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Copyright Information
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Trademarks
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Infor CRM is a registered trademark of Infor.
All rights reserved.

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



Table of Contents

N 0] (o2 ST PP U PR PPP PP 3
COoPYHGNE INFOIMALION ...ttt e et e st e e e ek et e e e e e e s nn e e e e nr e e e anne e e e s nreeas 3
Trademarks
(DI o1 =1 1= OO PSPPSR PUPR

TADIE OF CONTENTS ...ttt b ek et e bt e s b et e b et e s b et e bt e ket e abe e e nbn e e nbn e e saneennneens 4

(@ =T 1= O TP T TP O PP PP PPR PR 6
Who Should Read thiS DOCUMENL........cccuiiiiiiiiie ittt et e s et e s e e s 6
Additional intelli-CTi Reference INFOrMation.............cociiiiiiiiiiiii e e 6
F Y o001 =] T O I P PP PP PPPR 7

CUSTOMET RECOGNITION. ... tteeeiitiee ettt s et e ekt e e et et e e s et e e sa b et e e e b et e e e sne e e e e b re e e e ante e e e nnnneeesnreees 7
OIS (o] 14 [T ol 1 (0] Y T PO TP PP PP PPPPPP PP 7
(@)=t TN o Yo INT ] (=] | T O I P O SO PO P PP UPPPPPPPRPN 8
Starting INEII-CTI/BIEEZE ....ccoiiieeeeiii ettt et e ettt e st e e e b e e e e st e e e nane e e e s nreeas 8
What iS QGALE BIEEZET ... ettt ettt e e et e e e e e e e e et e e e e e e e e asatbaeeeeeeeesssbbareeeeeessansaereeeeeesaanes 8
intelli-CTi running Within QGALE BIEEZE .........ueeiiiiiee it ettt ettt ettt e e e srbe e e e steeeesnteeeeaneaeeeans 8

e Lo ] 1411 g T @=L PRSPPI 9

F N R T o I TN | R 9

(0= 1| I N\ To] (=7 o - Lo SR O TP PP PP PP PP PPPPPPN 10
(2= 1 o FoTaTo U] o AT A =T o 10 o P P O PP PRSP PP RPPPPPPPN
Incoming Telephone Number Not Recognised

MaKiNG OULDOUNT CallS ... .eiiiiiiiieieie ettt ettt e s bt e e e s bt e e et e e s b e e e anb e e e e abn e e e s nnnes 14
Dialing Out Using the intelli-CTi ENity DIAIET.........couiiuiiiiiie et e e 15

(011 I = 1] Ko o VPO T TP PP RPP P 18
Where t0 fINA Call HISTOIY ....cooiiiiieei ettt e e e e et e e e e e e e et e e e e e e e e annbreeeeaens 18

Telephony Call MANAGET .........cei ettt e ettt e e e e e bbbt e e e e e e e bbb et e e e e e e e s bbbeeeeaeeeeannnees 18
Call HISTOMY (ACCOUNL) ..ieetiee ettt e ettt e et e e s b e e ekt e e e abb et e e s et e e anbb e e e enne e e e e 18
(0= 1| I o 1151 (o] VA (O0] g 2= Tt 1 T PRSP PP PP SR PPPPP 19

TElEPNONY CaAll MANAGET ... ei ittt e et e et e e e b et e ek bt e e et e e e sbb e e e e b br e e e aanneeenanneees 20
MY G ACTIVITY ...ttt ekt e e et e ekt e o st e e eh bt e e ekt e e ek be e e e as b e e e e anbe e e e s s e e e e annreeena 21
MY SCREAUIEA CalIS ... .. ettt e e e e e ettt et e e e oo et bbb e e e e e e e e e abbb b e e e e e e e e nnnbbeeeeaeas 21

INTEIIT-CTi ClENT SOULINGS ittt ettt e oot e et e e e s e e bbbt et e e e e e anbb b e e e e e e e aaabbb e e e e e e e aannbbeeeeaens 22

(0= 1| I8 ToTo o 1o To le] o1 To] o 1< F NPT PPPPTTSPP 22
(7]l g T=Tol o] gl o] o] 1Te] o N TP PPPPTP 22

intelli-CTi Server Settings

SYSEEM ADMINISIFALION ...ttt e e ettt e ek e e e e ea bt e e ekt e e e bt e e e e anbreeeanbneeennnnee

Telephone NUMDBDEIS TaD .....coiiiiiie ettt b e e e aa bt e e et b e e e s b e e e e anbreeenns 24
TNS SYSIEM SELHNGS TAD ....eeiiiiiiieiite ettt e e s b e e e abb et e s aabe e e e st e e e aabeeeenanee 25
TINS NUMDEE SELHNGS TAD ...eieiieii ettt e e e e ettt e e e e e e st bb et e e e e e e e anbbeeeeaeeeeannnees 25
TNS COUNLIY SEHINGS TAD ...eeieiiiiiieiee ettt e e e e et e e e e e e e bbb e e e e e e e e e anbbeeeeaeeeeannrees 25
NTU gl oT=T Y [To | £= 4 o] o T 1= o I PP ERPT TR 26



INTEITI-CTi — TECNNICAI SUPPOIT ettt e e e e e s ettt e e e e e e e e nab e e e e e e e e aannntbneeaaeeeannnnreeeaaens 27

(1=t LT = VTN o] o o] o AU ST ESTRR 27
QLI e 18] o] =2 a oo ] 11 Vo [ RSP PRTR 27
SYSIEIM REQUITEIMEINTS ... .uiiiiiiee ettt e e e e et e e e e e e et e e e e e s e s bt eeeeeeeesatbaseeeaeeesaasaaabeeseaeseasassbeseeaeessssssenes 27
ProdUCE INFOMMIBTION .......eiii ittt et s e e et st e st e s e e nene e 27
o0 = =T oo ] 11 To [P PPRR PP 27
Upgrades and SEIVICE REICASES .........uuuiiiiiiiiiiiiii et e e e e e e e s e et e e e e e e e e st e e e e e e e e s ennsanees 27
53 1 L S L1 C=Te = Ui o o H P PP PP PP PP 27



Overview

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

Who Should Read this Document
The first part of this document is intended for users of intelli-CTi for the Infor CRM Web Client (See
page 8).
The second part of this document is intended for Infor CRM administrators who are responsible for
configuring intelli-CTi for the Infor CRM Web Client (See page 22).

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, see the intelli-CTi — Infor CRM
Getting Started Guide

For information on using and administering intelli-CTi for Infor CRM LAN client, see the intelli-CTi —
Infor CRM LAN 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 Infor CRM Installation Package).

For additional reference information on intelli-CTi, see the intelli-CTi Help Center at
www.intellicti.com/help.

For up to date information on intelli-CTi, please visit the product website at www.intellicti.com.



http://www.intellicti.com/help/
http://www.intellicti.com/

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.




Opening intelli-CTi

Opening intelli-CTi

Starting intelli-CTi/Breeze

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

e From the Windows Start button select All Programs > QGate Breeze > QGate Breeze.

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.

g wm
1D s

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

intelli-CTi running within QGate Breeze
Ig_m —— intelli-CTi uses the QGate Breeze framework as both the
= hosting container for the intelli-CTi services and the visual
{\:j {@ presentation of the Breeze Desktop sidebar.

. . p= Leveraging the power of the Breeze Desktop sidebar, intelli-
k_
intelli-CTi" &

CTiis able to dynamically present telephone call information
and call control during a telephone call.

[ﬂg‘v'irtl.ﬂlTeIEphon;; Server (V... (VTS1)

= Active Call List [1] =

¥

e g | b

Furthermore, the Breeze Desktop sidebar provides the ability
to dynamically spring out during telephony activity (e.g.

incoming call) and then automatically collapse away when not
5551234567 required.

e 3D D@

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

Figure 3 - intelli-CTi in Breeze

intelli-CTIl — Infor CRM Web 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 |f multiple Contacts are found to match (e.g. a call coming in from an Account switch board
number), the list will show each matching Contact.

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.

| m inteli-CTi Call Manager

| »
A
intelli-CTi" " 2
g
(U= Virtual Telephony Server (V.. VTS 9
= Active Call List[1] =]
18005551234 =
N =Multiple Contacts=
=
Ringing = .
(00:01:03) @ (‘Qe 0
__...<3 Inbound Call [x]
Infor CRM Caller Recognition
18005551234
Related Contact(s)
€ John Abbott |
&b 2obottitd
Job Title: P
E-mail: ja =
Departm
Location: Chicago, I
£ LouBalbo ¥
o

2. If the originating phone number exists in Infor CRM, the Infor CRM Caller Recognition panel 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 12.

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).

Answering the Call

G 1. The call can be answered by picking up the telephone handset or clicking on the intelli-CTi
Answer button.
2

Once you have confirmed who the caller is, select their name from the Infor CRM Caller
Recognition panel.

3. On selection of the caller's name from the Infor CRM Caller Recognition panel, the Infor CRM
contact record will be displayed.



Incoming Calls

SALES
Welcome
Accounts
Contacts
Leads
Opportunities
Sales Orders

Products.

Packages

RPN B rep/ocathost 2333/sbxcliert/contact aspiten O ~ G | B infor CRM - Contact - Abb... %
New odule  Too dministration

x
Infor CRM

Actiites nsst | tas sane smin | Home: | (312) 5553543 DonotSabat [
Calendar
0 D not Email

Whats New Do | o | o
Liwary, Adwress | 4206W. Grand... proerea | Phone . vomatcat [
eport Sute 500 4 Contact
opots Chicago, IL 60651 f
Processes usa Email | jabbot@aboott. &3 Donotmst (]
inteli-CTi e

wenuRL | www.abbott.co @ comtFax O

Infor CRM  Recent ed

Contact - Abbott, John

Q < Lookup Results

ot |

Accoant ASbalt Lid P |

intelli-CTi v oo o

Recorsa 1

CallStariTwmo ~ | Call Duraion Dirsction | Call Rswull | User

w2015 000005 Outbound Establshed Hogan
w1e2015 000021 veund  Estatished Hogan
120015 000042 incumd  Estabizhed Hogan

Aty | Follow-Up | Oportunty | Campaign | Lead Sourcs | Cat cLI

Call Notepad

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.

Inbound ) 16006551234 =

John Abbott
President
Abbott Ltd.

s O @0 @D @

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

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

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 finishes.

Call Hangup/Wrapup

e 1. To end the call, replace the telephone receiver or select the intelli-CTi Hangup button.
2. The Telephone Call Wrapup dialog will automatically be displayed.

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

m intelli-CTi for Infor CRM - Telephone Call Wrapup

ﬁ 'ﬂt@”"cnfor Infor CRM

Telephone Call Wrapup -Manage posttelephone call actions and activities

Call Related information |

(=] @ ==

Call Direction (Result): Inbound (Established)
Call Started (Duration): 23/06/2015 17:20 (00:01:04)

Call Association{s):
@ & John Abbott, President

E Related Call Activity/History
5 Description/Regarding:  Inbound (Established)

ASAP.

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

John called to discuss amangements for a product demonstration. He needs to get an application installed =

—

Auto-complete activity

lﬂte”l"(:nu Open in Infor CRM H Save and Close

3. Inthe Telephone Call Wrapup dialog, you can finish off typing your notes about the call.

4. When you press the Complete button, the dialog will be closed and the call details and notes will

be saved in Infor CRM.

intelli-CTIl — Infor CRM Web User/Administrator Guide
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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 or Account.

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

m inteli-CTi Call Manager

¥

@ <2 4 ]
. . v == B
intelli-CTi" & 2
=] Virtual Telephany Server (V... (VTS1) 9
= Active Call List[1] =

01329123123

%
oo @ 0 @@ D
:(3 Inbound Call [x]

Infor CRM Caller Recognition

01329123123

No Matches Found

No Infor CRM entity matched this
telephone number

1. The intelli-CTi panel expands from the side-bar to notify you of the call. In the Infor CRM Caller
Recognition panel, no caller details are listed.

2. Click on the Answer button or pick up the telephone receiver to answer the call.

3. Once you have established that it is David Avery calling, navigate to his Contact record in Infor
CRM. The Infor CRM Caller Recognition panel will update to indicate that you could associate
the call with the Contact that is currently displayed in Infor CRM.

:/3 Inbound Call E|

Infor CRM Caller Recognition

01329123123

Set Current Contact as Caller?

£ David Avery

“ Arnold Publications

[ Select

4. Click the Select button to associate the call with the Contact that is currently displayed in Infor
CRM.

5. The intelli-CTi display updates to show the details of the associated caller.

12



Incoming Calls

intelli-CTI —

[ inteli-CTi Call Manager

@ <3<
;;__ntelli-CTi'“ ¢

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

01329123123 =

David Avery
Owner
Arnold Publications

s WD

Dl ﬂiT 5oy

M

6. When you have finished the call, click the intelli-CTi Hangup button or replace the telephone

receiver to close the call.

l- [ intelli-CTi for Infor CRM - Telephone Call Wrapup

E lﬂtE’”l CT.I for Infor CRM

Telephone Call Wrapup -Manage posttelephone call actions and activities

Call Related Information

Czll Direction (Result): Inbound (Established)
Call Started (Duration): 24/06/2015 09:43 (00:01:37)

Call Associabon(s):
5 David Avery, Owner

Related Call Activity/History
I ’

Description/Regarding:  Inbound (Established)

enter call notes here...

—

Auto-complete activity

intelli-CTi" Openininir CAM | | Saveand Close

7.

Infor CRM Web User/Administrator Guide

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

© 2021 Copyright QGate Software Limited. All rights reserved.
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Making Outbound Calls

Making Outbound Calls

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 Infor CRM Caller Recognition panel will be
displayed for confirmation of the contact being called.

e Dial an Infor CRM Account, Contact or Lead using the intelli-CTi Entity Dialer:

m inteli-CTi Call Manager

(@ <
intelli-CTi" &

= Virtual Telephony Server (V... (WTS1)

= active Call List [0] =

M Dial Infor CRM Entity ]

Dial Infor CRM Entity
& John Abbott

3 Douglas Adi

& keith Abbott

\? Abbott Ltd.

TERIETE =1 v

m | »

1

Dial: John Abbott

&P Direct  (312) 5557854
&3 Home  (312)555-3543
39 Mobile  (312) 555-8685
59 Captured (013)281-23122

e Dial directly using the intelli-CTi Number Dialer.

m intelli-CTi Call Manager
intelli-CTi" &

=) Virtual Telephony Server (V... (VT31)

= Active Call List [0] =

e gl b v

ﬁ:{' Dial Telephone Number ]

01329123123

On dialing a number that exists in Infor CRM, the Infor CRM Caller Recognition panel will be
displayed for confirmation of the contact being called.

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

intelli-CTIl — Infor CRM Web User/Administrator Guide
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Making Outbound Calls

[ inteli-CTi Call History

intelli-CTi"

Outbound Calls | Inbound Calls | issed Calls|

Call Start

24/06/2015 09:44:47
24/06/2015 09:32:33
23/06/2015 17:20:19
23/06/2015 17:16:13
22/06/2015 17:38:52
22/06/2015 15:30:38
22/06/2015 14:18:28
17/06/2015 15:25:31
17/06/2015 15:21:13
17/06/2015 15:20:49
17/06/2015 15:19:51

Duration

00:01:37
00:00:01
00:01:04
00:03:06
00:00:00
00:00:02
00:18:00

00:00:03

CallEnd

24f06/2015 09:46:24
24f06/2015 09:32:34
23/06/2015 17:21:23
23f06/2015 17:19:13
22/06/2015 17:38:52
22/06/2015 15:30:40
22/06/2015 14:34:28
17/08/2015 15:47:43
17/06/2015 15:21:19
17/06/2015 15:20:52
17/05/2015 15:19:54

Number
01329123123
01329123123
18005551234
18005551234
01329123122
01329123123
18005551234
5551234567
5551234567
5551234567
5551234567

call Info 1
David Avery

John Abbott
John Abbott
John Abbott
David Avery
John Abbott

e

nE

CallIn...

Owner

President
President
President
Owner

President

b

@ Refresh Close

Dialing Out Using the intelli-CTi Entity Dialer
1. InInfor CRM, navigate to the Account, Contact or Lead that you wish to dial.

2. Click on the intelli-CTi Dial Entity button.

[ inteliTi Call Manager | »
- '\/"
Caxa 1
intelli-CTi -
o
- 3
Lu:| Virtual Telephony Server (V... (WT31) 9
= active Call List [0] (=]
w Dial Infor CRM Entity
Dial Infor CRM Entity
& John Abbott -
3 Douglas Adi E|
& Keith Abbott
o abbottLtd, i
@ .

Dial: John Abbott

& Direct  (312) 555-7854
&3 Home  (312) 555-3543
&3 Mobile  (312) 555-8685

& Captured (013) 291-23122

3. Select the entity you wish to dial. The top-list contains a list of the last few entities that you have
visited in Infor CRM. The most recent entity is at the top and is selected by default.

4. Inthe list of telephone numbers, select the telephone number that you wish to dial.

Click the dial button.

6. The call will be dialed and you will be notified of its progress by the intelli-CTi panel:

intelli-CTIl — Infor CRM Web User/Administrator Guide

© 2021 Copyright QGate Software Limited. All rights reserved.
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Making Outbound Calls

m intelli-CTi Call Manager »

|
@< 3 1
intelli-CTi" Q3

[ﬂ@VirtualTelephonySeruer[\."... (VTS1) 9

90013125557854 =

John Abbott
i President
&) Abbott Ltd.

mon O (D@

Dial Infor CRM Entity

-

& John Abbott -
3 Couglas Adi A
& keith abbott 3
;_.:i Abbott Ltd. I

Dial: John Abbott

5% Direct  (312) 555-7854
&9 Home  (312) 555-3543
&P Mobile  (312) 555-8685
{39 Captured (013)291-23122

7. You can use the in-call notepad in exactly the same way as for an inbound call. See page 10.

8. When the call is complete, the Call Wrapup window will be displayed where you can continue
typing notes for the call.

intelli-CTI — Infor CRM Web User/Administrator Guide
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Making Outbound Calls

-' § intelli-CTi for Infor CRM - Telephone Call Wrapup

g 'ﬂt@”’ CT.I for Infor CRM

Call Related Information |

Telephone Call Wrapup -Manage posttelephone call actions and activities

@ Call Direction (Result): Outbound (Established)

Call Association(s):
& John Abbott, President

Related Call Activity/History

Call Started (Duration): 24/06/2015 09:54 (00:00:39)

Description/Regarding:  Outhound (Established)

—

Auto-complete activity

intelli-CTi’

Open in Infor CRM l l Save and Close

9. When you have finished writing notes, click the Complete button. The call details and your

notes will be stored in Infor CRM.

intelli-CTI — Infor CRM Web User/Administrator Guide
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Call History

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

Oz - i Cri e s
z . as Adnisiraton
M RN i</ -CTi Telephony Call Manager

iy Gl Actiay.

Aot 1 7ot

v

My Scheduled Calls Mese Tabs.

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 Call Activity — a list of all the phone calls the current user has completed.
My Scheduled Calls— a list of all the current user’s open Phone Call activities.

See the Telephony Call Manager section on page 20 for further information.

Call History (Account)

The Call History tab on the Account Detail view displays call information relating to the selected
Account and all Contacts at the account.

If the tab is not visible on your system, try looking in the More Tabs tab.

VIS JHIGHJ-CTf for Infor CRM =7
Records 1-9of 9
% | Call Start Time ~ | Call Duration | Direction | Call Result | Contact User Activity | Follow-Up | Opportunity | Campaign | Call CLI Call DDI
6/2312015 00:00-00 Outbound No Answer Balbo, Lou Adminisirator 90013125557854
62312015 00:00:21 Qutbound Established Balbo, Lou Administrator 90013125557854
6/23/2015 00:03:42 Inbound  Established Abbott Administrator 3125557354

To access the Call History tab, locate the required account record then click on the Call History 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.

e Call Result — Established or No Answer.

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

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

e Activity — The details of the Infor CRM activity that was associated to this call by the
named user.
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Follow-Up — Details of any follow-up activities.

Opportunity — Details of any opportunity this phone call was related to.
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 tab on the Contact Detail view displays call information relating to the selected
Contact.

If the tab is not visible on your system, try looking in the More Tabs tab.

Aoty intelli-CTi o ofor cem (€8
Records 1- 4 of 4
W | Call Start Time v Call Durafion | Direction | Call Result | User Acfivity | Follow-Up | Opportunity | Campaign | Lead Source | Call CL Call DDI
6M12/2015 00-:00:42 Inbound  Established Hogan, Lee 13125557854
6/18/2015 00:00:21 Inbound  Established Hogan, Lee 13125557854
6/18/2015 00:00:06 Outbound Established Hogan, Lee 900131255573854

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

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

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

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

Opportunity — Details of any opportunity this phone call was related to.
Campaign — Details of any Campaign this phone call was related to.
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

Telephony Call Manager

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

1. To access the Telephony Call Manager, click on the intelli-CTi Navbar button.

L3P 0) B it /localhost:3233/shclient/intelliCTiTeleph £ ~ & || BB infor CRM - intelli-CTi Tele., %

P 3 Infor CRM ew
m Infor CRM intelli-CTi Telephony Call Manager

SALES
Welcome Records 1-7 of 7
Accounts v ‘ Call Start Time CallDirecton oL (CalerD) Call Duration (HMS) CallResat Account Contact
Contacts Dewis 6232015 Inbound 3125551236 00:00:00 Missed
Leads 506 PM
Opportunities Detsis  6/232015 Inbound 3125551236 00:00:00 Missed
Sales Orders S{E(
Activities Detais 61232015 outbound 0013125557854 00:00:00 No Answer Apbot L1g LouBabo
506 PM
Calendar
. Detais 6232015 Inboung 3125551294 00:00:00 Missed [Avbot L) {ohn Abbt
hats New s n s 1 ohn Abbot]
503PM
Library
Detais 67232015 Inbound 3125857854 00:00:00 Missed [Abbot Lid]
Reports 503 PM
Processes Detais 6232015 Outbound 0013125557854 o0:00:21 Established Abbott Lid. LouBalbo
- inteli-CTi 502PM
Products Detaie 6232015 Inbouna 3125557954 0003:02 Estavished Apbot L John Abbott
Packages 456 PN
drag a tab here to show it in this area
Records 122
MARKETING [ compits o oue pate == [comart | opperuny tes
SERVICE Complete Edit 62012015 120005 AM Refant Parkners  Schaubert, Bob Gontactis notnforested in purchasing now. Confinue withregular contact
SUPPORT Gomplete Edit /2212015 120005 AM The Financial Edge. Sivers, Kt Sih Step of Seven
ADMINISTRATION
INTEGRATION
‘Copyrihl @2015 Infor Alghts reserved. uun nforcom Adminstrator 23 June 2015 (UTC) Casabanca | Sign Off
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Telephony Call Manager

My Call Activity
This tab displays all the calls you have made or received.

Records 1 - 10 of 50
v Call Start Time: Call Direction CLI (CallerlD) Call Duration (HMS) Call Result Account Contact
Details B24/2015 %54 AM Outbound 50013125557854 00:00:39 Established Abbott Ltd John Abbott
Details BI24/2015 %54 AM ‘Outbound 50013125557854 00:00:06 Established Abbott Ltd John Abbott
Details B24/2015 543 AM Inbound 01329123123 00:01:37 Established ‘Arnold Public ations David Avery
Details 823/2015 5:23 PM Inbound 01329123123 00:00:01 Established
Details B8/22/2015 5:38 PM Inbound 01329123122 00:00:00 Established Abbott Ltd John Abbott
Details B8/22/2015 5:19 PM ‘Outbound 50013125557854 00:09:08 Established Abbott Ltd John Abbott
Details B8/22/2015 5:04 PM Outbound 50018883461222 00:07:56 Established Flow Matic Linda Alvarez
Details 8/22/2015 5:02 PM ‘Outbound 50013605552505 00:01:03 Established Computer Vaccuum C. Toombs
Details B8/22/2015 4:26 PM Outbound 50016125557693 00:00:07 Established Mark Dan Alex Ballard
Details B8/22/2015 3:51 PM ‘Outbound 50016125557693 00:14:09 Established Mark Dan Alex Ballard
12 3 45

You can navigate to the related Account or Contact by clicking on their name in the Account or

Contact column.

My Scheduled Calls

The My Scheduled Calls tab lists phone call activities that you have scheduled in Infor CRM.

Records 1-8of &

W Complete
Complete

Complete

Complete

Complete

Complete

Complete

Edit
Edit

Edit

Edit

Edit

Edit

Edit

Due Date Account  Contact

6/22/2015 Mark Dan  Ballard,
3:25115PM Alex
612212015 Abboft Ltd. Abbott,
2:08:43 PM John
11182010 Abbott Ltd. Abbott,
4:54:00 PM John

1111172010 Abbott Ltd. Balbo, Lou
2:45:00 PM

11572009 Reliant Schaubert,
12.00:05AM  Partners  Bob
11/28/2008  The Stivers,

12:00:05 AM  Financial  Kurt
Edge

Opportunity Notes

Abbott Ltd.-
Phase2

Abbott Ltd -
Phase2

Alex expressed interest in our applic ation and would like me to send him an information pack sc he can
discuss this with his boss. 11

John called for a product tion. He needs to get tion installed
ASAP. The VP for sales, Lou Balbo, needs to be copied in on all communications

Call back when we have more info on the newest release of the equalization systems. The Pocket Pal
Opportunity ook ke it's on track

Make sure the financing is in place.

Contact is not interested in purc hasing now. Continue with regular contact

8th Step of Seven Month Stretch Call to confirm product bulletin was received. Confirm contact's interest
level.

You can navigate to the related Account or Contact by clicking on their name in the Account or

Contact column.

You can Complete or Edit the phone call activity by clicking on the Complete or Edit link on the

relevant row.
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intelli-CTi Client Settings

intelli-CTi Client Settings
The instructions for configuring the intelli-CTi for Infor CRM Web Client are given in the intelli-CTi —
Infor CRM Getting Started Guide.
Here is a brief summary of the configuration options that are available:
Call logging options

You can configure how calls are logged into Infor CRM:

[ intelli-CTi for Infor CRM [3a)
.'nte”j'c-“fur Infor CRM M

Configure the options forintelli-CTi o eb integration

Telephone Call History
Define the recording of telephene call history information within Infor CRM.
CRM Phone Call Activity/History Management
intelli-CTi can automatically create CRM Phone Call History records within Infor CRM,

associating them to Accounts, Contacts andfor Leads.
(This feature applies to qualified telephone calls only)

Select the management options required.

Auto-create CRM Phene Call Activity
Automatically create an Infor CRM Phone Call Activity with each intelli-CTi telephone call,
associated to Accounts, Contactsand/or Leads.
Auto-complete CRM Phone Call Activity
Automatically mark new Infor CRM Phone Call Activities as 'Completed’ (History).

inteli-CTi Call History Management

. intelli-CTi can automatically create detailed telephone call history information
@ (call loggingjtracking data) within Infor CRM for each related telephone call.

Select the management options required.

Auto-create Account/Contact intelli-CTi Call History
Log telephone calls for Infor CRM Accounts and Contacts in the intelli-CTi call history. =

Connection options

You can configure the details of the Infor CRM SData connection:

QGate Integration for Infor CRM @
O QGate Integration for Infor CRM infor
o8 ConfigurationOptions

Web Client Integration Options
These options will affect the integration with Infor CRM Web dlients

Chosen CRM Web Client Integration

Select the Infor CRM web client integration to be used.

lGnog\e Chrome -

Connection Details
5 The details of the Infor CRM Web connection to be used

To integrate with Infor CRM Web, an SData connection is required.

Enter the Server Connection details, Proxy details (if applicable) and Infor CRM Login Credentials
to connect to your SData service.

Infor CRM (SData) Server Connection
The Server name and Port of your SData server
Server: *
Port: * ] secured Connection (HTTPS)

SData URL:  http:///sdata/slx/dynamic/-f

Proxy Settings

Infor CRM User Credentials

Please enter your Infor CRM Username and Password and click Test...

(&) Windows Authentication Test Cannectio

@ Infor CRM Authentication

=
Username:

Password:

Fortroubleshooting issues: Click here

Cancel
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intelli-CTi Server Settings

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

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

The administration of intelli-CTi for Infor CRM Web Client is performed from within the Infor CRM LAN
Client.

To access the intelli-CTi System Settings:
1. Open up the Infor CRM LAN Client and log in as ‘administrator’.

2. Click the right mouse button on the intelli-CTi Navbar button and select intelli-CTi System
Settings...

Important Note: Many of the intelli-CTi for Infor CRM settings only apply to the LAN client integration.
The settings that apply to the Web client integration are described below. Any other settings do not
apply to the Web client integration.
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intelli-CTi Server 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

System Management

Ti Telephone Number Support

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

intell-CTi provides a complete management of telephone numbers for use with computer telephony integration,
providing management and discipine on telephone number capture for outbound dialler and a reposiory 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

Before using intell-CTi we highly recommend configuring your nteli-TNS Seftings.
Configuration of intel.THS includes:

- Defiing inteli TN system setings.

- Defining intell- NS country definilions

- Migration of existing Infor CRM telephone numbers

To confgure your intell-TNS system settings, ciick the button below.

intell-TNS Settings.

m inte”f-Cwafm Infor CRM
Losomagemens |

nteliCTi Users | Site/User Frofiles | DDI Profiles | System Settings | Telephone Numbers | Ligence |

To access the Telephone Numbers tab:

1.

4.

Click on the Telephone Numbers tab.

Click on the intelli-TNS Settings... button.

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

[ Manage intelli-TNS System Settings

intelli-TNS B

Telephone Number Support

Aooutinteli-TNS | TNS System Settings | TNS Number Settings | TNS Country Settings | Number Migration
2 Aboutintelli-THS.

&% Outine of the features of ineli THS.

intell-TNS & an 3ddition to Infor CRH providing number
inteli-CTi for Infor CR.

intell-TNS seamlessly manages the capturing of telephone numbers for Accounts and Contacts whilst ensuring each telephone number
is correctly formetted for the country of origin

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

- inbound telephone calls are accurately matched with Infor CRM Accounts and Contacts.

- Outbound telephane cals dial the correct telephone number sequence, including intemational dialing rules.

Important Considerations
Before using inteli-TNS, we strongly advise you to review the following inteli-TNS settings:
- intell-THS Defautt Gountry (TS System Settings tab): This defines the defaut country appropriate to your instalation,
Used to determine telephone number formats where country information is missing from an AccountiContact address.

- intell-THS Country Definitions (TS Country Setiings tab): This defines the desired telephone number formatting for
telephone numbers around the Worid.

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

Settings menu.

Click on the TNS System Settings tab.
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intelli-CTi Server Settings

TNS System Settings Tab

[ Manage intelli- TNS System Settings

intelli-TNS 5

Telephone Number Support

Aboutinteli-TNS | TNS System Settings | TNS Number Settings | TNS Country Settings | Number Migration
0 ystem s
the system settings and behaviour for nteli-TNS.

intelli TNS System Status

intell: THS Enabled
Select this option to enable intell-TNS.

Important Hote: [f you are enabing intell-THS for the first time, it is strongly recommended that you migrate the telephone
imbers of your existing Infor CRI Accounts and Contacts.

See the Number Hanagement Tab for migration options.

intelli-TNS Defaut Country

Wany operations of intel-TNS are based upon country location settings.
Please specify a defaul country for inteli-TNS to use for Accounts and Contact that do not have a country defined within their
address.

Defautt Country UsA B

Country IS0 Code ~ USA

5. 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.

6. 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 details.

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

7. Click on the TNS Number Settings tab.
TNS Number Settings Tab

[ Manage intelli-TNS System Settings

intelli-TNS 55

Telephone Number Support

About inteli- TNS | TNS System Seitings | TNS Number Settings | TNS Country Seftings | Number Migration
& TS Number Settings
Define the number seftings and behaviour of intell-TNS number management.

Telephone Number Management NS Telephone Number Fields
Cascade Telephone lumber Changes THS Field DoubleCiick Action
When an Account telsphon number is changed, seiectthe Selectthe acton reuired when a user performs a double-cick
method to cascads this changs to Account Contacts with the sction on 8 THS telephons number field.

‘same telephone number.
Action: Edit Number
Cascade Action: | Prompt User for Cascade Action
THS Field Button-Click Action

Select the acton recired when a user performs a button-cick
Telephone Number Descriptions action on the button next to a THS telephone number fiei

Use the tables below to define the deseriptions and labels

for each TNS telephone number type (as displayed to users). LT Dial Number
Account Telephone Numbers
INumber Type NumberDescipon ~ FormLabel — » ;’:: F*‘: ”i?":g:“:lﬂ ot colur) et el
£ number fields highlight (with colour) certain teleghone.
Main mbes Hain u numbers based upon tmer content
Alemale  Abemalive Number — Altemaive:
Toll Free 1 Tol Free Number #1  Toll Free - Examples
e &
=
nvalid Numbers
Number Type Number Desciplion  Fam Label  ~
Direct Direct Number Dieck o
Home Home Number Home:
Mabile Mobile Nurber Mobie: -

The TNS Number Settings tab does not apply to the intelli-CTi for Infor CRM Web Client integration.

TNS Country Settings Tab

intelli-TNS provides number management and international dialing support for accounts and contacts

across multiple countries.
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8.

9.

[ Manage intelli-TNS System Settings ==

intelli-TNS

Telephone Number Support

About ineli-TNS | TNS System Setfings | TNS Number Seftings | TNS Courtry Settings | Number Migration
Lol ternational Country Settings
R uniry setlings define number seings and international dial behaviour for spe

intelli-TNS International Country Support
inteli-TNS provides telephone number management for al telephone numbers, across a defined list of international countries.

With telephone numbers in your Infor CRM database potentially containing Accounts and Contacts from various infernational couniries,
INteli-TNS ensures that each telephone number is correctly recorded and formatied for the related country.

Intell-TNS country support defines how telephone numbers are stored and displayed, alowing each country to define a unique number
display format i required.

Intell-TNS country support also ensures that each telephone number can be auto-dialled via CTI (Computer Telephony Integration)
regardiess of its origin and destination (ic. dial anywhere from anywhere).

To define intell-THS Couniries, select the button below.

Manage Countries.

To manage the country settings click on the Manage Countries... button.

‘wmscm =
intelli-TNS

[country Name 7]+ | Courtry Setings
Sudan
Surname Country Defintion Settings
Svabar3 and Jan Uayen isands o ey
i tecial Country Name e States of America
Swe Related nfor CRM Country  USA
Swizeriang
Syran Arah Rapuic Country 150 Code usa
Topsstan
e Telephone Number Management
The former Yugosiay Repub: of scedona Country Distling Code
rmor-Leste Enter the telephane dising code for ta country '
Toge Area Code Length
Tokeisu Entr the exact or bagest Area Code number length for s country
b Main Wumber Length
- ain Wumber Lo
enidad and Tobags Enter the minkmum lengh of She mekn felephone rusmber for e coUnky: 1
Tunisa
Turkey Tetaphone Number Formatting (Optional)
Turimenstan Exter the format ot 1 for this country Use X ndicate rumbers.
Turks and Caicos miands
Tovals v Space v| 200000
ugsnds
Ukrane Display Country Code
Unted Arab Emeates Shoud e for this country's
| untea Knggom of Great Brtan and Northern relsag L Record Country Code in AccountCantact .
Unted Repubic of Tsazania . Shouk the country the hfor CRM Accounts number fieiss
Undes States Vrgn isisnds Include Country Code in telephane number recognition
|inkea Simiew oi Amacica Shoukd the used nambers
Urugusy
[ oeme ][ potesn [

Click on the required country in the Country Name column.

10. Type the Official Country Name.
11. Select the Related Infor CRM Country.

The Country ISO Code will automatically be set to the selected country.
12.
13.

14.

15.

Enter the Country Dialing Code for this country.

Enter the exact or longest area code number length for this country in the Area Code Length

Enter the minimum length of the main telephone number for this country in the Main Number
Length box.

Use the ‘X’ characters to denote number placement.

16. If you require the country code to be displayed with the telephone number, check the Display
Country Code check box.

Enter the format of the telephone number for this country in the Telephone Number Formatting
(Optional) box.

17. intelli-TNS stores a copy of each telephone number in the standard Infor CRM Account/Contact

18. 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.

table. If you want these numbers to include the Country code, then check the Record Country
Code in Account Contact checkbox.

26



intelli-CTi — Technical Support

In the interest of providing customers with the latest product support information, QGate provides the
following online resources within our intell-CTi Help Center website:

General Support

For general technical support information, please visit the main product support page:
www.intellicti.com/help/

Troubleshooting

For troubleshooting common problems and scenarios relating to intelli-CTi for Infor CRM, please visit
the troubleshooting page:

Troubleshooting for intelli-CTi for Infor CRM

System Reguirements

For information regarding the minimum system requirements for installing and running intelli-CTi,
please visit the product system requirements page:

www.intellicti.com/help/sysreqs/

Product Information

For more information about intelli-CTi, please visit the intelli-CTi product website:
www.intellicti.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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