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Objective: CTI Integration of ZIWO with Dynamics 365 CRM. Functions of CTI with Click-to-call, Manage
Customer Profile, Cases on the call.

Pre-Requisites for CTI Application.

1) Must have Dynamics 365 CRM License procured.

2) Target system must have Dynamics 365 CRM Online Customer Engagement Enterprise environment

3) Sandbox / Production environments with Service Module configured.

4) CIF — Channel Integration Framework is used as platform for CTI, so need to enable following steps.

5) Email Integration — configuration of mailbox, exchange server etc. (Outlook or Gmail as per
customer preference).

1. Accessing the CRM - Ziwo CTI Plug-In

Once the agents are configured in CRM and appropriate Security Role is assign to users, will be able to
access the Plug In on CRM Screens.

Login to https://home.dynamics.com

< C {} & homedynamics.com #r @) Incognit

Dynamics 365 Home

Pinned apps s
Ziwo CTI Sandbox
ASWAT FZ LLC
My apps fabev O
Find more apps that work with
Dynamics 365
Customer Profiles Ziwo CTI Admin Ziwo CTI Sandbox
ASWAT FZ LLC (ziwoctiuat) ASWAT FZ LLC ASWAT FZ LLC
Shows the List of all Customer Profiles for Ziwo CTI Admin Ziwo CTI sandbox

user to search and Manage the details i.e.
Email, Phone, Address etc.

AppSource A

Get started with one of our

consulting partners

Find the App named “Ziwo CTI Sandbox”

Click on it and will launch the application to operate in CRM.
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~  Ziwo CTl Sandbox  CTI 2

{3 Home

My Activities
(® Recent '

Due: All ~
s~ Pinned s

V| Adivity.. ¥ | Subject
My Work

| B Activities
Profiles

,Q Contacts

Service %

&? Cases No data available.

ABC 0-0of 0 (0 selected)

SANDBOX

= [&] Show Chart [ Task EZ Email Appointment % Phone Call

INFUSAI
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Customer Interactions by Ziwo

Contacts

-
New Profile

Cases

x

New Case

ip: 1315/ Nirmala Jayasanka  [EE 00

%, ZIWO can not be used for emergency calling

Follow the features to make Outbound and Inbound calls, record the details, create case/ticket for the

customer and update the information on call.

1) Navigate to the Contact entity form the left panel.

o]
stot ~ ZwoCTlSandbox CTl > Contacts

= [ Show Chart New [ Delete | v (O Refresh [% EmailaLink
] .
Active Contacts
V| Full Name T ¥ |Ema
12
é’ Chathura Prabashana chathura.abeywickrama

Endor Customer

Inf MK test@email.com

John Lewis and Partners john.lewis@aswat.co

Nawras Hallak

SL Customer-12 nirmala.katupothage@ziwo.io..

Tamer Marshoud

Xavier TRANBAUT xavier.tranbaut@ziwo.io
Ziwo POC TEST AG test@email.com
ABC 1 -9 of 9 (0 selected)

SANDBOX

o Flow

<5 Phone

vat colombo 001

00919920821074

+97142789907

671183552

+97145864021

+9471

00919¢

+9714

Customer Interactions by Ziwo

Contacts

[ ]
-
New Profile

Cases

x

New Case

ip: 1315 Nirmala Jayasanka [0

X ZIWO can not be used for emergency calling

Copyright © 2020 | All rights are reserved

Infusai Solutions Pvt. Ltd. 3|Page



http://www.infusai.com/

INfUSAI

o
QSWQT Dynamics 365 CRM CTl User Manual ey yo imagoin

Open and Contact record, here will allow to place Outbound (Click-to-Call) feature.

> Inf MK
= @ | + New [2 Deactivate S Connect | ~ I Add to Marketing List R, Assign -+ Customer Interactions by Ziwo >
e Inf MK 1p: 1315/ Nirmala Jayasanka
Contacts
Contact - Contact CTI - =
00919920821074  00919920882104 Infusai Admin ;
I8 eusiness phone Mobile Phone Ovwner ~ New Profile
2 . . ‘
Summary Conversations Recent Cases Personal Details  Company Details
Cases = =
MK @ Auto-post on Case o... = -
Case: Created by Infusai Admin for Cont... = =
Job Title Hew el R by
- @ Auto-post on Case o... 312/2020 V3 i 0 Q
Case: Created by Infusai Admin for Cont... o b
Account Name
John Lewis and Partners @ Auto-post on Case o... 31272000 52 e -
N Case: Created by Infusai Admin for Cont...
Email
test@email.com =]
@ c @ Auto-post on Case o... 341072020 3
Business Phone Case: Created by Infusai Admin for Cont...
Y. ZIWO can not be used for emergency calling
00919920821074 ziwe
@ Auto-post on Case o...
Mobile Phone Case: Created by Infusai Admin for Cont...
B2 Active | Modified On: ~ Save -

3) Click on the Business Phone field ICON (Ziwo) to place Outbound calls / Click-to-Call.

Q
HH ~ Ziwo CTl Sandbox CTl » Contacts » InfMK SANDBOX

= [©] + MNew [ Deactivate B Connect | ~ S Add to Marketing List A, Assign -+ Customer Interactions by Ziwo >
10:1315 | Nirmala Jayasanka [0
Inf MK Contacts
Contact - Contact CTI
00919920821074  00919920882104  Infusai Admin =
l p\ Mobile Phone Owner New Profile
& . . .
Summary Conversations Recent Cases Personal Details  Company Details
Cases
MK @ Auto-post on Case o... 2020 -
Case: Created by Infusai Admin for Cont... x
f— +919920821074
- @ Aute-post on Case o... 322020
Case: Created by Infusai Admin for Cont...
Account Name
[ John Lewis and Partners @ Auto-post on Case o... 3nz22020 84
N Case: Created by Infusai Admin for Cont...
Email
test il 7
est@email.com - @ Auto-post on Case o... 311072020 5
Business Phone Case: Created by Infusai Admin for Cont...
00919920821074 zw®
@ Auto-post on Case o...
Mobile Phone Case: Created by Infusai Admin for Cont...
E2 ~ Save -

OR directly dial the Phone Number from the ZIWO Plug-In.
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[o]
aswat Ziwo CTI Sandbox Inf MK
= [©] T New [3 Deactivate S Connect ~ T Add to Marketing List A, Assign Customer Interactions by Ziwo
& Inf MK 0: 1215/ Nirmala Jayasanka
Contacts
Contact - Contact CTI -~ =
00919920821074 0091920882104  Infusai Admin - 00919920821074
I R Business Phone Mobile Phone Owner New Profile
& . . .
Summary Conversations Recent Cases Personal Details Company Details
win ¥ T =
w Case: Created by Infusai Admin for Cont...
Job Title A = ~
- @ Auto-post on Case o... 31272020 83
Case: Created by Infusai Admin for Cont i (@ )
Account Name - -
[A John Lewis and Partners @ Auto-post on Case o... 31272020 ~ ~
N Case: Created by Infusai Admin for Cont... hry
Email
test@email.com =
: @ Auto-post on Case o... 37102020 &3
Business Phone Case: Created by Infusai Admin for Cont...
00919920821074 Zwe Contact Profile(s] |y oo can not DR e
A3 7uto_nocton Cac 220 onpn L]

Call is place and when connected, system will be searching the Profile by phone number and will list the
matching customer’s profile.

0
aswat

Ziwo CTI Sandbox

Inf MK

[©] + New

00919920821074
Busi hy

D@ Deactivate

Inf MK
Contact - Contact CTI

one Mobile Phone

%5@9

Summary Conversations

MK

Job Title

Account Name
[A] John Lewis and Partners
Email
test@email.com
Business Phone
00919%20821074

Mobile Phone

=4 Active Madified On:

00919920882104

% Connect

Owner

Recent Cases

Infusai Admin

Personal Details

g

= Add to Marketing List &, Assign

Company Details

Auto-post on Case o...

(=)

20\
Case: Created by Infusai Admin for Cont...

Auto-post on Case o... 31
reated by Infusai Admin for Cont...

Auto-post on Case o...

Case:

: Created by Infusai Admin for Cont...

Auto-post on Case o...
Case: Created by Infusai Admin for Cont...

®
®
®
@

Auto-post on Case o... 12020
Case: Created by Infusai Admin for Cont...
~ Save

Customer Interactions by Ziwo

ip: 1315 Nirmala Jayasanka

[faible v |

Contacts

Contact Profile(s

#  Name & Phone No.

Email

1 Inf MK
00919920821074

test@email.com

4)

If there is only one matching profile, will popup the Contact form in new window.
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® New [d
G @ Inf MK
B Contact -
00919920821074
1R Business Phone
& Summary Con
Job Title

Account Namg
[A] John Lewis
Email
test@email.co|

Business Phon|

& ziwoctiuat.crm4.dynamics.com

Dynamics 365 CRM CTI User Manual

m Contact: Contact CTI: Inf MK - Microsoft Dynamics 363 - Google Chrome

> Contacts > InfMK

@ For the best experience viewing this content, open it in a specific application.

SANDBOX

INFUSAI

intellify your imagination

Choose an app [

| First Name Inf Case: Created by Infusai Admin for Contact Inf MK,
00919920821
Maobile Phone Last Name MK @ Auto-post on Case on Outbound f... 31272020 53
1 Case: Created by Infusai Admin for Contact Inf MK.
00919320882
Job Title —
= Active | Modi — oo TUTTSTrUSITIOT

New [B Deactivate

o

Inf MK

Summary Conversations

£ Modified On

B Modified By

% Connect | ™

Contact - Contact CTI

Recent Cases

8 Infusai Admin

CONTACT INFORMATION

+

T Add to Marketing List

Personal Details

A/, Assign  [F Email a Link @ Delete O Refresh
00919920821074  00919920882104  Infusai Admin
Business Phone Mobile Phone Owner

Company Details  Details Files Related

SOCIAL PANE (Capture Notes)

Timeline + ¥

Enter a note... @

Auto-post on Case on Qutbound f... 472472020 4

Case: Created by Infusai Admin for Contact Inf MK.

Auto-post on Case on Outbound f...

@ Incognito (6)

lemergency calling

This allows agents to capture the notes under timeline, and fill up the required details while discussion with
Customer.

5)

6)

Hangup the call, a case form will popup.

0
aswat
©]

iy
. O

00919920821074

Business Phone

New

[k

Inf MK

Contact -

Summary Con
win
Job Title
Account Namg
John Lewis
Email
test@email.col
Business Phon|
00919920821_
Mobile Phone

00919920882

For the best experience viewing this content, open it in a specific application.

[ choose n o I8

J Save & Close

New Case
Case - Case CTI

Phone to Case Process ¢
Active for less than one mi

Summary Cenversations

CASE DETAILS

Case Title
[ale}

Customer

Case Type

Origin

I* Save & Route

Save

New

Identify (<1 Min)

Case Relationships

" | Case on Outbound for Inf h

Inf MK

Phone

o Flow

Associated Knowledge Records

DESCRIPTION

Timeline

Normal
Priority

Research

In Progress

Resolve

Enhanced SLA Details

Infusai Admin
Owner

act Center

B2 Active Modi

VUITIIZUSZIUTH

Agent will create case and Save.
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Last conversation will be listed on Case Form under conversation tab.

o}
- oswot ~ Ziwo CTl Sandbox CTlI > Cases > Case on Outbound for Inf MK S A N D B OX

[©] I Save & Route MNew {,, Create Child Case [ Resolve Case 3 Cancel Case [ Add to Queue ?/ Queue ltem Details A/, Assign <
o
- Case on Outbound for Inf MK Normal ~ 4/25/2020 12:18 AM  In Progress  Infusai Admin
Case - Case CTI Priority  Created On Status Cuwner ~

2 Phone to Case Process @
Active for 1 minute < Identify (1 Min) Research Resolve >
£

Summary  Conversations Case Relationships ~ Associated Knowledge Records  Enhanced SLA Details  Additional Details ~ Social Details

CallID

A d15c02c-2613-00ec-53cb-SccaTe3aesfl Inbound and Outbound Voice Call Recording(s)

Call
ID Start Date End Date Result Agent
10450 4/25(2020, 12:10:29 AM 4/25/2020, 12:12:27 answered Nirmala
AM Jayasanka
Total Duration Direction
P 0:00/ 117  m— H i 1185 outbound

1= Active Save »

User can play the recoding on case for future reference.

7) Same will appear on Contact form under Conversation tab.

2 Contacts 2 Inf MK

(@ For the best experience viswing this content, open it in a specific application. Choose an app |8
New [ Deactivate 3 Connect | ~ I Add to Marketing List 2, Assign %) Emaila Llink  [i] Delete () Refresh 5 Process |# Share ¥t Follow o Flow
Inf MK 00919920821074 ~ 00919920862104  Infusai Admin
Contact - Contact CTI Business Phone Mabile Phone Owner

Summary  Conversations Recent Cases Personal Details  Company Details  Details  Files Related

Inbound and Outhound Voice Call Recording(s) Load More 060
D Start Date End Date Call Result Agent
10450 4/25(2020, 12:10:29 AM 4/25/2020, 12:12:27 AM answered Nirmala Jayasanka
Total Duration Direction
P 0007107 e— 0 i 1185 outbound
S Active | Modified On: Modified By: R Infusai Admin Save

It displays all the past conversations as well. Click on “Load More” and will list all the history.
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(@ For the best experience viewing this content, open it in a specific application.
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Choose an app a4

T New D@ Deactivate "3 Connect ~ = Add to Marketing List A, Assign 7] Email a Link @ Delete O Refresh

Inf MK

Contact - Contact CTI

Summary Conversations Recent Cases Personal Details Company Details  Details  Files Related

9047 3/12/2020, 5:10:02 PM 3/12/2020, 5:10:30 PM

Total Duration
0:00/0:00 28 S

9027 3/12/2020, 2:59:06 AM 3/12/2020, 2:59:14 AM

Total Duration
P 0:00/002 =———) i 85S

10 ¥ (On page 1 0f 10. showing rows 1 to 10 of 100

EX Active | Modified On: Modified By: R Infusai Admin

B4 Process 12 Share ¥ Follow o Flow

00919920821074  00919920882104  Infusai Admin

Business Phone Mobile Phone Owmer

cancel Nirmala Jayasanka

Direction
outbound

answered Nirmala Jayasanka

Direction
outbound

a1l 1214l 8TARITIRIGIINT »

Save

8) Same works for the Inbound calls, when customer calls to the Agent and System will show the Inbound

call on CRM to attend.
9) Above all functions are same for Inbound as well.

<End of Document — D365 CRM and CTI User Manual >
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