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Contents

Preface

This preface discusses the objectives, audience, and organization of this document. It also provides sourc
for obtaining documentation and technical assistance from Cisco Systems.

Forinformation on Obtaining Documentation, Documentation Feedback, Cisco Product Security,
Obtaining Technical Assistance, and Obtaining Additional Publications and Information, see the monthly
What's New publication, which lists all new and revised Cisclonieal documentation.

Documentation Objectivepagev
Audience pagev
Documenation Organization pagevi

Additional Referencegagevii

Documentation Objectives

Audience

This document describes the tasks and commands necessary to install and configure the Cisco Unified
CallConnector for Microsoft Dynamics Customer Relations Management 3.0 (Cisco Unified CallConnector
for Microsoft Dynamics CRM, formerly known as Cisco Unified CRIElIConnector) to integrate with

Cisco Unified Communications Manager (formerly known as Cisco Unified CallManager), Cisco Unified
Communications Manager Express (Cisco Unified CME, formerly known as Cisco Unified CallManager
Express), and Cisco Unified [Pall Control Express (Cisco Unified IPCC Express).

This document is intended primarily for Cisco Partners and Resellers who install and maintain the Cisco
Unified CallConnector for Microsoft Dynamics CRVdeveloped by Cisco Systems with the suppbrt
Microsoft Corporatiod to enable smalitto mediumbusinesses (SMBs) and networked branch offices to
deploy a more complete CRM solution by connecting Cisco Unified IP Communications with the
Microsoft Business Solutions Customer Relationship Managefitoitosoft CRM) application.

Cisco Unified CallConnector for Microsoft Dynamics CF.
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. Documentation Organization

DocumerdtionOrganization

This document includes the following sections:

Tablel Document Organization

Title

Description

Cisco Unified CallConnector for Microsoft
Dynamics CRM3.0Overview

Description of Cisco Unified CallConnector for
Microsoft Dynamics CRM concepts. Includes
hardware and software prerequisites.

Installing Cisco Unified CallConnector for
Microsoft Dynamics CRMB.0

Stepby-step procedures to install the software
required for the Cisco Unified CallConnector for
Microsoft Dynamics CRM.

Configuring the IP Phone Service and XML
Display Service

Stepby-step procedures for configuring IP phone
service and XML display service.

IntegratingCisco Unified CallConnector for
Microsoft Dynamics CRMvith Cisco Unified
IPCC Express

Stepby-step procedures for integrating $€io
Unified CallConnector for Microsoft Dynamics C
with Cisco Unified IPCC Express.

Using theCisco Unified CallConnector for
Microsoft Dynamics CRMClient

Description of how to use the Cisco Unified
CallConnetor for Microsoft Dynamics CRM Clier

Appendix A: Troubleshooting Tips

Troubleshooting tips for the Cisco Unified
CallConnector for Microsoft Dynamics CRM.
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Additional References

Related Documents

Additional References.

RelatedTopic

Document Title or URL

Cisco Unified Communications Manager

Cisco Unified Communications Manager technical documentation

Cisco Unified Communications Manager Express

Cisco Unified Communications Manager Express technical documentatic

Cisco Unified CCC 2.1

Cisco Unified CRM CommunicasoConnector 2.1

Cisco Unified IPCC Express

Cisco Unified IPCC Express technical documentation

Cisco 10S voice features

See the entire Cisc®BE Voice Configuration Librafy including library
preface and glossary, feature documents, and troubleshooting infordnatio
http://www.cisco.com/en/U3products/ps6441/prod_configuration_guide
09186a0080565f8a.html

Related Websites

Related Topic

URL

Cisco and Microsoft Website

http://www.ciscomicrosoftsmb.com

Cisco Unified Contact Center Express

http://www.cisco.com/en/US/products/sw/custcosw/ps1846/index.html

Cisco Unified CallConnector for Microsoft Dynamics CF.


http://www.cisco.com/en/US/products/sw/voicesw/ps4625/products_documentation_roadmap09186a0080189132.html
http://www.cisco.com/univercd/cc/td/doc/product/access/ip_ph/ip_ks/cccme.htm
http://www.cisco.com/en/US/products/sw/custcosw/ps1846/tsd_products_support_series_home.html
http://www.cisco.com/en/US/products/ps6441/prod_configuration_guide%2009186a0080565f8a.html
http://www.cisco.com/en/US/products/ps6441/prod_configuration_guide%2009186a0080565f8a.html
http://www.ciscomicrosoftsmb.com/
http://www.cisco.com/en/US/products/sw/custcosw/ps1846/index.html
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. Additional References

Related Support Aliases

Related Topic

Alias

For assistance for Cisco Unified IPCC Express

Askicd-ivr-support@external.cisco.com

For assistance for configuring and using Cisco Agent
Desktop

Askcad@external.cisco.com

For product plans and markedgi information

Askicd-ivr-pm@external.cisco.com

MIBs

MIBs

MIBsLink

No new or modified MIBs are supported by this feature
and support for existing MIBs has not been modified by

this feature.

To locate and download MIBs for selected platforms, Ciscorédases
and feature sets, use Cisco MIB Locator found atahewing URL:
http://www.cisco.com/go/mibs

Technical Assistance

Description

Link

The dsco Technical Support & Documentation website
contains thousands of pages of searchable technical
content, including links to products, technologies,
solutions, technical tips, and tools. Registered Cisco.cq
users can log in from this page to access evare
content.

http://www.cisco.com/techsupport
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Cisco Unified CallConnector for Microsoft
Dynamics CRBLIOOvervew

Cisco Unified CallConnector for Microsditynamics CRM 3.0 (formerly known &isco Unified CRM
Connector) integrates Cisco Unified IP Communications witiMiteosoft Business Solutions CRM 3.0
(Microsoft CRM). It allows small and mediugized business€SMBs) and Enterprise businesses to
integrate Cisco Unified IP Communications solutions witisrosoft CRM at the desktop, without
additional hardware. The Microsoft client uses Micro€aitlook or Internet Explorer as the primary client
for managing tasks and contacts.

Cisco Unified CallConneor for Microsoft Dynamics CRM 3.0 is a client/serlesed application that
supports the following primary features in Cisco IP Telephony environments using Microsoft CRM:

1 Automatic detection and screpop searches of the Microsoft CRM database for imzibming and
outgoing phone calls

1 Automatic creation of phone call activity records for incoming and outgoing calls with call duration
tracking

Click-to-dial from the Microsoft CRM user interface
Multisite configuration capabilities with geographically i@mt dialing configurations per user

Easily pop associated Microsoft CRM Customer Services cases

=A =4 =4 =4

A search system that allows searches by name and access to contact records and associated support
cases

1 Integration with Cisco Unified Communications Manaderrferly known asCisco Unified
CallManager), Cisco Unified Communications Manager Expi@sxo Unified CME, formerly
known as Cisco Unified CallManager Express), and Cisco Unifigdiontact Center Express

What to Do Next

You are now ready to downloaldet required software to install Cisco Unified CallConnector for Microsoft
Dy nami cs CRMIngallifgCisce endiedtChll€onrector for Microsoft Dynamics CRMO
section on pagél).

Cisco Unified CallConnector for Microsoft Dynamics CF.
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InstallingCisco Unified CallConnector for
Microsoft Dynamics CRAM

This chapter describes how to install @isco Unified CallConnector for Microft Dynamics CRMwith
the following software:

1 Cisco Unified Communications Manager 4.0 or later
1 Cisco Unified Communications Manager Express 3.2 or later

9 Cisco Unified IPCC Express 4.0 or later

Contents

Prerequisitespagell

Restrictions pagel2

About InstallingCisco Unified CallConnector for Microsoft Dynamics CRpagel2
Installing theCisco Unified CallConnetor for Microsoft Dynamics CRMbserver pagel2
Installing the Cisco Unified CallConnector for Microsoft Dynamics CRM Clipage27
What to Do Nextpage37

Prerequisites

1 If you are upgrading from a previous version & @isco Unified CallConrator for Microsoft
Dynamics CRMyou must uninstall the old version before installing this version.

1 If you are integrating with Cisco Unified Contact Center Express, you must follow the Cisco Unified
Communications Manager instdlan steps as described in the Cisco Unified Communications
Manager technical documentation, and then com
Center Expresso steps as described in the Cis
documentatio to complete the configuration process.

1 Install, configure, and verify the proper operation of Cisco Telephony Application Programming
Interface (Cisco TAPI) software must be before proceeding with the installation of the Cisco Unified
CallConnector for Nerosoft Dynamics CRM components.

1 Install the Microsoft .NET Framework Version 2.0 before proceeding with the Cisco Unified
CallConnector for Microsoft Dynamics CRM installation.

Cisco Unified CallConnector for Microsoft Dynamics CF.
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. Restrictions

Restrictions

1 The installation process is supported by Virtual Network Comguyi¥NC) and other remote control
desktop software, but is not supported by Terminal Services.

About InstallingCisco Unified CallConnector for Microsoft
Dynamics CRM

Install and ensure operation of the Ciscafidd CallConnector for Microsoft Dynamics CRM server
component on the Microsoft CRM server itself. To allow for maximum ease of installation during the client
phase, install and ensure operation of the Cisco Unified CallConnector for Microsoft Dynarvics CR

server component and service before installing clients because they will attempt to contact the Cisco
Unified CallConnector for Microsoft Dynamics CRM server component during their own installation.

S

Note  Configure the Cisco TAPI client software peyly and ensure it is running before proceeding with the
installation of the Cisco Unified CallConnector for Microsoft Dynamics CRM software. Verify that y
can monitor and control the ennder phone extension associated with the client PC. Failuresto il
cause problems during the Cisco Unified CallConnector for Microsoft Dynamics CRM installation.
more information about installing and configuring the Cisco TAPI software, see the Cisco Unified
Communications Manager technical documentation.

SdtwarelnstallatiorOrder

You must install the Cisco Unified CallConnector for Microsoft Dynamics CRM server and client
components in the following order:

1. Cisco Unified CallConnector for Microsoft Dynamics CRM server component (installed on Microsoft
CRM <erver)

2. Cisco Unified CallConnector for Microsoft Dynamics CRM client component (installed on all client
PCs using the Cisco Unified CallConnector for Microsoft Dynamics CRM)

Installing theCisco Unified CallCorater for Microsoft Dynamics
CRMServer

Use the following steps to install the Cisco Unified CallConnector for Microsoft Dynamics CRM server.

Step 1 Log in to your PC as administrator.

Step 2 Locate and doublelick the Setup.exe file for the Cisco Ueil CallConnector for Microsoft Dynamics
CRM Server installer (sefeigurel) to bring up the Setup Wizard (seigure2).

. Cisco Unified CallConnector for Microsoft Dynamics CRM
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Installing the Cisco Unified CallConnector for Microsoft Dynamics CRM Se.

Figurel  Server Setupxe File: Cisco Unified CallConnector for Microsoft Dynamics CRM

MName Size | Type Date Modified Attributes
ﬁc%erverlnstaller.msi 11,003KB  Windows Installer Package 5/8/2007 10:25 AM A

B EuLALrtF 53KB Rich Text Format 4/23/2007 5:21PM A
434KB  Application 5/8/2007 10:28 AM A

Figure2  Server Setup Wizard: Cisco Unified CallConnector for Microsoft
Dynamics CRM

15! Cisco Unified CallConnector for Microsoft Dynamics CRM Server g

Welcome to the Cisco Unified CallConnector for .|||.|||-
Microsoft Dynamics CRM Server Setup Wizard ciISCOo

The inztaller will guide vou through the steps required to ingtall Cizco Unified CallConnectar for
Micrasoft Dynamics CRM Server on pour computer.

WARMIMG: This computer program iz protected by copuright law and international treaties.
Unautharized duplication ar distribution of this pragrarn, ar any portion of it, may result in severe civil
or criminal penalties, and will be prosecuted ta the maximum extent possible under the law.

Cahicel

Step 3 Click Next.

The License Agreement window appears (Sigere3)

Cisco Unified CallConnector for Microsoft Dynamics CF.



Installing Cisco Unified CallConnector for Microsoft Dymias CRM 3.0'

. Installing the Cisco Unified CallConnector for Microsoft Dynamics CRM Server

Figure3  Server License Agreement Window: Cisco Unified CallConnector

for Microsoft Dynamics CRM

15! Cisco Unified CallConnector for Microsoft Dynamics CRM Server g

License Agreement

Agree', then "Mext". Otherwize click "Cancel”.

Fleaze take a moment to read the license agreement now. [F pou accept the termg below, click 'l

lllllll'i
Cisco

Server

Cisco Unified CallConnector for Microsoft Dynamics CRM :A:

End User License Asreement

(1 Do Mot Agree

IMPORTANT: PLEASE READ THIS END USER LICENSE
AGREEMENT CAREFULLY. DOWNLOADING,

INSTALLING OR USING CISCO OR CISCO-SUPPLIED a
SOFTWARE CONSTITUTES ACCFPTANCE OF THIS ndl

< Back ] I Mewut »

Step 4 Selectl Agree and clickNext.

The Select Installation Folder window appears (Sgare4)

. Cisco Unified CallConnector for Microsoft Dynamics CRM
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Installing the Cisco Unified CallConnector for Microsoft Dynamics CRM Se.

Figure4  Select Installation Folder Window: Cisco Unified CallConnector
for Microsoft Dynamics CRM

j{i"ﬁ Cisco Unified CallConnector for Microsoft Dynamics CRM Server g

Select Installation Folder

following folder.

To install in this folder, click "Mest". To install ta

Faolder:

The installer will inztall Cisca Unified CallConnector for Microzoft Dynamics CR Server to the

alern i
CISCO

a different folder, enter it below or click "Browse",

who uses this computer:
() Evemyone
(%) Just me

C:\Program Files\Cizco Systems\CRM Connector, Browsze...

Install Cisco Unified CallConnector for Microsoft Dynamics CRM Server for yourself, or for anyone

Cancel ] l < Back ] | Next >

Step 5 Click Just meto specify yourself as administrator.

Step 6 Click Next to accept the default installation folder location (we recommend this).

The Confirm Installation window

appears ($egureb).

Cisco Unified CallConnector for Microsoft Dynamics CF.
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Figure5  Server Installation Confirmation Window: @is Unified
CallConnector for Microsoft Dynamics CRM

15! Cisco Unified CallConnector for Microsoft Dynamics CRM Server g

Confirm Installation N mir

CiIsco

The inztaller iz ready to inztall Cizeo Unified CallConnector for Microzoft Dynamics CRM Server on
Your cornpuber.

Click "Mest" to ztart the installation.

[ Cancel ] [ < Back ] | Mewst »

Step 7 Confirm the installation by clickinijlext.

After the files are copied, the Server Configuration Wizard appears.

Step 8 Configure the Server Configuration tab.

Figure6 shows how this configuration dialog might appear after configuration, before configuring pl
number processodaubecrd ni st hteh ee xMincprlces, 0 fit CRM s
5555. Include the remainder of the pathttyou see in the example (specifically,
IMSCRMServices/2006/CrmService.asmx).

Figure6  Server Configuration WindowServer Configuration Tab: Cisco Unified CallConnector
for Microsoft Dynamics CRM

a2 Cisco Unified CRM Connector Server Configuration E]@

Server Corfiguration | Client Corfiguration | Performance Courters | Search Configuration | Logging | Language

CRM Service URL; |http://danubecm:5555/MSCRM Services/2006/CrmService asmx

Test

[[] Enable CRM KeepAlive Searches

Phone Call Activity Subject Template: | Phone Call @ {Dyyyy-MM-dd HH:mm:ss}

[] Store the phone call duration in the duration field for created phone call activities

| Save Changes & Exit | [ Abort Changes & Exit

. Cisco Unified CallConnector for Microsoft Dynamics CRM



I Installing Cisco Unified CallConnector fidicrosoft Dynamics CRM 3.0

Step 9

Installing the Cisco Unified CallConnector for Microsoft Dynamics CRM Se.

When you click th& estbutton next to the CRM Services URL, you may receive various responses.
Figure7s hows what you want to see. AiThe URL i s
contacted the Microsoft CRM Web Services.

Figure7  URL Is Valid Message

Success

The URL is Valid

Figure8 shows a validation error. In this instance, the URL is probably not the correct location to tl
Microsoft CRM Web Services. Verify the URL and &gain.

Figure8 Validation Error Message: Cisco Unified CallConnector for Microsoft Dynamics CRM

Validation Error

The URL is MOT VALID.

The result was ProtocolError.

The request failed with HTTP status 404: Not Found.

Figure9 shows avalidation error This could indicate that the ugestalling the C4 Swer Service does n
have access to Microsoft CRM.

Figure9  Validation Error Message: Cisco Unified CallConnector for Microsoft Dynamics CRM

Validation Error

Server was unable to process request.

In the Server Configuration tab (s€igure § check or uncheck the Enable CRdepalive Searches fiel
to enable or disable keepalive searches.

Use the keepalive feature to ensure that the Microsoft CRM server is continuously polled so that it
drop objects from its cache, which could negatively affect a demonstrationrenegind You do not neec
to use this feature in a live deployment or production environment.

The remaining fields in the Server Configuration tab are:
1 Domaini User domain to use when authenticating for performing keepalive searches.

1 Usernamei Username tose when authenticating for performing keepalive searches.

Cisco Unified CallConnector for Microsoft Dynamics CF.
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Step 10

Step 11

Step 12

Step 13

1 Passwordi Password to use when authenticating for performing keepalive searches.

1 Delayi Delay in seconds to wait after performing any search before initiating a keepalive sea
Click OK.
Click thePerformance Counterstab.
The Performance Counters tab window appearsHisgee10).

Figurel0 Server Configuration Window Performance Counter Tab: Cisco UnifieadlConnector
for Microsoft Dynamics CRM

a5 Cisco Unified CRM Connector Server Configuration E]@

Server Corfiguration || Client Corfiguration | Performance Courters | Search Configuration | Logging | Language

Enable Performance Counters
Number of Clierts
Number of Remoting Calls
Remoting calls per second
Average time / Search (seconds)
Average time / SubSearch (seconds)
Total Number of Searches
Number of Active Searches
Searches per second

| Save Changes & Exit | [ Abort Changes & Bxit ]

In the Performance Counter tab, check or uncheck the Enable Performance Counters box to enab
di sabl e performance monitor counters. To Vi
Windows Performance Monitor, and select the objects to monitor.

The remaining fields in the Performance Counter tab are :

1 Number of Clientsd Number of clients that are currently connected.
Number of Remoting Calsd Total number of clieninitiated server requests.
Remoting calls per second Average number of cliedhitiated requests per second.

Average time/Search (second8) Average time in seconds to complete a full search.

= =2 a4 =

Average time/SubSearch (second§)Average time in seconds to complete a search of any spe
entity.

1 Total Number of Searched Total number of searches that have been performed.
1 Number of Active Searched Number of searches that are currently executing.

1 Searches per secoril Average number of searches per second.

Click theSearch Configuration tab.
The Search Configuration window appears (Sgerell).

The Search Configuration tab displays the entities and fields within Microsoft CRM that the Cisco |
CallConnector for Microsoft Dynamics CRMillxsearch to match the Caller ID or name a customer
record. You do not need to manipulate this file for initial program usage.

. Cisco Unified CallConnector for Microsoft Dynamics CRM
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Note

Step 14

Installing the Cisco Unified CallConnector for Microsoft Dynamics CRM Se.

Figurell Server Configuration WindowSearch Configuration Tab: Cisco Unified CallConnector
for Microsoft Dynamics CRM

- Cisco Unified CRM Connector Server Configuration E]@

Server Configuration || Client Corfiguration | Peformance Counters | Search Configuration | Logging | Language

Refrieve incident data for accounts and cortacts
Exclude deactivated entities from search

Search Entities Configuration:

</entity>
<entity name="lead" key="leadid" translatedName="{mLead}" cbjectType="4">
<linkDescriptor format="{0}, {1}" sortTtem="lzstname" sortDescending="false">
<replaceValue order="0" attributeName="lastname" />
<replaceValue corder="1" attributeName="firstname” />
</linkDescriptor>
<gsearchittribute IsPhonelum="fzlse" name="lastnams" />
<gearchattribute IsPhoneNum="false" name="firstname” />
<searchittribute IsPhoneNum="true"” name="telephonel” translatedName="{mBusinessPhone}" s*
<searchittribute IsPhoneNum="true" name="telephonel" translatedName="{mTelephoneZ]}" />
<gearchittribute IsPhonelum="true" name="telephone3" translatedName="{mTelephone3}" />
</entity>
</entities>

<] 2)

Reset to Defautt | Save Changes & Bxit | [ Abort Changes & Exit

Version 3.0.3 of the Cisco Unified CallConnector for Microsoft Dynamics CRM now includes suppt
searching based on extended information provided by CADLink. The default search value (typical
phone number) issed when extended information is not provided. Mapping is performed in the orc
the provided search parameters that are mar|

Click theLogging tab.
The Logging tab window appears ($€gurel?).

Figurel2 Server Configuration Window Logging TabCisco Unified CallConnector for
Microsoft Dynamics CRM

15 Cisco Unified CRM Connector Server Configuration E]@

Server Corfiguration || Client Corfiguration | Peformance Counters | Search Configuration | Logging | Language
Enable Server Logging
Logging Level: | Wamings i
Maximum log file age (days): |10 _3_
Maximum log file size (Kbytes): 1024 >

Log ta File: |C4Server.{Dyyyy-MM-dd}log

| Save Changes & Bxit | [ Abort Changes & Exit

The following describes the fields in the Logging tab:
1 Enable ServerLoggingd Check or uncheck to enable or disable logging.

1 Logto Filed To log to a filename, check and type the filename.

Cisco Unified CallConnector for Microsoft Dynamics CF.
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Logging LevebB Sets the verbosity of the log file output.

Maximum log file aged Maximum age in days of old (existing) log files. You must dgnamic
filenames.

1 Maximum log file sized Maximum approximate size in KB of any single log file.
Step 15  Click the Client Configuration tab.
The Client Configuration tab window appears (Bgpirel13).

Figurel3 Server Configuration Window Client Configuratiorirab: Cisco Unified CallConnector
for Microsoft Dynamics CRM

a5 Cisco Unified CRM Connector Server Configuration E]@

Server Corfiguration | Client Corfiguration | Peformance Counters | Search Configuration || Logging | Language

[ Allow empty szarches
[[] Enable Ignare the following inbound ./ autbound phone numbers:

[] Enable Client to push information to desk phone on single match

[ Edit Phone Mumber Processor Configuration | Default PNP Corfig: hd

| Save Changes & Exit | [ Abort Changes & Exit

The following describes the fields and buttons in the Client Configuration tab:

1 Allow empty searched Specifies wheter or not users are able to search for all records by
specifying A0 (an empty string) as the se

1 Enablelgnore inbound/outbound phone numbersd Allows you to specify phone numbers tha
the Cisco Unified CallConnector for Microsoft DynamicdRI@ client should ignore when process
inbound and outbound phone numbers. The first four boxes allow you to specify numbers to i
when the phone number either begins with, ends with, is exactly, or contains the specified dig
strings. Only digitsa& al |l owed. The fifth box, ACustor
expressions of phone number digit strings to ignore.

1 Enable Client to push information to desk phone on singlmatch d When searches yield only
single match, enables the cliesile application to push information to the desk phone.

1 Enable Client to receive commands via HTTR Allows the clientside application to receive
commands via an HTTP listener on the specified port. Optionally, the listener can be restricte
specifed IP address(es).

Edit Phone Number Processor Configé Click to configure the phone number processors.

Default PNP Configd Default phone number processor configuration for clients with unspeci
or invalid phone number processor configurations.

When you first configure the Cisco Unified CallConnector for Microsoft Dynamics CRM server
component and enter the Phone Number Processor (PNP) Configuration window, you see a blank

configuration area, as shownhigurel4, because you must first create a new phone number proces
configuration.

. Cisco Unified CallConnector for Microsoft Dynamics CRM
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Installing the Cisa Unified CallConnector for Microsoft Dynamics CRM Ser'

Figurel4 Phone Number Processor Configuration WindeviDisabled

a5 Phone Number Processor Configuration E]@
T ]

XePD

[ 0K | [ Cancel ]

Step 16  In the Phone Number Processor Configuration window, &lielto begin anew configuration.

The New PNP Configuration window is showrFigure15.
Figurel5 New PNP Configuration Window

New PNP Configuration =3

Mew Corfiguration Mame:

[ ok ][ cence |

Step 17  In the New PNP Configuration window, enter a configuration nanakclickOK.

You can configure each client to use one of the multiple configurations that you have defined. You
define each additional configuration as a site, for use with branch or remote offices that have a dift
area code than the main busméscation where the Microsoft CRM server is located.

Step 18  The Phone Number Processor Configuration window appears, as shgurielé. Some defaults are
loaded based on the United Statesdidit dialing rues.

Cisco Unified CallConnector for Microsoft Dynamics CF.
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Figurel6 Phone Number Processor Configuration Windevinabled

a5’ Phone Number Processor Configuration E]@
Corffiguration: | Default Configuration V
Access Codes Phone Mumber Pattem Recognition

. . - . 5 "
Obtain a local outside line: Processing Prefiter: |["+0-9]
: ; e line- |3
CObtain a long-distance outside line: e e e TR
National Long Distance Prefic: |1 G
Intemational Long Distance Prefoc: | 011
Local Country Code: |1 @
How to Dial... %
Ask?
Edensions: | &} Mew Pattem:
Local Phone Mumbers: | tout} {ac} {ex} {st} :[r:l
ldout) I} fac Gt =
Long Distance Phone Mumbers: | 1do PJ1acy N, Inpt: Tast
Intemational Phone Numbers: | dout} ddp} fidp} {ec} {sn}
Unrecognized Phone Mumbers: i
Area Codes
Local Long Distance Split Local/LD Local Exchanges
Search Formats
X+
[ [ [ Mew Format:
[] Enable a Default Area Code:
E ok [ Cancel |

Step 19  Use the appropriate phone number processor wizard to configure the defaults for yowiasedsare
available forthe followinglocales

1 Netherhnds

Greece

USA

Singapore (Template only)
United Kingdom

Portugal (Template only)

Japan

= =4 4 a4 A A -

France
1 Venezuela

All of these predefined configurations require additional customization for your specific area. To i
one of these configurations, clitkilities near the bottom of the dialog window, and select the appro|
locale under th&Vizards/Templatesmenu.Figure17 shows the details of the lower right section of th
Phone Number Processor Configuration window.
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Step 20

Installing the Cisco Unified CallConnector for Microsoft Dynamics CRM Se.

Figurel7 Dial Plan Wizards and Templates

R |

MNew Format:

Metherlands Wizard

Greece Wizard

USA Wizard .

Load/Create Mew Configuration

Save Current Configuration

Import Long Distance Area Codes
Add Pattern Recognizer 3

Wizards [ Templates 3

Singapore Template "y
United Kingdom Wizard
Portugal Template
Japan Wizard

France Wizard

Venezuela Wizard

If you do this with a predefined configuration, it will be overwritten, and you will lose any custom di
rules (specifically pattern recognizers and search formats).

Configure the Phone Number Processor Configuration window, as shéguie18. The values that yc
can configure in the Phone Number Processor Configuration window are desciiladgtia

Figurel8 Phone Number Processor Configuration WindevieExample Configuration

52 Phone Number Processor Configuration

BEX]

Configuration: | Default Corfiguration

[V] New...

Access Codes
Obtain 3 local outside line: |3

Obtain a long-distance outsids lins: |9
National Long Distance Prefic: |1

Phone Mumber Pattem Recognition
Processing Prefitter: |[™+¢0-9]

Pattem Recognizers {processed in order)
“(HELDOUT({LDP ) HIDP ) 7<CC>{LOCALCCH)?<REP> #)§

. . “PHHLDOUTYHILDP I HIDPIN?<CC{CCODESHH 25N J:I+}le G
Intemiational Long Distance Prefic: | 011 MOUTHH2<ACH{{LOCALACSH)?<SN >(2<EX-"d {3})(?<5T-\d{4]
K “H{LDOUTYZ{LDPYA2<ACHH{SPLITACSHN?<SN>{2<EX-{LOC G
Local Courtry Code: "[{LDOUT}?[{LDP}}-}?[?:AC \AINPSNHPEXAHIINPS T
How to Dial.. (2SN (DX (A2 T4l (P<EXT>\d {1 5178 %
Ask? [( ] 1 | [ >]
Extensions: | (&t} Mew Pattem:
Local Phone Numbers: | outh {ac) e {sth +
o Pattem Testing
Long Distance Phone Mumbers: ldout} Jdp} fach {eut (st} Input: e
Intemational Phone Numbers: | 1dout} Idp} idp} {ec} {sn}
Unrecognized Phone Mumbers: &
Area Codes
Local Long Distance Split Local/LD Local Exchanges
407 k|
Search Formats
wleck s {isnii% "~

“fack e ilst} i
e dst} %
%{%enuisn

XD
<G

(v

[-|-] [+] ["']

Enable a Default Area Code: | 407

Cisco Unified CallConnector for Microsoft Dynamics CF.



Installing Cisco Unified CallConnector for Microsoft Dynamics CRMI

. Installing the Cisco Unified CallConnector for Microsoft Dgries CRM Server

Table2 PNP Configuration Dialog

Section Configurable Values

Access Codes | You can define fivaccess codes. Their actual use is dictated by the values provi
the fAiHow to dial...d section, but th
has a mnemonic associated with it, which is shown in curly braces.

1 Obtain a local outside line{out}d Digit string that is typically dialed before
placing local calls.

1 Obtain a long-distance outside ling{ldout} d Digit string typically dialed
before placing local longistance and international calls.

1 National Long Distance Prefix{ldp} & Digit string typcally dialed before the
area code when placing lowljstance and international calls.

1 International Long Distance Prefix {idp} & Digit string that is typically dialed
to indicate the call is international.

1 Local Country Code {localcc}d Digit string represenntig the country the user i
located in when users dial from another country.

How to Each box in this section defines how to dial a phone number after it is divided int
parts (country code, area code, etc.). Typically, the values provided in dagbhstye
number field are combinations of codes that are built into the program, although
could also provide numbers directly in each box. The codes that are available ar
same codes shown in the Access Codes and Phone Number Pattern Recognitio
setions, plus one special <code, n{},

The AAsk?0 check box next to each fi
verify the phone number before dialing when using e@kial, and when there is
only one phone number forghiequested clicko-dial contact.

Area Codes The values in these boxes are used &b
section to determine the accurate parts of each phone number, and to determine
style (local, long distance, etc.) of the phonenber being processed. The exact wa
in which these area codes are used is determined by the Phone Number Pattern
Recognition section, but the intended meaning of values in each box are:

1 Locald Values are considered local area codes.

1 Long Distanced Values ae considered londistance area codes.

1 Split Local/LD & Values are local and long distance area codes.

1 Local Exchange® For each area code in the
the local exchanges for that area code. Values in this box are maintained
indvidual 'y for each area code in th

The Enable a Default Area Code check
area code if it i s not in the contac
record, then this field isat used during processing.
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Section

Configurable Values

Phone Number
and Pattern
Recognition

This area is what really allows the client to pick the parts of the phone number fo
efficient CRM searching and for accuratetoach clickto-dial capability. It uses
Microsoft .NET Regular Expressiots identify each part of the phone number. The
patterns are used during both incoming and outgoing pradhdetection for efficient
CRM searches, and also clitidial.

First, the phone number is filtered according to the prefilter. Anything that matche
prefilter is removed from the digit string being considered. Then, the digit string i
tested with ach pattern in order until a match is found.

Each pattern must result in at least one named match for the following values:

f CC & Country code
1 AC 0 Areacode

1 EX 0 Exchange

T ST o Station

T EXT 6 Extension

T SN 6 Generic Asubscriber number 0O

The subscriber numberay or may not follow the typical definition of a subscriber
number; this value is more of a generic container.

After a pattern is found that matches the digit string, and it is divided into its parts
of two things occurs:

1 If the number is being procgsd for clickto-dial, the style of the phone number
is determined by specific rules. The phone number is then dialed as specifie
the fAiHow to dial.. .0 section.

1 If the number is being processed for searching Cisco Unified CallConnector
Microsoft Dyramics CRM, it is formatted and searched according to the patt
specified in the ASearch For mat so

Cisco Unified CallConnector for Microsoft Dynamics CF.
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Section

Configurable Values

Search
Formats

Search formats allows the administrator to maximize efficiency and accuracy wh
searching Cisco Unified CallConnector for Microsoftriamics CRM. After a phone
number is processed by the pattern recognizers, the list of search formats is prot
in order until one is found in which all components of the search format can be
provided. Each search format component is a code that m#teheamed match
values detected by the pattern recognizers. Each matching value is then replace
that portion of the phone number. There are two formats for each search compot
using AC as an example:

T {acjo Repl aces t he #{ actededfmwmthéphond mumizer.

T {%ac%}o Repl aces the #A{%ac%} 6 with th
number with A%0 symbols between ec:

The first format provides the most accurate searching, however, in some cases,
not find the correct recosdf there are other characters interspersed in the text sto
in Cisco Unified CallConnector for Microsoft Dynamics CRM. This will not occur i
Cisco Unified CallConnector for Microsoft Dynamics CRM users are diligent abol
how they enter phone numbengd the Cisco Unified CallConnector for Microsoft
Dynamics CRM system. When other characters are interspersed in the text in Ci
Uni fied Call Connector for Microsoft
because it will still recognize those valulest probably also produces some results
that are not true matches.

Step 21  After completing the configuration, clidBK.

Step 22  Click Save Changes & Exito close the server configuration window.

The Cisco Unified CallConnector for Microsoft DynamidRI@ Server Service is now installed and sta
automatically, as shown Figure19:

Figurel9 Windows Services
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