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Daniel Thompson SRS M Frony e Bouiue
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Telephone call control
Summa o = e
ry Show the CRM Contact S hrdin ERel e 4 Inbound Cal ]
CONTACT INFORMATION information of the caller answer the incoming call == =
X . in your Microsoft | , ] Eﬁ 3 ==
Full Mame Daniel Thompson Dvnamics CRM FUsT Find = e
Job Title Office Manager Caller Results Caller
= B i — Select Caller:
Company Name = Bike Boutique — Brake lever damaged — ' l Select Caller:
Email daniel.thompson@bikebouttique.com & | CaseiCreated by Edward Kyei for Contact Daniel Thompsof. Slpe) J‘ll lflEJEJ‘ ﬂd Daniel Thompson S
. On Brake lever damaged's wall g Bike Boutique
Business Phane (555) 321-1234
Today Ca"er Recogn Itlon Job Title: Office Manager
Mobile Phone (555) 112-6652 R E-mail: someone@example.com
anie ompson 1 Location: Snohomish, WA
Fax - E Contact: Created By Edward Kyei. The _aUton:latIC
Preferred Method of Any On Daniel Thompson's wall recognition of inbound
Address 2601 Cambridge Drive Today callersin your Microsoft
Snohamish, WA 26367 Dynamics CRM system
.5,
Active H

intelli-CTi Inbound Caller Recognition

%

.’ Receiving an inbound telephone call together with details of the caller from Dynamics CRM
* On-screen call handling capability

Selection of the caller automatically presenting their details within Dynamics CRM
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' g for Microsoft Dynamics CRM (List Dialing)

m intelli-CTi Call Manager
R
intelli-CTi"

(] intelli-CTi Device Client
+ NEW  #FEDIT  + ACTIVATE E& DEACTIVATE [ DELETE | - -‘r",: MERGE (ﬁ DETECT DUPLICATES = e = Active Call List [0]

6 @|ﬂ https://qgatecrmdeme.crméd.dynamics.com/main.aspx?Origin=Portal& O ~ @ C | Al Contacts Active Contacts - .., {‘2’

v M | SALES v  Contacts | »

TRITCHITE = [ | N

]

4 E./ﬂ Dynamics CRM Dialer EE

Dial CRM Entity
5 Daniiel Thompson

* Active Contacts ¥ e for et Dynamics CRM

~  Full Name & Email 3 Ann Beebe
Cindy Dodd someone@example.com Curbside Sportil : 3 Bob Smith
_The Dvna.mlcs CRM 3 Alex Litton
Connie Coffman Somecne@example.com Discount Bikes Dialer provldes a list of
- CRM entities based upon
Conner Feanor Someecne@example.com Amazing Bikes 1 Dial: Daniel Thompson
the context of what is '

CRIVIContact

Daniel Thompsen daniel. thompson@bikebouttique.com Bike Boutique curre thl\" selected in

' - : @ Home Phone (555) 321-6789
= Darren Parker Somecne@example.com Cheap n Best Bil Dynamics CRM. J 39 Mobile Phone  (555) 112-8852
.
Selecting a2 CRM entit\.' Darrius Stasevicious dstasevicious@amazingbikes.com Amazing Bikes Se|ect the CRM ennw 1
{e.g. CRM Contactj from David Campbell someone @example.com Speedy Bike Stg -~ YOU wish to dial along /
i S i with the telephone
a IlSt Wlthll"l D\fnamlcs David Johnson someone@example.com Speedy Bike Sta P

CRM will place the number to be dialed.

. R David Jones someone@example.com Little Bicycle Suy__
selected entity into the
DV namics CRM Dia|er David Liu someone@example.com ‘Warm Bikes 355) 321-6412
!
where b"f' this e ntit‘y’ can David Martinez someone @exam ple.com Fast and Fun Bikes [555) 321-0009
then be dIaIEd' Edward Kyei Someone@example.com Real Estate Giants {355) 435-2785
Jack Morris Somecne@examplecom The Cracker Box 01742876298

1 - 22 of 22 (1 selected)

intelli-CTi Preview (Outbound) Dialing (e.g. Dialing a CRM Contact)

+* Select the CRM entity you wish to dial from the list within Dynamics CRM presents them in the dialer
+» Easily click-to-dial the selected CRM entity and their available telephone numbers

** This light touch approach ensures ease of dialing from anywhere within Dynamics CRM
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Preview Dialing from CRM

(Entity Detail Dialing)

(s :_\_\'|ﬂ https://qgatecrmdemo.crmd dynamics.com/main.aspx?Origin=Portal&page=Settings&area=nav_ O ~ @ C | h Contact: Daniel Thempson... * ek

SALES ~

Al Microsoft Dynamics CRM ~  #

+ new  [@ DEACTIVATE &g COMNECT | ~

CONTACT ™

Daniel Thompson

Summary

CONTACT INFORMATION

Full Name ™ Daniel Thempson
Job Title Office Manager

= Bike Boutique
daniel.thompson@bikebouttique.com

(555) 321-1234

Company Name
Email

Business Phone

Mobile Phone (555) 112-6652
Fax
Preferred Method of Any
Address 2601 Cambridge Drive
Snohomish, WA 26367
U.s.
Active

Contacts | v

[ ADD TO MARKETING LIST S8 ASSIGN

Daniel Thompson | v

CRIVI'Contact
1ty Dia

Displaying a CRM entity
(e.g. CRM Contact)
within Dynamics CRM
will place the displayed
entity into the Dynamics
CRM Dialer, whereby this
entity canthen be
dialed.

&= EMAIL A LINK

lei for Contact Daniel Thompse

# DELETE

Dynamics CRIVI

The Dynamics CRM
Dialer provides a list of
CRM entities based upon
the context of what is
currently selected in
Dynamics CRM.

Select the CRM entity
you wish to dial along
with the telephone

number to be dialed.
Kyei.

intelli-CTi Preview (Outbound) Dialing (e.g. Dialing a CRM Contact)
** When operating from a CRM entity detail form, intelli-CTi will present that entity within in the dialer

L)

% Easily click-to-dial the selected CRM entity and their available telephone numbers

N

m intelli-CTi Call Manager

8 <443
intelli-CTi

(=] intelli-CTi Device Client

= Active Call List [0] (=]

=] %]

E\/ﬂ Dynamics CRM Dialer

Dial CRM Entity
_5 Daniel Thompson
3 Ann Beebe
3 Bob Smith
3 Alex Litton

Dial: Daniel Thompson

»* Buszinezs Phone (S555) 321-1234

3 Home Phone  (555) 321-6789
&9 Mobile Phone  (555) 112-8852

** This light touch approach ensures ease of dialing from anywhere within Dynamics CRM
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Al Microsoft Dynamics CRM v #% | SERVICE v  Cases | v Brake lever damaged | v ! ([ intelli-CTi Device Client
= Active Call List [0]

]

=+ new [V RESOLVECASE [ CANCELCASE TN DELETE ELADDTOQUEUE [l QUEUEITEM DETAILS S8 ASSIGN  »es |

mics CRIVI

5,

"'/-\ﬂ Dynamics CRM Dialer =]

Caze -
or) = ial CRM Entity
CRIVI EnTIT :
Brake lever damaged | 4 §EEa
ated [Di3 g Ann Beebe
. Bob Smith
U Priarity Created On Status The Dynamics CRM & lex Litton
| Normal @ 9/25/2014 8:57 AM In Procg Itis possible to make Dialer provides a list of
c telephone calls from related CRM entities based upon mp—
: —— T the context of what is e
9 identy (Actve) Ml  CRM entities suchas .
) " ) ) CRM Cases and CRM currently selected in &) Home Phone  (555) 321-6789
v Find Customer [ Daniel Thompsc L i . )
ca ; Opportunities, by calling Dynamics CRM. & Mobile Phone  (555) 112-6652
+ Find Case Brake lever dama ) :
Em from the entity’s respective Select the CRM entity
308 detail display within 1 vyouwishto dial along
A Summary Microsoft Dynamics CRM. with the telephone
i CASE DETAILS The CRM Account/Contact number to be dialed. Automatic Call
Pr relating to the entity will  USTOMER DETAILS | I s
itle * Brake lever d d POSTS ACT ) .
Ad Case Title rake lever damage appear e Dvnamlcs CRM | ASSOCIETIOH
1D B CAS-01041-M3M5ES AL~ 1A hialer, ready to be dialed.  Miel Thompson o
Subject -- ) ) Company By Bike When dialing from a
Customer ™ 2 Daniel Thompson We didn't find This approach applies to Email daniel.th related CRM entity
A e didn't fin
- Type Problem t(’:?{tht:] %RM CESE? and Maobile (555) 11 4 (e.g. CRM CBSE}, the
Origin Phone pportunities. Bsiness (555) 32 related entity
Follow Up By 09/20/2014 automatically becomes
associated to the
Active o]
telephone call.

intelli-CTi Preview (Outbound) Dialing (e.g. Dialing a CRM Contact)

+ Operating from related CRM entities such as Cases, intelli-CTi will ascertain the related Contact to dial
+ Dialing a Contact from a related entity such as a Case will automatically associate the Case to the call
+ All calls related to CRM Cases or Opportunities are automatically logged against them

*

e g | 6o
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In-call Contact Management

'S m intelli-CTi Call Manager
_ (= E@]=] L L L
o ﬂ & @
6 | \|ﬂ https://qgatecrmderno.crmd.dynamics.com/main.aspx?Origin=Portal&page=_ 20 ~ & C || h Contact: Daniel Thompson... * | | 03

4t Microsoft Dynamics CRM v # | SALES v  Contacts | v Daniel Thompson | v

intelli-CTi” g

(=] intelli-CTi Device Client
= Active Call List [1] (=]

e IR

+ nNew [ DEACTIVATE &3 CONNECT | ~  [FMADD TO MARKETING LIST 38 ASSIGN @ EMAILALINK X DELETE  s=»

5561126662 &

» .. Daniel Thompsan
=N Office Manager
Established Bike Boutique

T EROL

COMNTACT ~

Daniel Thompson

Telephone call control
providing the ability to

Summary sh he CRM C Received a call from Daniel to say
ow the ontact that the brake lever on the new bike

= : e the tEIEDhone we shipped him was damaged on

CONTACT INFORMATION information of the caller call and capture notes ovival

* Daniel Th in your Microsoft duringthe call. 1 have offered to ship him a

Fult Name aniel Thompson Dy namics CRM reﬂ;&:ﬁmentle;er immediately for

Job Title Office Manager Both Ao pocte lcar noctc which he was happy.

Company Mame S Bike Boutique

o~ Brake lever damaged

Email daniel.thompson@bikebouttique.com ...EEE Case: Created by Edward Kyei for Contact Daniel Thompson.

Business Phone
Mobile Phone

Fax

Preferred Method o
Address

(555) 321-1234
(555) 112-6652

Any

2601 Cambridge Drive
Snohomish, WA 26367
U.s,

On Brake lever damaged's wall

Today

Daniel Thompson

E Contact: Created By Edward Kyei.

Cn Daniel Thompson's wall
Today

Dynamics CRIVI

In-Call assistant
providing ready access
to call related aspects of
Dynamics CRM.

Manage and associate
CRM entities to the call.

intelli-CTi In-Call Contact Management (Dynamics CRM Call Assistant)

RY

Dynamics CRM

_Call Assistant

Call Associations:

Daniel Thompson
Bike Boutique

Eﬂ Brake lever damaged

CAS-01014-4PYQTT
Priority: MNormal
Created on: 13 Jan 2010

% Complete in-call management and call handling with association to CRM through the CRM Call Assistant
+» In-call notepad capability (notes captured during a telephone call automatically logged in call history)

** Unique desktop sidebar enables total freedom to access Dynamics CRM throughout the entire call
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Microsoft Dynamics CRM Call Assistant

Dynamics CRM
Call Assistant

Call Associations: ‘Si

Daniel Thompson
Bike Boutigue

Ov-\

!‘

=~

The initial view of the
Call Assistant shows the
call associations to the
current call/caller
(e.g. CRM Contact).

Rjog) B

Clicking the
“Caller Content”
bar will switch
the view of the
Call Assistant
to show/access
more CRM content.

Caller Content

Once CRM content such
as CRM Cases and/or
CRM Opportunities have
been associated to the
call, these are then
displayed in the

!

__A_

Call Associations section.

Dynamics CRM
Call Assistant

Caller Content

i ”Actlwty Vlew"

@D Call From: Daniel Thompson |

Due Date: 21 Mar 2012 00:00 I
Priority: Normal [

Selecting the Activity
view within the Call
Assistant provides a list
of open Activities for the
related caller.

& Follow: call re product info |
Due Date: 22 Mar 2012 00:00 |
Priority: Normal [

Each activity can be
selected and shownin
Dynamics CRM.

Dynamics CRM
Call Assistant

Dynamics CRM
Call Assistant

Caller Content Caller Content .
Cases: @ Open (@) All Opportunities: @ Open ©) AII

| i) Brake lever damaged N \Cf 25Road Bikes nextquarter 2| *

| CAS-01014-4PYQTT | Est. Revenue: £52,229.95

| Priority: Normal | Est. Close Date: 14 Feh 2010

i Created on: 13 Jan 2010

! Rating / %: Cold /25%

| ) Chain is fitted too tight

m | =
B ]

| 3 Follow-up with Oscar regardi_. ¥||_|

[ g Defective bike - crackedfra_

v j Interested in Mountain Bikes_ ¥ v‘

-

[ﬁ Create New]

[& Assoc;ate]

Lf_’} Create New [@ Associahe]

(Association View)

Dynamics CRM
Call Assistant

Call Associations:
N\

Daniel Thompson
Bike Boutique

¥

Brake lever damaged
CAS-01014-4PYQTT
Priority:
Created on:

B

Normal
13 Jan 2010

9]

e

JusIlog) 13

| The Call Assistant
provides access to
addition CRM
| information such as CRM
Cases and Opportunities.

Content can be selected,
created and associated
to the currentcall.

intelli-CTi —

K/
0‘0

K/
*%*

)/
*%*

Microsoft Dynamics CRM Call Assistant

Unigue CRM call assistance capability to assist Dynamics CRM throughout the life of a telephone call
Manage and administer all call related CRM entities from a single consistent control point
Bring together all call related elements of CRM into one concise management summary
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[ intelli-CTi for Microsoft Dynamics CRM - Telephane Call meupklglﬂg
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> ﬂ lﬂf@”l-CTl for Microsoft Dynamics CRM S i 1
\ ; Telephone Call Wrapup -Manage posttelephone call actions and activities ,Qnte”l'_c-r, a

Iy bt o @ty

Call Wrap-up

[|]:| intelli-CTi Device Client
= Active Call List [0] =
5551126652 &

Post each telephone callthe \ell| @) Coisases (omtony 20a0p 1208 (00:00:02) ‘
Call Wrap-up dialog
provides a summary of the s
call and the ability to =<# Subject: Call From: Daniel Thompson
further update and manage
the telephone call within
Microsoft Dynamics CRM.

Daniel Thompson
f, Office Manager
Bike Boutique

Related Phone Call Activity

(@]

Received a call from Daniel to say that the brake lever on the new bike we shipped him was damaged on A '€ Call Time: 12:02 - 18:07 (00:04:21)
arrival,

Received a call from Daniel to say
that the brake lever on the new bike
we shipped him was damaged on
arrival,

Showing a summary of
the telephone call that
has now ended.

1 have offered to ship him a replacement lever immediately for which he was happy.

After the call I contacted shipping and arranged for the replacement part to be shipped as soon as

CONTACT INFORMATION possible. .. I have offered to ship him a
replacement lever immediately for
Daniel Thompson which he was happy.
Office Manager
Bike Boutigu Management
&
Auto-complete existing activity Qd Each telepho ne call is
e automatically related to
CRM Activity/History
Call Association(s): (pho ne Call}
- 3 Daniel Thompson, Bike Boutique
Entity Management Notes taken during the
Call Related Issue (CAS-01014-4PYQTT) Remove Call Relationshi call are featured here
If a telephone call was related ﬁ Brake lever damaged and can be updated,
to a CRM entity (suchasa Frierty: before automatically
CRM Case), this is featured in ;tr::::d o i‘::z @ ﬁ ﬁ included within the
the telephone call Wrap-up. ’ Resolve | | Cancel e CRM Activity/History.
intelli-CTi Post-Call Wrap-up Capability
+» On the completion of each telephone call intelli-CTi provides a post-call wrap-up capability

X/

% Summarizing the telephone call and capturing the in-call notes this feature enables further call options
+» Provides the ability to further manage CRM activities, related Cases and/or Opportunities
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Post Call Wrap-up (Case Management)

[ inteli-cTi Call Manager »
g inteli-CT1 for Microsoft Dynamics CRM - Telephone Call Wrapup | | I =
“Lf__:‘ I |:_ i 1 Q Q% @ =

i https dyrl| Ak H H ' [_l
‘ | intelli-CTi &3
:

A Microsoft Dynamics CRM « 1 !

[|]:| intelli-CTi Device Client
= Active Call List [0] =
5551126652 &

. Daniel Thompsaon
£ A Office Manager
Bike Boutique

Resolve Issue
Provide information in the following boxes to resolve this Issue.

Manager r
i @Raged on Al € Call Time: 18:02 - 12:07 (00:04:21)

Received a call from Daniel to say
that the brake lever on the new bike
we shipped him was damaged on
arrival,

Management

Showing a summary of
the telephone call that
has now ended.

Resolution Type*® Problem Solved -

W intelli-CTi provides the ability
contd to quickly and easily manage £ by | S
related CRM Cases directly '
from within the Call Wrap-up
process.

Resolution * Sent customer & replcement part

I have offered to ship him a
T | replacement lever immediately for
which he was happy.

1 Minute

] [Minde)  ~

Billzble Time* [

Description
Customer received shipment of bikke upon amival the brake lever was
damaged. So we sent a replacement part to the customer.

| A CRM Case can be resolved or
cancelled during the wrap-up,

1| where furtherinformation can " i
also be captured. in CRM
A [
ny ) . .
2601 Cambridge Dffj| == intelli-CTi
Snohomish, WA 263
us. T A
1 o Resalve Cance Manage |

intelli-CTi Post-Call Wrap-up Capability (Case Management)
¢ The intelli-CTi call wrap-up capability provides the ability to directly manage CRM Cases

X/

%* Resolve the CRM Case directly from within the call wrap-up
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F=3 EoR (>3 3
6 @Lﬂ https://qgatecrmdemo.crmd.dynamics.com/1.,2Q ~ @& ¢ || Aig Phone Calls All Phone Calls... | | nF s @} m
Ay Microsoft Dynamics CRM v #% | WORKPLACE v  Activities | v 2
3
TASK & EMAIL D APPOINTMENT | - L PHONE CALL LETTER ‘_Q FAX ~ |&& SERVICE ACTIVITY wee
= Al | P h O ne C a | | S W Search for records
Due: All
~' | Subject Call From Call To Regarding Direction | Activity Status &
Call To: Daniel Thompson Edward Kyei Daniel Thempson f’ Brake lever.. QOutgoing ! Completed
Call To: Daniel Thompson Edward Kyei Daniel Thempscn f’ Brake lever... Outgoing
CRIVIACTIVITY
~I L """] '” T I Call To: Daniel Thompson Edward Kyei Daniel Thompson f’ Brake lever... Outgoing
= Call To: Daniel Thompson Edward Kyei Daniel Thempscn f’ Brake lever... Outgoing
Each tE|EDhO ne call Follow-up call to Daniel Thompson to confirm delivery Edward Kyei Daniel Thempscn )’ Brake lever.. Outgoing L cgs]r;z‘?eoﬁ.;: gf
.achie\fed USIT'Illg |I’Tte"I-::I:T’::Ij Call To: Marc Collins Trading Steve Blenkham Marc Collins Trading A case test Outgoing telephone calls made
1 .automatlca V_ recorde Call From: Feanor Conner Feanor Steve Blenkham R Conner Fea..  Incoming i and recei\,red to a CRM
in the Dynamics CRM .
Call From: Feanar Steve Blenkham Connor Feanor ] Connor Fea...  Outgeing { e ntlt\F {CO ntaCt] -

Activity/History, against
each of the CRM entities Call From: Feanar Connor Feanor Steve Blenkham R Conner Fea..  Incoming i This aCthlW list is

the telephone call Call To: Marc Collins Trading Steve Blenkharn Marc Collins Trading A~ CustomerS.. Outgoing ! aUtomatlca"V achieved
relates to through the call
(E g CRM User Call To: Marc Collins Trading Steve Blenkham Marc Collins Trading A~ Customer 5.. Outgoing ! management of
o !
Account, Contact, Lead Call To: Mare Collins Trading Steve Blenkham Marc Collins Trading A Customer 5. QOutgoing ! intelli-CTi.
r r r
Opportu nitv, Ticket etc.}. Call From: Daniel Thompson Daniel Thompson Edward Kyei R Daniel Tho...  Incoming ! "Open V]
< ) >
1 - 50 of 120 {0 selected) Fagel b

intelli-CTi Telephone Call Activity Management in Microsoft Dynamics CRM

¢ Automatically capture every telephone call as a single CRM Activity/History item within Dynamics CRM
s Automatically relate the CRM activity to all CRM entities related to the telephone call

+» Automatically decorate the CRM activity with call information such as notes, regarding and call direction
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A

6 @Lﬂ https://qgatecrmderno.crrmd.dynamics.com/main.aspx?Origin=Portal&page=Settings&area=nav_ O ~ @ ¢ | h Phene Call: Call ... @ E',l? {‘E}

Al Microsoft Dynamics CRM «  # | WORKPLACE v  Activities | v Call: Daniel Tho... | @Create

e gl | b

v MARK COMPLETE X CLOSE PHONE CALL = CONVERTTO = X DELETE = EMAIL A LINK FORM él'a ASSIGN  we= al

PHOME CALL ~

Call From: Daniel Thompson | xem > | o
CRVIIPhone Call S ' P ol R e & Hwee
Subject* Call From: Daniel Thompson
Each telephone call Call To ™ & Edward Kyei
achieved using intelli-CTi Call From * Daniel Thompson
is automatically recorded Phane Number 3533211234 Direction Outgoing
in the Dynamics CRM o
Activity/History, against Description CRIVIIPhone Call
each of the CRM entities Notes frem previous Call: Activity Det
the telephone call ST . . . .
Received a call from Daniel to say that the brake lever on the new bike we shipped him was damaged on arrival.
relates to o . . . The details automatically
: {eg:[ ((::RIVLUiEE : I have offered to ship him a replacement lever immediately for which he was happy. captu red within the CRM
ccount, Contact, Lead, .
Opportunity, Ticket etc.). Phone Call Activity

After the call I contacted shipping and arranged for the replacement part to be shipped as soon as possible...

includes information
about the call, any notes

Regarding A Brake lever damaged captu red during the call,
Duration and any CRM entity
relationships associated
p— to the call

(e.g. Regarding a Case).

] —

intelli-CTi Telephone Call Activity Management in Microsoft Dynamics CRM

RY

% intelli-CTi CRM Call Activity/History provides a complete chronological story of CRM interaction

o0

% intelli-CTi’s automatic capture of CRM Call Activity/History ensures CRM contact management best practises and
harnesses the inherent activity management process flow of Microsoft Dynamics CRM



Microsoft Dynamics CRM

for Microsoft Dynamics CRM

< intelli-CTi’
5

Call Activity “Follow-up”

C || F . D - | Th Priority | Due | Status™ Owner”®
CRM :‘-CUJ'IE] P,IfJDfJE a I’Om aﬂle OmpSOﬂ Normal -- Open & Edward &
Subject Call From: Daniel Thompson
intelli-CTi provides the Call To ™ & Edward Kyei Carry Forward
easy ability to create Call From ™ Daniel Thompson oIy rOrVdl;
(from a single click) Phone Number 5553211234 Direction Outgoing EVIoL ohte

a follow-up CRM
Phone Call Activity within
Microsoft Dynamics CRM.

6 @Lﬂ https://qgatecrmdemo.crmd.dynamics.com/main.aspx?Origin=Portal &page=Settings&area=nav_ 2 ~ @ & | A Phone Call: Call ...

(‘B Create

All Microsoft Dynamics CRM «  #t

WORKPLACE ~

Activities | v Call : Daniel Tho... v

v MARK COMPLETE X CLOSE PHONE CALL = CONVERTTO = 7 DELETE &= EMAIL A LINK FORM éﬁ ASSIGN  we=

PHOME CALL ~

Description

Schedule a fallow-up call to Daniel 1o ensure he has received and is happy with the replacement part that we shipped him.

MNotes from previous Call:

Received a call from Daniel to say that the brake lever on the new bike we shipped him was damaged on arrival.
I have offered to ship him a replacement lever immediately for which he was happy.

After the call I contacted shipping and arranged for the replacement part to be shipped as soon as possible...

When scheduling a
follow-up Phone Call
Activity using intelli-CTi,
this will automatically
bring forward into the
follow-up Activity all
previous content
from the currentor

revious telephone call
Regarding A Brake lever damaged P P
Duration (e.g. Subject, Notes,
Regarding,
Categorization, plus all
Open

X/

intelli-CTi Telephone Call Activity Management in Microsoft Dynamics CRM

previous CRM entity
relationships).

¢ intelli-CTi CRM Call Activity/History management provides ease of call follow-ups
¢ Easily schedule follow-up telephone call activities where all information is automatically carried forward
D

% Telephone calls made from CRM Activity automatically become associated to the related entities

e gl | b
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i lﬂt@”l'cn intelli-CTi Call History Tracking
v

6 I{\=f>:l|h https:// ggatecrmdemo.crmd.dynamics.com/main.aspx’Origin=Portal&page=Settings&area=nav_ P~ad | A Contact: Daniel Thompson... ‘g}

Aly Microsoft Dynamics CRM v #% | SALES v  Contacts | v Daniel Thompson ('B Create

e gl | b

Commaon

Call'History

o

Related Call

History

Alink to intelli-CTi
“Call History” is shown
for each CRM entity that j e
has related call history
(e.g. Accounts, Contacts,

Call History Associated View ~

= ADD NEW CALL HISTORY |_;".|', ADD EXISTING CALLHIST..  [& B

RUN REPORT ~ ﬂa EXPORT CALL HISTOR'

A complete list of

v End Time 4 Subject Call Duri i f i Direction Call Result Case I—eads; Op por‘tunities, 5]
intelli-CTi Call History Cases, etc.)
0/25/2014 5:58 AM  Call Te: Daniel Thompson 00:00:07 for a CRM Contact sund Established Brake lever da. ‘ i
0/25/2014 5:48 AM  Call To: Daniel Thompseon 00:00:11 5553211234 Outbound Established Brake lever da... Edward Kyei
9/25/2014 5:33 AM  Call Te: Daniel Thompson 00:01:23 5553211234 Cutbound Established Brake lever da... Edward Kyei
9/25/2014 5:30 AM  Call To: Daniel Thompson 00:00:06 5553211234 Outbound Established Brake lever da... / . . —
_ _ o ntel-Cii
0/25/2014 5:29 AM  Call Te: Daniel Thompson 00:00:29 5553211234 Outbound Established Brake lever da... Edward Kyei
09/25/2014 5:28 AM  Call Te: Daniel Thompson 00:04:14 5553211234 Outbound Established Brake lever da...
9/25/2014 5:23 AWM Call From Daniel Thompson 00:00:33 5553211234 Inbound Established Brake lever da... For each CRM entitv that
9/25/2014 521 AM  Call To: Daniel Thompson 00:00:38 5553211234 Outbound Established Brake lever da... relates to telephone activity
(e.g. CRM Accounts, Contacts,
0/25/2014 5:20 AM  Call Te: Daniel Thompson 00:00:34 5553211234 Outbound Established Brake lever da... Leads, Cases, Opportu nities),
9/25/2014 515 AM  Call To: Daniel Thompson 00:15:24 5553211234 Outbound Established Brake lever da.. intelli-CTi provides a detailed
log of each telephone call
Active 0 -
Interaction.

intelli-CTi Call History Tracking

¢ intelli-CTi Call History is an concise automated log of all telephone calls held within Dynamics CRM
¢ Detailed statistical information about every telephone call both inbound and outbound

+» Containing relationships to all related CRM entities for complete auditing, reporting and analysis
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intelli-CTi automatically
records a detailed record
within Dynamics CRM of
each telephone call
made or received,
relating to one or more
CRM entities.

Aiy Microsoft Dynamics CRM «  # | SALES v Contacts | v  Call To: Daniel Tho... | v @Crea‘te

+ NEw [ DEACTIVATE [ DELETE & ASSIGN () SHARE o EMAILALINK % RUN WORKFLOW ~ =»=

CALL HISTORY : INFORMATION
Call To: Daniel Thompson

Call Relationships

Account f  Bike Boutique Lead [~
Contact # = Daniel Thompson Phone Call &oo-
Case f  Brake lever damaged Oppertunity [~
Call Notes

Subject ™ @ Call To: Daniel Thompson

B Received a call from Daniel to say that the brake lever on the new bike we shipped him was damaged on arrival.

I have offered to ship him a replacement lever immediately for which he was happy.

After the call I contacted shipping and arranged for the replacement part to be shipped as soon as possible...
Owner ™ B & Edward Kyei

Created By @ & Edward Kyei

Call Timings

Start Time B 9/25/2014 5:38 AM Ring Time B 00:00:08
End Time B 9/25/2014 5:58 AM Call Duration & o00:00:07

Wrapup Time n 00:01:39 Wrapup Date n 9/25/2014
Active

Lo

intelli-CTi Call History Tracking
(with Microsoft Dynamics CRM)

?

Each Call History item
can be linked to
multiple CRM entities.

|

Any notes captured
during the call are
automatically logged.

=i

Each Call History item

recorded within CRM

has detailed statistics
about the call.

These provide valuable
data for auditing,
reporting and analysis.

intelli-CTi Call History Tracking — History Item

0’0

)/
0‘0

K/
0‘0

% CRM Relationships: relating to the call such as Accounts, Contacts, Users, Cases and Opportunities
Call Notes: the subject of the call and any notes captured during the call

Call Statistics: include the timings of the call, call duration, call direction and call result

ITRRIE:I -
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Microsoft Dynamics CRM

CTi Dashboards

intelli-CTi - Operational ~

Average Call Duration (Secs) by User Top 10 Contacts

Inbound Calls Active Call History
BO
70
60
50
40
30
20
10
]

Ay [Call Duration [5ecs))

crmuser User
Il (blank)
Il Bob Smith

Average Call Duration (Secs) by User Most calls by User

Outbound Calls Active Call History

60 o
50
40
30
20

Ao [Call Duration [Secs))

10 £

0 _—

crmuser User

Mobby Tighe

Il Mobby Tighe

Call Results

Active Call History

Mo Answer

I Established
Bl Missed

Top 15 - Longest call times

Active Call History

250,000
200,000
150,000
100,000
50,000
0

Sum (Call Ringtime [...

[blank)

Lou Balbo

Mobly Tighe

Bob Smith

Mobly Tighe
Anne McClaine-|

intelli-CTi Microsoft Dynamics CRM CTi Dashboards

Intelli=Ciin
Dashboard

Reporting

intelli-CTi for
Microsoft Dynamics
CRM provides a set of
CTI Dashboard
reports based upon
the rich content of
call tracking data
within Dynamics
CRM, captured by
intelli-CTi.

+* intelli-CTi provides a set of CTI Dashboard reports for analysis pf your intelli-CTi Call History
+»+ Based upon the statistical information contained within the intelli-CTi Call History
¢ Extendable to provide more custom reporting

TBRTIECIE— (1S S




for Microsoft Dynamics CRM Entity Relationship Management

' ’nte”"cn Microsoft Dynamics CRM
J/

Activity Management CRM Administration

«* Account

& it
& Cofitact »* CRM Activities

*¢* CRM History
+* intelli-CTi Call History

+* CRM Users
+* CRM Teams

«* CRM Leads

~ -

Telephone Call

intelli-CTi Microsoft Dynamics CRM Entity Relationship Management
¢ intelli-CTi provides an important ability to relate telephone calls to as many CRM entities as possible
¢+ By relating a telephone call to a collection of CRM entities enables that entity to track its related calls

*» Any given telephone call be seen by the entities it relates to and/or the calls relating to an entity (360°)
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Microsoft Dynamics CRM

Unified Service Desk Integration

¥z

A Microsoft Dynamics CRM - Unified Service Desk

MY WORK  SEARCH

Al Unified Service Desk DASHBOARD

’ Dashboard (Global) X ‘

intelli-CTi - Operational Perform...

Average Call Duration (Secs) by User

Inbound Calls

804
704
E,D.
50
404
30
20
104

a

Awg (Call Duration [Secs))

0

REMIM

Unified Service Desk

Microsoft Dynamics CRM
running within the Microsoft
Unified Service Desk

E=8 | EER (xS

&~ ?

crmuser User Marc Collins

Created By

Call Results

Active Call History

P .

Active Call History

B (blank)

I Bob Smith B nobby

Average Call Duration (Secs) by User

Cutbound Calls

507

answer the incoming call

Awg Case Resolution Time (Sec): 1157 Mumber Of Cases Resolved: & CSAT: 2

Telephone call control
providing the ability to

Caller Recognitio

The automatic
recognition of inbound
callers in your Microsoft
Dynamics CRM system.

Clicking these links will
present the callers
details in Dynamics CRM
(hosted by USD)

|

[ inteli-CTi Call Manager | X

<@ <4 ]

intelli-CTi" Q3

(5] intelli-CTi Device Client

= Active Call List [1] =

n A

02392550135 &~

[Daniel Thompson]
[Office Manager]
[Bike Boutique]

wan O 1 OO
@ Inbound Call

2 2]

Select Caller:

Daniel Thompson F
Bike Boutigue
Job Title: Office Manager
E-mail: Daniel.Thompson@BikeBo...
Location: Hants

intelli-CTi Integration with Microsoft Unified Service Desk (USD) — Inbound Calls
+»* Receiving an inbound telephone call together with details of the caller while using USD
+» Selection of the caller automatically notifies Unified Service Desk with the caller’s details
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J/

Al Microsoft Dynamics CRM - Unified Service Desk

m intelli-CTi Call Manager | »

‘ Unified Service Desk DASHBOARD MY WORK SEARCH REMIMDER sws 33: — ? ¢ :
. . - (=
intelli-CTi 'ﬁ
=y

Abbott Lid.-USA  Account Graphics-USA TGN M=l U 4

S b = intelli-CTi Device Client
i€ Dashboard (Global) Bike Boutique-UK Contact | luélm S =
: Active Call List [1]

W gl 6

General Social Info
+ = Activiti
Account Name: Bike Boutique i 5551126652 &
B ~ B ¢ s Daniel Th
% Email Ay SALES ~ Contacts | Daniel Thomps M ana g er / H O;;':Z Ma::gp:’”
£ Phone: 02392 550135 : Extablished Bike Boutique
Primary Contact: Daniel Thompson ¥} - . . ; : 00:01:31 ;
7 ° +NEW (S DEACTIVATE 33 CONNECT intelli-CTi telephone call @ @ @ @ |©
CALL SCRIPT control running Received a call from Daniel to say
: . that the brake lever on the new bike
Welcome to Account Session e CONTACT Seamle.iﬁlv al}? ng?‘?e usD, we_shil:ll:led him was damaged on
H H roviding the ability to arrival.
Welcome Bike Boutique. Thank you far contacting Waodgrove Bank, i D anie ‘ Th om p SON P g L o
My name is crmuser. How can [ help you today? manage the telephone I have offered to ship him a
call and ca ptu o e reﬂ;ﬁmentle;er immediately for
Identify contact durine th I Which he was happy.
Mew service request Summal’}f uring the call.
Existing service request CONTACT INFORMATION | .
? q : Dynamics CRM
Full Name™* Daniel Thompson Call Assistant
MNotes Associated Contact Associated Cases AKA Call Associations:
: Job Title Office Manager g Daniel Thompson
' i Bike Boutique
h 'f' d Search for records jo) Company Name E: Bike Boutique
T € U nirie Email Daniel. Thompsen@BikeBoutique.demo ﬁ] Brake |ever damaged
. Include: Relzted "Regarding” F H | FAS01014-4PYQTT
Service Desk Business Phone 02392 550135 S e Nomm
Y < Mobile Phone - Intelli=Ci ol Lated on: 13 Jan 2010
The Microsoft Unified = : Fax Pop Inside USD
Service Desk g Preferred Method o Email
application being M 4 Pagel b Ere Upon clicking the link
driven by intelli-CTi —  presented by intelli-CTi
57 Number Of Cases Resolved: 6 CSAT: 2 ﬁj Session Time 00:02:20 the callers details will
appear within CRM/USD

intelli-CTi Integration with Microsoft Unified Service Desk (USD) —Call Management
% Manage telephone call and capture notes during a telephone call, seamlessly alongside USD

%
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' g for Microsoft Dynamics CRM Unified Service Desk Integration
i intelli-CTi Call Manager -
Al Microsoft Dynamics CRM - Unified Service Desk EI@ |%.. Jija,M — | 1
.“ Unified Service Desk DASHEOARD MYWORK  SEARCH  REMINDER wes ﬂ - 7 xﬂ ‘\é ‘@ E
Abbey Barrow-Los Angeles X ,nte’“_c-r" g i
> Dashbaard (Global) Abbey Barrow-Los Angeles [ﬂ:| intl?—lli-CTi le—-.'ic,e Client g_
= Activities = Active Call List [0] =

“‘/& Dynamics CRM Dialer EE

Ay o | 1] SALES ~ Contacts | v Abbey Barrow | v @

: r Dial CRM Entity
X DELETE  »ee Dlaler & Abbey Barrow
\"ﬁ ABC Hardware Corp,
5 Daniel Thompson

[l >

&3 CONNECT |~ [FMADD TO MARKETING UST S8 ASSIGN = EMAIL A LINK

+ nNEw  [S DEACTIVATE

The Dynamics CRM @ _
COMTACT . . . \3 Account Graphics I
Dialer provides a list of B :
Ab bey Ba 'roOw CRM entities based upon Dial: Abbey Barrow
the context of what is £ Business Phone (555) 530-2622

currently on display
within Dynamics

Summary

CONTACT INFORMATION POSTS CRM/USD.

Select the CRM entity

Evull hlama ™ Abbey Barrow Enter post here |
The Unified 8 Both o sh e i send
Wi e felephone
Service Desk B Abbey Barrow number to bepdialed
= ADS ﬁ Contact: Created By Marc Collins, ’
On Abbey Barrow's wall [
- - - Abbey.B ADS.d
Selecting/displaying a ey-Barrow® eme 17/01/2014 09:28
CRM entity (555) 530-2622
(e.g. Contact) within
Dynamics CRM/USD
will provide the ability | Any
to dial that CRM entity =
using intelli-CTi A -
57 MNumber Of Cases Resolved: 6 CSAT: 2 'éj Session Time  00:00:20

intelli-CTi Integration with Microsoft Unified Service Desk (USD) — Contact Dialing
+* On opening a CRM entity detail form, intelli-CTi will present that entity within in the dialer
¢ Easily click-to-dial the selected CRM entity and their available telephone numbers
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