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Guidelines to configure Ziwo CTI Application on Dynamics 365 CRM Online (v 9.0 +)
for System Administrator & Users (Agents)

SFR# Document Version Created By Date Reviewed By
1 Installing CIF — Channel 1.0 Madhusudan Kushwaha = 30-Jan-2020
Integration Framework
2 Installation of CRM Plug- 1.0 Madhusudan Kushwaha @ 30-Jan-2020
In for Ziwo
3 Configure CIF 1.0 Madhusudan Kushwaha = 30-Jan-2020
4 Configure Admin and 1.0 Madhusudan Kushwaha @ 30-Jan-2020
Agent details to access CTI
Plug-In
5 Modified the steps for 2.0 Madhusudan Kushwaha = 03-Mar-2020

CRM Solution Import
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Objective: Enabling CIF, Configuring CIF Framework on D365 CRM and Installing the CRM-Ziwo CTI Solution

on Customer’s Instance.
Pre-Requisites.

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. Installing the CIF (Channel Integration Framework) for CTI Integration

Follow below document released by Microsoft to enable/install the CIF from Microsoft’s Marketplace.

o

How to get
Dynamics 365 Chanr

Or follow below link.

https://docs.microsoft.com/en-us/dynamics365/customer-service/channel-integration-framework/get-
channel-integration-framework

Once above setup are completed on D365 CRM Instance, you can start with the configuring in Dynamics
365 CRM Instance for CTI following below steps.

Browse the URL and click on “Get It Now”

& O @ & https;//appsource.microsoft.com/en-us/product/dynamics-365/mscrm.d365ciframework 5 = 2

(@ This site uses cookies for analytics, personalized content and ads. By continuing to browse this site, you agree to this use.

m Microsoft | AppSource  Apps Search Microsoft AppSource

Apps > Dy ics 365 Channel ion Framework

Microsoft Dynamics 365

2.2 2613
Qverview Reviews

The framework to build immersive communication experiences to
interact with Dynamics 365.

0 Dynamics 365 Channel Integration Framework < sweorise

?”‘"‘9 The Dynamics 365 Channel Integration Framework is 3 set of APls (methods, events and
e protocols) that enables developers and partners to build immersive communication experiences
Products such that third party communication widgets running on channel provider/partner cloud can

Dynamics 365 Sales interact with Dynamics 363. Enabling this solution, will allow you to configure the channel
o

365 Customer integrations in the Unified Interface apps for your users.

Learn more

Publisher
Microsoft Dynamics 365 What is D365 Channel Integration Framework

Acquire Using
Work or school account
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Connect with the Organization Instance, select on which instance CIF needs to install. Select the agreement
checkbox.

Microsoft Dynamics 365 Office 365

B® Microsoft

Add the application to Dynamics 365

Dynamics 365 Channel Integration Framework

Click on Agree Button, it will start configuring the CIF on the selected instance of Dynamics 365.

Welcome

There's 3 better way to manage your instances. Try the new Admin center

[P e UPDATES  SERVICE HEALTH ~ BACKUP & RESTORE  APPLICATIONS

Manage your solutions

@ Manage your solutions

Select a preferred solution to manage on selected instance: InfusAi Virtual Agent

SOLUTION NAME VERSION AVAILABLE UNTIL STATUS

Channel AP| Integration Fr... 9.1.0.291 1/1/2050 Installation pending Channel API Integrat...

Common Data Service Bas... 9.2.2001.2 1/1/2050 Not installed

Common Data Service Star...9.2.2001.2 1/1/2050 Not installed while installation starts. This may
minutes.

Company News Timeline  9.0.1.715 1/1/2050 Not installed e

Contextual Help Base 1.00.10 1/1/2050 Installed < experience with Dynamics 363

Core Service Scheduling  9.0.19122.1010 1/1/2050 Installed T g

Crm Hub 1.0.20170908.55 1/1/2050 Not installed Learn mare ’(5/

Once the installation is completed will be highlighted as below and activated on CRM. Now its ready to use
for CTl Integration.
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AVAILABLE UNTIL

hannel AP| Integration Fr... 9.1.0.291 1/1/2050 Installed

Lhannel/ Channel API Integrat...
Commeon Data Service Bas... 9.2.2001.2 1/1/2050 Not installed Bring your communication channels and build
immersive expenence with Dynamics 365

Commen Data Service Star... 9.2.2001.2 14172050 Mot installed

Company News Timeline ~ 9.0.1.715 1/1/2050 Not installed Created by: Microsoft J
Learn mare ﬁj’

Contextual Help Base 1.0.0.10 1/1/2050 Installed

Caore Service Scheduling 9.0.19122.1010 14172050 Installed

Follow further steps for Installing the CRM-Ziwo CTI Application Solution.
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2. Installation of Ziwo CTI Plug-In Application (CRM Solution)

Follow the standard solution deployment steps to install ZiwoCTI Integration Plug-In solution on D365 CRM
Instance.

Solution Name

Login to D365 CRM Instance (Sandbox / Production) using the admin credentials, on home screen find the
settings icon.

Dynamics 365 ~ Settings > My Apps SAN D BOX

O search my apps.. Create new App () Refresh 7 Filter

v Published Apps (8)

QO

Dynamics 365 — custom Channel Integration Fra... Customer Service Hub Dynarmics 365 App for O... Resource Scheduling

Provides access to the full suite of Bring your communication channels A focused, interactive experience for Provides access to Dynamics 365 Provides access to the Resource
capabilities including administration and build immersive experience with managing vour customer service, App for Qutlook for engbled ycers Scheduling solution

Select “Advance Settings”

Dynamics 365 ~ Settings > My Apps SAN DBOX

SO search my apps. Personalization Settings R Fitter

Advanced Settings

w Published Apps (8
pps (8) Tc;stNotlﬁca

6’0

Privacy & Cookies

Software license terms

Dynamics 365 — custom Channel Integration Fra... Customer Service Hub Dynamics 365 App for O... Resource Scheaunng

e experience for Provides access to Dynamics 363 Provides access to the Resource
rvice, Apn for Qutlaok for enablad ycers, Scheduling colution

Provides access to the full suite of Bring your communication channels
capabilitiac inclyding adminictration and build jmmercive axparience with

Click the down-arrow next to settings, and select “Solution”

Copyright © 2020 | All rights are reserved Infusai Solutions Pvt. Ltd. 5|Page


http://www.infusai.com/

(@)
aswat

Dynamics 365 Settings

Business Management

Customization

Solutions

Business System

By =

Business Managem

Templates

Application

Process Center

m Microsoft Flows

Email Configuration

Activity Feeds Confi...

ke

Product Catalog

Service Management Plug-In Trace Log System Jobs

Mobile Offline Solutions History Document Manage.

Sync Error

Sites
Creste new sites or office locatio!
information, or delete sites

Currencies

Add new currencies or change the exchange rates for existing currendies,

Relationship Roles

 roles between accou

ions take place. AJd and remove resourees, change Site

Ia Microsoft AFJ Create, import, expart, and publish third-party Sof ctivity Feeds Rules

usaqi
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Upgrade Logs

Upgrade Rur

>
Dynamics 365 App f...
Sales Insights
Subjects
IManage the subject nierarchy or Your Organization’s procucts, literature, and articles
Connection Roles
Creste, edit, and delete the standard labels used to define connections between records.
Automatic Record Creation and Update Rules
Creste and manage rules for autamatic record creation and updates. You can set up rules for efther aut-of-the-box -

Click on the “Import” icon on Solution toolbar and browse the file.

Dynamics 365 Settings ~

Solutions >

@ vou need to assian security roles to new users  Cick to see 2 st of users who need

Microsoft Dynamics 365 Security Roles.

All Soluti N L]
& | x =8 e BE BB B @ | veeasos-

Name Y Display Name Version Installed On \ | Package T...| Publisher Description (&)

npe————— B = 1.0.00 3/1/2020 Unmanag.. InfusAi Solutions P
_PawerAppsCh..  PowerApps Checker B...  1.1.1 2/1/2020 Managed amics 365 PowerApps Checker promotes higher-quality mo...
\_PowerAppsCh...  PowerApps CheckerU... 1.1.1 2/1/2020 mics 365 werApps Checker promotes higher-quality mo...
_PowerAppsCh...  PowerApps Checker 1.1.010 2/1/2020 mics 365 werApps Checker prometes higher-guality mo...
SrigocE 102 1300000 _Unmanag i

Dynamics 365

@ vouneed to assion security roles & isplctiva.cimB.dynamics.camy/tools/solution/import/SolutionimportWizard aspx

< PRSI Select Solution Package @Hep
All Solutions ~ o
& | X = @ B (=] Select the compresses (2o or cab) file that cONting the SoIUTION yoU Want to impart and click
Choose File}| No file chosen
Name D) n
=2 Open %
<« A <« ASW... » Deliverable-Soluti... v O ch Deliverable-Solution y-]
& Checker promotes higher-quality mo...
Organize ~ Mew folder - O @
[Z Documents “ Name - & Checker promotes higher-quality mo...
Downloads , . i -
¥ {E ASWAT-CRM-Mailbox-Configuration-Gmail-Profile-v1.0.pdf & Checker promotes higher-quality mo...
B Music [ D365-CRM-Enabling-and-Configuring-CIF-ZiwoCTl-v1.0.pdf
=) Pictures I How to get Dynamics 365 Chennel Integration Framework Micro
o preview
Videos B ZiwoCRMCTlIntegration_1_.0_0_1_managed.zip e
Local Disk (C) B ZiwoCRMCTlIntegration_1_0_0_1_managed-v1.0.zip
=¥ Network communication channels and build i...
v o< >
File name: | ZiwoCRMCTlintegration_1.0.0_1_1 ~ | Al Files (%) - Back Next Cancel
/namics 365 Forinternal use, by the CCI services only.
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Follow below installation process & click “next”.

e e et Tt T e i il

Select Solution Package @ Help

select the compressed (Zip or .cab) file that contains the solution you want to import and click
Mext.

L T e R L R T T e R R e e D P S P ) W S e S P D T P P T R e S I

Solution Information @ Help

o This solution package contains an update for a solution that is already installed.

Solution Information

MName: Ziwo CRM CTI Integration

Current version installed: 1.0.0.1

Version contained in the update: 1.0.31

Publisher: Infusai Solutions Private Limited{infusaisoluticonsprivatelimited)
Package Type: Managed

Wiew solution package details

ﬂ By enabling this command, you consent to share your data with an external system. Data imported from
external systems into Microsoft Dynamics 365 are subject to our privaecy statement that can be accessed
here. Please consult the feature technical documentation for more information.

Back

Click on “Import” button, will start installing the solution on D365 CRM Instance.
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B B L e LU TR e P P P

Import Options i@ Help

o This solution package contains an update for a solution that is already installed.
Previous customizations on components included in this solution [Learn more)

®) Maintain custornizations (recommended)
This option maintains any unmanaged customizations performed on components, but also implies that
some of the updates included in this solution will not take effect.

() Owerwrite customizations {not recommended)
This option ovenwrites or remowves any unmanaged customizations previously performed on components
in this solution, This option does not affect components that support merge behavior (forms, sitemap,
rivbon, app modules), Components that have other managed solutions on top of the existing solution you
are replacing do also still remain on top and are not affected by this option.

Post Import Actions

[+ Enable any SDK message processing steps included in the solution

NOTE: New business processes will be in the state that is defined by the solution provider. The state of
processes that are already on the system won't be changed.

LT T T S L T e T R L e P e T e e e P P e P S PR R s

Importing Solution iigh Help

== Import Customizations - Google Chrome = O s

& mis

| isplctiva.crm8.dynamics.com,/tools/solution/import/importStatus...

Importing customizations. Please wait for the operation to
complete...

(TNTNNINANAN ]

Waiting for isplctiva.crm8.dynamics.co...
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It will complete the installation.

B IS LW SO PO RS ST LR B S LR B D PR L P LR LT R LWV LE s R S S bR

Importing Solution g Help

o The import of solution: Ziwo CRM CTI Integration completed successiully.

Date Time - | Type | Display Name...l MName | Status |
06:41:12.21 Dependencie... = i
06:40:52.23 App Ziwo CTI Ad... ispl_ziwoctiad...

06:40:52.07 App Ziwo CTl San...  ispl_ziwoctisa...

06:40:51.18 Client Extensi... ispl_ziwoctiad... X
06:40:51.12 Client Extensi... ispl_ziwoctisa... B! x -
« I >

M4 Pagel )

Download Log File Close

Once the solution is installed successfully, can find the security roles “Ziwo CTl Administrator” and “Ziwo
CTI Agent” under the security settings.

Role Assignment to User

Assign the “Ziwo CTI Administrator” role to user Id which you will use to configure the CTl application,
alternatively can be configured by System Administrator ID of organization (Dynamics 365 CRM) as well.

Assign the “Ziwo CTIl Agent” role to the agent user Id, who will be accessing CRM for daily operations.

Manage User Roles x

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

Role Name Business Unit
¥ System Administrator orge4203da6
[0 System Customizer orge4203da6
[0 Vice President of Marketing orge4203da6
[0 Vice President of Sales orge4203da6
[#) Ziwo CTI Administrator orge4203daé
@ Ziwo CTI Agent orge4203das

Cancel
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3. Configure Channel Provider on CIF

Browse the URL https://home.dynamics.com and find the Application named “Channel Integration

Framework”

O search my apps..

« Published Apps (5)

Dynamics 365 — custom

Provides access to the full suite of
capabilities, including administration
Microsoft Dynamics 365

09/08/2018

Channel Integration Fra...

r communication channels
immersive experience

UHIFIED INTERFACE

@

Customer Service

Empower agents to manage cases
and allow service managers 1o set

Microsoft Dynamics 365

It will open the application and will show similar screen.

~ | Channel Integration Framewark | Channel Integration Framework > Channel Providers

SANDBOX

= F Show Chart New il Delste | ~ () Refresh [ Emailalink | ~ o Flow * [ RunReport *  EE Excel Templates
@ Home . . i
Active Channel Providers Search for records
(© Recent 4
V| Name T Channel Orde Label Created On
s Pinned v
Ziwo CTl Channel Provider 1 Customer Interactions by Ziwo 11/18/2019 2:50 PM

Channel Provider
Configuration

l x Channel Providers

Note: If you do not see the above screen, can click on “Channel Provider” from the left navigation.

Now click on “ + New ” button from top ribbon (toolbar), to create a record.
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= Save J Save & Close New o Flow
{2t Home .
- New Channel Provider
@ Recent N
Channel Provider Configuration

57 Pinned 4

Name Select Unified Interface Apps for the Cha... Select the Roles for the Channel
Channel Provider
Configuration

~
I ¢ Channel Providers Label
Channel URL

Enable Qutbound Communication

No

Channel Order

API Version
10

Trusted Domain

=} Active

unsaved changes

Save

Fill-up the details referring below screen and enter the details.

SANDBOX

~  Channel Integration Framework  Channel Pron > Ziwo CTl Channel Provider

= New [‘% Deactivate ]ﬁl Delete O Refresh BZ] Email alink o Flow iE Word Templates Run Report
{2 Home . .

- Ziwo CTI Channel Provider

(© Recent v Channel Provider

57 Pinned ~ Channel Provider Configuration

Channel Provider
Configuration

Name Select Unified Interface Apps for the Cha... Select the Roles for the Channel

Ziwo CTI Channel Provider
I &% Channel Providers Ziwo CTI Sandbox _ x

Label

Customer Interactions by Ziwo

Channel URL
https://ziwoctiuat.crm4.dynamics.com//We... &
Enable Outbound Communication

Yes

Channel Order

1

API Version

10

E3 Active

Ziwo CTIAgent x | | Ziwo CTI Administrator x

Save

Name: Ziwo CTI Channel Provider

Label: Customer Interactions by Ziwo

<you can enter the Label wish to see on Plugin>

Channel URL: https://ziwoctiuat.crm4.dynamics.com//WebResources/ispl ZiwoCTIWebResource
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<you can enter the Dynamics 365 CRM URL for the Plug-In we have developed to run on CIF Component>
Replace the URL “ziwoctiuat.crm4.dynamics.com” with Customer’s Dynamics 365 CRM domain.

Enable Outbound Communication: Yes
Channel Order : 1
API Version: 1.0

Select Unified Interface Apps for the Channel : “Ziwo CTl Sandbox”
Select the Roles for the Channel : “Ziwo CTl Agent” “Ziwo CTI Administrator”
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4. Configure Ziwo Plug-In by Administrator App
Login to D365 CRM accessing the following URL.

https://home.dynamics.com

Locate the application “Ziwo CTI Admin”

&«

C % @ homedynamics.com tr @) incognits

Dynamics 365 Home

?

Pinned apps =
Ziwo CTI Sandbox
ASWAT FZ LLC

My apps Tabe v O

Find more apps that work with
Dynamics 365

Customer Profiles 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

Select the Ziwo CTI Admin application and will open as below.
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oswol‘ ~  Ziwo CTI Admin  Admin >
= 151 Show Chart New [ Delete
{2 Home . . . .
Active Ziwo Configurations
(® Recent '
+ | Name
s~ Pinned s
Ziwo-CTl-dantocine
Administration

I &> Ziwo Configurations

{ Ziwo CTl Agents

1-1of 1(0 selected)

Ziwo Configurations

~

N

O Refresh

dantooine

SANDBOX

o Flow

CZ Email a Link 4

®
Dynamics 365 CRM Configuration with CTl App | nf Uusgl

~ i Run Report ™ B Excel Templates

12/23/2019 11:12 AM # Sharangah

Navigate to “Ziwo Configuration” from left panel and click on “+ New” to configure the Admin part of CTI.

~  Ziwo CTl Admin

Save J Save & Close New

o Flow

SANDBOX

-

{2t Home . . . ‘ )
New Ziwo Configuration Infusai Admin o
O Recent v Owner Created On Created By
57 Pinned v General
Administration General
I §¥ Ziwo Configurations & Name .
Ziwo APl Url's
& Ziwo CTI Agents
Contact Center N, * n
ontact Lenter Name 0 Jorel JS Library
Default Count; ~
CE;L‘J ‘ou: \’?‘O‘ 0 Ziwo Authentication
ode (2 digit ISO) URL
B Ziwo Click to Call API
Ziwo ADMIN B Ziwo COR List API
Ziwo Administrator .
e 0 Ziwo CDR List APl by
Username
Calll D
Ziwo Administrator
Password 8 Ziwo Recording AP!
E3 Active Modified On: Modified By: === Save

Fill the Ziwo Instance details and Ziwo Admin User’s credentials.

e Contact Center Name <ziwo domain name>

e Default Country
e Admin Credentials.
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Ziwo-CTl-dantooine
Ziwo Configuration

General Related

General

& Name Ziwo-CTl-dantooine
Contact Center Name *  dantooine

Default Country *

Code (2 digit 10) LK

Ziwo ADMIN

Ziwo Administrator *

Username chathura.abeywickrama@a 7

Ziwo Administrator *

Password e

Save the record and will auto populate the URL’s for integration.

[a] - = o 3
QSUJOI' ~ Ziwo CTIAdmin  Admin > Ziwo Configurations > Ziwo-CTl-dantooine S A N D BOX jol () Q —+ Y ] ? oy
= I New [ Deactivate  [i] Delete () Refresh &, Assign  1# Share [¥] Emailalink o Flow ~ @2 Word Templates Run Report ™
Home . .
& Ziwo-CTl-dantooine #Sharangah  12/23/2019 1112 AM  # Sharangah
(® Recent ~ Ziwo Configuration Owner Created On Created By
5 Pinned v General Related
LA R Ziwo Administrator * . Ziwo API Url's
I £ 7o Confiqurations Username chathura.abeywickrama@a... 7 )
v 9 03 Jorel JS Library https://jorel ziwo.io/master/latest/jorel js
Ziwe Administrator *
& Ziwo CTI Agents
Password g A Ziwo Authentication
URL https://dantooine-api.aswat.cofauth/login
B Ziwo Click to Call API https://dantooine-api.aswat.co/integrations/cti/agents/call/
& Ziwo CDR List API https://dantooine-api.aswat.co/callHistory/?contactNumber=
B Ziwo CDR List APl by
Calll D https://dantooine-api.aswat.co/callHistory/
B Ziwo Recording API https//dantooine-api.aswat.co/callHistary/<ID>/recording?access_...

B Ziwo CDR Agent List . . . ,
APl by Agent ID https://dantooine-api.aswat.co/callHistory/listAgents?deleted=false

=] Active | Modified O 1/16/2020 B

Modified By: 2 Infusai Admin Save

Now we will be setting up the Agents and associate the same with the CTI Plug-In for accessing on CRM.
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T~ New [‘3 Deactivate ]E Delete O Refresh A, Azsign ¥ Share [Z) Email aLink o Flow E Word Templates Run Report

Ziwo-CTl-dantooine #Sharangah  12/23/2019 11:12 AM

# Sharangah
Ziwo Configuration Owner

Created On Created By

General Related

General Ziwo CTI Agents (Agent Configuration) \(—O

£ Name Ziwo-CTl-dantooine

+ | MName Agent Tiwo Agent Username

Click on the button highlighted “ ... “ and click on “+ New Ziwo CTI Agent”, and will open the form as below.

058?,.0'. «  Ziwo CTI Admin S A N D BOX o &g 9

+ v &
= Save @ Save & Close t New o Flow
Home .
@ New Ziwo CTI Agent
(® Recent ~ Agent | Created On  Created By
5 Pinned ' General
Administration £ Name R— Agent Configuration
Agent
& Ziwo Configurations & Owner N fQ Infusai Admin
I & Ziwo CTI Agents Ziwo Agent
Username
Ziwo Agent Password
Status
A status *  Active [ -

Fill the details for Agent, Agent’s username / password following the screencast.
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5. 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

< cC O

& home.dynamics.com

Dynamics 365 Home

Pinned apps =
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

Get started with one of our

consulting partners -

Find the App named “Ziwo CTIl Sandbox”

Click on it and will launch the application to operate in CRM.
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~  Ziwo CTl Sandbox  CTI > Ac ] SA N D BOX

= B Show Chart [ Task  GF Email Appointment & Phone Call -+ Customer Interactions by Ziwo >
@ Home - D: 1215 Nirmala Jayasanka [0
w Sea for reci s
My Activities Search for records o Contacts
(® Recent ' =
Due: All ~ =
s~ Pinned s New Profile
V| Adtivity.. ¥ | Subject ¥ | Regarding ¥ | Priority
My Work 5
| Cases =
Pl Activities 0]
& A =
Hew Case i
Profiles
2 Contacts %) =
Service % : #
& Cases No data available.
ZIWO can not be used for emergency callin
k ] fi gency calling
3
ABC 0 -0 of 0 (0 selected)

Follow the features to make Outbound and Inbound calls, record the details, create case/ticket for the
customer and update the information on call.

<End of Document - Enable CIF and Configuration CTI>
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