes
associated to the
telephone call.

This approach applies to

both CRM Tickets and
CRM Opportunities.

<

Dazhboards
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Telephone Call Scenario: In-call Contact Management
==

R @

‘ Opportunity ﬁ Retum E? Campaign % Meeting M Complete a Export Group To Excel

Save List/Detail E-Mail Speed Dialler
1Y) History <=, Undo  Ticket i Defect [ Attachment | [ ToDo (4 Note &2 Import Leads Search _ _ :
Navigate Edit View Insert New Activity Impart/Export Search | intelli-CTi i s Ieenbame Sene (SO E Y

1 =i

ale 3 —\‘ — Active Call List [1]
. Telephone Call’ ), o

i'rE Contact: |Juhn Abbott [#] Primany Contact for Acct. _ John Abbott
Accourt: | AbbaltLtd. CRIM Contact [V} Authorzed Service Cortact Vianager LY President

3dles Prefemed Cortact:
Dashboard Title: | President | f t H :

— re s Jane Smeh nrormation [Phone v] Telephone call control

| : 5. Jane Sm . .

ﬁ! L] Do Nt Sofct L1Do Nt M and in-call note capture Received a call from John to say that
Accounts Dear: | | Show the CRM Contact [] Do Mot Email [ | Do Mot Fax capability the handheld device we shipped him

8 Address: 4206 W. Grand Avenue information of the caller | [JDo NetCal was damaged on arrival.

i Suite 300 i I have offered to ship a replacement

Contacts Maiing |E| E;iagu. IL 60651 1 youl Infor CRM i immediately for which he was happy.

LI

Owner: Midwest ~ Acct. Mgr: [Hogan, Lee (|

Cont. Type: Decision Maker

Acct. Type: |Custumer |
Cort. Status: | Active Acct. Status: |.Pu:ti'u'e |

—
a a5
o]

('l

I wh

O pportunities

fs )

,nte”" (.T, mfor Infor CRM

-__Q Telephone Call History
ol These are all the telephone calls relating to this Contact.

L

Activities

1

inteli-CTi | Call Start Time % Call Description Call Duration  Direction Call Result User Related Activity Follow-Up Action
I=-= THR2015 1726 00:04:55 Inbound Establizshed Administrator
) TH2015 1712 00:04:12 Inbound Established Administrator
Calendar | < | m | >

More Tabs... | Motes/History |Fl.c:tmt|&a | Litersture Requests | Attachments | Lead Sources | Opporturities I Processes | Associations | Summary

@

Library T Filter Options >> /' Edit [ View Notes E-mail L word 43 Refresh Records shown: 17
Type Date/Time  © User Name Contact Name Result Description || Received a call from John to say that the handheld
Fepos | [PMone Cal 7712015 5:31:0 Administrator, Abbott, John Complete Inbound (Established) = ||| device we shipped him was damaged on arrival.
. Phone Call 7/1f2015 5:17:2 Administrator, Abbott, John Complete Inbound (Established) | 1have offered to ship a replacement immediately for
b arketing Phone Call 712015 3:47:1 Administrator, Abbott, John Complete Qutbound (Established) which he was happy.
Service Phone Call 6/23/2015 5:01: Administrator, Abbott, John Complete Inbound (Established)
Support Phone Call 6/13/2015 3:11: Hogan, Lee Abbott, Jehn CQutbound Call (Establizhed) |
Dazhboards Phnne Call AMARINAG 309 Hnnan | ee Ahhnt Inhn Inhniind Call fFetahlizhedy l




[ inteli-CTi Call Manager | »

Telephone Call Scenarlo Pest Call Wrap up L34 -
" intelli-CTi"

intelli-CTi

,nte”" CT' mfer Infor CRM

Telephone Call Wrapup John Abbott
Manage post telephone call actions and activites. Ty

o : Abbott Lid.
e C ct: John Abbott

President
Abbott Lid.

Call'Wrap-up

¢ Call Time: 17:26 - 17:31 (00:04:56)
tall from John to say that
LI d device we shipped him
CRM ACtiVltV d on arrival.
Call Info | Activity Management | Campaigns/Lead Sources | Opportunities | Tickets |
ed to ship a replacement
—— Vianagement

for which he was happy.

Post each telephone call the
Call Wrap-up dialog
provides a summary of the
call and the ability to
further update and manage
the telephone call within
Infor CRM.

a and related information about thi

Each telephone call is
automatically related to

CRM Activity/History
= |

Dppu[tunities —_— Call Related Information {Phﬂne cal | ] "

% ™ . -~ Call Description / Regarding: | nbound Call (Established) Notes taken during the
o ﬂ In te ’ ’ |- CT' [ || cai category: |

call are featured here
.9 Telephone Call History Call Resutt: |
W These are all the telephone calls re

and can be updated,
inteliCTi  |callStart Tine  © Call Descriotion Received a call from John to say that the handheld device we =hipped him was damaged on arrival. A |

a1l gl Il {™

Inbound (Establizshed)
2015 11:29:24 AM (00:01:12)

Call Direction (Outcome):
Call Start Date/Time (Duration):

before automatically
included within the

— FI2015 1728 | have offered to ship a replacement immediately for which he was happy. | CRM ACtWIW;H istor‘y’.
TH12015 17:12 i
Calendar | < | -
I Notes/Hitry | Actvies ||
Library ' Filter Options > # Edit [ Vi
Il"ype Date/Time % User Ma that the handheld
Hepc'm Phone Call | 7/1/2015 5:31:0 Administ a0ed on arrival
: Phone Call  7/1/2015 5:17:2 Administ ent immediately for
tdarketing || | phone Call  7/1/2015 3:47:1 Administr hd
Service || |Phone Call  6/23/2015 5:01: Administ
Support Phone Call 6,/18/2015 3:11: Hogan, Le —
Dazhboards || 1Phone rall  AMRI9015 2209 Honan | es Ahhntt_Inhn Inhnnnd Call (Fatahlizhedi il




Salez

ok
B

Sales
Dazshboard

1]
3

Aocounts

e

Contacts

LI

—
m
]
L
o

5

Oppartunities

Activities

Here shows a
complete list of
telephone calls made
and received to a CRM
entity (Contact).

This activity list is
automatically achieved
through the call
management of
intelli-CTi.

| AU LTI R AU,

ort Group To Excel

%

2

Speed Diall
) aller
= 8 - A - Cl : - - Hllean= Search
mport/Export Search | intelli-CTi
Contact: \John Abbott | Direat: |{312]. 555-7854 [#] Primary Contact for Acct.
.IU'ECDIJI"IT: .":".tll:ll:ltt Ltlj . 31 555_1234 7 IE Mhﬂl’lZE-‘d SE-‘HI"iCE Cﬂﬂtﬂd
|—. | Mabile: |{ 2) Pref, Contuct:
Title: |F'resu:|ent | Fax: |{312} BR5-TH45 | |F'h e v |
Asst: [Ms. Jane Smith || Home:  [312)5553543 []Do Net Solict ] Do Not Mai
Dear: | || Other | ] Do Not Email ] Do Not Fax
Address: 4206 W. Grand Avenue [[]Do Nt Call
N Suite 500
Maiing [+ ]|Chicago, IL 60651 E-mail iabbot@abbott demo =)
ISA
Web: | iy, abbott com F) |
Owner: Midwest Aect. Mar.: |Hogan, Lee CM B T |Decisi-:un bk er | fodt. Type: |Custnmer |
Cont. Status: |.-“-‘-.|:tive | Acct. Status: |.P~.c:ti\re |
Drag a tab here to display a view
More Tabs... | Motes/History |Pu::tmt|&a | Literature Reguests | Attachments | Lead Sources | Cpportunities | Processes | Associations | Summary | Call History (Cortact) |
T Fiter Options >> # Edit / View Notes E-mail =5, word 4} Refresh Records shown: 17
Type Date,Time T User Name ContactMame  Result Description || Received a call from John to B f
Phone Call  7/1/2015 5:31:07FM _ Administrator, _ Abbott, John  Complete  Inbound (Established) | el el Sl
ne Call 712015 5:17:24PM  Administrator, Abbott, John Complete Inkound (Established) | have offered to ship a repla 2 = : - -
ne Call  7/1/2015 3:47:19PM  Administrator, Abbott, John Complete Outbound (Established) he was happy.
Phone Call  6/23/2015 5:01:32 PM  Administrator, Abbott, John Complete Inkound (Established)
: Each telephone call
Phone Call 6182015 3:11;27FM Hoogan, Lee Abbott, John Outbound Call (Establizhed)
Phone Call  6/18/2015 3:09:38PM Hogan, Lee Abbott, John Inbound Call (Eztablished) = achieved using intelli-CTi
Phone Call  6/12/2015 11:05:09 AM Hogan, Lee Abbott, John Complete Inbound (Established) is automatically recorded
Phone Call  4/20/2007 8:41;19 PM Hutchinson, Barb Abbott, John Info Requested in thE Infnr CRM
E-Mail 4122007 Hogan, Lee Abbott, John Complete Call Tickets for Abbott Ltd. Activi Hi ;
Mestng  4/11/2007 7:00:00 PM Hogan, Lee Abbott, John  Complete  Status Meeting ctivity/History, against
Phone Call  3/14/2007 6:30:00 PM  Hogan, Lee Abbott, John Complete Won the deal each of the CRM entities
E-WMail 3102007 11:35:00 PM Hogan, Lee Abbott, John Complete Proposal for Abbott Ltd. ] the telephone call
To-Do 392007 6:33:46 PM  Lee Hogan Abbott, John Complete Send proposal relatas ta
Meeting 3/5/2007 7:00:00 PM  Pizzutti, Lou Abbott, John Complete Onsite Meeting
Meatinn 3517007 6:37:14PM | ee Honan Ahhatt Iohn Cnmnlete Prasentatinn v (e.g. CRM User,

Tuesday, July 7, 2015 17:41 AM Administrator

SALES

Account, Contact, Lead,
Opportunity, Ticket etc.).

(TRIEITE =[S S
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e . . . . d Contact To Outlook ():; @ X
intelli-CTi — Infor CRM Call Activity Management e Y.
—— -

Search
L] — 0

b i —

2| Histary =, Undo
Edit

Search intelli-CTi

Mavigate

Sales |
di N
Contact:

o PR Completed: | 7/7/201512:18 PM | Scheduled: | 7/7/2015 11:50 AM | -
D azhboard . . Duration: 28 : Timel
ashbaar Title: ration : v| |m|n|.rtes v| [ ] Timeless e _— CRM Phﬂne Ca”
Asst: -Ms. Jane J Result: -

Activity Detail

Accounts Dear:

(%) Contact
a Address: gzgﬁ‘g'“’m The details automatically
. Lite Mame: Abbatt John Cppartunity: e
cortate | VNG [¥](Chicago. | | | | | captured within the CRM
ISA . . . ..
i Accourt: Abbott Ltd | Ticket: | 001-00-000004 | Phone Call Activity
LY B - Mi o includes information
Ouner: Midwest he Regarding:  |Outbound Cal (Established)
Leads b h Il
about the call, any notes
Location: | | 8] captured during the call,
Upporturities Notes... Received a call from John to say that the handheld device we shipped him was damaged on amival. | I 8 I'I'Fl an?_CRM Enf:lt‘f
ﬁ e e | |§ relationships associated
i Maore Tabs... e5/ Histary | have offered to ship a replacement immediately for which he was happy. i
* i to the call
¥ Filter Options == I
CRM Phone Call” < (e.g. Regarding a Ticket).
_— Date/Time i
ACtlU|tY e Call  7/7/2015 1:414]  Prioriy: Nane | Category: - | WAC

one Call 772015 12: 1

Each telephone call B
one Call 712015 5:31

achieved using intelli-CTi § . T
is automatically recorded Bhonecan 7712015 3:47
in the Infor CRM one Call  6(23/2015 5:0

Activity/History, against [renecal  6/18/20153:1
v/ Y, ag one Call  6/18/2015 3:01

each of the CRM entities § . ca 6/12/2015 111}
the telephone call one Call  4/20/2007 8:4
relates to i 4122007 Hogan, Lee Abbott, John Complete Call Tickets for Abbott Ltd.
{e.g. CRM USEI‘, eeting 4f11/2007 7:00:00 PM  Hogan, Lee Abbott, John Complete Status Meeting
one Call 3142007 6:30:00 PM  Hogan, Lee Abbott, John Complete Won the deal
Account, Contact, Lead, i 30/7007 11:35:00 PM Hnnan | ee Abbntt Inhn Cnmnlate Pronnsal for Abhntt |

Opportunity, Ticket etc.). Tuesday, July 7, 2015 2:28 PM Administrator  SALESLOGIX_EVA (@) 25

ement immediately for which

|.-“-‘-.|:Iministrat|:|r | Scheduled by Administrator on 7/7/2015 12:18 PM

FolowUp | 151 Meeting... | | & PhoneCall..| | [z) ToDo.. | [WICamyOver Notes

Automatic Follow-Up: | <Mone: W | [w] Camy Over Attachments




intelli-CTi for Infor CRM — CTi Call History 1

nlus

n File Edit View Insert Schedule Lockup Write Tools Window Help - || %
D Back 0 (= Prnt = & Contact Contract & Lead Ui Phone Call [ Notepad Add Contact To Outlook (:j; @
o Forward S m Copy it/ Dk Cpportunity ﬁ Retum E? Campaign % Meeting |2 Complete EMei @ Export Group To Bxcel 5 i e
(L) History <=, Undo Ticket iff Defect [ Attachment | [ ToDo Mote £2 Import Leads Search
Mavigate Edit View Insert Mew Activity Import/Export Search | intelli-CTi
ale ,.\ e Y _ ® 1,._
"‘:m Contact:  |John Abbott || Direct: [(312) 5557854 [V Primary Contact for Acct.
: . = Authorized Service Contact
S ales Accourt: |.-'1'-.|:-I:u:|tt Ltd | Mobile: |{3-|2} EEE 1774 Eﬂrmesgnma;ﬂce a
Dashboard Title: |F'resident | Fax: |{312]. BE5-7545 | |F‘hune v |
ﬁ? Psst: |I'u'ls. Jane Smith | Home: |{312} 555-3543 [ ] Do Net Solicit [ ] Do Mot Mail
Accounts Dear: | | Cither | [ ] Do Not Email [ ] Do Mot Fax
3 Address: 4206 W. Grand Avenue [[]Do Nt Call
. Suite 500
2 Maiing [+ ]|Chicago. IL 60651 E-mail iabbat@abbott. demo =2
ontacts USA
&"a. Web: |www.al:u|:u:utt.u:u:um @l
5 da Owner: Midwest Acct. Mar: |Hogan, Lee ':M Cont. Type: |Deu:isiu:un M aker | Acct. Type: |[:u5t,=,me,- |
eads
. . Cont. Status: |.-’-‘-.n:tive | Acct. Status: |Pu:ti'u'e |

Dpportunities

] E lﬂt@”l'CTl mfc-r Infor CRM /4 intell=CTi

Call HiStOI"\f LN -}gTelephcme[:allHiatnrg.r “Call HiStDl"f”

These are all the telephone calls relating to this Contact.

(f{] r Conta Ct) CallStart Time ¢ Call Description

Call Duration  Direction Call Result Uszer Related Acti

For each CRM entity that

TFR2015 11:50 Qutbound Call (Establizshed) 00:27-40 Outbound E=tablizhed Administrator
A com plEtE |i5t Gf TS 1129 Inbound Call (Eztablished) 00:01:12 Inbound E=tablished Administrator relates to l‘ElEp h one activ it‘f
THRE2MS1T26 00:04.56 Inbound Eztablizhed Adminigtrator

(e.g. CRM Accounts, Contacts,
Leads, Tickets, Opportunities),
intelli-CTi provides a detailed
log of each telephone call
interaction.

intelli-CTi Call History
for a CRM Contact.

THMrmMs 172 000418

THI2015 15:47 00:00:03
< | mn

Inbound
Cutbound

Established
Establizhed

Administrator

Administrator

Library

More Tabs... | Motes/History | Activities I Literature Requests | Attachments | Lead Sources I Opporunities | Processes | Associations | Summary I Call

=
' Filter Options > # Edit f View Notes E-mail =3, word 4} Refresh Records shown: 20
Repaorts

Type User Mame Contact Mame Result Description i” Received a call frem John to say that the handheld



== &

| Add Contact To Outlock CI; @ .
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Each Call History item
can be linked to
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Call Direction (Outcome):
Call Start Date/Time (Duration):
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Each Call History item
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Type

Marketing | |prone can 7/7/2015 1:41:3
service | [phone Call  7/7/2015 12: 18:
Support Phone Call 772015 11:36: Administrator Abbott, John Inbound Call (Establizhed)
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Call Category: | -

Call Result: | These pl"D\fidE valuable

data for auditing,
reporting and analysis.

intelli-CTi automatically
records a detailed record
within Infor CRM of each
telephone call made or
received, relating to one
or more CRM entities.

Received a call from John to gay that the handheld device we =hipped him wags damaged on arrival.

% Call De=scrig
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Inbound Ca

| hawe offered to ship a replacement immediately for which he was happy.

Any notes captured
during the call are
automatically logged.

Feports
bhn to say that the handheld

was damaged on arrival.

B replacement immediatehy for

which he was happy.
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T'l- Telephony Team Call Statistics
i nte I Ii CTi \ ¥ Telephony Call Statistics provide a summary of telephony activity.

Date Range: Start Date/Time: |4J1I2D151:EI-DAM =

End Date/Time: | 7/9/2015123:59

Reporting

User Selection: () AllUsers
() Specific User |A1:Imini3trat|:rr {:{J

intelli-CTi for Infor CRM
the ability to report Call Statistics Report

based upon the rich
content of call tracking
data within Infor CRM,
captured by intelli-CTi.

intelli-CTi For Infor CRM - Call Statistics Report

Report Range: 4/1/2015 1:00 AM to 7//2015 1 23:59

Telephony User: All Users

Call Ratios Call Timings
Call Types Call Times
Inbound Calls a0 Average Call Length 00:02:29
Outbound Calls 12 Average Wrapup Time 00:00:52
Call Results Total Call Time 01:51:58
Established Calls {Inbound/Outbound) 21 Mozt Active Call Time (User) Administrator

Unanswered Calls {Cutbound) 2 Shortest Call
Missed Calls {Inbound) 9 User Administrator
Busy Calls {Outbound) o Call Duration 00:00:02
Invalid Mumbers {Qutbound) o Longest Call

User
Call Duration

Administrator
01:01:25

Total Calls
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