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Microsoft is a registered trademark of Microsoft Corporation.
Infor CRM is a registered trademark of Infor.
All rights reserved.

Disclaimer

Although every effort has been made to ensure the processing performed by this software product will
not damage or corrupt your data, we strongly recommend you perform appropriate actions to
safeguard against such eventualities.

In the unlikely event that data becomes lost or corrupted, QGate Software Limited cannot be held
responsible.



Table of Contents

INOTICES ..ttt ettt etttk h ekt e e h e e h e oo h e e a bt e h e 4o e b e e R e e e R eh e e et e b b e b 3
(0fe] o) o] 4188 a1 (0] 4 4= L1 (o] o ISP PPPRRPP 3
TTAOBIMAIKS ...ttt h et e e h e e et o h e e et e et e e ab e e e bt e s b e e et e e nne e e e s 3
DS CIBIIMIET ...ttt ettt ettt b e et ekt e b et ekt e bt ek et e R et ekt e bt e bt e Rt e ne e e bt e nin e e ner e 3

LI Lo ][R o) 0] L (=T o | O T PSPPI PPRP PP 4

(@] QYT PP P PP UPPPPPPPRRN 7
Who Should Read thiS DOCUMENT........coiuitiiiiiie ettt ettt e e e s s e e e asr e e s aba e e e ssr e e e e an e e e nnneeesnanes

Additional intelli-CTi Reference Information

F N oL 10 1 =] | [ O T T T OO U TP PPPR PP P PPR PPN 8
(O(01S] (o] 0 g (=T = =Yoo T [ a1 0] o FU PP 8
(101 (o] 0 4 [= T o 11] 10 ] Y P UP PP 8
RESPONAING 10 CamMPAIGNS ...t e e ettt e e e et e e e e e ettt e e e e e e e st eeeeeeeesstbaaeeeaeessasaasseeeeeesaasssseeeeeesaanes 8

Integration, Customisation @and CONTIOL............uueiiiiiii e e e e et e e e e e s e b e e e e e e e e s nnnbeeeaeens 9

(@)=t TN e o [T o1 (=] T O I T O OO U PP PP PUPPPPPP 10
Starting INEII-CTI/BIEEZE .....coiiiee ettt e et e et e e s st e s et e e e ene e e s nnnes 10
WHhat IS QGALE BIEEZE? ......eeeeeiie e ettt ettt e e e e ettt et e e e e e s atta et e e e e s aaastaeeeeaeeeansbbeeaaaeeeeastbseeeaeeesannnnnees 10
intelli-CTi running Within QGALE BIrEEZE .........eeieiiiiie ittt sttt e s st e et e e e et e e s snneeeesnnaeeas 10

T e Lo ] 1411 g T @21 PRSP 11

Associate Telephone Call OPLIONS .......coiiiiiiiiii ettt e ettt e e et e e s taeeeaatbeeeseteeeesasneeeeaneeeeeans 12

ANSWETING ThE Call... ..ot e et e e sttt e e e bt e e e eate e e e snbaeeeeasbeeeeanteeeesnnneeeeanteeeens 13
(0= 1| I N\ To] (=7 o - Lo SR O TP PP PP PP PP PPPPPPN 13

Call Hangup/Wrapup
(0= 1[I [ (o T Ir- 1« O PP PP PP PP SR PPPPPON
ACHVItY MANAGEMENT TAD ... eeiiiiiiii ettt ettt e st e e et e e e sbe e e e s s e e e e anbreeenas 14
CampaignN/Lead SOUICE TaD ...ccoiiiiieiiiie et e et e e e e e e s e bbb e e e e e e e e abb b e e e e e e e e e aanenees 17
(O] oo (Nl g T[T = | o PSP PPPPTPPP 18
LIS T = L« PP PO PT PP 19
Telephone Call WrapuP BULLONS ..........iiiiiiiiiiiiiee ettt e ettt e e e e e e st b e e e e e e e e s bbb e e eeee e e e annnees 19
Y T T a4 O T PP T PP PO PR UPPPPRTP 20
CRM DELAIIS ...ttt ettt e et e e e e e b et e e bt e e aa b et e oo R e e e ek b et e e e b e e e e h e e e e n e e e e nr e e 20

Incoming Telephone Number NOt RECOGNISE .........ciiiiiiieiiiiii ettt 21

Making Outbound Calls — INfOr CRM LAN CHENT....cciiiiiiiiiiiieiiee ettt 24

Dialing Out Using the Call NUMBDEr BULIONS ........cooiiiiiiiiiiii et e e e e 25
NO ANSWET ..o e e b e e e e e s s e e e e e e e s s s bbb e e e e e e s s s bbb e e e e e e e e 26
[T = U L PP PPPT TP 27
(0= 1| Y £y =T o PP PP PP 27
(0= 1| V1Y A= To U] o I TP PPTPTP 29
Call Wrapup - Call INfO TaD ... e et e e e

Call Wrapup - Activity Management Tab
Call Wrapup - Campaign/Lead SOUICE Tab .......cooiiiiiiiiieiiiie et 32



Call Wrapup - OPPOrtUNITIES TaD ......eeiiiie et e ettt e e e e e st e e e e e e s e nabee e e e e e e e e annbbeeeeaaeesannrees 34

(O 1 VYA = T U] o I 1ot (= S = o RS PRRRSO 34
Telephone Call Wrapup = BUIIONS ........coiiiiiiiiiii ettt e e e st s e e e s e e e e anne e e nanes 35
Telephone Call Wrapup - Manage Open ACHVILY .......cccuviiiiie it e e e r e e e e e s enaaees 35
CRIM DELAIIS ...ttt ettt et e et e bt e Rt e e bt bt bt b et b n e nar e n e 36
Dialing Out from the OPPOUNILIES VIBW ........uuiiiiieiiiiiiiiiit e ettt e e e e e e e e e s e st e e e e e s e s aatbaeaeaeas 37
Dialing Out from the TICKEIS VW ......uiiiiiiiiiiiiiii ettt e e e e e e e e e s e e e e e e e s e e bbb e et e e e e sasaatbeeaeaeas 39
Call History — INfOr CRM LAN CHENT.....oeiiiiiiiiiiie ittt e s s e e e st e e s e e e e s nnee s 41
Where 10 fiNA Call HISTOTY .....coouiiiiiiiieee ettt e e s et e e e b e e e s nnre e e e annneeeas 41

LI L] o] ae] 0} O 1Y, F= T F= T =T USSR 41

(O 11 I8 111 (o] VA (Voo 01U 1 PSSR 41

(O 1118 o 1151 (o] 4V (0] 1] 7= Tl SRS PPPR PP 42
Telephony Call Manager — INfor CRM LAN CHENT .....viiiiiiiiiiieiee ettt e e e e e e e e e 43

TeaM MANAGET BULION .......eiiiiie ittt oot e ettt e e e e e e bbbttt e e e e e e bbb et e e e e e e s abbbbeeeaeeeeannnbbreeeeaens 46
CaAll STALISHCS BULION ...ttt sttt b e bttt e b e ettt ek e e b et e ket ettt e nbeeenneeenbneennneen 47
intelli-CTi Toolbar and Menu — INfOr CRM LAN ClHENT.....ccooiiiiiiiiic et 49
ShoW Dialer TOOIDAN BULION .......coiiiiieiiiite ettt et et e e et e e s st e e et e e e anre e e e nnnee 49
BULEON FUNCHIONS ...ttt et e et e ekt e o st e oo h bt e e ek et e e e ke e e e e es b e e e e e be e e e e nb e e e e annneeena 49
intelli-TNS - Manage Telephone NUMDErs WINGOW ...........ooiiiiiiiiiiiiie et 50
CUrrent TelePNONE NUMIDEIS. ... et e et e e e e e o et e e e e e e abb b e et e e e e e e annenees 50
(0= To 10U ] £=To N[00 4] o= = ST T PP PPPT PP 52
ATCNIVEA NUMDETS ... et e s e e e s 52
intelli-CTi Navbar Button Menu — Infor CRM LAN CHENT .......ooiiiiiiiiiie e 54
INTEITI-CTi SYSTEIM SEELINGS ..veteiiiiiie ittt et e e s bt e e bt e e aabe e e e s bb e e e e asbr e e e sabee e e s abneeeeanbneeeans 55
SYSEEM ADMINISIFALION ...ttt e a bt e e et et e e b et e e ea bt e e e b e e e e e nr e e e e anbr e e e annre e e s nanee 55
INTEI-CTTUSEIS TAD ..t e et a bt e e s b e e e bt e s aanne e e s nnee s 55
MBNAGING USEIS ...ttt ettt ekt e oot e ekt e e a et e o1 a b b et e ek b e e e e an bt e e e s b bt e e et b et e e enn e e e e s nneees
Site/User Profiles Tab
INEEII-CTi SItE PrOfilES ...t e e e nnneees 57
INEEII-CTT USEI PrOFIIES. .....eeeiieee ettt et e e e s e e e e e s nnee s 57
User/Team Profiles — General Tab..........cooiiiiii e 59
User/Team Profiles — LOCALION TaD.........cuiiiiiiiiiiii ettt 60
User/Team Profiles — Call NOtIfiCations Tab........c..oiiiiiiiiiii e 60
User/Team Profiles — Call Wrapup Tab..........ooi i 61



User/Team Profiles — Call HiStOrY Tab ........eooiii ettt e e e e e e e s e eeea e s 62

User/Team ProfileS — SECUIMLY TaD ....cocuueiiiiiiie ettt e et e e nneees 62
DDI PrOfileS Ta ...eeeeiiii ettt e e e e e e 63
TO AU DDI PIOFIES ...ttt ettt st e e e et 63
SYSIEM SEIINGS TaAD....cii ittt e e e e e e s et e e e e e s e bbb e e e e e e s ea bt reeeeeeeeannsbaereeeeeesnnaanees 65
Telephone NUMBEIS Tab .....ciii et e e e e e e e e e e e s et a e e e e e e e s etbbereeaeeesensanrreaeeaens 66
TNS SYStEM SEHNGS TAD ...uiiiiiii i e e e e e e e e e e e e et e e e e e e e e s sastbaeeeeeeeaenaanees 67
TNS NUMDEEN SEHNGS TAD ...eeiiiiiiieii e e e e et et e e e e e st e e e e nnn e e e s nnnes 67
TNS CouNtry SEINGS TaD ....eoiiiiieie et e et e e e 69
NUMDBEr MIgration TaD ......cooiiii e e et e et e e e es 70

[ Tot=T o o T o PO OO TR PP PP PTRRPPORR 70
INTEII-CTi — TECHNICAl SUPPOIT o o e e e e e s e e e e e e e e e e b ab e e e e e e s e saatbaeeeeeeeasnstraeeeaeas 71
(CT=T LT = VST U o] o Lo ] o AU PPPPPR P 71
L0101 o1 [=2] T o) 1 o PSSO 71
SYSIEM REGQUITEIMIEINES .....ieiiie ittt ettt e sttt e ettt e e ettt e e sttt e e ettt e e e aateeeesaeeeeeasbeeeeanseeeesnseeeeanteeeeanneeeesnnes 71
ProdUCE INFOIMEBLION ...ttt e e et e et e e st e e e et e e e enne e e e nnnneees 71
[T L =T oo i o IO TP OP PP PUPPPPOPRP 71
Upgrades and SEIVICE REICASES .......c.viii ittt e e et e e st e e st e e st e e nnreeesnneees 71
SYSIEMS INEEGIALION ...eee itttk e ettt e e st e e e s bt e e ekt e e e b e e e e e as b et e e aabee e e snb e e e e anbeeeeannreeeenanee 71



Overview

This document guides you through the processes you will use on a day to day basis while using
intelli-CTi for Infor CRM. This includes:

e Receiving incoming telephone calls.
e Placing outgoing telephone calls.
e Viewing telephone call history.
It also provides all the information you need to configure intelli-CTi for Infor CRM, including:
e  Setting up intelli-CTi users.
e  Configuring Call Notification and Call Wrapup.
e Configuring telephone numbers.

e Creating DDI Profiles.

Who Should Read this Document
The first part of this document is intended for users of intelli-CTi for Infor CRM (See page 10).

The second part of this document is intended for Infor CRM administrators who are responsible for
configuring intelli-CTi for Infor CRM (See page 55).

Additional intelli-CTi Reference Information

For information on installing and configuring intelli-CTi, see the
intelli-CTi — Installation and Configuration Guide.

For information on using intelli-CTi, see the intelli-CTi — User Guide.

For information on installing and configuring intelli-CTi for Infor CRM (LAN and Web client), see the
intelli-CTi — Infor CRM Getting Started Guide

For information on using and administering intelli-CTi for Infor CRM Web client, see the intelli-CTi —
Infor CRM Web Client User/Administrator Guide.

For information on developing application integration with intelli-CTi, see the intelli-CTi — Software
Developers Kit (SDK).
(contained within the SDK directory of your intelli-CTi for Sage Installation Package).

For additional reference information on intelli-CTi, see the QGate KnowledgeBase at
www.QGate.co.uk/knowledge/intelli-cti/.

For up to date information on intelli-CTi and other QGate products, please visit the QGate Software
website at www.QGate.co.uk.
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About intelli-CTi

intelli-CTi is a computer telephony application which provides a desktop interface to your telephone
system, and seamless integration into many of your front office applications such as Infor CRM and
legacy applications.

Standalone, intelli-CTi provides the means of receiving and answering telephone calls, provides
information on who is calling, and the ability to manage the call throughout its duration. In addition
you can also dial out using intelli-CTi’s various dialing facilities.

intelli-CTi also provides call logging of your most recent calls, categorised by inbound/outbound and
missed calls.

When combined with application integration to front office applications, such as Infor CRM, intelli-CTi
provides many telephony features to enhance the usability and performance of such applications.
These features include:

e Preview-Dialing directly from Infor CRM.

e Automatically identifying and displaying Accounts and Contacts during incoming calls (screen-
pop).

e Automate dialing processes (list based dialing)*.

e Automate the dialing and management of activities*.

e  Call Activity Management*.

e Automate the dialing of Accounts, Contacts, Leads, Opportunities (related
Accounts/Contacts), Tickets (related Accounts/Contacts).

e Automatic tracking of the call-flow process.
e In-call notepad facility.

e Call management, Call Wrap-up and automation of follow-up activities and history
management.

e Team call management console showing live user call activity*.
e  Call activity reporting*.
e Automatically capture new Contact telephone numbers*.

e  DDI number recognition, linking inbound dialed telephone numbers to Infor CRM Processes,
Lead Sources and Campaign Management*.

e Automatic recording of call information within Infor CRM for audit tracking; performance
analysis; and complete CRM history management.

e Enhanced Telephone Number Support (intelli-TNS).
e User configurable options and system administration.
(* Not supported by the Infor CRM Web Client integration)

Customer Recognition

intelli-CTi can provide the function that advises you who is calling and displays their records
automatically. By giving immediate access to your customer records, intelli-CTi saves both caller and
user time, enhances customer servicing and increases business productivity.

Customer History

intelli-CTi can record a full history of in and outbound calls, recording the time, date, duration of the
call and allowing the user to type full details of the conversation, arrange follow-up activities and
associate the call with CRM Opportunities and Tickets.

Responding to Campaigns

Many businesses use DDI (Direct Dialing In) numbers on campaign adverts. Using intelli-CTi, any
DDI number can be recognised and subsequently made to launch a campaign response from inside
your CRM application, linking both the contact ID and the campaign code



Integration, Customisation and Control

The intelli-CTi product provides a rich level of functionality whilst at the same time does not enforce
any hard and fast business processes. Its seamless integration with database applications is based
upon an open architecture approach, which provides an entry point into your application, upon which
you can define your business processes.

These entry points are delivered to your application at appropriate points during telephony activity (i.e.
during an incoming call). It is then required to develop the necessary functionality within your
application, to deal with such events where appropriate. If no business processes are required, then
no functional code is necessary.

The intelli-CTi product provides all the necessary call flow handling capabilities, such as call
notification; call control (answer, hangup etc), alleviating the need to build heavy call handling logic
deep within your application.

The intelli-CTi product also supports the connectivity to back-end telephone systems and CTI servers.
Integration to your application is a seamless process, and as a result both intelli-CTi and your
application may run independently and do not rely upon each other during implementation.

Most features and functions of the intelli-CTi product are customisable and/or optional.



Opening intelli-CTi

Opening intelli-CTi
Starting intelli-CTi/Breeze

intelli-CTi will be automatically activated when you dial your first telephone call or you can start it
manually.

e From the Windows Start button select All Programs > QGate Breeze > QGate Breeze.
If you are using the Infor CRM LAN client, intelli-CTi can be set to start when Infor CRM starts (See
User/Team Profiles — General Tab on page 59).

What is QGate Breeze?

QGate Breeze is a system which contains many applications running on your Windows desktop and
provides a common place for each of them to reside.

QGate Breeze also provides a common desktop presentation in the form of the Breeze desktop
sidebar. The sidebar provides users with a dynamic and unobtrusive display of information and
control of Breeze applications.

Figure 1 — Breeze sidebar collapsed Figure 2 — Breeze sidebar expanded

intelli-CTi running within QGate Breeze

@"‘ e — | i intelli-CTi uses the QGate Breeze framework as both the
= hosting container for the intelli-CTi services and the visual

L3 <3 *®  presentation of the Breeze Desktop sidebar.

. . (= i ] Leveraging the power of the Breeze Desktop sidebar, intelli-CTi
is lﬂte”I-CTl _'a Z | able to dynamically present telephone call information and call

- 3 control during a telephone call.

U vl Telephony Sever (V- TED S hermore, the Breeze Desktop sidebar provides the ability to

EA—— S dynamically spring out during telephony activity (e.g. incoming
call) and then automatically collapse away when not required.

e DD D

In discussion with Alison, she
requested to be sent product
information on our latest products.

5551234567

Figure 3 - intelli-CTi in Breeze

intelli-CTIl — Infor CRM LAN User/Administrator Guide
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Incoming Calls

intelli-CTi for Infor CRM provides automatic call recognition of Accounts and Contacts during incoming
calls by matching the CLI (Caller Line Identifier — the number the caller is calling from) with the
telephone numbers stored within Infor CRM.

e If a match is established, intelli-CTi will automatically display the Associate Telephone Call
dialog showing the Contact and/or Account in Infor CRM.

e If multiple Contacts are found to match (i.e. Account switch board number), the list will show
each matching Contact.

e |Ifthe call relates to a known DDI profile, the name of the DDI profile as defined in Infor CRM
is also displayed (See page 63 for more information about DDI Profiles).

The following guide will take you through multiple scenarios on how intelli-CTi will deal with an
incoming phone call.

Scenario

You receive an incoming telephone call.

Step by Step

1. When an incoming call is detected by intelli-CTi, the intelli-CTi panel will expand from the side bar
displaying information relating to the call.

’ intell-CTi Call Manager | »
. . o i s
intelli-CTi
[ Virtual Telephony Server (\ TS 9
= Active Call List{1] =

18005551234 =
[Abbott Ltd ]

\23 4206 W. Grand Avenue
Chicago

o @ @@L
{00:00:02) G 1 \‘?

2. If the originating phone number exists in Infor CRM, the Associate Telephone Call dialog is
displayed.

If the incoming phone number does not exist in Infor CRM, the user can manually
associate the number to a contact, account or lead. See Incoming Telephone Number Not
Recognised on page 21.

11



Incoming Calls

intelli-CTi - Associate Telephone Call

!ﬂfe”l-CTlfor Infor CRM

Telephone Call Association

%, Would you like to associate this telephone call to a related entity in Infor CRM?

Select suggested call related Account/Contact or search for an atternative.

Mext Action: Show Selected Entity

Related Account: [Abbott Ltd.]

Contact Mame |Title Department City B
[John Abbott President Administration Chicago ‘
Lou Balbo VP of Sales Sales Chicago =
Dean Drew VP of Cust Service Customer Service Chicago 1
Sydney Hamilton Director of M MIS Chicago

Sophia Perez Manager Purchasing Chicago

Marina Rogers Director of Marketing Marketing Chicago P

All Contacts Find Contact... || Find Account.

Inbound Call: 18005551234

=
DDI: 201 Relating to:

3. Inthe example show above, intelli-CTi has detected that the originating call is associated with
many contacts at this account (e.g. It is a switchboard number).

Associate Telephone Call options
Next Action drop down menu options:

e Nothing —When a contact is selected, take no action to locate the selected contact
record.

e Show Selected Entity — When a contact is selected, display the selected contact record.

e Show Call Manager — When a contact is selected, show the Telephony Call Manager.
All Contacts — Show all contacts at the selected account.

Find Contact... — Opens the Infor CRM standard lookup screen enabling the user to search the
database for the required Contact.

Find Account... — Opens the Infor CRM standard lookup screen enabling the user to search the
database for the required Account.

Add New... - Opens the Infor CRM Add New Contact/Account dialog enabling the user to add a new
Contact/Account.

Answer Call — Answer the incoming call.

You can also answer the call by picking up the telephone handset or selecting the intelli-
CTi Answer button.

Select — Close the Associate Telephone Call dialog and go to the selected contact record (Or
perform the action selected in the Next Action drop down box).

Cancel — Close the Associate Telephone Call dialog.

intelli-CTIl — Infor CRM LAN User/Administrator Guide
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Incoming Calls

Answering the Call

e 1. The call can be answered by picking up the telephone handset, clicking on the Associate
Telephone Call Answer button or clicking on the intelli-CTi Answer button.
2

On selection of the caller's name from the Associate Telephone Call dialog, the Infor CRM
contact record will be displayed.

B inteti-cTi Cal Manager »

B File Edit View Insert Schedule Lockup Wiite Tools Window Help QQ .{é =
Qeack 1) @pe = BCortzct [FContract 4% Lead (¢} Phone Cal [ Notepad @Mamfﬁ
Oromss| B3 G| ] | omearr firem e | s ome L | Roma i1t CT %7
L

&3 Import Leq
() Virtual Telephony Server (V... (VT51)

LY Hetory N Undo (@ Ticket 3 Defoct [} Machment | ByToDo [ Nete
View Insert New Activty impo

Edit

Navigate
Sales
:NH Contact: | John Abbott Direct. 312 5557854 A Primay Cortactfor Acct. . John Abbott
. oot o [/ Authorzed Service Contact President
Sales | Aecount  |Abbolid Moo s g e <% Abbott Lta
Dashboard | Tge; President Fax 512 5557545 Phone o] Estatished ° @ e e
E h fost Ms. Jane Smith Home: 012 5553543 [JDoNetSoict  []Do Not Mai |[L220533
Accourts | Dear: Other [ [ Do Met Email [0 Not Fax
Address: (4206 W_Grand Averue (] Do Net Call
Sue 500
Vaing [ Crica I 60651 Exmai: iabboi@abbalt demo
Conacts e
a. L} Web i abbalt com
| O Midmest Aot Mo [Hogen Lee Q[ cort. Type: [Decision Maker Acct. Type: [Customer
eads
ijj Dreg atab here o display a view
Opporlrites | org Tabs...| Notes/Hstory | Actviies | Lterature Requests | Atachments | Lead Sources | Opportunties | Processes | Associations | Summary
@ T Filter Options >>  // Edit/ View Notes E [Eyword 49 Refresh Records shown: 14
Actviies | frype [Date/Tme  © User Name Contsctlame  Result Descrption ~
m [Phone Cal _ 6/23/2015 5:01: Administrator, Abboti, John Complete Inbound (Establshed)
Phone Call  6/18/2015 3:11: Hogan, Lee “Aboott, Jonn ‘Outbound Call (Establshed)
il CTi | [phone Cal  6/18/2015 3:08: Hogan, Lee Abbatt, John Inbound Cal (Estabished)
mmn | |phone Cal  6/12/2015 1105 Hogan, Lee Abbot, John Complele  Inbound (Established) =
i Phone Call  4/20/2007 8:41: Hutchinson, Barb  Abbott, John Info Requested
Calend= | [e-uai 4/12/2007  Hogan, Lee Abbott, John Complete. Call Tickets for Abbott Ltd.
=) Meeting 4/11/2007 7:00: Hogan, Lee Abbott, John Complete: Status Meeting =
Matksling | pnone Cal  3/14/2007 6:30: Hogan, Lee Abbatt, John Complete Won the deal
Service | |ewas 3/10/2007 11:35 Hogan, Lee. Abbatt, John Complete Proposal for Abbot Ltd
Suppatt | |o-Do 3/9/2007 6:38: 4 Lee Hogan Abbott, John Complete. ‘Send proposal
Dashboards | luiasen [£1017 2000 Mimmtt L BT S s tanien h
Menday, June 29, 2015 3:15 PM

1. Details of your conversation with the caller can be captured while on the telephone by selection
of the intelli-CTi Show/Hide In-Call Notes button on the intelli-CTi call panel.

John Abbott
President
Abbott Ltd.

s @ (00O @CZ

John called to discuss arrangements
for a product demonstration. He
needs to get an application installed
ASAP,

The VP for sales, Lou Balbo, needs
to be copied in on all
commurnications.

2. Type the detail of the conversation and additional notes while on the phone.

3. The Call Notes will be automatically moved to the call wrapup screen when the call has been
disconnected.

Call Hangup/Wrapup
e 1. When the call has finished, replace the telephone receiver or select the intelli-CTi Hangup
button.

2. The Telephone Call Wrapup dialog will be automatically displayed.

intelli-CTI — Infor CRM LAN User/Administrator Guide
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Incoming Calls

intelli-CTi - Telephone Call Wrapup

lﬂte”l-CTl mfm Infor CRM

. ] Telephone Call Wrapup
Manage post telephone call actions and activites.

Call Direction (Outcome): Inbound (Established)
Call Start Date/Time (Duration) 22/06/2015 14:16:20 (00:16:00)

Call Description / Regarding: | Inbound Call (Established)

Call Category: |

Call Result [

John called to discuss arrangements for a product demonstration. He needs to get an application installed ASAP.

The VP for sales, Lou Balbo, needs to be copied in on all communications.

3. The Telephone Call Wrapup dialog offers multiple options for the management of a completed

phone call:
Call Info Tab

1. You can type a short description of the call into the Call Description/Regarding field. This is

the equivalent of the Regarding field in an Infor CRM Notes/History item.

2. You can select a Call Category from the picklist or type one in. This will be copied into the
category field of the Infor CRM Notes/History item.

3. You can select a Call Result from the picklist or type one in. This will be copied into the result

field of the Infor CRM Notes/History item.

4. Any notes made in the Call Notepad will be automatically populated on the Call Info tab.
Additional notes can be typed. These details will be stored in Infor CRM Notes/History for the

selected contact.

Activity Management Tab

intelli-CTi - Telephone Call Wrapup.

lnte”f—CTl wfor Infor CRM

Telephone Call Wrapup

Manage post telephor ctions and activites.

%
Association

Call Info | Activity Management | Campaigns/Lsad Sources | Opportunities | Tickets
W‘ Call Related Activities

Use this area to manage Infor CRM activities relating to this telephone cal,

Infor CRM Activity Management

FZTY Manage Activities (6]
- Manage existing Activities for this Contact Manage

m Schedule Follow-up Activity
Schedule a follow-up Activity for this Contact Schedule.

@ Phone Cal () Meeting © To-Do

m Record History
5 Record this call as Activity History for this Contact Create History.

[]Include Call Statistics
Include Call Statistics within Infor CRM Activity and History Hotes.

intelli-CTI — Infor CRM LAN User/Administrator Guide
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1. The Manage Activities section on the Activity Management tab displays the number of existing
activities associated with this contact.

Manage Activities (3)

2. Select the Manage... button to associate this call with an existing activity.

For example: If you had scheduled a call for tomorrow with a contact but the contact called
unexpectedly today, you could associate this call with the scheduled call for tomorrow and
complete the details.

intelli-CTi - Manage Activities

n n om e L
“nte”"cn for Infor CRM }T

-
w) Call Related Activities.
|E®]  Wanage nfor CRM actvities reiating to this AccountiContact

John Abbott, Abbott Ltd.

Date/Time User Description Categoy
¥ 03/12/200821:00  Barb Hutchinson Generate Proposal Sdles
B 041220081730 Lee Hogan Status Mesting
& 1212720081430 Lee Hogan Golf Outing at Harboursid
B 181272008 Barb Hutchinson Folowup - Customer Sati... Folowup
@ 23/12/2008 Lee Hogan Dinner mesting
B 1811720101654 Admiristrator Folow up phons cal reg

ToDo: Scheduled for: 03/1212008 21:00:00

Generate a revision for Lee. Lee should be in the office to work together to get this document out by
close of busiess.

The Manage Activities dialog displays a list of all scheduled activities with this contact in Infor CRM.
3. Click on the Just My Related Activities check box to only display the activities where you are

the leader.
4. Click on the Update... button to display the Infor CRM activity dialog and update any relevant
details.
Schedule To-Do (=)
[ General | Recumng | Antachments |
Stert Time:  [03/12/2008 21:00 T OTmeless  [ZAam R
Duration. n - Auto rollover to next day
1@ Contact ©) Lead
Name Abbott_John Q) Opportunity: Abbott Ltd -Phased Q.
Account! Abbot Ltd Q) Ticket: Q)

Regarding

Location:

Notes.

Generate Proposal

Generate a revision for Les. Lee should be in the office to work together to get this document out by

close of business.

-
Priority: Category: Sales
Leader: Hutchirson, Barb Lk Scheduled by Barb Hutchinson on 28/11/2008 00:09 originally
for 09/12/2008 21:00
e )=

5. Click on the Manage Activities Complete... button to display the Infor CRM, Complete activity
details dialog. The inbound call can be associated with this activity by adding additional
information in the Notes area.

6. Click OK when completed.

7. Close the intelli-CTi — Manage Activities dialog.

8. If you want to schedule a follow-up activity with this caller or any other contact in Infor CRM, click
on the relevant Schedule Follow-up Activity radio button to select the follow-up activity type.

9. Click on the Schedule... button

15



Schedule Phone Call ===
General | Members | Resources | Reouring | Attachmens |
Start Time 22 E T [ Tmeless  [7] Alam: 15 minutes
Duration 15 - Auto rollover to next day
@ Contact © Lead
Name: Abbott, John Q) Opportunity: &
Accourt Abbott Litd, Q) Tickst: =N
Regarding Follow p phone call regarding incoming call recieved on 22/06/2015 14:16:20
Location:
Notes John called to discuss amangements for a product demonsiration. He nesds to get an application
installed ASAP
The VP for sales. Lou Balbo, needs to be copied in on all commurications
Priority: Category:
Leader Administrator Q| Schedied by Adminisirator on 22/06/2015
Cies L=

10. The Infor CRM Schedule Activity dialog is displayed and automatically populated with the phone

call details captured in intelli-CTi, call date, time, duration and notes.
11. Complete the Infor CRM Schedule dialog then OK.
12. Click on the Record History, Create History... button to record the call details in Infor CRM

Notes/History.

Your system configuration might be set to automatically record telephone calls to the Infor

CRM History. See page 62.

Edit Completed Phone Call for John Abbott

Gereral | Atachments

Completed: | 22/06/201515:10 Scheduled: | 22/06/2015 14:16
Duration: 16 minutes Timeless
Users Resources

Result

@ Contact Lead
Name Abbott John Opporturity:
Account Abbett Lid Ticket
Regarding: | Inbound Call (Estabiished)
Location:
Notes.

John called to discuss arangements for a product demenstration. He needs to get an application installed
ASAP.

The VP for sales. Lou Balbo. needs to be copied in on all communications

Prorty: None Category
Leader Administiator Scheduled by Adminisrator on 22/06/2015 1510
Follow-Up 151 Mecting... | [ Phone Cal.| [ [§] ToDo.. | [¥]Camy Over Notes

Automatic Folow-Up: <None> + (] Cany Over Atachmerts

[ ok ][ canca ]|

13. Click OK.
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Incoming Calls

Campaign/Lead Source Tab

intelli-CTi - Telephone Call Wrapup

lﬂte”f- CTI wfcn Infor CRM

Telephone Call Wrapup
Wanage post telephone call actions and activites.

7 - Abbott Ltd.
R John Abbott

Call Related Campaign: (None)
Response Status: No Campaign response has been added for this telephone call

Add a quick Campaign response for the suggested Campaign.
This action wil add a campaign response using defaut values.

Add a detailed Campaign responss for this Contact
jfdd Oetated fesponses This action provides user definition of the Campaign response.

Infor CRM Contact Lead Sources

Related Contact Lead Source for this call

Call Related Lead Source: | (None)
Lead Source Status: No Contact Lead Source has been added for this telephone call

Add the suggested Contact Lead Source for this Contact with today's date.

Add Detailed Lead Source. This action allows you to specify a Contact Lead Source and date.

1. The Campaign/Lead Source tab will allow you to associate this call with a Campaign by
creating a response record, and/or Lead Source within Infor CRM.

2. Click on the Add Quick Response button to add the default response values.

3. Click on the Add Detailed Response... button to record a campaign response.

intelli-CTi - Manage Campaign Responses (=)

lﬂte”l- C-ﬁwfor Infor CRM

eting Campaign.

John Abbott

Campaign Responses For: John Abbott

Campaign Name Stage Method Response Date
Deil Optipiex Special Eliifai Biast 2 Elmail S0 02513
Windows Vista Conversion Postcard Mailer E-mail 08/11/2013
Lenovo X Series ntro Follow Up Phone Call E-mail 121212013

Add Campaign Response

[¥] Active Campaigns Only

Campaign Name Description Status -
[Dell Optiplex Special pricing on Dell Optiplex Wo. Active |H
Lenovo X Series Intro Introduction of new X Series. Active

PhoenixPC Dell Seminar Invitation ~ Seminar to distribute information on ne Active L

Response Date: | 22/06/2015 = Comments:

Method: Phone -

Stage: E-Mail Blast 1 -

Lead Source -
Automatically add Contact Lead Source

Click on the Active Campaigns Only check box to see or hide non-active campaigns.

>

From the Manage Campaign Response dialog, click on the campaign name associated with this
call.

6. Complete the details in the lower section of the dialog then click on the Add Response button.

The response will be added to the Campaign Response For: John Abbott section of the
Manage Campaign Response dialog.

7. Click on the Close button when completed.

intelli-CTI — Infor CRM LAN User/Administrator Guide
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8. Click on the Add Quick Lead Source... button to add the suggested lead source and today’s
date.

9. Click on the Add Detailed Lead Source... button to record a lead source in Infor CRM.

intelli-CTi - Manage Contact Lead Sources (=2

lnte”" CT’ wfm Infor CRM

"" Call Related Lead Sources
/3 ‘'ou can optionally attribute a Contact Lead Source to this teleph

John Abbott
Contact Lead Sources For: John Abbott

Lead Date |Description | Type
24/02/2007 Trade Show - General Trade Show

Add New Contact Lead Source

Available Contact Lead Sources

Active Lead Sources Only

Description Type Status o
Advertising - General Advertising Active i
Advertising - Web Banner Ads Advertising Active T
Direct Mail - General Direct Mail Active

E-mail - General E-mail Active

Event - General Event Active

| S, e | [ O T At 2

Lead Source Date: | 22/06/2015 =] Add Lead Source

The Available Contact Lead Sources area of the Manage Contact Lead Sources dialog list the Lead
Sources from Infor CRM.

10. Click on the required Lead Source in the Available Contact Lead Sources section that you
want to associate with this contact, then the Add Lead Source button.

11. The Lead Source is then listed in the Contact Lead Sources for: Contact Name section.
12. Click on the Active Lead Sources Only check box to see or hide non-active Lead Sources.
13. Click on the Close button when completed.

Opportunities Tab

intelli-CTi - Telephone Call Wrapup (=]

,nte”" CTI for Infor CRM
d ;;:';I;';O;D‘:ﬁ:g::;aﬂ“:l;" actions and activites.

7 D Abbott Ltd.
ASSTcE o John Abbott

| Call irfo | Activity Management | Campaigns/Lead Sources | Opportuntties | Tickats

Infor CRM Opportunity Management

Opportunity:  Abbott Lid-Phase2

Status: Closed - Won Stage: 6-Decision
Close Date: Estimated:  19/04/2014 14:47. Actual:  26/03/2014 14:47.
Comments: Suggested trying to standardize on one type of handheld unit. Departments are

insisting on different tools. Purchase is going through as a corporate expenditure

The Opportunities tab is use to associate this call to an existing opportunity or create and associate a
new opportunity.
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1. Click on the Opportunities tab.

2. Click on the Lookup... button to lookup an existing opportunity.

3. Click on the Add New... button to open the Add New Opportunity dialog.

Tickets Tab

intelli-CTi - Telephone Call Wrapup [zl

lﬂte”l- CT' waI Infor CRM

Telephone Call Wrapup

Manage post telephone call actions and activites.

7
Association

Call Info | Activity Management | Campaigns/Lead Sources | Opportunities | Tickets
2| Call Related Support Ticket
&) vou can optionally select a support Ticket to relate to this telephone call.

Infor CRM Ticket Management

Ticket Number: 000032

Subject:
Status, Closed
Description Samantha Brink 10/20/2006 7:34:47 PM (US Mountain Standard Time)
Some of the DVD drives of the new Tecra laptops are not working properly. When
playing a sales presentation, some of the systems are getting the folowing error
Video cannot be shown on the computer monitor because of one of the folowing
reasons
a) Low video memory. Please try using lower display resolution andior colors.
Resolution Samantha Brink 10/21/2006 10:35 AM (US Wountain Standard Time)

1 found another mention that may explain the issue. “For many laptops to work properly
with DVD video, a BIOS upgrade may be necessary” It may be that the laptops having
problems do not have the most recent version of the BIOS installed, but the others do.
Ive attached the most current version of the BIOS (1.6 releasad April 2002) for the
Tecra. According to the instructions, you'll need to create an instaliation diskette, and
then boot the laptop from the installation diskette to update the flash BIOS.

The Ticket tab enables you to associate this call activity with an existing Ticket record.

1. Click onthe Tickets tab.

2. Click on the Lookup... button to lookup an existing Ticket record in Infor CRM.

Telephone Call Wrapup Buttons

Complete

1. Click the Complete button to save and close the Telephone Call Wrapup dialog.

Re-Associate...

1. Click on the Re-Associate... button to associate this call with another contact in Infor CRM.

intelli-CTi - Associate Telephene Call ==

lﬂt@”l-CTlfor Infor CRM

Telephone Call Association

"\ Would you like to associate this telephone call to a related entity in Infor CRM?

Select suggested call related Account/Contact or search for an alternative.

nt: Abbott Ltd.
Contact Name | Title Department City
[1ohn Abbott President Administration Chicago

2. From the Associate Telephone Call dialog select the required button:

e All Contacts — Displays a list of all contacts at the selected Account.

e Find Contact... — Enables the user to search Infor CRM for the required contact name.

intelli-CTIl — Infor CRM LAN User/Administrator Guide
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e Find Account... — Enables the user to search Infor CRM for the required account name.
e Add New... — Opens the Infor CRM Add New Contact/Account dialog.
3. Once the required contact has been located, click on the Select button to Re-Associate the call.
Minimize
The Minimize button will temporarily close the dialog and store it in the My Call Tasks section of the
Telephony Call Manager.

See the User Call Tasks section on page 46 for more information.

More Tabs... | User Activities (Calls) | User Call Tasks I—

=
Task Date * Task Type Description State Reassigned By Reassigned Date
SSI0E01E Wirapup Cail Wirapup with: John Abbott (Abbott Lid ) - inbound Call (Estabiished Hinimized

CRM Details

Schedule a New Activity

If the Schedule Activity option was used to schedule a new activity, this would appear on the
Account/Contacts Activities tab.

| Activities =]
Date/Time ©  Duration Leader Regarding Category Opportunity
(& 22/06/2015 15... 15m Administrator  Follow up phone call regarding inco
B3 23/12/2008 Hogan, Lee Dinner meeting
18/12/2008 00... Th Hutchinson, B... Followup - Customer Satisfaction  Follow-up
W51 12/12/2008 14... 5h Hogan,les  Gof Outing at Harbourside Port Cour..
Ja 04/12/2008 17... Th Hogan,lee  Status Meetng Abbot Ltd -Phase |
13/12/2008 21.. 4h Hutchinson, B... Generate Proposal Sales Abbott Ltd -Phase3

Call History
If selected, the history of this call can be seen on the Account/Contact Notes/History tab.

| More Tabs... | Motes/History | Lterature Requests | Attachments [ Lead Sources | Opportunities | Pr I s | Summary |
T Filter Options => # Edit [ View Notes E-ma [Eyword  4d Refresh Records shown: 28
Type Date/Time  © User Name ContactName  Result Description | | Jonn called to discuss arrangements for
Phone Call  22/06/2015 15:2 Administrator Abbott, John Inbound Call (Established) [ “;m""ﬁdem“"s"ﬂ‘("“'l‘éd”:;::ds ®
an instal
Phone Call 22/06/2015 15:1 Administrator Abbott, John Inbound Call (Established) &
Phone Call 26/05/2015 15:1Hogan, Lee Abbott, John intelli-CTi - Misse Inbound (Missed) The VP for sales, Lou Balbo, needs to
Document  25/11/2014 16:C Hogan, Lee Abbott, John Complete Contact Report be copied in on all communications.
Document  25/11/2014 15:4 Hogan, Lee Abbott, John Complste Company Information
Dnrument 4 95/11/9014 16T Honan | ee Ahhott_Inhn Contart Bennrt = s
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Incoming Telephone Number Not Recognised

If the incoming telephone number is not recognised as an existing number in Infor CRM, the user can
manually associate the call with an existing Contact, Account or Lead, or create a new
Account/Contact record.

Scenario

David Avery from Arnold Publications calls you from his mobile. David’s mobile number is
not stored against his contact record in Infor CRM. You need to manually find David’s
record and associate this new Mobile Phone number.

Step by Step

[ inteli-CTi Call Manager | pos
8 <3 <3 i
intelli-ctii R 2
lﬂ&ﬂ Virtual Telephony Server (V... (VTS1) il
= active Call List [1] (=]

01329123123

Q | 2
mamn O (1@ @ L2

1. The intelli-CTi panel expands from the side-bar to notify of the call. In Infor CRM, no contact
details are displayed as the incoming number is not recognised.

intelli-CTi - Associate Telephone Call

mte”l- CT' Wfor Infor CRM

Telephone Call Association
%, Would you like to associate this telephone call to a related entity in Infor CRM?

Select suggested call related Account/Contact or search for an atternative.

Mext Action: Show Selected Entity

Contact Name

| Department

Inbound Call: 01329123123

DDE: 201 Relating to:

2. The Associate Telephone Call dialog is displayed but no caller details are listed.
Click on the Answer button or pick up the telephone receiver to answer the call.

4. You establish that the call is from David Avery at Arnold Publications. From the Associate
Telephone Call dialog, click on the Find Contact... button.
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Lookup Contact - Lastname

Lastname Starting Y/ith

£ || avery
Accourt

&

Arnold Publications

[ inteli-CTi Call Manager
@G
;;ntelh'-CTi'“ @

|uj Virtual Telephony Server (V..
= Active Call List{1]

(TSRICE ™ [ S

iNbounc

01329123123 =°
David Avery
Owner

Arnold Publications

won B HP@

6.

m - Telephone Call WIapup u—
lﬂte”l-CTl “for Infor CRM -
é;\ssocialion a ...

Re-Associate

Call Info ‘Ad.mty Management I Campaigns/Lead Sources | Opportunitiss | Tick.ets‘

& Call Statistics / Information

all data and related information about this telephone call

Call Direction (Outcome):

Inbound (Established)
Call Start Date/Time (Duration):

22/06/2015 15:27:35 (00:00:02)

(Call Related Information

Call Descripfion / Regarding: | Inbound Call (Established)

Call Category: [

|

]

Call Result [ |
a

7.

Autharized

Telephone Call Wrapup dialog then click on the Complete button.

intelli-CTI — Infor CRM LAN User/Administrator Guide

From the Infor CRM Lookup dialog, locate David Avery’s contact record.

The Telephone Call Wrapup dialog is automatically displayed. Complete the details on the

Incoming Calls

When you have finished the call, click the intelli-CTi Hangup button or replace the telephone
receiver to close the call.
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intelli-TNS: Capture Mew Telephone Number

intelli-TNS

Capture New Telephone Number: 01329123123

David Avery, Arnold Publications

The Telephone Number for this telephone call was not associated to this Account/Contact.
Do you wish to add thiz Telephone Number to this Account/Contact for future reference?

A ified T
Capture this telephone number as a specific number for this Contact.

Number Type Number Extenzion

Direct Number (808) 5557714

Mobile Number (808) 5554470

Contact Fax Number (808) 555-7783

Home Number

Pager Number

(Other Number #1
Capture Only for Contact

Capture New Contact Telephone Number for this Contact.

(Incoming call recognition only)

Capture Only for Account

Capture New Account Telephone Number for this Account.

(Incoming call recognition only)

8. The Capture New Telephone Number screen will be displayed. Here you can either:

e Replace one of David’s existing telephone numbers with the number he called from.

e Add the number he called from as one of the empty telephone number types.
e Add the number he called from as a ‘Captured Number’ for the Contact.

e Add the number he called from as a ‘Captured Number’ for the Account.

e  Cancel without capturing the number.

The Capture New Telephone Number screen can be disabled in your intelli-CTi User/Team

Profile. See User/Team Profiles — General Tab on page 59.

For details of how to manage ‘Captured Numbers’, see intelli-TNS - Manage Telephone

Numbers Window on page 50.
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Making Outbound Calls — Infor CRM LAN Client

Outbound phone calls can be made using intelli-CTi in a number of ways:

e  Manually using the telephone handset.

If the number dialed exists in Infor CRM then the Associate Telephone Call dialog will be
displayed for confirmation of the contact being called.

e Using the call number buttons in Infor CRM.

(3011 5555550

Visibility of the call number button is dependent on your system configuration. See TNS
Telephone Number Fields on page 68

e Right mouse button menu option from the intelli-CTi navbar button and select the Dial Current

Contact/Account option.

Show intelli-CTi Call Manager

Dial Current Contact...
Dial Current Account...
Assodiate Account/Contact Te Call

intelli-CTi Reports
intell-CTi System Settings...

e Dial directly using the intelli-CTi Dialer.

m intelli-CTi Call Manager | »

DL

i}

intelli-CTi g :
=
g Virtual Telephony Server (V... (VT31) 9
= Active Call List [0] (=
(‘:f;;f Dial Telephane Number [x]
01329123123

On dialing a number that exists in Saleslogix, the Associate Telephone Call dialog will be
displayed for confirmation of the contact being called.

e Using the Show Dialer button on the Infor CRM toolbar. ;

24



Making Outbound Calls — Infor CRM LAN Client

O
intelli-CTi - Dialler =)

3 lﬂte”l' CTI mfm Infor CRM

Abbott Lt

All Account Contacts:

Contact Name | Title. Primary o
[John Abbott Fresigent Yes |E|
Lou Balbo WP of Sales Ne
Dean Drew WP of Cust Service Ne
Sydney Hamiton Director of IT No

TNS Telephone Numbers:

John Abbott
Number Type | Telephene Number Restricted
Direct Number (312) 5557854 No
Home Number (312) 555-3543 No
Mobile Number (312) 555-8685 No
Contact Fax Number (312) 555-7545 No

e Double clicking on a number from the intelli-CTi Call History display.

—
[ inteli-CTi Call History =3l =

intelli-CTi"

Inbound Calls | Missed Calls

Call Start Duration  Call End Number Calinfo1  CalIn.. =
22/06/2015 15:30:38  00:00:02 22/06/2015 15:30:40 01329123123 David Avery Owner H
22/06/2015 14:18:28  00:16:00 22/06/2015 14:34:28 18005551234 John Abbott President
17/06/2015 15:25:31 00:22:12  17/06/2015 15:47:43 5551234567

17/06/2015 15:21:13  00:00:06 17/06/2015 15:21:19 5551234567

17/06/2015 15:20:45  00:00:03  17/06/2015 15:20:52 5551234567

17/06/2015 15:19:51 00:00:03  17/06/2015 15:19:54 5551234567

17/06/2015 15:18:02 00:00:01 17/06/2015 15:18:03 5551234567

17/06/2015 15:17:23  00:00:28 17/06/2015 15:17:51 5551234567

17/06/2015 15:16:48  00:00:01 17/06/2015 15:16:49 5551234567 2
4| n r

@ e

e Use the Redial button from the Telephony Call Manager.

User Call History =)
+© Wy call History (Administrator) Call Wrapup

Call Start Time © Call Description Duration CLI (CallerD) Direction Result Account Hame Contact Name -

22/06/2015 15:26 inbound Call (Missed) 000000 01329123123 Inbound Missed

S3E/2015 1416 inbound Cail 001600 8005551234 inbound “Abbott Lid. “iohn Abbofi

22/06/2015 14:15 inbound Call (Missed) 00:00:00 18003551234 Inbound Missed [Abbott Lid]

22/06/2015 14:14 Inbound Call (Missed) 00:00:00 18003551234 Inbound Missed [Abbott Ltd] =

2210612015 14:13 Inbound Call (Missed) 00:00:00 18003551234 Inbound Missed [Abbott Ltd]

22/06/2015 14:12 Inbound Call (Missed) 00:00:00 18003551234 Inbound Missed [Abbott Ltd]

Dialing Out Using the Call Number Buttons

Wwiark: [954) 5551010
Mobile: |[954) 5553205
Fax [964) 5551200
Horne: | |

Other: | |

_r‘ . e
| Jog “‘iq_r]lnc.dj

1. From Infor CRM Account/Contact views, click on the call number button.

o

ot

Selection of the telephone button as a dial button is subject to your intelli-CTi settings.
Contact your Infor CRM administrator for more information.
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Making Outbound Calls — Infor CRM LAN Client

[ inteli-CTi Call Manager ! »
@ <3 <3 |
intelli-CTi~ ¢

(=) Virtual Telephony Server (V... (VTS1) 9

= Active Call List 1] (=)
9019545551010 =
Joe Adams
VP Sales
Clearview Corporation Inc.

way 01 D@

2. The intelli-CTi panel will be automatically displayed showing the call details.

No Answer
1. Ifthe phone is not answered, click on the Hangup button to finish the call.

T
intelli-CTi - Telephone Call Wrapup. (=3

lﬂte”l'CTl mfc:l Infor CRM

'ej Telephone Call Wrapup
Man post telephone cal

i
learview Corporation Inc.
Association

Call Info

Call Direction (Qutcome): Outbound (No Answer)
Call Start Date/Time (Duration) 22/06/2015 15:44:20 (00:00:00)

Call Description / Regarding: | Outbound Call (Ne Answer) - |

Call Category: | -

Call Result |mtaHi—C‘I’|- No Answer ...l

2. The Telephone Call Wrapup dialog will be displayed. Click on the Complete button to close this

dialog and record the call to the Account/Contact History.

More Tabs... | Motes/History | Literature Requests | Attachments | Lead Sources | Opportunities | Processes | Associations I Su'rrnaryl

T Filter Options > / Edit | View Notes E-mail [Zword ¥ Refresh Records shown: 1
Type Date/Time T User Name Contact Name Result |Description
Phone Call 22/06/2015 15:43:54  Administrator Adams, Joe inteli-CTi - Mo A Outbound Call (Mo Answer)
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Line Busy

[ inteli-CTi Call Manager
g <33
g;ntelli-CTi -6

(=] Virtual Telephony Server (V... (VTS1) |3
= Active Call List{1]

9019545551010

Joe Adams
VP Sales
Clearview Corporation Inc.

A )

1. The intelli-CTi display will change status to display the line busy. Click the Hangup button.

e =
intelli-CTi - Telephone Call Wrapup 2] |

lﬂte”l'CTI mfor Infor CRM

p P
é Association

Call Info. | Activty Management | Campaigns/Lead Saurces | Opportunties | Tickets|

tics / Information
=<l Statistical call data and related information about this telephone call.

Call Direction (Qutcome): Outbound (No Answer)
Call Start Date/Time (Duration): 2210612015 15:41:20 (00:00:00)

(Call Related Information

Call Description / Regarding: | Outbound Call {No Answer) |
Call Category: | |
Call Result: |mteH|—CT|- No Answer ...|

-

2. The Telephone Call Wrapup dialog will be displayed. Click on the Complete button to close this
dialog and record the call to the Account/Contact History.

Call Answered
1. Ifthe call is answered the intelli-CTi display will change the status and the Hold button will be

made available.

2. Ifrequired, click on the Call Notes button on the toolbar.

intelli-CTI — Infor CRM LAN User/Administrator Guide

© 2016 Copyright QGate Software Limited. All rights reserved. 27



Making Outbound Calls — Infor CRM LAN Client

SRR i
inte"i—(T i

[ Virtual Telephony Server (V... (VTS1)

Alex expressed interest in our
application and would like me to send
him an information pack so he can
discuss this with his boss.

The Call Notes function enables the user to capture details of the conversation while still on the
phone. The notes will be automatically saved to the Wrapup dialog and the Infor CRM Notes/History.

3. Atany time during the call you can put the call on Hold using your telephone handset or by
clicking the intelli-CTi Hold Call button.

g

@ <3 <3 )
inte"i—(T i

[ﬂﬂ Virtual Telephony Server (V... (VTS1)

Alex expressed interest in our
application and would like me to send
him an information pack so he can
discuss this with his boss.

The call status will change to “On-Hold” and the “Reconnect Call” button will be enabled.

intelli-CTI — Infor CRM LAN User/Administrator Guide

© 2016 Copyright QGate Software Limited. All rights reserved. 28



Making Outbound Calls — Infor CRM LAN Client

4. Click on the Reconnect Call button to continue the call.

5. When the call is completed, replace the handset on the phone or click on the intelli-CTi Hangup

button.
Call Wrapup
intelli-CTi - Telephone Call Wrapup =5
lﬂte”l-CTl for Infor CRM

po pho
o7
Association

Re-Associate

Call Info | Activity Managemert | Campaigns/Lead Sources | Opportunities [ Tickets |

Call Statistics / Information
all data and related information about this telephone call.

Call Direction (Qutcome): Outbound (Established)
Call Start Date/Time (Duration): 2210612015 15:51:00 (00:14:09)

Call Description / Regarding: QOutbound Call (Established)
Call Category:

Call Result:

this with his boss.

(Call Related Information

Alex expressed interest in our application and would like me to send him an information pack so he can discuss ~ «

The Telephone Call Wrapup dialog will be automatically displayed at the end of the call.

1. The Telephone Call Wrapup dialog offers multiple options for the management of a completed

phone call:
Call Wrapup - Call Info Tab

1. You can type a short description of the call into the Call Description/Regarding field. This is
the equivalent of the Regarding field in an Infor CRM Notes/History item.

2. You can select a Call Category from the picklist or type one in. This will be copied into the

category field of the Infor CRM Notes/History item.

3. You can select a Call Result from the picklist or type one in. This will be copied into the result
field of the Infor CRM Notes/History item.

4. Any notes made in the Call Notepad will be automatically populated on the Call Info tab.

Additional notes can be typed. These details will be stored on the Infor CRM Notes/History tab.
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Call Wrapup - Activity Management Tab

intelli-CTi - Telephone Call Wrapup (==

lﬂte”l-CTlfm Infor CRM

Telephone Call Wrapup
actions and activites

7 n Abbott Ltd.
Qepesten John Abbott

Call Inf | Activity Management | Campaigns/Lead Sources | Opportunies | Tickets
E Call Related Activities

Use this area to manage Infor CRM activities relating to this telephone call

Infor CRM Activity Management

m Record History
28 Record this call as Activity History for this Contact. Create History.

F Manage Activities (6)

Ei_l Manage existing Activties for this Contact,

EII Schedule Fallow-up Activity

=8| Schedule a follow-up Activity for this Contact.
@ Phone Call () Meeting © To-Do

[“]Include Call Statistics
Include Call Statistics within Infor CRM Activity and History Notes.

1. The Manage Activities section on the Activity Management tab displays the number of existing
activities associated with this contact.

Manage Activities (3)
2. Select the Manage... button to associate this call with an existing activity.
For example: if you had scheduled a call for tomorrow with a contact but the contact called

unexpectedly today, you could associate this call with the scheduled call for tomorrow and
complete the details.

intelli-CTi - Manage Activities [=25a)

Date/Time User Description Category
I 03/12/2008 21:00  Barb Hutchinson Generate Proposal Sales
B 04/12/2008 1730  Lee Hogan Status Meeting
&5 12/12/2008 14:30  Lee Hogan Golf Outing at Harboursid.
3 181272008 Barb Hutchinson Followup - Customer Sati... Folowup
& 23/12/2008 Lee Hogan Dinner meeting
‘@ 18/11/2010 1654 Administrator Follow up phone call reg.
e ot

Generate a revision for Lee. Lee should be in the office to work together o get this document outby =~
close of busiess.

The Manage Activities dialog displays a list of all scheduled activities with this contact in Infor CRM.
3. Click on the Just My Related Activities check box to only display the activities where you are
the leader.

Click on the Update... button to display the Infor CRM Activity dialog and update any relevant
details.

&
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General | Recuming | Attachments

Start Time 03122008 21:00 T [ Tmeless 7] Alam: 15 -
Duration 4 * |hours - Auto rollover to next day
@ Contact © Lead
Name: Abbott, John Q) Opportunity: Abbott Ltd Phased &
Accourt Abbott Litd, Q) Tickst: =N
Regarding: Generste Proposal
Location:
Notes Generate a revision for Lee. Lee should be inthe office to work together to get this document out by
close of business.
o
Priorty: Category Sales
Leader Hulchireson, Barb Q| Scheduied by Barb Hutchinson on 28/11/2008 00:09 orginally
for 05/12/2008 21:00
Cies e

5. Click on the Manage Activities Complete... button to display the Infor CRM Complete Activity

details dialog.

The inbound call can be associated with this activity by adding additional information in the
Notes area.

6. Click OK when completed.
7. Close the intelli-CTi — Manage Activities dialog.

If you want to schedule a follow-up activity with this caller or any other contact in Infor CRM, click
on the relevant Schedule Follow-up Activity radio button to select the follow-up activity type.

9. Click on the Schedule... button

Schedule Phone Call (=)

General | Members | Resources | Recumng | Atachments |

Start Time:

[ Timeless ] Alam 15 minutes

Duration: 15 - Auto rolloverto next day

@ Contact 0 Lead
Name: Abbatt_ John Q) Opportunity: Q)
Account Abbott Lig Q) Ticket: Q)
Regarding: | Follow up phone call regarding incoming cal recieved on 22/06/2015 14:16:20
Location:
Notes John called to discuss arangements for a product demenstration. He nesds to gt an application

installed ASAP.

f

The WP for sales, Lou Balbo, needs to be copied in on all communications.

Priority:

Category:
Leader: Admiristrator _{ Scheduled by Administrator on 22/06/2015
i Iim ]
10.

The Infor CRM Schedule Activity dialog is displayed and automatically populated with the phone
call details captured in intelli-CTi, call date, time, duration and notes.

11. Complete the Infor CRM Schedule dialog then OK.

12. Click on the Record History, Create History... button to record the call details in Infor CRM.

Your system configuration might be set to automatically record telephone calls to the Infor
CRM History. See page 62.
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Edit Completed Phone Call for John Abbott =

General | Attachments
Completed: 22/06/2015 15:10 Scheduled: | 22/06/201514:16

— [t ) Dt
— Us: Resources

Result [ o

@ Contact Lead

Regarding: | Inbound Cal (Estabished) |

Location

Notes. ﬁ)STPca\Iedm discuss amangements for a product demonstration. He neads to gst an application installed
The WP for sales, Lou Balbo, needs to be copizd in on all communications

- S —
Leader. Scheduled by Administrator on 22/06/2015 15:10

Folowlp [ K51 Meeting... | [ Phone Cal..| ToDo.. | [¥]Cany Over Notes
| [Z]Cany Over Attachments

Automatic Follow-Up: <None>

[ ok ][ cancel ][ Hep

13. Click OK in Infor CRM.
Call Wrapup - Campaign/Lead Source Tab

intelli-CTi - Telephone Call Wrapup

f.nte”i'c-”wfor Infor CRM

Telephone Call Wrapup
Manage post telephon: ons and activies.

Infor CRM Marketing Campaigns
Related Campaign Response for this call

Call Related Campaign (Hone)
Response Status; No Campaign response has been added for this telephone cal,

|| Add s quick Campaign resgonse for the suggested Campalgn
This action wil add a campaign response using defaul values.

= Add a detalled Campaign response for ths Contact
o fespons This action provides user definition of the Campaign response.

Infor CRM Contact Lead Sources

Related Contact Lead Source for this call

Call Related Lead Source: | (None)
Lead Source Status, No Contact Lead Source has been added for this telephone call

Add Detailed Lead Source. ‘This action allows you to specify a Contact Lead Source and date.

Add the suggested Contact Lead Source for this Contact wih today's date.

1. The Campaign/Lead Source tab will allow you to associate this call with a Campaign by
creating a response record, and/or Lead Source within Infor CRM.

2. Click on the Add Quick Response button to add the default response values.

3. Click on the Add Detailed Response... button to record a campaign response.
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intelli-CTi - Manage Campaign Responses =

lﬂte”l- Cnmfor Infor CRM

Call Related Campaigns
n optionally attri teley callto an Infor CRM Marketing Campaign

John Abbott

Campaign Responses For: John Abbott

Campaign Name Stage Method Response Date
Deil Optipiex Special Eliifai Biast 2 Elmail S0 02513
Windows Vista Conversion Postcard Mailer E-mail 08/11/2013
Lenovo X Series ntro Follow Up Phone Call E-mail 121212013

Add Campaign Response

[¥] Active Campaigns Only

Campaign Name Description Status -
[Dell Optiplex Special pricing on Dell Optiplex Wo. Active |H
Lenovo X Series Intro Introduction of new X Series. Active

PhoenixPC Dell Seminar Invitation ~ Seminar to distribute information on ne Active L
Response Date: | 22/06/2015 = Comments:

Method: Phone - -
Stage: E-Mail Blast 1 -

Lead Source -
[ Automatically add Contact Lead Source

e

Click on the Active Campaigns Only check box to View/Hide non-active campaigns.

From the Manage Campaign Response dialog, click on the campaign name associated with this
call.

6. Complete the details in the lower section of the dialog then click on the Add Response button.

The response will be added to the Campaign Response For: contact name, section of the
Manage Campaign Response dialog.

7. Click on the Close button when completed.

8. Click on the Add Quick Lead Source... button to add the suggested lead source and today’s

date.
9. Click on the Add Detailed Lead Source... button to record a lead source in Infor CRM.
intelli-CTi - Manage Contact Lead Sources [3m)

lnte”" CT’ wfm Infor CRM

Call Related Lead Sources
optionally attribute & Con

John Abbott

Contact Lead Sources For: John Abbott

Lead Date |Description | Type

24/0272007 Trade Show - General Trade Show

Add New Contact Lead Source

Available Contact Lead Sources

Active Lead Sources Only

Description Type Status o
[Advertising - General Advertising Active ]
Advertising - Web Banner Ads Advertising Active b
Direct Mail - General Direct Mail Active

E-mail - General E-mail Active

Event - General Event Active

Ourrhacad list Zanars 1 Durchasad et Atinra

ﬁ

Lead Source Date: | 22/082015 | [ AddLesd Source |

The Available Contact Lead Sources area of the Manage Contact Lead Sources dialog list the Lead
Sources in Infor CRM.

10. Click on the required Lead Source in the Available Contact Lead Sources section, that you
want to associate with this contact, then the Add Lead Source button.
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11. The Lead Source is then listed in the Contact Lead Sources for: contact name section.
12. Click on the Active Lead Sources Only check box to View/Hide non-active Lead Sources.

13. Click on the Close button when completed.

Call Wrapup - Opportunities Tab

intelli-CTi - Telephone Call Wrapup

or Infor

intelli-CTi for ifor cem
)
é Association

[ Call Info [ Activity Managemert | Campaigns/Lead Sources | Opportunties | Tickets

Abbott Ltd.
John Abbott

telated Opppo:

Infor CRM Opportunity Management

Opporiunity:  Abbott Ltd.-Phase2

Status: Closed - Won Stage: 6-Decision
Close Date:  Estimated:  19/04/2014 14:47. Actuat  26/03/2014 14:47:
Comments: Suggested irying to standardize on one type of handheld unit. Departments are

insisting on different tools. Purchase is going through as a corporate expenditure.

The Opportunities tab is used to associate this call to an existing opportunity or create and associate
a new opportunity.

1. Click on the Opportunities tab.

2. Click on the Lookup... button to lookup an existing opportunity in Infor CRM.

3. Click on the Add New... button to open Infor CRM Add New Opportunity dialog.
Call Wrapup - Tickets Tab

intelli-CTi - Telephone Call Wrapup

inte”i'cnmfor Infor CRM

f-4,) Telephane Call Wrapup
WManage post telephone call actions and activites.

7
Association

Call Info | Activity Managemert | Campaigns/Lead Sources | Opportunities | Tickets
| Call Related Support Ticket
W& ~vou can optionally select a support Ticket to relate to this tele;

Infor CRM Ticket Management

Abbott Ltd.
John Abbott

Ticket Number: 000032

Subject

Status: Closed

Description: Samantha Brink 10/20/2006 7:34:47 PM (US Mountain Standard Time)
Some of the DVD drives of the new Tecra laptops are not working properly. When
playing a sales presentation, some of the systems are getiing the following error
Video cannot be shown on the computer monitor because of one of the folowing
reasons;
a) Low video memory. Please try using lower display resolution andior colors.

Resolution: Samantha Brink 10/21/2006 10:35 AW (US Mountain Standard Time)

I found another mention that may explain the issue. “For many laptops to work properly
with DVD video, a BIOS upgrade may be necessary.” t may be that the iaptops having
problems do not have the most recent version of the BIOS installed, but the others do.
Ive attached the most current version of the BIOS (1.6 released April 2002) for the
Tecra. According to the instructions, you'll need to create an installation diskette, and
then boot the laptop from the installation diskette to update the flash BIOS.

The Ticket tab enables you to associate this call activity with an existing Ticket record in Infor CRM.
1. Click on the Tickets tab.

2. Click on the Lookup... button to lookup an existing Ticket record in Infor CRM.
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Telephone Call Wrapup - Buttons

Complete

1. Click the Complete button to save and close the Telephone Call Wrapup dialog.
Re-Associate...

1. Click on the Re-Associate... button to associate this call with another contact in Infor CRM.

intelli-CTi - Associate Telephone Call ==

,nte”"CTlfor Infor CRM

Telephone Call Association

. Would you like to associate this telephone callto a related entity in Infor CRM?

Select suggested call related Account/Contact or search for an alternative.

Related Account: Abbott Ltd.

Contact Name | Title Department City
lJohn Abbott President Administration Chicago

V= Inbound Call: 18005551234 (Established)

DD 201 Relating to:

2. From the Associate Telephone Call dialog select the required button:

e All Contacts — Displays a list of all contacts at the selected Account.

¢ Find Contact... — Enables the user to search Infor CRM for the required contact name.

e Find Account... — Enables the user to search Infor CRM for the required account name.

e Add New... — Opens the Infor CRM Add New Contact/Account dialog.
3. Once the required contact has been located, click on the Select button to Re-Associate the call.
Minimize
The Minimize button will temporarily close the dialog and store it in the My Call Tasks section of the
Telephony Call Manager for completion at a later date.

More Tabs... | User Activities (Calls) | User Call Tasks I—

Task Date * Task Type Description State Reassigned By Reassigned Date
SSI0E01E Wirapup Cail Wirapup with: John Abbott (Abbott Lid ) - inbound Call (Estabiished Hinimized

Telephony Call Manager, My Call Tasks tab.
Telephone Call Wrapup - Manage Open Activity

The Call Wrapup / Manage Open Activity dialog will be automatically displayed if you wrapup a call
relating to an open activity and did not managed it (e.g. it is still “open”).
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’nte”"CTlfor Infor CRM f.7

{ Manage Open Activity

This telephone call relates to an open activity, please select an action for this activity

Update Activity

Update the related Phone Call activity for this call and leave the Upda[e___
activity "Open

Complete Activity

Complete the related Phone Call activity for this call. Complete,,,

Create History

Create a new Infor CRM History item for this call Create...
(leaving the related Phone Call activity "open™).

The Call Wrapup / Manage Open Activity dialog

The purpose of this dialog is to remind the user that there is still an open activity in Infor CRM that
relates to the telephone call they just. This dialog provides further possible actions to manage this
activity.

Update Activity

This action will update the (existing) related Infor CRM phone call activity record with the details of the
last telephone call, and leave the existing activity record “open”.

Note: This option will not create an additional Infor CRM history record (as the activity is still open).
Complete Activity

This action will complete the related Infor CRM phone call activity, by launching the standard Infor
CRM “Complete Activity” dialog.

Note: Performing this action will also close this dialog.
Create History

This action will create a new Infor CRM history record with the details of the telephone call, but will not
make any changes to the (existing) related Infor CRM phone call activity record.

Note: Performing this action will also close this dialog.

CRM Details

Schedule a New Activity

If the Schedule Activity option was used to schedule a new activity, this would appear on the
Contact/Account Activities tab, Users Calendar and Activities main view.

| Activities =]
Date/Time ©  Duration Leader Regarding Category Opportunity
(& 22/06/2015 15... 15m Administrator  Follow up phone call regarding inco.
B3 23/12/2008 Hogan, Lee Dinner meeting
18/12/2008 00... Th Hutchinson, B... Followup - Customer Satisfaction  Follow-up
W51 12/12/2008 14... 5h Hogan,les  Gof Outing at Harbourside Port Cour..
e Hogan,lee  Status Meetng Abbott Ltd Phase |
Hutchinson, B... Generate Proposal Sales Abbott Ltd -Phase3

Call History
If selected the history of this call can be seen on the Account/Contact Notes/History tab.

More Tabs... | Motes/History | Literature Reguests | Attachments | Lead Sources | Cpportunities | Processes | Associgtions I Sumrnar)'l

T Filter Options > / Edit | View Notes E-ma [Zword ¥ Refresh Records shown: 1
Type Date/Time T User Name Contact Name Result Description a
Phone Call 22/06/2015 15:43:54  Administrator Adams, Joe inteli-CTi - Mo A Outbound Call (Mo Answer)
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Dialing Out from the Opportunities View

Dialing a telephone call from the Opportunities view can be performed using the intelli-CTi Dialer. The
Dialer will automatically display the telephone details of the opportunity account. From this dialog, a
search can also be made to locate any account or contact on the Infor CRM database.

Scenario
You are updating the opportunity information for the Computer Vacuum — Phase 1

opportunity and want to call the opportunity contact, Cathy Toombs to discuss the current
status.

Step by Step

1. From the opportunity view, click on the Show Dialer button [ [ e

inteli-CTi Dial Current Contact...
Dial Current Account. ..
Associate Account/Contact To Call

on the Infor CRM toolbar or click the right mouse button on the el TReperts
intelli-CTi navbar button and select Dial Current Contact...

intell-CTi System Settings...

intelli-CTi - Dialler

& jnte”i'CTiwforlnfor CRM

Computer Vaccuum

Al Gontact
Account Contact:

Contact Name Title Primary
C. Toombs VP Sales Yes

E TNS Telephone Numbers:

C.Toombs
Number Type Telephone Number Restricted
Direct Number {360) 555-2505 No
Mobile Number (360) 5559768 Nor
Home Number (503) 555-2005 Nor
Contact Fase Number (360) 5550879 Nor

2. From the Dialer dialog, select the phone number then click on the Dial button
(B inteli-CTi Call Manager
@@
intelli-CTi

(s Virtual Telephony Server (V... (VTS1)

= Active Call List{1] =

Outbound | 90013605552505 =
C. Toombs

VP Sales
Computer Vaccuum

e O DP@ 2

The intelli-CTi panel will display the call details.

3.  When the call has finished, click on the intelli-CTi Hangup button or replace the telephone
receiver.

(!
(TRTCITE R
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4. Complete the Telephone Call Wrapup dialog as described in the previous section, Call Wrapup
on page 29.

W

lnte”l'CTl for Infor CRM

Telephone Call Wra
Manage post tel

Information
data and related information about this

Call Direction {Outcome): Qutbound (Established)
Call Start Date/Time (Duration). | 22/06/2015 17:02:00 (00:01:03)

Call Related Information

Call Description / Regarding: |Outhnund Call (Established) ...|
Call Category: | - |
Call Resul [ ]
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Dialing Out from the Tickets View

Dialing a telephone call from the Tickets view can be performed using the intelli-CTi Dialer. The
Dialer will automatically display the phone details of the Ticket Contact. A search can also be made
from the Dialer dialog, to locate any account or contact on the Infor CRM database.

Scenario

You are updating the ticket information for the Flow Matic ticket and want to call the ticket
contact, Linda Alvarez to discuss the current status.

Step by Step
1. From the Ticket view, click on the Show Dialer button &

intell-CTi Dial Current Contact...

Dial Current Account. ..
Associate Account/Contact To Call
intelli-CTi Reports

on the Infor CRM toolbar or click the right mouse button on the intelli- intell-CTi System Settings..
CTi navbar button and select Dial Current Contact...

Show intelli-CTi Call Manager

intelli-CTi - Dialler
3 !ﬂte”l-CTl for Infor CRM
Flow Matic
Account Contact:
Contact Name Title: Primary
Linda Alvarez CFO Yes

TNS Telephone Numbers:
Linda Alvarez

Humber Type | Telephone Number Restricted
Dirsct Number (888) 3461222 Mo

2. From the Dialer dialog, select the phone number then click on the Dial button

m intelli-CTi Call Manager
@ <43
intelli-CTi

[ﬂ:| Virtual Telephony Server (V... (MT31)
= active Call List [1] =)
S0015853461222 =~

Linda Alvarez

% "‘é CFO
Flow Matic
Established
00:00: 10 e @ @ @ |@
The intelli-CTi panel will display the call details.

3.  When the call has finished, click on the intelli-CTi Hangup button or replace the telephone
receiver.

W g o v
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4. Complete the Telephone Call Wrapup dialog as described in the previous section, Call Wrapup

on page 29.

W

Wanage post tel

g Association

lnte”l'CTl mel Infor CRM

Telephone Call Wra

Flow Matic
Linda Alvarez

Call Info. | Agtivity Management | Campaigns/Lead Sources | Opportunities | Ticksts |

Call Direction {Outcome): Qutbound (Established)
Call Start Date/Time (Duration). | 22/068/2015 17:04:36 (00:07:56)

Information
data and related information about this

Call Category:

Call Resuit

Call Related Information

Call Description / Regarding: | Outbound Call (Established) - |
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Call History — Infor CRM LAN Client

intelli-CTi keeps a record of all telephone call interactions made within Infor CRM. These records can

be viewed in many areas.

Where to find Call History
Telephony Call Manager

fnte”j' CTI wfm Infor CRM

Telephony Call Manager

8

Team Manager. Call Statistics.

=% my Active Call List

User: Administrator
User/Team Profile: Default System Profile

Call StartTime / Caller ID (CLI) Call Status

Contact Name

Account Name

User Call History (x]

S
ory (Ad ato

Call Start Time: + Call Description Duration CLI(CalleriD) Direction Result Account Name Contact Name =
|22/06/2015 17.04 Outbound Call (¢ ed) 00:07:56 90018883461222 Qutbound Flow Matic Linda Alvarez ‘
22/06/2015 17:02 Outbound Call (Established) 00:01:03 90013605552505 Outbound Established  Computer Vaccuum C. Toombs =
22/06/2015 16:26 Outbound Call (Established) 00:00:07 90016125557693 Outbound Established Mark Dan Alex Ballard

22/06/2015 15:51 Outbound Call (Established) 00:14:09 90016125557693 Qutbound Established Mark Dan Alex Ballard

22/06/2015 15:49 Outbound Call (Established) 00:00:27 90018545551010 Outbound Established Clearview Corporation Inc. Joe Adams

22/06/2015 15:46 Outbound Call (No Answer) 00:00:00 90018545551010 Qutbound No Answer Clearview Corporation Inc. Joe Adams

22/06/2015 15:41 Outbound Call (No Answer) 00:00:00 90019545551010 Qutbound No Answer Clearview Corporation Inc. Joe Adams

22/06/2015 15:27 Inbound Call (Established) 00:00:02 01329123123 Inbound Established Arnold Publications David Avery -

User Activities (Calls) | User Call Tasks

My Scheduled Telephone Cal

Dug Date 7 Account Name Contact Name |Description | Opportunity MNotes
35/06/2015 15:06:43  Abbot Lid. ‘Abbot, john Foliow up phone call regarding incoming call recieved John calied fo digcuss arrangt
22/0672015 16:25:15  Mark Dan Balard, Alex Follow up phone call regarding call made on 22/08/20 Alex expressed interest in ou

Al Calls Today's Calls

Schedule Cal... Edit Activity... Complete...

The intelli-CTi Telephone Call Manager assists the users in managing their calls within Infor CRM.
The call information shown in the Telephony Call Manager is based around the user’s activities:

My Active Call Lists - current active phone calls being made by the user.
User Call History — a list of all the phone calls the current user has completed.

My Call Tasks — a list of phone calls that have got to the Call Wrapup stage but Wrapup details have
been postponed until the user is ready to complete the details.

User Activities — a list of all the current user’s open Phone Call activities.

See the Telephony Call Manager section on page 43 for further information.

Call History (Account)

The Call History (Account) tab on the Account Detail view displays call information relating to the

selected account and all contacts at the account.

Mare Tabs... | Conracts | Call History [Secount] | Notes/History | Activities | Lierature Riequests | Atachments | Opportunties | Reseller Oppottunities || Associations | Summary |
alStrt Tme © Call Durafion Direcfion  CallResut  Related Contact  Related User  Relater! Activiy Follow-Lp Action  Related Opportunty Reletect Campaign Call CLI all DI
03/10/200710:42 000004 inbound | Estabished |John Abbolt Administiator Abbott Ltd-Phase | [312) 5557678
000000 |ubourd _[No Answer Lo 5
270920071631 000011 Oubound  Establshed Administrator 0013125557678
270920071628 000000 OQubound  NoAnswer Administrator 0013125557678
270920071540 001414 Oubbound  Estabished Administrator 0013125557678
27/09/20071526 007103 Oubound  Estabished Administiator 0013125557678
27/09/2007 1518 000000 Oubound  No Answer Adrinistrator 5001 3125557678
27/09/2007 1457 000000 Oubound  No Answer Adrinistiator 3001 3125557678
Z7/09/20071457 000000 Oubound  NoAnswer John Abbolt Administiator 0013125557678
50920071357 000003 Inbound  Esiabished John Abbolt Administiator 91 25557678
25009/20071352 000005 nbound  Establshed JahnAbbot Adrinitiator | Follow up mesting regarding i Fallow up meeting regarding 125557679
25409/20071351 000000 Oubound  Nonswer JahnAbbolt Administrator 0013125557678
2509/20070920 002721 Inbound  Establshed John Abbolt Administiator | Follow up phone pal regarding Follow up phone call regardr Abbot Lid Phase2 | QGale Launch Car 3125557678
2509/20070920 DO0001  Irbound  Estobished  LouBabo Administiator 25557678
24/08/20071337 000515 Irbound  Estobished  LouBabo Schwartz, Pam Follow up meeting regarding i Follow up mesting regarding (3125557676
2qpageeTTTTTT Feishished  LouBabo Adminisiator o L 312) 5557854

To access the Call History (Account) tab, locate the required account record then click on the Call

History (Account) tab.
Information displayed on this tab:

e Call Start Time — The date and time the phone call was made/received.

e Call Duration — The time duration of the phone call.

e Direction — Inbound or Outbound call.
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Call Result — Established or No Answer.

Related Contact — The name of the contact associated with making or receiving the phone
call.

Related User — The name of the Infor CRM user making or receiving the phone call.

Related Activity — The details of the Infor CRM activity that was associated to this call by the
named user.

Follow-Up Action — Details of any follow-up activities.

Related Opportunity — Details of any opportunity this phone call was related to.
Related Campaign — Details of any Campaign this phone call was related to.
Call CLI — The CLI phone number associated with this call.

Call DDI — The DDI phone number associated with this call.

Call History (Contact)

The Call History (Contact) tab on the Contact Detail view displays call information relating to the
selected contact.

More Tabs... | Nates/History | Call History (Contact] | Litersture Frequests | Attachmerts | Lead Sources || Opportunities | Processes | Assaciations || Summany

25ma007 13:57
251912007 13:52
2510312007 13:51
25912007 03:20

Relsted Activy Follow-Up Action  Releted Oppartuntty  Relsted Campaign  Relsted Lead Source Call CLI (Call DDI
Abbott Lid.-Phase |

00:00:00
00:00:03
000005 inbound r Follow up meeting regarsing Fallow up mesting regs 3125557678

000000 Outbound rator 900131 25557678
0zr2 nbound Established Administrator  Follow Up phone call regard Follow up phone call re Abhoft Ltd.-Phase2  Qate Launch Cam Weh - General 3125557678

00
3128887878

To access the Call History (Contact) tab, locate the required contact record then click on the Call
History (Contact) tab.

Information displayed on this tab:

Call Start Time — The date and time the phone call was made/received.
Call Duration — The time duration of the phone call.

Direction — Inbound or Outbound call.

Call Result — Established or No Answer.

Related Contact — The name of the contact associated with making or receiving the phone
call.

Related User — The name of the Infor CRM user making or receiving the phone call.

Related Activity — The details of the Infor CRM activity that was associated to this call by the
named user.

Follow-Up Action — Details of any follow-up activities.

Related Opportunity — Details of any opportunity this phone call was related to.
Related Campaign — Details of any Campaign this phone call was related to.
Related Lead Source — Details of any Lead Source associated to this phone call.
Call CLI — The CLI phone number associated with this call.

Call DDI — The DDI phone number associated with this call.
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Telephony Call Manager — Infor CRM LAN Client

intelli-CTI —

The intelli-CTi Telephony Call Manager assists the users in managing their telephone calls within Infor
CRM.

The Telephony Call Manager is divided into three main sections:
e My Active Call List — Displays, in list form, all active phone calls related to the current user.

e User Defined area — This is the Middle Pane area where a user can place any of the tabs
views listed below. Only one tab can be placed in this area at any time.

e Tab area — Contains a number of tabs listing calls by the tab criteria.
1. To access the Telephony Call Manager, click on the intelli-CTi Call Manager Navbar button.

s

inteli-CTi

BB File Edit View Inset Schedule Lookup Write Tools Window Help HEI
Q Back H (= Print Sicontat ¥ Contract &% Lead (0 Phone Call 5 Notepad /&) Add Contact To Outlook ()’{ @
; P =
© Forward f— Copy v (& Opportunity  @iRetum  [5f Campaign | Fg@Meeting 7 Complete e [} Export Group To Excel Spoed B
LY History  Undo [ Ticket i Defect 0] Attachment | [ ToDo = Note: &2 Import Leads e
Mamlgate Edi View Insert New Activity Import/Expart search | intelli-CTi

User: Administrator

,nte”, CT, for Infor CRM UseriTeam Profile: Default System Profile
‘ Telephﬂny Call Manager

Dashboard

= :.' oy Ao ot L

Cal StartTime # Caller ID (CLI) DDl Call Status Contact Name Account Name
Accounts 1|

Sa\es

i) W
Loacs ory (Ad 0 carvrapun

5 |calStart Tme <+ Call Description Duration CLI (CalleriD} Direction Resutt Account Name Contact Name:
2210612015 17:04 Outbound Call 00:07:56___ 9001888361222 Outbound Flow Matic Linda Alvarez \
Opportunities |22/06/2015 17:02 Outbound Call (Established) 00:01:03 9001 Outbound  Estabished  Computer Vaccuum €. Toombs L
== 2210602015 16:26 Outbound Call (Established) 00:00.07  S0016125557693  Outbound Established  Mark Dan Alex Ballard 3
2210612015 15:51 Outbound Call (Established) 00:14:09  90016125557693  Outbound  FEstabished  MarkDan Alex Ballard
Activities | 22/06/2015 15:48 Outbound Call (Established) 00:00:27  $0019545551010  Outbound Establshed  Clearview Corporation Inc.  Joe Adams
3 2210612015 15:48 Outbound Call (No Answer) 00:00:00  90019545551010  Outbound NoAnswer  Clearview Corporation Ine.  Joe Adams
m 2200612015 15:41 Outbound Call (No Answer) 00:00:00  $0019545551010  Outbound MoAnswer  Clearview Corporation Inc.  Joe Adams
inteliCTi |2200662015 15:27 Inbound Call (Established) 00:00:02 01320123123 inbound Establshed  Amold Publications. David Avery
== 1 ek >
EEEE

Calendar | hore Tabs... | User Activitis (Cals) | User Call Tasks

My Scheduled Telephone Calls: {Todays Ca

Libraty 7 |Account Hame | Contact Name Description Opportunity Notes
5 ‘Ebboti, john Follow up phon cal regarding incoming cail recieved o caled fo discuss arrang:
Ballard, Alex Follow up phone call regarding call made on 22/06/20 Alex expressed interest n ou
Repoits
Marketing
Service
Suonol Al Calls Today's Cals Schedule Call.. || Edit Activity. Complete..
Dashboards

Monday, June 29, 2015 3:23 PM Administrator SALESLOGIX_EVA e
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My Active Call List

This section of the Telephony Call Manager displays a list of all currently connected calls. Current
open calls can be managed from this view:

Call StartTime / | Caller ID (CLI} DDl Call Status Contact Mame Account Name
22/06/2015 17:19:48 B0013125557854 d John Abbott Abbott Ltd. |

My Active Call List Buttons:

e Answer — Answer the selected call if the Status is Incoming Call.
e Hold Call — Put the selected call on hold.

e Reconnect — Reconnect to the call currently on hold.

e Hangup — Close the call and Hangup the phone

e Associate — Associate this incoming call with a contact or account. Opens the Associate
Telephone Call dialog with multiple options to find an existing or add a nhew contact/account.

¢ Notepad... — Opens the Call Notepad.

e Assign Process... — Assign a Contact Process in Infor CRM. This could be a contact
process that will guide the user through a series of tasks pre-defined in Infor CRM.

e GoTo Contact — Go to the contact record of the selected call.

e GoTo Account — Go to the account record of the selected call.

My Call History
This tab displays all the calls the current user has made or received, inbound and outbound.

‘;.g My Call History (Administrator)
Call Start Time © Call Description Duration  CLI{CalleriD} Direction Result Account Name Contact Mame -
[22/06/201517:04 O Call (1 00:07:56 90018883461222 O Flow Matic Linda Alvarez ||
22/06/2015 17:02 Outbound Call (Established) 00:01:03 90013505552505 O E i Computer Vaccuum C. Toombs £
22i06/201516:26 OQutbound Call (Established) 00:00:07 900161255576583 Outbound Established Mark Dan Alex Ballard
22i06/2015 15:51 OQutbound Call (Established) 00:14:08 500161255576583 Outbound Established Mark Dan Alex Ballard

22/06/2015 15:48 Qutbound Call (Established) 00:00:27 900159545551010 Outbound Established Clearview Corporation Ir Joe Adams
22/08/2015 15:46 Outbound Call (No Answer) 00:00:00 90019545551010 Outbound MoAnswer Clearview Corporation Ir Joe Adams
22/08/2015 15:41 Outbound Call (No Answer) 00:00:00 90019545551010 Outbound MoAnswer Clearview Corporation Ir Joe Adams -

My Call History Buttons:

e Call Wrapup... — Select the required item in the list then the Call Wrapup button to view the
Call Wrapup dialog.
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(e
intelli-CTi - Telephone Call Wrapup

lﬂte”l'CTl mfc:l Infor CRM

. Telephone Call Wrapup
Manage post telephone call actions and activites.

Call Direction (Outcome): Inbound (Established)
Call Start Date/Time (Duration) 22/06/2015 14:16:20 (00:16:00)

Call Description / Regarding: | Inbound Call (Established) -]

Call Category: |

Call Result [

John called to discuss arrangements for a product demonstration. He needs to get an application installed ASAP.

The VP for sales, Lou Balbo, needs to be copied in on all communications.

Redial — Select the Redial button to call the selected Contact/Account in the list.

Period Shown — Click on this dropdown button and select the period of calls to be displayed.

If you have a large amount of call history, selecting 1 Month or All can cause a delay when displaying
the My Call History panel.
GoTo Contact — Select to go to the selected contact detailed record in Infor CRM.

e GoTo Account — Select to go to the selected account detailed record in Infor CRM.

o Refresh — Refresh the data being displayed.

User Activities (Calls) Tab
The User Activities (Calls) tab lists phone call activities that the current user has scheduled in Infor

CRM.
More Tabs... | User Activties (Calls) | User Call Tasks |

% My Scheduled Telephone Calls: {Todays Calls)

Due Date /| Account Name Contact Name Description Opportunity MNotes
22/06/2015 15:08: Abbott Ltd. Abbott, John Follew up phone call regarding incoming ci John called to discuss .1
22/06/2015 16:25: Mark Dan Ballard, Alex Follow up phone call regarding call made o Alex expressed interes

Al Calls Today's Calls Schedule Call. || EditActivity..

User Activities (Calls) Tab Buttons:

allows you to pick one to dial.

intelli-CTI — Infor CRM LAN User/Administrator Guide
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intelli-CTi - Dialler =

& lnte”l-CThor Infor CRM

Account Contact:

Contact Name: Title Primary
John Abbott President Yes

TNS Telephone Numbers:

John Abbott

Number Type Telephone Number Restricted
Direct Number (312) 5557854 No ]
Home Number (312) 5553543 No

Mobile Number (312) 555-8685 No
Cantact Fax Number (312) 5557545 No

e GoTo Contact — Go to the selected Contact record in Infor CRM.
e GoTo Account — Go to the selected Account record in Infor CRM.
e All Calls — List all activities of type Phone Call in Infor CRM.

e Today’s Calls — List today’s Infor CRM Phone Call activities.

e Schedule Call... — Opens the Infor CRM, Schedule Phone Call activity dialog. The user can
schedule a call with any contact in Infor CRM.

o Edit Activity... — Opens the selected Phone Call activity for editing in Infor CRM.

e Complete... — Opens the Complete Phone Call dialog where the selected call can be
completed in Infor CRM.

User Call Tasks

When an inbound or outbound call has been disconnected by the user hanging up the call, the

Telephone Call Wrapup dialog is displayed. If the user cannot complete this dialog, he/she can
Minimize the dialog for completion at a later date. This will not interrupt any further inbound or
outbound calls. The Wrapup Call task is placed in this tab list.

[ More Tabs.. | User Activiies (Calls)| User Call Tasks |

Task Date + Task Type Description State Reassigned By Reassigned Date
OD0E2015 Wrapup Call Wrapup with' John Abbott (Abbott Ltd ) - Inbound Call (Estabiished Minimized

User Call Tasks Buttons:

e Action Task... — Opens the Telephone Call Wrapup dialog for the selected call.
e Reassign... — Reassign the selected Wrapup call to another user.

e Refresh — Refresh the User Call Tasks list.

Team Manager Button

Select this button to display the intelli-CTi Team Manager. The Team Manager allows you to view the
current telephony status of other intelli-CTi users. E.g. are they currently available for you to transfer
a call to them?
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intelli-CTi Telephony Team Manager E]

L Jnte”i' CT’ Wfor Infor CRM

Telephony Team Manager

s

Filters:  Department: [ (AllDepartments) - Telephony Users: © All Users ActiveUsers () Avalable Users.

Logged on Users Only.

Telephony User  User Status Call Related Irfomation CalStat Tme  Call Dustion Cal Dirscton
& Adminstrator Avalable
Dan Baret Nat loggedin
Semantha Brrk ot loggedin
Robet Cromack Nt loggedin
Joan Curbough Nt loggediin
Ken Diyden Notloggedin
Georgre Ekels Mot loggedin
Warul Fusrtes Mot oggedin
Jean Grant Not oggedin =
Lez Hogan Not oggedin
Cathybughes  Notloggedin
Barb Hutchinson Not oggedin
Jay Johnsan Notloggedin
Kim Loe Nat loggedtin
€4 Martinoz Nat loggedtin
Lou McBeal Nat loggedin
Bron Mchuty  Notloggedin
Raeevlta  MNotloggedin m
Derek Murey Nt loggedin
Lany Peters Notloggedin
Low ezt Net logoedin
TomSearlen  Netloggedin i

You can filter the list by:

e  Department.
e Telephony status (Active or Available).
e  Whether the user is logged in to Infor CRM.
Clicking the Show History button displays the call history for the selected user.

Call Statistics Button
Select this button to display the Call Statistics dialog.

intelli-CTi - Call Statistics

Lﬁ gg gmeu!!!s' (.Tl Wfor Infor CRM

&’s Telephony Team Call Statistics
¥ Telephony Cal Statitics provide a summary of telephony activiy.

Date Range: Start Date/Mime: [ 22/0672015.00:00 =7 End DatelTime:  [22/0612015 23:59 ]
User Selection: @ AllUsers
Call statistics Report
e
intelli-CTi For Infor CRM - Call Statistics Report
Report Range: 22006/2015 00,00 to 22082015 2259 Telephony User: All Users
Call Ratios Call Timings
Call Types Call Times
Inbound Calls 7 Aversge Call Length 00215
Outbound Calls N Average Wirapup Time 00:07:11
Call Resutts Total Call Time ose52
Established Calls Inbound/Outbound) N Ncst Acive Call Time (User) Administator
Unansuered Calls (Outbound) 2 Shortast Call
Missed Calls (Inbound) 5 Administatsr
Busy Calls Outbound) o Call Duration 0:0002
Invalid Numbers (Cutbound) 0 Longest Gal
User Administator
Total Calls s Gall Duration 001800

The top section of the Call Statistics dialog is used to filter the call details in the report:

- Telephony Team Call Statistics

¥ Teleph Imal

Date Range: Start DatedTime: 0111072007 00:00 33 End DaterTime:  |01A0/2007 23598 [0

User Selection: @ Al Uzers
() Specific User |Administrator |

1. Select the Start Date/Time and End Date/Time calendar buttons to select the date range for the
report.

2. Select the All Users radio button for the report to give call information for all users.

3. Select the Specific User radio button then click the Find button to locate the user that you want
the report to be based on.

4. Click on the Calculate button to display the details based on the selected filter options.

intelli-CTI — Infor CRM LAN User/Administrator Guide
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=l
intelli-CTi For Infor CRM - Call Statistics Report

Report Range: 22/068/2015 00:00 to 22/06/2015 23:59 Telephony User: All Users
Call Ratios Call Timings
call Types Call Times
Inbound Calls 7 Average Csll Length 00:02:15
Outbound Calls 8 Awerage Wrapup Time 00:07:11
Call Results Totsl Call Time 00:48:52
Established Calls {Inbound/Outbound) 8 Mast Active Call Time (User) Administrator
Unanswered Calls (Cutbound) 2 Shortest Call
Missed Calls {Inbound) 5 User Administrator
Busy Calls {Cutbound) 0 Call Duration 00:00:02
Invalid Numbers {Cutbound) 0 Longest Call
User Administrator
Total Calls 15 Call Duraticn 00:16:00
-
="

5. The report can be printed using the Print button above the report. =
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intelli-CTi Toolbar and Menu - Infor CRM LAN Client

Show Dialer Toolbar Button

The Show Dialer function is a quick and easy way of managing, selecting and dialing phone numbers
for the selected Accounts, Contacts, Leads, Opportunities and Tickets Views.

To open the Dialer dialog, click on the Show Dialer button.

intelli-CTi - Dialler

8 lﬂte”l-CTl mfor Infor C(RM

Abbott Ltd.

All Contacts

Account Contact:
Contact Name |Title | Primary
John Abbott President Yes

[E THNS Telephone Numbers:

John Abbott
Number Type Telephone Mumber Restricted
Direct Number (312) 5557854 No
Home Number (312) 555-3543 No
Mobile Mumber (312) 555-8685 Mo
Contact Fax Mumber (312) 555-7545 Mo

The top area of the Dialer dialog lists all contacts/accounts related to the current entity, Accounts,

Contacts, Leads, Opportunities and Tickets Views. The bottom section displays all phone numbers
for the selected entity.

Button Functions

e Account — Displays the account name and phone numbers.

All Contacts — Displays details of all the contacts at the selected account and the phone
numbers of the selected contact.

e Cancel - Close the Dialer dialog.
e Dial — Dials the selected number.

e Manage — Opens the Manage Telephone Numbers Window.
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intelli-TNS - Manage Telephone Numbers

Window

The Manage TNS Telephone numbers dialog enables additional management of telephone numbers:

Edit Numbers — Edit, delete or archive listed Account, Contact and Lead numbers.

Captured Numbers — Assign, edit, delete or archive captured numbers.
Archive Numbers — Remove from view and archive selected numbers.

1. To access the Manage Account/Contact Telephone Numbers dialog either:

e Choose Manage Telephone Numbers from the Infor CRM Edit menu.

e Click on the Show Dialer toolbar button and click on the Manage... button.

intelli-TMNS: Manage Contact Telephone Numbers

intelli-TNS

TNS Telephone Numbers

John Abbott, Abbott Ltd.

elephone Numbers (Available Type

Captured Numbers

Number Type | Number Extension  Restricted Number Type Number Extension Resfricted
Direct Number (312) 555-7854 Yes ] E] [Captured Number (013) 291-23122 Mo |
Home Number (312) 555-3543 No
‘ Mobile Mumber (312) 555-8685 No <
Contact Fax Number (312) 555-7545 No
Pager Number No [1]
Other Number #1 No
Archived Numbers
Number Type Number Extension Restricted
&
Edit Delete Delete

Current Telephone Numbers

2. From the Current Telephone Numbers section, click on the required humber then the Edit

button to edit the number details.

Edit Direct Mumber (Contact)

Direct Number (Contact)

Telephone Number Definition
Country [unitea States of America -
Country Area Code Main Number Extension
Telephone Number {312 ) 5557854

Display Number  (312) 5557854 Display Extension

intelli-TNS 5

John Abbott, Abbott Lid.

Note: Area Code should include all digits (including any leading zeros)

Auto Tab

Dialling Options

Include All Elements
Include all elements when dialling this telephone number (excluding extension number)

["| Restricted Telephone Humber
This is & restrictad telephone number (unsolicted caling/marketing is not permitted)

MNumber Recognition
= nbound Call His
Include Number for Recognition
Include this telephone number for caller recognition

3. Select the Auto Tab check box to have the cursor automatically move to the next phone number

field when the correct number of digits

has been entered in each Telephone Number box.

For example, the Area Code for the United States has only 3 digits and will automatically move

to the Main Number field when 3 digits
4. Select the Phone Number Country.

Type in or edit the Telephone Numbe
based on the selected Country.

intelli-CTIl — Infor CRM LAN User/Administrator Guide
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6. Select the Display Extension check box to display the extension number with the phone
number.

7. Select the Include All Elements check box if you want the Country, Area Code and Number to
be included when dialing this number.

8. Select the Restricted Telephone Number check box if this number must not be used for
unsolicited calls. If you try to dial a restricted number, a warning message is displayed.

intelli-TM5- Restricted Telephone Number \EI

&8 intelli-TNS

Direct Humber
Restricted Telephone Number

+1(312) 5557854

This telephone number is listed as a restricted number.
Unsalicited calling/marketing to this number is not permitted

Are you sure you wish to continue dialling this number?

[ Dial... l [ Cancel ]

9. Select the Include Number For Recognition if you want this number to be used to recognize
the Contact, account or Lead record on an incoming call.

10. Click OK when finished.



intelli-CTi Toolbar and Menu — Infor CRM LAN Client

Captured Numbers

The Captured Numbers area displays phone numbers from incoming calls where the phone number
has not been found in the Infor CRM database, and the user has chosen to capture the number, or
the system has been configured to automatically capture numbers.

itured Mumb

Extenzion | Restricted

Captured Mumber ] & _m

2)(%] [ Bt || Dekte

1. To Add the captured call to the listed numbers, select the Captured Number then click on the
Current Telephone Numbers (Available types) list detail where the captured number will be
stored.

Select the left pointing arrow button to transfer the call details.

intelli-TNS: Manage Centact Telephone Mumbers E

intelli-TNS B

TNS Telephone Numbers

John Abbott, Abbott Ltd.

Current Telephone Numbers (Available Types)

Captured Numbers

Number Type Number Extension Restricted Number Type # Number Extension  Restricted
Direct Number {312) 555-7854 Yes E] Captured Number {013) 513375 No
E] Home Number (312) 555-3543 No E-r
Mobile Mumber {312) 555-8685 No
Contact Fax Number {312) 555-7545 No
Pager Number No @ E]
[Other Number #1 No ]
Archived Numbers
Number Type Humber Extension  Restricted
Edit Delete Delete

The list of Current Telephone Numbers (Available Types) is subject to your Infor CRM customizations.
2. To Edit the captured number details, click on the Edit button in the Captured Numbers section.

3. To Archive the captured number, click on the number then on the down arrow at the bottom of
the Captured Numbers section.

4. To Delete the captured number, click on the number then the Delete button.

Archived Numbers

The Archive Numbers area is used to store phone numbers that are no longer associated with the
account, contact or lead. Storing numbers in this manner will allow the number to be restored at a
later date.

Archived Mumbers

Mumker Extenzion | Restricted

[714] 555-2431 - [N ]

Wiork Mumber [Archived]
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Archiving an Existing Telephone Number

To move an existing telephone number to the Archive area, select the telephone number in the
Current Telephone Numbers area then click on the right pointing arrow to the side of the Archive area.

Restoring an Archived Telephone Number

To restore an Archived telephone number, select the archived number then click on the left pointing
arrow to move the telephone number into the Current Telephone Numbers area.
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Additional intelli-CTi options can be accessed from the intelli-CTi Navbar button.
To access the Navbar button menu, click the right mouse button on the intelli-CTi Navbar button.

7
|
& Show intelli-CTi Call Manager

intelli-CTi Dial Current Contact...
Dial Current Account. ..
Associate Account/Contact To Call

inteli-CTi Reports

inteli-CTi System Settings...

Show intelli-CTi Manager — Open the Telephony Call Manager where user activity and historical
calls can be managed.

For further information, see the Telephony Call Manager section on page 43

Dial Current Contact... — This option will display the intelli-CTi for Infor CRM Dialer window, enabling
the user to dial any of the telephone numbers for the Contact that relates to the currently displayed
entity.

Dial Current Account... — This option will display the intelli-CTi for Infor CRM Dialer window,
enabling you to dial any of the telephone numbers for the Account that relates to the currently
displayed entity

Associate Account/Contact To Call — This option will associate the current Account and Contact to
the active telephone call.

intelli-CTi Reports — This option displays a list of available intelli-CTi reports. If none have been
created, the list will be blank.

intelli-CTi System Settings... — Opens the intelli-CTi System Administration dialog.
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intelli-CTi System Settings

System Administration
This section outlines the Administration of your intelli-CTi for Infor CRM application.

This enables the Infor CRM Administrator to change the intelli-CTi for Infor CRM systems settings and
preferences for:

e The intelli-CTi Site
e intelli-CTi User/Team Profiles (preferences)

To access the intelli-CTi System Settings, click the right mouse button on the intelli-CTi Navbar button
and select intelli-CTi System Settings...

intelli-CTi Users Tab

The number of users in Infor CRM that can use the intelli-CTi application is dependent on the number
of licenses purchased.

The intelli-CTi Users tab enables the Infor CRM administrator to distribute these licenses to the
appropriate staff wanting to have access to intelli-CTi.

intelli-CTi for Infor CRM - System Administration (=3a

@ mte”l-CTl mfor Infor CRM

System Management

inteli-CTi Users. | Stte/User Profiles | DDI Profiles [ System Settings | Telephone Numbers | Licence | Close
intelli-CTi Users
"“ Infor CRM users with access to intelli-CTi.

intelli-CTi User 7 Tile Department UserType =
Barb Inside Sales Reprt Inside Sales Concurrent

Brian Mchutty Director Global Marketing Marketing Concurrent
Cathy Hughes Northwest Sales Field Sales Concurrent

Dan Barret Northeast Sales Field Sales Concurrent
Derek Murray UK Sales. Field Sales. Concurrent  |=
Ed Martinez Southwest & Latin Ameri Field Sales Concurrent
‘Georgine Ekels. Australia Sales. Sales. Concurrent
Hans Stichler Germany Sales Field Sales. Concurrent

Jay Johnson Defects Manager Development Concurrent

Jean Grant Manager of Sales, EMEA Sales Concurrent
Joan Curbough Customer Service Repre Tech Support Concurrent

John Smith Administrative Assistant Sales Concurrent

Ken Dryden Manager of Sales, Asia/F Sales. Concurrent

Kim Lee Singapore Sales Field Sales. Concurrent
Larry Peters Marketing Marketing Concurrent

Lee Hogan Midwest Sales Executive Field Sales. Named

Iinda Waleh Snitheast Qales Firld Sales. rn nt S

Managing Users
1. To manage the licensed users, click on the intelli-CTi Users tab.

The intelli-CTi Users tab lists Infor CRM users with access to intelli-CTi.

2. Click on the Manage Users... button.
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|!ﬂte”l-CThor Infor CRM

intelli-CTi - User Access
ct the Infor CRM users with access to inteli-CTi.

Available Infor CR Users Named intell-CTi Users: 110120

(All Departments) -

Dan Barret
Darek Hurray
Ed Martinez
Georgine Ekels.
Hans Stichler
Jay Johnson
Jsan Grant
Joan Curbough
<< || Lee Hogan
Robert Cromack
Samantha Brink

Barb Hutchinson
Brian Mchutty
Cathy Hughes
Customer Portal
Tom Scanion

Concurrent inteli-CTi Users

John Smith
Ken Dryden
Kim Lee

Larry Peters
Linda Walsh
Lois Tomiin
Lou icBeal
Lou Fizzutti
Hanusl Fusntes
Pam Schwartz
Rajeev Mitra

n v

“You are licensed for 20 named USers and 5 concurrent users

3. The left hand column displays Available Infor CRM Users.

This list will display all licensed Infor CRM users that are not currently licensed intelli-CTi
users. This list can be filtered by clicking on the departments dropdown box and selecting
the appropriate department.

4. The top right hand section lists all named intelli-CTi users and displays the number of
Available/Used licenses.

5. The bottom right section displays a list of intelli-CTi concurrent users.

When you purchase licenses for intelli-CTi, you can purchase a number of Named User
licenses and a number of Concurrent User licenses.

A named user is always allowed to use intelli-CTi. A concurrent user can only log in and
use intelli-CTi if one of the concurrent licenses is still available. Concurrent licenses are
allocated to users as they log in to Infor CRM on a “first come” basis.

6. Use the right and left pointing chevrons to move users in and out of the relevant sections.
7.

User the left and right double chevron button to move all available users in and out of the
relevant sections.

8. Click OK when finished to Save and Close.



intelli-CTi System Settings

Site/User Profiles Tab

intelli-CTi Site Profiles

Site Profiles contain the telephony settings relating to a particular telephone system in a given
location.

Additional Site Profiles may be created for each location and/or telephone system requiring different
profile definitions.

For example, if you have Infor CRM users in both the UK and USA, due to different working practises,
you will probably want a different profile for each country.

intelli-CTi User Profiles

User Profiles contain CTI configuration settings and user preferences for a particular Infor CRM User,
Team or Infor CRM system.

intelli-CTi for Infor CRM - System Administration (=3a

@ 'nte”"CT, ‘Mfol Infor CRM

System Management

inteli-CTi Ussrs | Ste/User Profilss | DDI Profiles | System Settings | Telsphons Numbers | Lissncs|
Ti Site Profiles
Profies define the telsphony settings and behaviour for a given Infor CRM ste.
Ste Name [sts country
Default Site United Kingdem |
A |[ eat. |[ peee |

intelli-CTi UseriTeam Profiles

Useri/Team Profiles define the telephony settings and behaviour for an Infor CRM User or Team.

Type Profile Name Site Name Role
System Default System Profile Default Site User
Team Global Default Site: User
Team Southwest Defautt Site: User
User ‘Grant, Jean Default Site: User
User Hogan, Lee Default Site. System Administrator
add. [ eae. ][ el
.
Scenario

The current default profile has been setup for all users in the USA. You have been asked
to setup a profile for the EMEA user team who are based in the UK.

Step by Step

1. From the System Administration dialog, Site/User Profiles tab click on the intelli-CTi Site
Profiles > Add... button.

Insert New intelli-CTi - Site Profiles ==

lﬂte” TI for Infor CRM
General | Dialing Support | Call Logging/Tmckmgl
A Site Profile Information

Site Profiles define information and telephony behaviour specific to a given location.

Specify a descriptive name and country for your inteli-CTiInfor CRM site location

Site Name: EMEA

Site Country Location: | United Kingdom e

2. From the General tab type a Site Name.

This is a descriptive name you wish to name the site this profile relates to.
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intelli-CTi System Settings

3. Click on the Site Country Location dropdown button and select the country location for this site.

The Site Country Location is the name of the country this Site relates to. This information
is used to control worldwide considerations and terminology.

4. Click on the Dialing Support tab.

Insert New intelli-CTi - Site Profiles

!nte”l-CTl for Infor CRM
:

International Dialling Support

Cancel

These settings define how inteli-CTi dials telephone numbers from this site.

Enable International Dialing Support
Enable International Dialling on Dialler window by default

International Dialling Prefix Character +

International Dialing Support information denotes international dialing settings for this site.

5. Click on the Enable International Dialing Support to turn on or off the international dialing
functions.

6. The Enable International Dialing on Dialer window by default checkbox is for use in a future
release of intelli-CTi for Infor CRM.

7. The International Dialing Prefix Character denotes the character to be prefixed to a country
code when dialing internationally.

8. Click on the Call Logging/Tracking tab.

Insert New intelli-CTi - Site Profiles

!ﬂte”l- CTF wfor Infor CRM
| stevanaemere |

Site Management

Dialing Support | Call Legging/ Tracking

Telephone Call Logging/Tracking
Define the telephone c gingitracking settings for the site

User Call History Retention
Specify the period for retaining the users call history.

User Call History Retention Period: | 90 Days -

Incoming Caller ID (CLI) Tracking

Select thiz option to enable caller recognition counts on inbound telephone calls.
Each time a given telephone number is received, its CLI hit count will be incremented.
WYArning: | Nis Option may IMpact Pertormance on large Volume gatapases.

Track CLI Numbers

9. From the User Call History Retention area, click on the User Call History Retention Period
and select the time period that you would want the call history to be retained.

User call history is regularly and automatically checked to make sure that it does not
exceed the retention period. Only reduce the retention period if you are certain that you
would like older records to be deleted.

10. Selectthe Track CLI Numbers check box to have intelli-CTi count the number of incoming calls
associated to each number.

Warning, this option may impact performance on large volume databases.
11. Click OK.
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Scenario

You now need to add the users profile to this site.

Step by Step

1. From the System Administration - Site/Users Profiles tab, click on the intelli-CTi User/Team
Profiles > Add... button.

© Owner Assignment =% Eo ==
e
My Teams
Asia/Pac Help
EMEA

Global

Widwest

Northeast

Northvwest

Parbus Hidden ftem
Farbbus Quarantine tem
Southeast

Southwest

Tech Suppott - Hardware
Tech Support - Software

2. From the Infor CRM Owner Assignment dialog, click on the Teams tab and select the EMEA
team.

3. Click OK.
4. Click on the User/Team button to select the required user or team.

User/Team Profiles — General Tab

Edit intelli-CTi - User/Team Profile Information @
mte”l-CTI for Infor CRM

Auto Start/Stop intelli-CTi

Auto Start intelli-CTi
Automatically start inteli-CTi when Infor CRM Starts.

uto Stop intelli-CTi
Automatically stop inteli-CTi when Infor CRH is closed.

Telephone Number Capture

Capture new telephone numbers for Contacts during incoming cals, based upon their
aling ine D (CLI) information

Capturz Mode: | Automatic

(Note: This feature requires intell-TNS to be enabled)

€]

From the User/Team Profile dialog click on the General tab.

6. Select the Auto Start intelli-CTi checkbox to have intelli-CTi automatically start when Infor CRM
is opened.

7. Select the Auto Stop intelli-CTi checkbox to have intelli-CTi automatically stop when Infor CRM
is closed.

8. Click on the Telephone Number Capture — Capture Mode dropdown button and select the
required entry.

If an incoming caller’s number is not recognised, a Contact can be manually found using
the Find Contact button on the Call Associate window. Once the call has finished and
been wrapped up, the Capture Mode defines what action occurs:

e Disabled — No action is taken

e Manually Qualify — The Capture New Telephone Number window is displayed. See page 23.
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e Automatic — The number is stored as a Captured Number for the contact. To find out how to
deal with Captured Numbers, see intelli-TNS - Manage Telephone Numbers Window on
page 50.

9. Click onthe Location tab.

User/Team Profiles — Location Tab

Edit intelli-CTi - User/Team Profile Information =

[nte’ i CTI Wfor Infor (RM

Location | Call Notfications | Call Wrapup | Call History | Security
# Profile Location
om., Associate this User/Team Profile to an inteli-CTi Stte Location.
Select the Site location for this CTI User/Team

Site Profile Defautt Site. =

1. Select the Site Profile for this User Profile, EMEA.
2. Click on the Call Notifications tab.

User/Team Profiles — Call Notifications Tab

Edit intelli-CTi - User/Team Profile Information ==

lﬂfe”l-CTl wfor Infor (RM

(General | Location | Call Notifications | Call Wrapup | Call History | Securiy
T cannotifications
#  Define actions/behaviour when an incoming telephone callis received.

Enable Screen-Popping
Select this option to enable Screen-Popping
(the presenting of a call nofficafion window during an incoming call)

Sereen-Pop Internal Calls
Select this option to enable Screen-Popping of intsrnal calls.

Show Selected Entity ==« | Next action after closing screen-pop window

When a Contact/Account has been selected, this action wil be parformed.
| Run Processes on Incoming Calls

Select this option to automatically run contact processes
once an incoming call has been associated to an Infor CRM Contact.

Run DDI Processes Only
Select this option to run contact processes only for incoming
calls to numbers that are in the intell-CTi DD profiles st
Call Notification/As sociation Window

Specify the Infor CRM window you wish to use to notify of an incoming call and associate
the cal to an Infor CRM Account/Contact,

Call Notification Window: | inteli-CTiCall Associate (Standard) -

1. Click on the Enable Screen-Popping check box to enable a screen popping notification to
appear during an incoming and outgoing call.

2. Click on the Screen-Pop Internal Calls check box to enable screen-pop notifications to appear
when internal calls are received.

3. Onthe Next action after closing screen-pop window box, click on the ellipsis button and
select the required action.

Nothing — Do Nothing.
Show Selected Entity — Open the Account, Contact, etc record.
Show Call Manager — Opens the Telephony Call Manager.

4. The Run Process on incoming call checkbox is for use in a future release of intelli-CTi for Infor
CRM. It must be checked on if you wish to enable the Run DDI Processes Only checkbox.

5. Select the Run DDI Processes Only checkbox to run a Contact Process only for incoming calls
to numbers that are in the intelli-CTi Profiles list.
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6. Select the required Notification window from the drop down box.

If your system has not been customised, then there will be only one entry in this list.

7. Click on the Call Wrapup tab.
User/Team Profiles — Call Wrapup Tab

Edit intelli-CTi - User/Team Profile Infarmation ==
intelli-CTi for nfor cam

1D toer-ocm
General | Location | Call Notfications | Call Wrapup | Call History | Securty|

0] Call Wrapup.
‘actions/behaviour when a telephone callis completed.

Enable Call Wrapup
Select this option to enable call Wrapup (display an action form on completion of a call)

[C] wrapup Established Calls Only
Only show the call Wrapup window for established telephone calis only.

up window after a single action has been completed

Enable Call Reassignment
Enable the user to redefine the call association during the call Wrapup.

[ Include Call Statistics
lude call statistics within the notes or an

Call Wrapup Window
Specify the Infor CRM window you wish 1o us to perform the cal Wrapup process.

CalVirapup Widow ek CTECaIVapUp Gisnsard) =

Inciude Detail Tabs: Activity Management Opportunities
Campaigns/Lead Sources Support Ticksts

1. Click on the Enable Call Wrapup checkbox to have the Call Wrapup dialog display when a call
has been completed/disconnected.

2. Select the Wrapup Established Calls Only checkbox for the wrapup window to only appear for
calls that were established (connected).

3. Select the Auto Close Wrapup Window checkbox to have the Wrapup window automatically
close after a single operation has been completed. l.e. If you click on one of the action buttons
on the wrapup form, when the action is finished, the wrapup form will close instead of waiting for
the Complete button to be pressed.

4. Select the Enable Call Reassignment checkbox to allow the user to reassign the call during the
Call Wrapup. This enables the Reassign button on the Call Wrapup screen.

5. Select the Include Call Statistics checkbox to have activity or history items created during
Wrapup automatically contain call statistics from the last call.

6. Select the Control Agent Status check box to automatically change the Agent status to “In
Wrapup” during the Call Wrapup session.

7. Select the required Call Wrapup Window to be displayed during Call Wrapup from the
dropdown list.

If your system has not been customised, then there will be only one entry in this list.

8. Select the Include Detail Tabs to be available on the Call Wrapup.
9. Click on the Call History tab.
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User/Team Profiles — Call History Tab

Edit intelli-CTi - User/Team Profile Information @
mte”l-CTu’ "for Infor (RM
[Team] - Global

eneral | Location | Call Notfications | Call Wrapup | Call History | Securty

G i
rE Telephone Call History
[E vetine teteiepnons cat hstory ssttngs for tis user or Team

Call History: By User
Call History can be logged for telephone cals relating to this userteam member

Log User Call History
Log call history for this userfteam member

Log Internal Calls
Include internal cals in the user call history.
Call History: By AecountiContactLead
Call History can be logged for telephone calks relating to an Account, Contact or Lead

Log Account/Centact Call History
Log Account/Contact Cal History for this userfleam member.

("] Log Established Calls Only
Only log AccountiContact Callistory for cals that reach a status of established

AllRecords = | Account/Contact Call History Synchronisation
Synchronise AccountiContact Call History to all remotes.

Automatically Create Infor CRM History
Automatically create an Infor CRI history item when logging Account/Contact Call History.

=

w N

Click on the Log User Call History check box to have all external calls logged in the User Call
History (As displayed in the My Call History tab of the intelli-CTi Call Manager. See page 44).

Click on the Log Internal Calls check box to include internal calls in the User Call History.

Click on the Log Account/Contact Call History check box to enable logging of calls that relate
to Accounts, Contacts and Leads (As displayed in the intelli-CTi Call History tab in the Account,
Contact or Lead window).

This will only record calls that have been linked to an Account, Contact or Lead. For a log
of all calls, see the Log User Call History checkbox.

4.

al

»

7.

Click on the Log Established Calls Only check box to have only established calls included in
the Account/Contact Call History.

From the Account Contact Call History Synchronisation list, select how you would like
Account/Contact call history to be synchronised to remote users.

Select the Automatically Create Infor CRM History checkbox to have the Account/Contact call
history also be automatically logged into the Infor CRM Notes/History tab.

Click on the Security tab.

User/Team Profiles — Security Tab

Edit intelli-CTi - User/Tea

ofile Information =

tel Infor CRM
T e

General | Location | Call Notfications | Call Wrapup | Call History | Secutty
» ser/Team Security m
% = (oo |

User/Team Profile Security Level
Define the security level and access control required for this User or Team,

Role Description:  User cannot change any intell-CTi seftings.

Click on the User Team Role dropdown button and select whether the users in this profile have
authority to change intelli-CTi settings. Team profiles can only be given a role of User. To
assign an administrative role, you must be working with a User profile.

Click OK.
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DDI Profiles Tab

intelli-CTi for Infor CRM provides an ability to define a DDI number (the number a caller is calling into),
and associate certain attributes and actions to that number.

Each DDI profile has a relating text phrase, which will automatically appear in the intelli-CTi call
notification display, providing users with a quick indication of the caller’s likely requirement or interest.

A DDI profile can be associated to an Infor CRM process, so when an incoming call is received and
the DDI number identified, automatically have Infor CRM begin the process.

A DDI profile can be also be associated to an Infor CRM campaign, so when an incoming call is
received and the DDI number identified, associate the campaign for later use by the End of Call
(Wrapup) window.

To Add DDI Profiles

1. From the intelli-CTi Navbar button, click the right mouse button and select intelli-CTi System
Settings...

2. Click on the DDI Profiles tab.

intelli-CTi for Infor CRM - System Administration ==

@ ’nte”'_(.““ mfor Infor CRM

System Management

inteli-CTi Users | Site/User Profiles | DDI Frofiles | System Settings | Telephone Numbers | Licenee | Close.

£85 intelli-CTi DI Profiles

©£55 DDIFrofiles define telephony behaviour reating to a specific DDI telephone number.

DDINumber  Regarding (LCD Text) His  Active Campaign Name Lead Source Name

3. Click on the Add... button.

Insert Mew DDIProfile ===

I'nte”'_cnfor Infor CRM

288 intelli-CTi DDI Profiles

©5S DDl Profiles define telephony behaviour relating to a specific D0 telephone number.

DDITelephone Humber: 01234777888 [ Active Profile
Regarding (LCD Text):  New Product Launch

General | Campaigns/Lead Sources | Processes

@ Notes
Number relating o new product launch advert appearing in the newspaper and emailto
prospecs st

@ DDI Number Tracking
If required you can track the number of times calls are received to this DDI

Telephene Number.
[7] Track calls received to this DD Telephane Number

Current number of calls recaived (Hits): Reset

4. Inthe DDI Telephone Number type the DDI number.
Important Note!: This should be a single continuous number, without any formatting or spaces.

5. Click on the Active Range check-box to enable this entry. The entry can be enabled and
disabled whenever appropriate. When set to inactive, this range will not be used during an
incoming call.
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6. The Regarding (LCD Text) field is used to specify a short text description for the DDI profile.
This short description will appear on the intelli-CTi call notification display during an incoming

call.

7. The Description field provides the means of attributing a description for administrative purposes.

8. Click the Track Calls Received checkbox to have intelli-CTi count the number of calls received
on this number.

Click on the Reset button to zero the count.

9. Click on the Campaign/Lead Source tab.

General | Campaigns/Lead Sources ‘Frocessesl

—

AR

@ Related Campaign

Specify (optionally) a related Campaign to associate to this DDI telephone number.

Campaign Name: Forbes.com Banner Campaign \.{

Default Lead Source: Advertizing - Web Banner Ads v]

Automatic:al\y create Campaign Response
Automatically create a Campaign response for Contacts calling this DDI telephone number.

T

) Related Contact Lead Source
Specify (optionally) a related Contact Lead Source you would like to associate to this DDl telephone number.

Contact Lead Source (None

Automatically create Contact Lead Source
Automatically create a Contact Lead Source for Contacts calling this DDI telephone number.

10. Click on the Related Campaign radio button to have the DDI number associated to the selected

campaign. This campaign information is used within the End of Call (Wrapup) window at the

end of the call.

11.

Select the related Campaign Name.

12. Select a Default Lead Source if applicable.

13. Click on the Automatically Create Campaign Response checkbox if a response is to be
automatically associated when a call is received on the DDI number.

14. Click on the Related Contact Lead Source radio button if no Related Campaign option is
selected but you want to associate a Lead Source when a call is received on the DDI number.

15. Click on the Automatically Create Campaign Lead Source checkbox if a lead source is to be

automatically associated when a call is received on the DDI number.

| General I Campaigns/Lead Sources | Processes ‘

Related Infor CRM Process

Specify (optionally) a related Infor CRM Process that you would ke to instigate when
this DDl telephone number is called

Process Family:Name Follow-up:Quarterly Contact -

16. Click on the Process tab.

17. The Process tab enables the user to Assign a Contact Process to the contact record of the caller
making this call to the DDI Number.
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intelli-CTi System Settings

The Contact Process will be a pre-defined Infor CRM Contact Process.

18. Click OK.

System Settings Tab

intelli-CTi for Infor CRM - System Administration ==l

p—— n
lnte”l-CTl for Infor CRM
inteli-CTi Users | Site/User Profiles | DDI Profils | System Settings | Telephene Numbers | Licence |

J.  intelli-CTi System Settings

neral system seftings for inteli-CTi for Infor R

intelli-CTi Customisation
inteli-CTi for Infor CRM provides the abiity to customise your solution
[ Enable Custom Actions/Events

Select this option to enable any custom actions and events for your inteli-CTi solution.

Nats: Should your intsli-CTi solution experience technical issuss, 1 is rscommendad to
temporariy disable this feature during problem diagnosis

If you have integrated your own customisations within intelli-CTi, the Enable Custom Actions/Events
will turn on/off these customisations.

If you are experiencing problems running your application, you can turn on/off your actions/events to
help you establish if the fault lies with intelli-CTi or your own customisation.
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intelli-CTi System Settings

Telephone Numbers Tab

intelli-CTi provides a complete management of telephone numbers for use with computer telephony
integration, providing management and discipline on telephone number capture for outbound dialer
and a repository of telephone numbers for effective inbound caller recognition.

This management facility is known as intelli-TNS (Telephone Number Support)
The Telephone Number tab gives access to your intelli-TNS settings.

intelli-CTi for Infor CRM - System Administration

@ lﬂte”J-Cﬂ for Infor CRM
nteli-CT) Users | Site/User Frofiles | DDI Profles | System Settings | Telephone Numbers | Licence |

Ti Telephone Humber Support

ings relating to inteli-CTi Telephone Number Support {intell-TNS).

intell-CTi provides @ complete management of telephone numbers for use with computer telephony integration,
providing management and discipline on telephone number capture for outbound dialler and & repository of
telephone numbers for affective inbound caller recognition.

intell-CTi number management faciity is known as intell-TNS (Telephone Number Support)

intell-TNS System Settings

Bafore using intell-CTi we highly recommend configuring your inteli-TNS settings.
Configuration of intell-TNS includes:

- Defining intell-TNS system setings.

- Defining inteli-TNS country definitions.

- Wigration of existing Infor CRM telephone numbers

To confgure your intell-THS system settings, click the button beiow.

intell-TNS Settings.

To access the Telephone Numbers tab:

1. From the intelli-CTi Navbar button, click the right mouse button and select intelli-CTi System
Settings...

2. Click on the Telephone Numbers tab.
3. Click on the intelli-TNS Settings... button.

[ Manage ntelli- TNS System Settings

intelli-TNS

Telephone Number Support

About nteli-TNS | TS System Settings | TNS Number Seftngs | TNS Courtry Settings | Number Migration
_ Aboutintelli THS
%% Outine of the features of inteli THS.

intell-THS i an sddiion to Infor CRI providing extended telephone number management in support of telephony ntegration with
intell-CTi for Infor CRM.

intell-THS seamiessly manages the capturing of telephone numbers for Accounts and Contacts whist ensuring each telephone number
s correctly formatied for the country of origin

Intell-THS telephone numbers are used for both outbound and inbound telephone cals, ensuring:

- Inbound telephone cals are accurately matched with Infor CRM Accounts and Contacts.

- Outbound telephone calls dialthe equence, ncluding rules.

Important Considerations
Before using inteli-TNS, we strongly advise you to review the following inteli-TNS seftings:
- intell-TNS Defauk Country (TNS System Setiings tab): This defines the defauk country appropriate to your installation,
number formats. is missing from an tCont;

- intell-TNS Country Definitons (TS Country Settings tab}: This defines the desired telsphone number formatting for
telephone numbers around the Worl

You can also access this screen from the Tools => Manage => intelli-TNS System Settings
menu.

4. Click on the TNS System Settings tab.
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TNS System Settings Tab

[ Manage intelli-TNS System Settings =]

intelli-TNS B
Telephone Number Support

About inteli-TNS | TNS System Settings | TNS Number Settings | TNS Courtry Settings | Number Migration

g THS Sy:tem Settings
1 pefie the sysiem satlings and behaviour for inteli-TNS.

intelli-TNS System Status.
intelli THS Enabled
Select this option to enable inteli-TNS.

Important Note: f you are enabing intell-TNS for the first time, i is strongly recommended that you migrate the telephone
numbers of your existing Infor CRI Accounts and Contacts.

See the ‘Number Wanagement Tab for migration options.

intelli-TNS Default Country

Many operations of intell-TNS are based upon country location seftings.

Please specify a defaul country for intell-TNS to use for Accounts and C not have a v their
adoress.
Defautt Country usa =

Country IS0 Code ~ USA

1. Click on the intelli-TNS Enabled checkbox to enable the management of your telephone
numbers.

If you are enabling intelli-TNS for the first time, it is strongly recommended that you consult
the intelli-CTi for Infor CRM Getting Started Guide for details of how to migrate your
existing telephone numbers into intelli-TNS.

2. Select a Default Country from the dropdown box. This country will be used if an Account or
Contact does not specify a county in its address detalils.

The Country ISO Code field will be automatically populated from the country selected.

3. Click on the TNS Number Settings tab.

TNS Number Settings Tab
[ Manage intelli-TNS System Settings

intelli-TNS

Telephone Number Support

About inteli-TNS | TNS System Settings | TNS Number Settings | TNS Country Settings | Number Migration
& THS Humber Settings
Define the number setings and behaviour of intsli-TNS numbsr management

B
[

Telephone Number Management TNS Telephone Number Fields
Cascade Telephone Number Changes THS Field Double-Click Action
When an Account telephone number is changed, select the Select the action required when a user performs a double-cick

method to cascade this change to Account Contacts with the action on & TNS telephone number field.
‘same telephone number
Action: Edit Number
Cascade Action: | Prompt User for Cascade Action
THS Field Button-Click Action
Selectthe action required when a user performs a button-clck
Telephone Number Descriptions action on the button next to a TNS telephone number field.

Use the tables beiow to define the descriptions and labels

for each TNS telephone number type (as displayed to users) (T DialNumber

Mumber Type Mumber Description  Fomn Label  ~ WLEG=S ATy

rr— T M @ THS number filds highight (with colour) certain telephone:
i numbers based upon their content.

Alemate  Ahemative Number  Ahemative:

TelFreel  Tol FreeNurber#l Tol Free: - Examoles

Contact Telephone Numbers
Invald Numbers. 0222801 @

Mumber Type Mumber Desciiption  Fomn Label  ~
Direct Direct Number Dict [}
Hame Home Nursber Home:

Mabile Makile Nuber Hakile: o

Telephone Number Management

If you change an Account Telephone number in Infor CRM, you are asked if you want all contacts
using the same number to be updated, i.e. cascade the change. You can change how intelli-CTi
cascades the changes using the Cascade Action picklist.

Telephone Number Descriptions

You can change the description that appears next to telephone numbers when they are displayed on
forms. For example, by default the main number for an account is called Main Number, but your
organisation might refer to this a Switchboard Number.

The Form Label is used on the Account and Contact detail forms. The Number Description is used
on other intelli-TNS forms such as the Manage Telephone Numbers form.
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intelli-CTi System Settings

The number descriptions are edited directly within the grid by clicking on them and typing the new
description.

TNS Telephone Number Fields

The TNS Telephone Number Fields area controls the behaviour of the telephone number fields in
Infor CRM.

b it [312) 555-7678

Alternate: | (200] 5551235 i
S | [312] 555-7545 |

TNS Field Double-click Action:

Select the action required when the user double clicks on a telephone field in Infor CRM.
e Dial Number — Dials the selected Telephone number.
e Edit Number — Opens the Edit Number dialog.

Edit Direct Number (Contact) (=)

intelli-TNS 5

2\ Direct Number (Contact)

John Abbott, Abbott Ltd.

7] Auto Tab
Telephone Number Definition
Country [untea states of America -
Country  AreaCode  Mainhumber  Extension
Telephone Number (32 ) sserese

Note: Area Code should include all digits (including any leading zeros)

Display Number (312) 555-7854 Display Extension

Dialling Options

Include All Elements
Include all elements when dialing this telephone number (excluding extension number)

[~| Restricted Telephone Number
This is & restricted telephone number (unsolicited calingimarketing is not permitted)

Number Recognition _—
Include Number for Recognition
Include this telephone number for caller recognition.

Manage Numbers — Opens the Manage Account/Contact Telephone Numbers dialog.

intelli-TNS: Manage Contact Telephene Numbers

intelli-TNS

TNS Telephone Mumbers

John Abbott, Abbott Ltd.

Current Telephone Numbers {Available Types) Captured Numbers

Number Type | Mumber Extension Restricted Number Type Number Extension Restricted
@ Direct Number (312) 555-7854 Yes ] E] [Captured Number (013) 261-23122 No |
[I] Home Number (312) 555-3543 No =

Mobile Number (312) b35-8685 No

Contact Fax Number (312) 555-7545 No

Pager Number No [I] E Edit Delete

Other Number #1 No
Archived Numbers

Number Type Number Extension  Restricted

Edit Delete Delete

TNS Field Button-Click Action:
Select the action required when the user clicks on a telephone field button in Infor CRM.

&, [

e Dial Number — Dials the selected telephone number.
e Edit Number — Opens the Edit Number dialog.
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e Manage Numbers — Opens the Manage Account/Contact Telephone Numbers dialog.
TNS Field Highlighting:
The telephone number field can be highlighted in colour based on the number contents.

If the number is a Restricted Number then click on the Change... button and select the required
highlight colour.

If the number is an Invalid Number then click on the Change... button and select the required
highlight colour.

TNS Country Settings Tab

intelli-TNS provides number management and international dialing support for accounts and contacts
across multiple countries.

[Manageimalﬁ-TNSSyslem Settings (==
intelli-TNS
Telephone Number Support Cose Cancel

About inteli-TNS | TNS System Setings | TNS Number Seftings | TNS Courty Settings | Number Migration
L rnational Country Settings
o iy settings define number sefiings and infernationsl dial behaviour for s ountries

intelli-TNS International Country Support
intell-TNS provides telephone number management for all telephone numbers, across a defined list of international countries.

With your infor potentialy and Contacts from various international countries,
INtell-THS ensures that each telephone number is correctly recorded and formatted for the refated country.

intell-THS country support defines how telephone numbers are stored and dispiayed, alowing each country to define a unique number
display format i required.

intell-THS country support also ensures that each telephone number can be auto-dialled via CTI (Computer Telephony Integration)
regardless of its origin and destination (ic. dial anywhere from anywhere).

To define intell-TNS Countries, select the button below.

Manage Countries.

1. To manage the country settings click on the Manage Countries... button.

[ Manage ThS Courtres =

intelli-TNS

[Coursry tiame 7= [ Courty Semngn
Suden

Relsted mor CRU Cauntry | USA

Country 50 Cade sa

of the ma teeshone number for he country.

elephone Number formating (Optonah)
™ . courky. Use X

= oo )[Space. | ro0x000¢

Draplay Country Code.
be sspayes for

Record Country Code in AccountContact

e teds

Include Country Code i telephone number recognition
iintad Biskes A = il Shoubs the couniry cade be wbed when performng Caser recopEon of teephens numbers

Urvpuay

2. Click on the required country in the Country Name column.
3. Type the Official Country Name.
4. Select the Related Infor CRM Country.

The Country ISO Code will automatically be set to the selected country.

5. Enter the Country Dialing Code for this country.

6. Enter the exact or longest area code humber length for this country in the Area Code Length
box.

7. Enter the minimum length of the main telephone number for this country in the Main Number
Length box.

8. Enter the format of the telephone number for this country in the Telephone Number Formatting
(Optional) box.
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Use the X’ characters to denote number placement.

9. If you require the country code to be displayed with the telephone number, check the Display
Country Code check box.

10. intelli-TNS stores a copy of each telephone number in the standard Infor CRM Account/Contact
table. If you want these numbers to include the Country code, then check the Record Country
Code in Account Contact checkbox.

11. Click OK when finished.
Number Migration Tab

The number migration tab is used when you initially set up intelli-CTi for Infor CRM. For information
regarding number migration, please consult the intelli-CTi for Infor CRM Getting Started Guide.

Licence Tab
The licence tab area is used to manage your intelli-CTi licences.

intelli-CTi for Infor CRM - System Administration @
@ lﬂte”J-Cﬂ for Infor CRM

F‘“ intelli-CTi for Infor CRM Licence Details
¥ Your inteli.CTi for Infor CRM licence controling access to intell-CTi features.

Infor CRH Database CustomerD: ABC123456789

Important Notes:
- Your intell-CTi for Infor GRH licence must match your Infor GRM Database GustomeriD.
- Your Infor CR product version number must match your ficence version

Licensee Name Named Users ~ Concunent Users  CRM Customer ID  CRM Version  Licence |
Demo Comparty 20 s Evalustion 8 ABC12341

<[ i ] v

1. To add new licences click on the Add... button and locate the .lic licence file forwarded with your
purchase of additional licences.

2. Click on the Validate License button to apply the new license.

3. Click on the Close button to close and save the System Administration settings.
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intelli-CTi — Technical Support

In the interest of providing customers with the latest product support information, QGate provides the
following online resources within our QGate KnowledgeBase website:

General Support
For general technical support information, please visit the main product support page:
www.QGate.co.uk/knowledge/intelli-cti/

Troubleshooting

For troubleshooting common problems and scenarios relating to intelli-CTi for Infor CRM, please visit
the troubleshooting page:

www.QGate.co.uk/knowledge/intelli-cti/troubleshooting-inforcrm/

System Requirements

For information regarding the minimum system requirements for installing and running intelli-CTi for
Infor CRM, please visit the product system requirements page:

www.QGate.co.uk/knowledge/intelli-cti/sysregs/

Product Information

For more information about intelli-CTi for Infor CRM or other products from QGate Software, see one
of the QGate web sites:

EMEA: www.QGate.co.uk

Americas: www.QGateSoftware.com

Fault Reporting

If you wish to report a fault or an issue with intelli-CTi, please contact your intelli-CTi software
supplier.

Upgrades and Service Releases

Revision upgrades and service releases of intelli-CTi are available from your intelli-CTi software
supplier or Infor CRM Business Partner.

Warning: We strongly recommend you review the release information provided with each release, to
ensure each upgrade is suitable to apply. If you are in any doubt, we recommend you contact your
intelli-CTi software supplier.

All major version release upgrades will require the purchase of a new licence.

Systems Integration

For advice on integrating intelli-CTi into Infor CRM products and other applications, please contact
your intelli-CTi software supplier.
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