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Telephone Call'Scenario: Receiving an Inbound Call

Infor CRM  Recently Viewed  New  Schedule  Tools  Administration (1% SpeedSearch
Contact - Abbott, John Groups 8 ([ Virtual Telephony Server (VTS) (WTS1)
= Active Call List[1] (=)
Active Campaigns  All Contacts  Authorized Contacts Do Not Solicit  Duplicate Emails ~ Latest Contacts  Missing En =
SALES - —\ 3125551234 =
[Hohn Abbott]
Welcome Telephone Call 4 Donan i
Accounts John Abboti # | Work: ‘ (312) 555-7854 ‘ Primary Vianager Ringing @ ol @ .
Contacts b Cﬂ"tﬂg f;f A | L0:00:1T) ;
ccl
Telephone call control :
Leads — =
Account | Abbott Ltd. CRIM Contact Authorized providing the ability to e x]
Opportunities I f t Service . )
o On nrormation Contact answer the incoming call Infor CRM Caller Recognition
dles uiraers
ile: | President -
Activities e Show the CRM Contact Acefi, Janet 3125551234
Calendar Asst | Ms. Jane Smith information of the caller |, i soict [ . Related Contact(s)
What's New in your Infor CRM CRM Inbound E John Abbott 2
. Dear: onotEmail [ e AbbottLtd.
Library Caller Recognition Job Title: President
E-mail: jabbot@abbott.d
Reports Address: éz?tﬁ ;EDGL Preferred | Phone v Donotcal [J DE'::rh:laentD .f:lamininstra’:-;ﬁ
Lie Contact: i B
Processes Chicago, IL ED% Thv.a .a uto rqatlc Location: Chicago, IL
intelli-CTi USA E-mail | jabbot@abt EA Donot Mail (] recognition of inbound
Products < > callers in your Infor CRM
Web URL: | www.abbott @ DonotFax [] system
Packages
—
Add Response fo. ..
Owner: Midwest Cont. Type: Decision Mak - Add Note
MARKETING Mew Meeting
SERVICE Acct. Mar: Hogan, Lee Q Cont. Status: Active - New Phone Call
Mew To-Do
ey e intelli-CTi .
intelli-CTi o ofor e @ 2
ADMINISTRATION S ~ Contact Tasks
INTEGRATION | | | | | | | | | | | V| Associate with User
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Telephone Call'Scenario: Preview Dialing from CRM (Entity Detail)
Infor CRM

X

Infor

SALES

WWelcome
Accounts

= Contacts
Leads
Opportunities
Sales Orders
Activities
Calendar
What's Mew
Library
Reporis
Processes
intelli-CTi
Products

Packages

MARKETING

SERVICE

SUPPORT

ADMINISTRATION

INTEGRATION

Recently Viewed MNew Schedule Tools Administration

Contact - Abbott, John

Q € LookupResults Active Campaigns  All Contacts  Authori

cit

6?' SpeedSearch

Groups

Duplicate Emails  L: ontacts M

LY Dial Infor CRM Entity
Infor CRM N\

Name: | John Abbotl # Work: ‘ (312) 555-7854 ‘ Primary Dialer
Contact for
e The Infor CRM Dial
| CRM Contact od G € Ingl aler
Account  [SAUBEIEEICE : - ’““”‘g‘;',‘;ig 2 provides a list of CRM
Entity Dlallﬂg Contact entities based upon the
Title: | President ~ context of what is [
Displaying a CRM entity currently selected/active
Asst | Ms. Jane Smith (e.g. CRM Contact) p not Solicit  [J in Infor CRM.
within Infor CRM will .
. . Select the CRM entit
Dear place the displayed protEmar [ : . . [
S R you wish to dial along
Address: 4206 W. Gr... ¢ E"t"_w B3 xhe fnror l Donotcal [J with the telephone
Suite 900 Dialer, whereby this .
: 2 , number to be dialed.
Chicago, IL. 60 entity can then be
USA w Do not Mail D _—_—
< > dialed. Detail Report
Mail Merge
Add Response to...
Owner: Midwest Cont. Type: ‘ Decision Mak ~ ‘ Add MNote
Mew Meeting
Acct Mor  Hogan, Lee Q Cont. Status: ‘ Active - ‘ New Phone Call

New To-Do

. . Import
aittony | intelli-CTi o o R

* Contact Tasks

[P intelli-CTi Call Manager

~ o S8 3B

Q inte”i-c Ti

|]]E|Virtual Telephony Server (VT3)(WTS1) 9

| e L L L

Dial Infor CRM Entity

& John Abbott
3 Douglas Adi

3 Joaguin Alamo
3 Mark Alexander

Dial: John Abbott

& Direct (312) 555-7854
&9 Mobile (312)555-1234
@9 Home (312)555-3543

Dial

W

Associate with User
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. [ inteli-CTi Call Manager | »
Telephone Call Scenario: Preview Dialing from CRM (List Dialing) ~1d ]

; Infor CRM  Recently Viewed New  Schedule Tools  Adminisiration SpeedSearch Q i n te ] ” - CTi "‘
Infor -

Contacts Groups [l Virtual Telephony Server (VTS) (VTS1) |

— bt all Li (] =
Q € LookupResults Active Campaigns  All Contacts  Authorized Contacts Do Mot Solicit  Duplicate Emails ~ Latest Contacts ~ Missin

Infor CRM .‘Iinl‘or Dial Infor CRM Entity E|

1i

SALES

Welcome

Mame Account Ciby State Work Phone Mobile | Email Aect O > Dial Infor CRM Entity
Accounts Manager D|a Ier 5 om0 Abbott

© Contacts Abbott, John Abbott Ltd Chicago IL (312) 555-  (312) 355 jabbot@abb . o0 a0, & Douglas Adi
Leads | ' s 1234 ofidemo The Infor CRM Dialer  fted || | & Joaquin Alama
1 c . 1 3 Mark Alexander

Opportunities w1055 410y 555, KOM@FIS provides a list of CRM

Abbott, Keith Full Systems Elkton MD N - ystems.dem DanBammet ® iti "
Sales Orders 7250 X226 371V entities based upon the |nagd| [ piak John Abbott
netivi 4 context of what is & Direct (312) 555-7854 .

villes . .
. - (305)555-  (305)555- K@GatesM Linda ] i Mobile (312)555-1234
Colondar Aberle, K Gates Machine  Miami FL s oy sEesM e § curre r'_-t ly selected/active g ) e
! in Infor CRM.

What's New Janet@Sam | . .

Acefi, Janet Sama Propety Hilton Head  SC (‘3”3}3535452' '{3”3}951555:; aPropety de L—,L,':::h § Select the CRM entity
Liky . . Dial

— - me you wish to dial along
5
with the telephone
CRIVI'Contact : : (619)555-  (619)555- UT@SUM gy )
Summit & Co. San Diego CA 4778 9506 lhri“s::mp,t‘.o Martinez 3 num bEI’ to bE din’:‘l f'Ed : cte

List Dialing _

Crystal Industries (300) 555-  (300) 555- Eﬁ.ﬁﬁé‘f Save Records as
Selecting a CRM entity Communications Savage b 4914 x6246 6151 Communicat Dan Barret Hortheast Promote to Dashb
(e.g. CRM Contact) from e Import
a list within Infor CRM GCoca-Cola Amatl ;. () 4503000 Georgine o Export to File
will place the selected et e EE:;TT
entity into the Infor CRM - Clearview Pompano (954)555.  (954) 555- ;’;ﬁgﬁi‘:ﬂ’; Linda -
Dialer, whereby this Corporation Inc. Beach 1010 3205 o emp  Walsh ~ Contact Tasks
entity can then be Associate with Use
dialed. Ralph SOLD Out Co. Alexandria VA (703) 555-  (703) 335 335'&%%? Linda Southeast Disassociate from
1203 2625 0 Walsh o
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Telephone Call Scenario: Preview Dialing from Related CRM Entities

Infor CRM

Recently Viewed

X

Infor

Q < Lookup Results

SALES

Welcome

Accounts

N aw

Ticket - 001-00-000004

All f::'|Z|E! n

Schedule Tools Administration

Punched n

Unassigned

- This approach applies to

SpeedSearch

ig

Groups

Weh Portal All Tickets

CRM Entity
Related Dialing

It is possible to make
telephone calls from related
CRM entities such as
CRM Tickets and CRM
Opportunities, by calling
from the entity’s respective

detail display within Infor
CRM.

The CRM Account/Contact
relating to the entity will

appear in the Infor CRM
Dialer, ready to be dialed.

both CRM Tickets and
CRM Opportunities.

Account = AbbottLtd. Q Source: ‘ Phone - ‘ Resolved 1st [
Contacts Mame: Call?
Leads Contact Name: | Abbott, J... Q : O
Opportunities CRM Entlty
Sales Orders Phone:  (312) 555-7854 Related Dialing O
Activities E-mail: jabbot@... KA Needed D3 ; y i
Calendar It is possible to make
What's New Contract CQFBAA.. Q assignl telephone EE?".S from related
b : CRM entities such as
1ora .
Y Area.  Hardware Q Assigned 1 CRM Tickets and CRM
Reports Opportunities, by calling
Processes Category:  Handheld Deq@, . Phol  from the entity’s respective
intelli-CTi ‘ P a ‘ detail display within Infor
: ower :
Products st E-md CRM.
relating to the entity will
1 appearin the Infor CRM N
MARKETING
Complete Tvpe DatelTime Dialer, ready to be dialed.
SERVICE Mo records match the sel Th : h |
[ — is approach applies to

ADMINISTRATION

INTEGRATION

both CRM Tickets and
CRM Opportunities.

m

W

Web Portal Closed |

N

[ inteli-CTi Call Manager

~o 4

S intelli-CTi

m:
5
a&

e Ledll L

|I|]E|Virtual Telephony Server (VT3)(WTS1) 9
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LY Dial Infor CRM Entity

x]

Dial Infor CRM Entity

& John Abbott
3 Douglas Adi

3 Joaguin Alamo
3 Mark Alexander

Dial: John Abbott

& Direct (312) 555-7854
&9 Mobile (312)555-1234
@9 Home (312)555-3543

Dial




Telephone Call Scenario: In-call Contact Management

) 4

Infor

SALES
Welcome
Accounts
Contacts
Leads
Opportunities
Sales Orders
Activities
Calendar
What's New
Library
Reports
Processes
intelli-CTi
Products

Packages

MARKETING

SERVICE

SUPPORT

ADMINISTRATION

INTEGRATION

Infor CRM

Recently Viewed

Contact - Abbott, John

Q € Lookup Res

Active Campaigns

John Abbotl # |

H W

Tools Administration

All Contacts  Authorized Contact

4 CRM Contact

Information

Do Mot Solicit

FPrimary
Contact for
Acct.

SpeedSearch

Telephone call control
and in-call note capture
capability

Groups

Telephone Call™ o
Manager :

Acetfi, Janet

Adamo, Juan

Adams, Dave

Adams, Georgia

~ Common Tasks

Account: | AbbOIt Lid. Show the CRM Contact ‘“”tgﬂ""ff"d
ervice
information of the caller Contact
Tile: | President = in your Infor CRM
Asst Ms. Jane Smith W Do not Solicit [
Dear: Other: Donot Email [
Address: 42':_]5 W.Gr... Preferred Phone - Donotcal [J
Suite 900 Contact:
Chicago, IL ED%’
USA E-mail. | jabbot@abk £A DonotMal [J
>
Web URL: | www.abbott (@ DonotFax [
Owner: Midwest Cont. Type: Decision Mak -
Acct. Mor Hogan, Lee Q Cont. Status: | Active v

aistony | intelli-CTi o o w2

gy DB e el Manager
it 57 4 4‘3 @ -
g intelli-CTi’ ‘ﬂ

u |]]:‘| Wirtual Telephony Server (VT 3) (WTS1)

Received a call from John to say that
the handheld device we shipped him
was damaged on arrival.

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

Detail Report
E-mail

Mail Merge

Add Response to...
Add Mote

Mew Meeting

Mew Phone Call
Mew To-Do

Import

* Contact Tasks

Associate with User
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| @@ inteli-cTical Manager | »

Telephone Call Scenario: Post Call Wrap-up g <33 \i
intelli-CTi’ a

| |]]:‘| Wirtual Telephony Server (VT 3) (WTS1)

|
o
L¥]

Infor CRV L S veGai
g™ - = -
M lﬂte”l CTI for Infor CRM Inbound 3125551234 =
i Telephone Call Wrapup -Manage post telephone call actions and activities T , - John Abbatt

Call Related Information | elephone call & 4 President

Abbaott Lid.

Call Wrap-up

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

Infor CRM.

Call Direction (Result): Inbound (Established) M diid ge I e
Call Started (Duration): 07/07/2015 11:02 (00:01:30) € Call Time: 17:26-17:31 (00:04:56)

. Received a call from John to say that
Showi ng a summary of the handheld device we shipped him
the telephone call that was damaged on arrival.

has now ended.

Call As=sociahon(s):
3 John Abbott, President

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

t'ﬁ Related Call Activity/History
i Description/Regarding:  Inbound (Established)

Received a call from John to say that the handheld device we shipped him was damaged on amival.

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

" CRM Activity
Management

42(]
Sui
Chi
us

Each telephone call is

automatically related to

CRM Activity/History
(Phone Call).

-

Notes taken during the
call are featured here
and can be updated,
before automatically
included within the
CRM Activity/History.

Auto-complete activity

Mig

intelli-CTi" | openininiorca | | SoveandCiose

Hok

Call History intelli-CTi oo cen &



Infor CEM Recently Viewed Mew Schedule Tools
Contact - Abbott, John
Q < LookupResults Active Campaigns  All Contacts
SALES
drag a tab here
Welcome
Details rtunities Motes/Histo Activities Tickets
Accounts Oppo il
+ Contacts More Tabs
Leads
Opportunities
Sales Orders Type Date/Time User Opportunity
Activities Phone Call 7072015, 11:36 AM  Administrator
Calendar
Phone Call 72015, 531 PM Administrator,
What's New
Phone Call TAR2015, 517 PM Adminiztrator,
Phone Call TAR2015, 3:47 PM Adminiztrator,
Here ShDWS a Phone Call B2312015, 5:01 PM  Administrator,
complete list of Phone Call 6/18/2015, 311 PM  Hogan, Lee
telephone calls made
. Phone Call 6M&72015, 3:09 PM  Hogan, Lee
and received to a CRM =
entity (Contact). | | Phonecal :fr:qz.'zmi M05  Loon Lee
This activity list is
automaticallv achieved 0 Phone Call 42002007, 41 PM  Hutchinson, Barb  Abbott Ltd -Phase3
through the call 3 .
B - 41202007, 1200 oo
management of 1 AM
- n._ ™ N
intelli-CTi. | Mesiing 4/11/2007, 700 PM_ Hogan, Lee Abbatt Ltd -Phase |
L 4

Copyright @ 2015 Infor. All rights reserved. www infor.com

Authorized Contacts

Administration

to show it in this area

Do Mot Solicit

SpeedSearch

Duplicate Emails

e

Processes Associations Addresses

Regarding

Intround Call {Establishe Y
Inbound ({Established)
Inbound (Established)
Quibound (Eztablizhed)
Inround (Establizhed)
Quibound Call (Establis

Inbound Call (Establishe
Inbound {Established)
Info Requested

Call Tickets for Abbott L

v
Status Meeting

>

TEOA+ v ?

Records 1 - 11 of 18

eceived a call from
John to say that the
handheld device we
shippad him was
damaged on arrival.

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

W

Administrator 07 July 2015

L atest Contacts

Q) ?

Groups +
Missing Er

#H?~

- Group List

Abboit, John

Management

Each telephone call
achieved using intelli-CTi
is automatically recorded

in the Infor CRM
Activity/History, against
each of the CRM entities

the telephone call
relates to

(e.g. CRM User,
Account, Contact, Lead,
Opportunity, Ticket etc.).

* Contact Tasks
Associate with User

(UTC) Casablanca | Sign Off
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N

intelli-CTi — Infor CRM Call Activity Management

4 Infor CEM Recently Viewed MNew Schedule Tools Administration

]
|n|:0 Phone Call - Outbound Call {Established)

(TRIEITE =[S S

Regarding ‘ Outbound Call (Established)

Location ‘

Completed 2015, 12:18 PM Scheduled 72015, 11:50 AM .

CRM Phone Call Timeless Duration 28 minutes (12:18 PM)
Activity

ral Aftachments All Paricipants
Each telephone call l
achieved using intelli-CTi Result ‘
is automatically recorded [
in the Infor CRM Contact @ Lead g
Activity/History, against Name | Abbott John Opportunity
each of the CRM entities
_ CRM Phone Call
the telephone call Account Abbott Ltd. Ticket 001-00-000004
relates to . Activity Detail
(e.g. CRM User, Category - Leader Administrator ) )
Account, Contact, Lead, 1 The details automatically
Opportunity, Ticket th:_"L Priority MNone captured within the CRM
PT—— 3 Phone Call Activity
Motes Received a call from John to say that the handheld device we shipped him was damaged on arrival. includes information
| have offered to ship a replacement immediately for which he was happy. about the Ca”’ =Ly Lol e
captured during the call,
] and any CRM entity
< Edlouun L Rons = relationships associated
) 7 to the call
Copyright & 2015 Infor. Al nights reserved. wiww infor.com Administrator 07 July 20
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intelli-CTi for Infor CRM — CTi Call History n AR

Sl Infor CRM  Recently Viewed ~ New  Schedule  Tools  Administration (i SpeedSearch Q ?

BN o ntact - Abbott. John coue 4

Q, € Lookup Results Active Campaigns  All Contacts  Authorized Contacts Do Not Solicit  Duplicate Emails  Latest Contacts ~ Missing En >

TEITCRTY =

SALES .

Welcome Contact [ 2~ L
Accounts Tile: | President - Mobile: | (312) 555-1234 ~ Group List

Contacts asst | Ms. Jane Smith Home: | (312)555-3543 Do not Solicit () i A
Leads Abbott, Keith
Opportunities Dear. Other: Donot Email [

Aberle, K
Sales Orders '
Address: 42"‘_]5 W.Gr... ! Preferred Phone - DonotCall [
Activities Suite 900 Contact Acefi, Janet
Chicago, IL Eﬂ&)'
Calendar USA E-mail. | jabboi@abt kA Do not Mail [ Adamo, Juan
What's New
L 4 >

, Web URL: | www.abbotl @ Donot Fax  [J Adams, Dave
Library v
Reporis Adams, Georgia
Processes Owner: Midwest Cont. Type: | Decision Mak » + Common Tasks
intelli-CTi )

Acct Mor  Hogan, Lee Q Cont. Status: | Active - DetailRepos

Products

E-mail

“Call History”

Mo e o

Call History Iﬂl’E‘HI' Cﬁ.pfur Infor CRM 4

Call Start Time -~ | Call Duration | Direction | Call Result | User

For each CRM entity that
relates to telephone activity
(e.g. CRM Accounts, Contacts,
Leads, Tickets, Opportunities),
intelli-CTi provides a detailed
log of each telephone call

interaction.

Activity | Follow-Up | Opportunity | Campaign | Lead Source | Call

A complete list of
intelli-CTi Call History
for a CRM Contact.

TT2015 00:27:40 Ouibound Established Administrator 9001

T2015 00:01:12 Inbound  Established Administrator M2

TMH2015 00:04:56 Inbound  Established Administrator 3128 |V

INTEGRATION
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