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1.Add Inbound Voice Calling to Dynamics
365 for Marketing to reach, engage &
communicate with customers.

Enable the phone numbers being used for SMS outreach to receive inbound Voice Calls from your
Dynamics 365 for Marketing implementation

o Route and bridge voice calls from your users to the appropriate person or department
o Track communication events with each of your users all in one place

o Complement your SMS communications with Voice Calling

Maintain a global presence with a localized experience

o Receive Voice calls globally, in more than 100 countries and territories and 25+ languages

o Leverage TeleSign's network, which spans across 700+ high-quality, direct-to-carrier
routes providing the highest availability, delivery and completion rates

Deliver differentiated and personalized customer experiences

o Utilize a virtual phone number that can route to anyone within your organization

o Record call events into a customer record each and every time you communicate with

your user(s)

Drive Engagement towards your organization through Voice Calls

o Use Virtual Numbers as publicly facing contact numbers
o Run Inbound Voice Campaigns to drive engagement towards your organization

o Increase conversion rates, customer retention and CSAT rates

About TeleSign

TeleSign connects and protects online experiences with sophisticated customer identity and
engagement solutions. Through APIs that deliver user verification, data insights, and communications,


https://appsource.microsoft.com/en-us/product/dynamics-365/telesign.telesign-sms-marketing?src=Retail&tab=Overview
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we solve today's unique customer challenges by bridging your business to the complex world of global
telecommunications.

2. Solution Configuration

Once TeleSign Voice solution is installed from the AppSource, Dynamics 365 apps will show up on your
screen. Click on TeleSign Voice application on three dots in the right corner. Go to manage roles to

configure which roles have the right to see this application.

TeleSign Voice

. . 2 PEN IN APP DESIGNER
TeleSign Voice L5 SRENANLAREREMGNER

eleSign

UNIFIED INTERFACE

Figure 1 - TeleSign Voice Application

TeleSign Voice has predefined roles included:

o TeleSign Voice Administrator and
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o TeleSign Voice User.

Manage Roles - TeleSign Voice

Choose an app URL that is easy to remember
and then select which roles can access it.

> App URL Suffix

~ Roles
MName Business Unit
Schedule Manager addatrieltest -
Scheduler addatrieltest
Solution Checker addatrieltest
Support User addatrieltest
Survey Owner addatrieltest
Survey Services Administrator addatrieltest
ystem Administrator addatrieltest
System Customizer addatrieltest
TeleSign SMS: Administrator addatrieltest
TeleSign SMS: Advanced User addatrieltest
TeleSign SMS: User addatrieltest
~  TeleSign Voice Administrator addatrieltest
«  TeleSign Voice User addatrieltest
Vice President of Marketing addatrieltest
Vice President of Sales addatrieltest -

2 of 52 selected

Figure 2 - Giving privileges for TeleSign Voice App

Add roles and click on button SAVE. Now only users that have these roles assigned can see the
application.

L IMPORTANT: Please note that only D365 users with previously described user roles assigned will
be able to configure (TeleSign Voice Administrator) and use (TeleSign Voice User) TeleSign Voice
application.

To assign security roles to D365 user please follow these instructions:

- Click Settings button and then Advanced Settings.

Dynamics 365 ~  TeleSign Voice

7 Personalization Semng’

i ?
£y Home What would you like to do? {' Advanced Settings |

(O Recent ~ G Solution Settings o APl Ke

View and manage solution settings é View APl

Toast Notification Display Ti...
P Pinned 4 About
n Registration Settings
Edit registration settings Privacy & Cookies
My Work
Software license terms
9 Contacts

Q. Phone Calls

TeleSign VoiceApp

& Phone Mappings

I %, Settings

Figure 3 - Navigation to advanced settings
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- New tab will appear in your browser. Navigate to Settings and choose Security.

mics 365

Settings ~

vianagement

Business Customization
Business Management m Customizations

Templates Solutions

Service Management = Plug-In Trace Log
Sync Error

Solutions History

i Sites
| Create new sites or office locations where service operations take place. Add and remove

resources, change site information, or delete sites.

- '“3 Currencies

, | Relationship Roles
Manage the standard Iabels users can apply when they define relationship roles between

Product Catalog Ia Microsoft AppSource m Data Management

Add new currencies or change the exchange rates for existing currencies.

Process Center

m Processes

mail Configuration

Activity Feeds Config...

E Activity Feeds Rules
N

System Jobs Dynamics 365 App f...

Document Manage...

Auditing

Subjects
Connection Roles

Automatic Record Creation and Update Rules

either out-of-the-box entities or custom entities.

Figure 4 - Navigation to security settings

- Choose Users.

Dynamics 365 ~

Settings ~

Voice of the Cus
Voice of the C
Voice of the C

Vaice of the C

Manage the subjedt hierarchy for your organization's products, literature, and articles.

Create, edit, and delete the standard labels used to define connedtions between records.

Create and manage rules for automatic record creation and updates. You can set up rules for

o Apps for Dynamics 365  View Dynamics 365 information on the go with apps for your phone, tablet, Outlook, and maore! Get Apps for Dynamics 365

Security

Which feature would you like to work with?

roles, and licenses assigned to users.

Users
Add new users. Edit information about users and deactivate user records. Manage the teams,

Teams

members from teams.

Security Roles
~
1o/ Create new security roles. Manage and delete existing security roles for your organization.

Field Security Profiles
Manage user and team permissions to read, create, or write information in secured fields.
)

Positions
Add new Position. Modify the Position description.

Business Units

business unit,

Hierarchy Security

hierarchy.

Access Team Templates
Add new team templates. Modify the team template description.

e BB

Figure 5 - Navigation to user administration

- Choose a user(s) that need be assigned with the role

Add new teams and new members to existing teams. Modify the team description and delete

Add new business units. Edit and deactivate existing business units. Change the parent

Configure hierarchy security, induding enabling hierarchy modeling and selecting the model.
You can also specify how deep the hierarchy goes, and specify the entities to exclude from a
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Manage User Roles x
What roles would you like to apply to the 1 User you have selected?

Role Name Business Unit

[ITelesign SMs: User adtsdevd
TeleSign Voice Administrator adtsdevl
[Telesign Voice User adtsdevd
Vice President of Marketing adtsdevl
D\lice President of Sales adtsdevl
[CJvoice of the Customer app access role adtsdevd

q - ===

Figure 6 - D365 user role assignment

These two roles differentiate in privileges that they have for TeleSign Setting entity and API Key
entity:

o TeleSign Voice Administrator - can see and configure all entities

o TeleSign Voice User - can see only Mapping and Phone Call shown in picture below.

= B show Chart  + New  [i] Delete | ~ () Refresh 0 Emailalink | ~ o Flow ~ [ RunReport ~ @8 excel Templates ~ [ Exporttotxcel | ~ @ Importfrom bxcel |~ [B Create view
@ Home - . . .

Active TeleSign Voice Mappings Search for records »
(D Recent o

| Teasign vinual Number 17 | user W | hane umber ¥ | crestedon v
# Pinned v

12023183578 C—— 381666551604 12112019, 11:18

Lje 224 O Lena Doric 381666551604 12.11.2019. 16:10
A contacts
% Phone Calls
TeleSign VoiceApp
| # Fhone Mappings
a

Al - A [ ® o 3 ¥ [ [ ' ) 3 L M N ) ® a ® s T u v w x ¥ z

Figure 7 - TeleSign Voice User privileges

After assigning roles for the application, open the TeleSign Voice application. Sign in as Telesign
Voice Administrator user. First screen you will see is the TeleSign Customer ID and API Key that
you need to enter for settings entity.

& |IMPORTANT: Please note that the TeleSign Voice application currently requires an Enterprise level
TeleSign account and cannot be used with a self-service account.
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TeleSign end-user must provide these parameters for the connector to run properly:

o Telesign Customer ID
o TeleSign API key

These parameters will be used to register each Dynamics 365 organization with TeleSign cloud
infrastructure.

Dynamics 365 \~ TeleSign Voice  TeleSign > Settings

{ny Home

(® Recent N

<7 Pinned . Customer Id
My Work

K Contacts

R Phone Calls

TeleSign VoiceApp

& Phone Mappings

I ’ Settings

Figure 8 - Registration Settings (Customer ID, API Key)

After entering the ID and API Key press Register button below. New window will be opened asking
user to login to Dynamics 365 environment again.
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€ Sign in to your account - Google Chrome = O X

& login.microsoftonline.com/common/oauth2/authorize?client_id=1541ba%f-55d7-41c9-af9d-34fd4f92df...

a5 Microsoft

Sign in

Email, phone, or Skype

No account? Create one!

Can't access your account?

Sign-in options

Terms of use  Privacy & cookies
Figure 9 - Popup Sign in window

After signing into your Dynamics 365 new popup window will emerge on your screen asking user
for permission. User should provide consent and click Accept.

After giving the consent another popup window will appear which will show website and all
general information about TeleSign. Close the window and wait for loading to be finished.
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& Sign in to your account - Google Chrome

& login.microsoftonline.com

BE Microsoft

Permissions requested

TeleSign Dynamics 365 S2S Dev Service
@ Account
tsdynapp.com
This app would like to:
\/ Access Common Data Service as organization users

v/ Signin and read user profile

| Consent on behalf of your organization

Terms of use  Privacy & cookies
Figure 10 - Giving consent permissions

After signing into Dynamics 365 you will see a page with three links as shown in picture below. If you
click on Registration Settings you will need to sign in again with your Customer ID and API Key.

Dynamics 365 ~ TeleSign Voice  TeleSign > Settings

M Home What would you like to do?

® Recent v Q Solution Settings © APIKeys
View and manage solution settings # View API keys

57 Pinned v/

n Registration Settings

Edit registration settings

My Work

,Q Contacts

&, Phone Calls

TeleSign VoiceApp
& Phone Mappings

I % Settings

Figure 11 - Sign in and Loading screen
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AL IMPORTANT: When you install the solution, new user will be created in D365 - TeleSign S2S
Application User will automatically have assigned role TeleSign Voice Administrator.

USER ™

TeleSign S2S Application User -=

The information provided in this form is viewable by the entire organization.

4 Summary

Account Information

ar L .
User Name no-reply@telesign.com

Manage User Roles x
What roles would you like to apply to the 1 User you have selected?

User Information

Full Name ™ TeleSign 525 Application User
Title

Primarv Ei * . Select to enter data
Primary Email no-reply@telesign.com

Mobile Phone

Main Phone

Figure 12 - TeleSign S2S Application User with assigned roles is automatically created

3.Using TeleSign Voice Application

A IMPORTANT Click on settings entity and you will see three links on page (Figure 11— Sign in and Loading
screen). Click on solution settings to see which of the fields is used for application.

When you enter the record, you will find attribute User Phone Number Field Name. The purpose of this
attribute is to show which attribute is used in application to match the user that will receive the actual call.
The application logic will try to match user in D365 based on this attribute.

Dynamics 365 TeleSign Voice

= = New D Deactivate G Delete O Refresh R, Assign 1 Share [ Email a Link

@ Home

6A9E5500-9940-4D8B-AF84-FE3A3523B578 wovebome
®© Recent v TeleSign Settings Jwner
57 Pinned N General Related
My Work Customerld " 6A9ES500-9940-4D8B-AF84-FE3A3523B578
,Q Contacts User Phone Number
Field Name mobilephone
Q. Phone Calls

TeleSign VoiceApp
& Phone Mappings

Settings

Figure 13 - Solution Settings entity
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Navigate to user entity and there will be a list of contact attributes that application needs to check to find
possible matching. If you want to match and detect user based on different attribute, you should change
tha value of previously mentioned attribute with different attribute (schema name) in the Solution Settings
(Figure 13 - Solution Settings entity).

Example 1, if you want to match aganist Main phone attribute you should enter schema name for this
attribute (address1_telephonel) into already mentioned active settings record. Enter the schema name as
value in the attribute Contact Mobile Number Field Schema Name. This will ensure that the application will
match the user based on that specific attribute.

USER ™

T Cim o ni M licatiee c —
eleSign S25 Dev Application User -=
The information provided in this form is viewable by the entire organization.
« Summary
Account Information

no-replydev@telesign.com

User Information

fullname * TeleSign 525 Dev Application User

Figure 14 - Example of contact attributes that application logic uses to detect and match user in D365 with the
number

Picture above shows that user entity record has many contact fields that can be used to match D365 user.
This is configurable and you can change it based on business needs.

Dynamics 365 v  TeleSign Voice  Phone Mappings > 12023183578

= ® - New [ Deactivate [i] Delete () Refresh R, Assign |2 Share
(@ Home
12023183578

® Recent N TeleSign Voice Mapping
<7 Pinned % General Related

TeleSign Virtual
My Work 12023183578

Number

Contact:

R DIVRES Redirect To User f)ﬂ
Q. Phone Calls

Redirect To Phone

e

Numb
TeleSign VoiceApp Sl

l & Phone Mappings

Figure 15 - TeleSign mapping record
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To configure a mapping between virtual number (the number to be dialed by the end user) and the real
number (the number of one of your Dynamics users)' go to Mappings entity and create a new record with
virtual phone number and real number of the user.

L IMPORTANT: The virtual number used must be one that is acquired from TeleSign and must be a voice
enabled number.'

Next step is to dial the virtual number you previously had entered in your phone. After you dial this number
D365 will notify TeleSign if the specific user and number exist in D365. Also, Phone call record will be
created automatically.

L IMPORTANT: Number you enter needs to have prefix for country.

Another option is that when a user doesn't exist in CRM and you can enter any international number. CRM
will also notify TeleSign that the number exists and it will redirect the call. As previously mentioned, phone
call activity will be created. If CRM does not have the number stored than it will notify TeleSign and TeleSign
will end the call.

Dynamics 365 “~  TeleSign Voice  Phone Calls > TeleSign phone call: 33160805280

= El Read-only This record's status: Completed
& Home 'D Refresh Bd Process ]E Delete 2] Email a Link Y Add to Queue

© Recent ~ TeleSign phone call: 381608052802

Phone Call - Phone Call ~

s7  Pinned A
4.12. 2019 16:13 Completed Rok Ljali¢
Created On Status Qwner
My Work
Phone Call Related
£ Contacts —
I & Phone Calis Subject *  TeleSign phone call: 381608052802
TeleSign VoiceApp Call Erom # Abbie Gardiner
& Phone Mappings
Call To * @ Q Rok Ljali¢
2y Settings
Phone Number 381608052802 o
Direction Incoming

TeleSign Virtual

Number 12023183578

Duration (Minutes) 3.50

Figure 16 - Phone Call Activity

Every phone completed as previously described will be logged as an incoming phone call activity
within D365 solution containing following information:

o Created On (header) — Date and time of the phone call
o Subject — Automatically generated (“TeleSign phone call”: + “calling phone number”)
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o Call From — customer (automatically populated based on ANI if such exists and is
registered in D365. If not, new contact is automatically created.)

Call To — D365 user receiving a call

Phone Number — Inbound (caller) phone number

Call Direction — Incoming (in case of inbound phone call)

TeleSign Virtual Number — Virtual phone number assigned to D365 user
Duration (Minutes) — Phone call duration in minites

O O O O O



