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Avaya Solution & Interoperability Test Lab

Application Notes for configuring Imperium CRM Connect
for Microsoft Dynamics CRM from Protocol Systems FZC
with Avaya IP Office R9.0 using Avaya IP Office TAPI
Service Provider - Issue 1.0

Abstract

These Application Notes describe the configuration steps for Protocol Systems FZC Imperium
CRM Connect for Microsoft Dynamics CRM to interoperate with Avaya IP Office R9.0. FZC
Imperium CRM Connect for Microsoft Dynamics CRM integrates with Avaya IP Office using
the Avaya IP Office TAPI Service Provider connection for call control.

Readers should pay attention to Section 2, in particular the scope of testing as outlined in
Section 2.1 as well as the observations noted in Section 2.2, to ensure that their own use cases
are adequately covered by this scope and results.

Information in these Application Notes has been obtained through DevConnect compliance
testing and additional technical discussions. Testing was conducted via the DevConnect
Program at the Avaya Solution and Interoperability Test Lab.
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1. Introduction

These Application Notes describe the configuration steps for Protocol Systems FZC Imperium
CRM Connect for Microsoft Dynamics CRM to interoperate with Avaya IP Office R9.0. FZC
Imperium CRM Connect for Microsoft Dynamics CRM integrates with Avaya IP Office using
the Avaya IP Office TAPI Service Provider connection for call control.

Imperium CRM Connect for Microsoft Dynamics CRM presents to the user information such as
caller name and company information retrieved from the CRM Database and offers “click to
open” for CRM records related to a Caller ID, such as a contact record, opportunities/orders list
or a notes/activity record containing information from previous calls with the customer. It
provides call handling options including: answer incoming call, release call before or after
answering, initiate call, place call on hold, retrieve held call, transfer call to another contact or
telephone number, view call history and list of missed calls.

Imperium CRM Connect for Microsoft Dynamics CRM (IMCC for MSCRM) uses the Avaya IP
Office TAPI Service Provider driver installed on each IMCC for MSCRM Agent Desktop to
allow businesses a client based agent desktop program that works alongside existing systems, or
a fully integrated CTI solution that combines existing systems into one unified desktop interface
and extracts and updates caller information, the CT1 application helps ensure customers are
served effectively and efficiently.

2. General Test Approach and Test Results

This section describes the compliance testing used to verify interoperability IMCC for MSCRM
with IP Office and covers the general test approach and the test results.

IMCC for MSCRM consists of a server component and client component. The Server component
is a Solution file which will be imported to customer’s MSCRM server which will enable
dialling contacts in various forms from within the MSCRM webpage itself. Once the contact is
dialled, the client component called IMCC for MSCRM Agent Desktop is triggered and it
provides all call control functionalities like Call Hold, Transfer, Conference, Call Drop, Open
activity from the IMCC for MSCRM Agent Desktop itself. IMCC for MSCRM Agent Desktop
has a client tool which runs on a user’s PC. When there is an incoming call, based on CLID, the
corresponding customer details is matched in MSCRM and a “New Activity” or “New Lead
window” is opened with in MSCRM itself and the IMCC for MSCRM Agent Desktop to
provide all call control functionalities. Each user/agent that is running IMCC for MSCRM Agent
Desktop, will have a unique connection to the IP Office, using the Avaya IP Office TAPI Service
Provider driver for call control.

Feature testing covered the ability of IMCC for MSCRM Agent Desktop to gain control of
existing IP Office endpoints and focused on the handling of calls offered to IP Office by IMCC
for MSCRM Agent Desktop. The serviceability testing focused on the ability of IMCC for
MSCRM to recover from adverse conditions such as loss of network connectivity.
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Note: During compliance testing, SIP endpoints were also included.

DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members. The
jointly-defined test plan focuses on exercising APIs and/or standards-based interfaces pertinent
to the interoperability of the tested products and their functionalities. DevConnect Compliance
Testing is not intended to substitute full product performance or feature testing performed by
DevConnect members, nor is it to be construed as an endorsement by Avaya of the suitability or
completeness of a DevConnect member’s solution.

2.1 Interoperability Compliance Testing

The interoperability compliance test included both feature functionality and serviceability
testing. The feature functionality testing focused on manually making and receiving calls to IP
Office. The tests included:

e Basic calls — Basic incoming and outgoing calls using IMCC for MSCRM Agent
Desktop.
Call Hold — Tests held calls using IMCC for MSCRM Agent Desktop.
Call Transfer Tests transferred calls using IMCC for MSCRM Agent Desktop.
Call Conference Tests conferenced calls using IMCC for MSCRM Agent Desktop.

Failover/Service — Tests the behaviour of IMCC for MSCRM Agent Desktop when there
are certain failed conditions.

2.2 Test Results

All functionality and serviceability test cases were completed successfully. The following
observations were noted during the compliance testing.
e When calling from a SIP phone there is both an incoming and outgoing screen but there
should only be one for outgoing.
e Calling a busy number will not clear the phone after disconnect is pressed on the screen.
e Calling an unobtainable number will not clear the phone after disconnect is pressed on

the screen.
2.3 Support

Technical support can be obtained for Imperium CRM Connect for Microsoft Dynamics CRM
from the website http://imperiumapp.com/contact.aspx or from the following:

Protocol Systems FZC

Q3-133, SAIF Zone,

Sharjah, UAE.

Tel: +9716 5578383

Fax: +9716 5578384

Email: support@protocolsystems-me.com
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3. Reference Configuration

The configuration in Figure 1 is used to compliance test Imperium CRM Connect for Microsoft
Dynamics CRM from Protocol Systems FZC with Avaya IP Office to gain call control of the
various Avaya endpoints as shown below. IMCC for MSCRM consists of a server component
and client component. The server component is a solution file which will be imported to
customer’s MSCRM server which will enable dialling contacts in various forms from within the
MSCRM webpage itself. The client component is consists of IMCC for MSCRM Agent Desktop
software running on each user/agent that will have a unique connection to IP Office using the
Avaya IP Office TAPI Service Provider driver.

Windows7 PC running Windows7 PC running
Imperium CRM Connect Imperium CRM Connect
for Microsoft Dynamics for Microsoft Dynamics

CRM Agent Desktop Protocol Systems FZC Imperium CRM CRM Agent Desktop

<]

Connect for Microsoft Dynamics CRM
Solution on Windows Server 2008 R2

Avaya H.323 Avaya Digital
Phone Phone
Avaya SIP
Phone
Avaya IP Office 500 v2
Release 9.0
Windows7 PC running
Imperium CRM Connect ~ o,
for Microsoft Dynamics Simulated &
CRM Agent Desktop PSTN
PSTN Caller

Figure 1: Connection of Imperium CRM Connect for Microsoft Dynamics CRM from Protocol
Systems FZC with Avaya IP Office 500v2 R9.0.
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4. Equipment and Software Validated

The following equipment and software were used for the sample configuration provided:

Equipment/Software Release/Version
Avaya IP Office v500 R9.0
Avaya 9630 H323 Deskphone 96xx H.323 Release 6.4014U
Avaya 1140e SIP R04.03.12.00
Windows 2008 Virtual Server Windows 2008 R2
Protocol Systems FZC Imperium CRM Connect
for Microsoft Dynamics CRM ** R1.0
Windows 7 Client PC Windows 7 Enterprise
Imperium CRM Connect for Microsoft
Dynamics CRM Agent Desktop R1.0

Note: Testing was performed with IP Office 500 R9.0. Testing does not apply to an IP Office
Server Edition.
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5. Configuration of Avaya IP Office

Configuration and verification operations on the Avaya IP Office illustrated in this section were
all performed using Avaya IP Office Manager. The information provided in this section
describes the configuration of the Avaya IP Office for this solution. It is implied a working
system is already in place. For all other provisioning information such as initial installation and
configuration, please refer to the product documentation in Section 10. The configuration
operations described in this section can be summarized as follows:

e Launch Avaya IP Office Manager

e Configuration of an IP Office User

e Save Configuration

5.1 Launch Avaya IP Office Manager

From the Avaya IP Office Manager PC, go to Start->Programs—> 1P Office>Manager to
launch the Manager application (not shown). Log in to Avaya IP Office using the appropriate
credentials to receive its configuration.

%" Avaya IP Office Manager e

File | f SelectIP Office e

Name IP Address  Type Version Edition

. Release 9.0 .
V| IPOPG_R3 10104020 IP500V2 9.0.3.0 build 941 IP Office |

Configuration Service User Login
IP Office: POPG_R9 (IP 500 V2)
Service User Name Administrator
Service User Passwor d (esssssseseses
l aK ” Cancel | ‘ Help
TCP Discovery Progress
Unit/Broadcast Address
255.255.255.255 - Refresh oK | [ concel
©)
Ready *)
PG; Reviewed: Solution & Interoperability Test Lab Application Notes 6 of 26

SPOC 2/24/2015 ©2015 Avaya Inc. All Rights Reserved. ImperiumCRMIPQO9




5.2 Display LAN Configuration

In the IP Offices window expand the configuration tree in the left pane and double-click System.

During compliance testing the System was called 00E00702D89A. Select the LAN tab and note
the following information:

e |P Address

e |P Mask

IP Address of the IP Office that will be required in Section 6 for
the configuration of the TAPI Driver and again in Section 7.1
during the configuration of the Imperium Server

Subnet mask for the IP Office
e Primary Trans IP  Gateway IP Address

" Avaya IP Office Manager IPOPG_R9 [9.0.300.941] [Administrator(Administrator)]

(==
File Edit View Teols Help
ﬂﬂ A o 2 ' POPG_RY - System ~ IPOPG_RY
IP Offices = IPOPG_R9" & v <
=- R BOOTP (1)

% Operator (3)
=~ IPOPG_RY
B3 System (1)
=% IPOPG_RY
- Line (10)
<= Control Unit (4)
A& Bension (28)
-§  User (26)
5@ Group (3)
X Short Code (70)
----- B Service (0)
ol RAS (1)
Q) Incoming Call Route (5)
----- EJ WAN Port (0)
#m Directory ()
£17) Time Profile (0)
- Firewall Profile (1)
Ell P Route (2)
4 Account Code (1)
----- % License (31)
& Tunnel 0)
a‘, User Rights (8)
----- &8 Auto Attendant (0
" ARS (1)
% Location (0)
----- 4% Autherization Code (0)

System| LANL | LAN2 [ DNS | Voicemail | Telephony | Directory Services | System Events | stTe | sMDR | Twinning [ vem [ ccr [ codecs [ accs |

LAN Settings |VolP | Network Topology|

Number Of DHCP IP Addresses |10
DHCP Mode

© Server (O Client ) Dialin @ Disabled

IP Address 10 10 40 20
IP Mask 255 255 255 0
Primary Trans. IP Address 10 10 10 1|
RIP Mode Mene

[ Enable NAT
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5.3 Configure an IP Office User

This section shows how to add a new user in order to login to a H323 extension.. Enter the
extension number into the Base Extension highlighted below. Note that this number will be
automatically filled in by the IP Office and can be changed by accessing the extension in the left

window.

File Edit View Tools Help

L S-H I EEE A v

2 | 1POPGRY

T Avaya IP Office Manager IPOPG_RO [9.0.300.941] [Administrator(Administrator)]

- Extension

+ 8011 5001

Lol s

IP Offices

H323 Extension: 8011 5001 ek B X v <>

=R BOOTP (1)
Operator (3)
p

-7 Line (10)

< Control Unit (4)
& Extension (28)
8002 111

& 32216
e, 8008 219
----- %, 8004 230
e 8005 231
----- . 8006 232
"% 5009 209
----- ", 8000 301
"% 5001 302
----- . 8003 303
A& 14200

""" & 254210
e 80124220

J e 6011 5001 |

& User (26)
8 Group 3)
9% Short Code (70)

m

Extn WoIP

Extension Id
Base Extension
Phone Password

Confirm Phone Password

8011

5001

Caller Display Type

Reset Volume After Calls

Device Type

Location
Module

Port

Disable Speakerphone

On

]

Unknown IP handset

Automatic -

0
0

]

o ) omd
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In order to add a new user right click in Users in the left window and a new window will appear
where New can be selected (not shown). Shown below is an example of an existing user 5001.
Information such as the Name, Password and Extension are filled in or noted. Note, the
example below is setup as a Basic User.

" Avaya P Office Manager IPOPG_RO [9.0.300.941] [Administrator(Administrator)] ==
Fle Edit View Tools Help
2 5-dRAEE L v 28, Porsrs * User ~ 5001 Office Set -
IP Offices IE Office Set: 5001 gh-Bxlvl< -
#-R BOOTP (1) ~ | |Luser__| Voicemail | BND | Short Codes | Source Mumbers | Telephony | Forwarding | Dial In | Voice Recording | Button Programming | Menu Programn| « | »

Operator (3)
E-%3p IPOPG_R9 Name Office Set T
B System (1)
-+ IPOPG_RA Password eene
=T Line (10)
Control Unit (4) Confirm Password ssse

-4 Extension (28)
Toer 5] Account Status Enabled -
o tsEr Full Name Office Set

RemoteManager

----- 4220 4220 Extension 5001 |
b 230 Comdasys230
----- j~ 231 Comdasys231 Email Address
e 232 Comdasys232 3 3
203 Bxtn203 Locale [ -]
----- 204 Bxtn204
205 B4n205 Priority [5 ']
2o Systern Phone Rights [hone -
""" 208 Edn208 [ proite [Basic User -)f
211 Bn211
----- 212 Btn212 Receptionist
_____ iﬁ x:ii Enable Softphone
----- 215 Bn215 [ Enable ane-X Partal Services 4
216 Btn216
_____ - 301 Edna01SP Ensble one-X TeleCommuter
302 Bxtn302 ! [ Enable Remote Worker
----- 303 Extn303
= 4201 Extrd201 Ensble Communicator

----- 4202 Extnd 202
Enable Mobile VoIP Client

4210 Extnd 210
W {5001 Office Set Send Mobility Email
- 000 Telephone Box
%% Group 3) [] Ex Directory
~@% Short Code (70)

4B Service (0)

Under the Telephony Tab, click on another tab called Call Settings to change or note call
settings such as Call Waiting.

" Avaya IP Office Manager IPOPG_RO [9.0.300941] [Administrator{Administrator)] =
File Edit View Tools Help
2AE-d = -EI A o 25 roreRe - User - 5001 Office Set -

IP Offices IE Office Set: 5001 FRCIEIEE

|User | Voicemail [ DND | Short Codes | Source Numbers | Telephony | Farwarding | DialIn | Voice Recording | Button Programming | Menu Programe « | +

& BooTP (1)

Call Settings |Supervisor Settings | Muli-line Options | Call Log [ TUI |

“a IPOPG_RY Qutside Call Sequence lDefauIt Ring v] [T] Call Waiting On
7 Line (10}
= Control Unit (4] Inside Call Sequence [Default Ring v] Answer Call Waiting On Hold

A Extension (28
User (6] @ Ringback Sequence [pefautt Ring +] | [ Busy OnHeld

NoUser

RemoteManager

4220 4220

i 230 Comdasys230

i 231 Comdasys231 Transfer Return Time (secs) |OFf z

iy 232 Comdasys232
203 Extn203 Call Cost Mark-Up 100
204 Extn204
205 Extn205
206 Extn206
207 Extn207
208 Extn208
211 Extn211
212 Extn212
213 Bxtn213
214 Extn214
215 Bxtn215
216 Extn216

j 301 Extn3015IP

y 302 Extn302 b

g 303 Extn303

i 4201 Extnd201
4202 Extn4202
4210 Extnd210

j 5001 Office Set

Mo Answer Time (secs) System Default (15) B [] Offhook Station

Wrap-up Time (secs) 2 -

(]
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Click on the Supervisor Settings tab to note the Login Code for the user.

[ Avaya IP Office Manager IPOPG_RA [9.0.300.941] [Administrator(Administrator)]

= =
File Edit View Tools Help
2E-d @ A« o2 | POPGRe v User ~ 5001 Office Set -
IP Offices [= Office Set: 5001 FEEIEIEE

K BOOTP (1)

7 Operator (3)
- IPOPG_RY
5% System (1)

| v

| User | Voicemail | DND | Short Codes | Source Numbersl Telephony IFonNardmg I DialIn | Voice Recording | Button Programming | Menu Programrr 4 | *

[ Call Settings| Supervisor Settings |Multi-line Options | Call Log | TUI |

= IPOPG_RS
-7 Line (10)

< Control Unit (4)
& Extension (28)

Login Code

Confirm Login Code

[] Force Login

4 User6) Login Idle Peried (secs) [] Force Account Code
""" Nollser Monitor Group [<None> - [T Force Authorization Code
RemoteManager
""" i~ 4220 4220 Coverage Group I<None> v] [7] Incoming Call Bar
= 230 Comdasy=230
----- [ 231 Comdasys231 Status on No-Answer [Logged On (Mo change) - [7] Outgoing Call Bar
[~ 232 Comdasy=232 E
..... 203 Extn203 [] Inhibit Off-Switch Forward/Transfer
204 Extn204
..... 205 Bxtn205 Reset Longest Idle Time [7] CanIntrude
;gg ;nsgg ® All Calls Cannot be Intruded
..... N
208 Extn208 ©) Extemal Incoming [C] Can Trace Calls
----- 211 Extn211
212 Bxtn212 [7] CCR Agent
----- 213 Extn213 . X
System Default (10 : ; Work
914 Extn214 ystem Default (10) Automatic After Call Work
""" 215 Extn2l5 [7] Deny Aute Intercom Calls
216 Extn216

Click on the Button Programming tab in order to change the buttons that are programmed on that
user’s phone set. Not there are two call Appearance buttons programmed below with a DND On
and DND Off programmed also. Click on OK to complete the new user.

" AvayaIP Office Manager IPOPG_R9 [9.0.300.941] [Administrator(Administrator)] =0 =R
File Edit View Tools Help
25-d AEE Al - 28 rorcre - User - 5001 Office Set =
IP Offices IE Office Set: 5001 R
& sooTP ) | [user [ Voicemail [ DND | short Codes | Source Numbers [ Telephony | Fonwarding | Dial In | Veice Recording| Button Pragramming | Menu Brogram « | +
7 Operator (3)
%% POPGRY Button .. _Label Action Action Data ~ [ Remove
=57 System (1)
% POPG_RO 1 LineIN Appearance a= |
1 Line (10) 2 Line OUT Appearance b= 3 o
=+ Control Unit (4] 3 DND On Do Not Disturb On Comy
4 Extension (28) 4 DND Off Do Not Disturb Off =r
User (26) z
NoUser Paste
- dr RemoteManager 6
b 4220 4220 7
i 230 Comdasys230 8
- fr 231 Comdasys231 9
232 Comdasys232 = 10
~§ 203 Extn203
204 Extn204 u
205 Extn205 12
206 Extn206 13
207 Extn207 14
208 Extn208 15
211 Btn211 1
212 Extn212 Display all buttans
213 Extn213 u :
214 Extn214 18
215 Extn215 19
216 Extn216 20
[ 301 Extn3015IP 2
- 302 Extn302 .
I 303 Extn303 2
i 4201 Bxtnd201 23
4202 Extnd202 24
4210 Extnd210 25
- 5001 Office Set ps
b 5000 Telephone Box
28 Group 3) 4 -
8% Short Code (70)
B Service (0)
o , =
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5.4 Save Configuration

Once the configuration has been made it must be sent to the IP Office. Click on the Save Icon as

shown below.

" Avaya IP Office Manager IPOPG_R9 [9.0.300.941] [Administrator(Administrator]] = |- e
File Edit View Tools Help
25 @ A&|E & v 2% Porcro - User - 5001 Office Set -
= IPOffices |E Office Set: 5001 FEEIEI A
A sootP ) \ * | [user | voicemail [ DND | short Codes | Source Numbers | Telephony | Fowarding | DialIn | Voice Recording| Button Programming | Menu Programm + | +
Operator (3) Save
IPOPG_RS Button .. Label Action Action Data =1 Remove
-5 System (1)
= IPOPG_RO 1 LineIN Appearance a= | o
£ Line (10) 2 Line OUT Appearance b= 3 =
<= Control Unit (4) 3 DND On Do Not Disturb On B E—
& Extension (28) 4 DND Off Do Not Disturb Off e
o§ User(26) 3
{rm MoUser Paste
3 RemoteManager 6
& 42204220 7
‘& 230 Comdasys230 8
& 231 Comdasy=231 9
& 232 Comdasys232 - 10
& 203 Ban203
§ 204 Bxtn204 u
& 205 Extn205 12
& 206 Bxtn206 13
Once the Save Configuration window opens, either the Merge or Immediate button will be
filled in depending on the changes that are made. Click on the OK button.
I Avaya IP Office Manager IPOPG_R9 [9.0.300.941] [Administrater{Administrator]]
File Edit View Tools Help
205 -d @AEE A v - 25 rorcre - | User - 5001 Office Set =
IP Offices |E Office Set: 5001 ef -
'_‘ BOOTP (1) | | user |Voicema\| | DND | Short Codes | Source Mumbers | Telephony | Forwarding | Dial In | Voice Recording | Button Programming
Operator (3)
Button ... Label Action Action Data =
1 Save Configuration IEI' = '\EI =
2 .
- Control Unit (4) B IP Office Settings L
& Extension (28) 4 1POPG_R9
=@ User (26) s
; MolUser Configuration Reboot Mode
-$m RemoteManager 6 5 Merge
g 42204220 7
= 230 Comdasys230 g mme
-~ 231 Comdasy=231 9
i 232 Comdasys232 = 10 D When Free
- 203 Extn203 ) Timed
204 Extn204 u
205 Extn205 12 Reboot Time
206 Extn206 13
207 Extn207 14 Lz
208 Extn208 15
211 Extn211
212 Extn212 16 Call Barring
213 Extn213 u
214 Extn214 18
215 Extn215 19
~§ 216 Bn216 o
- 301 Extn30L5IP a1
= 302 Bxtn302 .
e 303 Extn303 22 I oK I I Cancel ] [ Help
i 4201 Extnd 201 pE]
4202 Extnd202 24
4210 Extnd210 P
- 5001 Office Set 2%
5000 Telephone Box
“ Group (3) z =
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Enter the Administrator password and click on OK to complete the configuration save.

IP Offices IE Office Set: 5001 ef -
o | User | Voicemail | DND | Short Codes | Source Numbers | Talephonyl Forwarding | DialIn |Voica Recarding Button Pregramming
Button ... Label Action Action Data ol
“ IPOPG_RY 1 Save Configuration =] @ |[=] =
#-7 Line (10) 2 ) o o
! 1P Office Setti
<= Control Unit (4) 3 c€ Semngs 4
-4 Extension (28) 1 [POPG RS
=-§  User (26) 5
frg NoUser Configuration Reboot Mode
[
§m RemoteManager ® Merge
- 42204220 Service User Logi
- 230 Comdasys230 ervice User Login
- 231 Comdasys231 X
~§m 232 Comdasys232 .| 1P Office: IPOPG_R9 - IP 500 V2
~§ 203 Bn203 1
204 Extn204
205 Extn205 Service User Name Adrministrator
206 Extn206
207 Extn207 Service User Password  sssssesssssss|
208 Extn208
211 Bxtn211 [oc ][ concel [ Hew
212 Extn212
213 Bxtn213 7
214 Extn214 18
215 Extn215 19
~§ 216 Exn216 20
r 301 Extn3015IP n | |
- 302 Extn302 m
i 203 Exin203 2 ok |[ canca |[ Hep
@™ 4201 Extnd201 23
4202 Extnd202 24
4210 Extnd210 25
~gr 5001 Office Set %
- 5000 Telephone Box
-3 Group (3) a7 8
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6. Installation and Configuration of Avaya IP Office TAPI3

Service Provider

TAPI3 Service Provider is included in the IP Office CTI Link Software Development Kit (SDK)
located on the DevConnect website (http://www.avaya.com/gcm/master-usa/en-
us/corporate/alliances/devconnect/index.htm ) under the product name IP Office. Once

downloaded the install is initiated by running TAPI3Install.exe as shown below.

z&, & C:\Documents and Settings'Administrator’Desktop’SDK 2.0 DEVCONNECT SITE
My Computer File Edit View Favorites Tools Help
QBack « &) ~ 1P | - Search | Folders | & 2 X ) | -
Ja) Address Ilf;‘j C:\Documents and Settings\Administrator\DesktoplSDK 2.0 DEVCONNECT SITE
o
—/ Mame ~ I Sizef Type | Date Modified I Attributesl
putty exe (shtel File Folder 07{11/2011 13:47
() 5amples File Folder 07/11§2011 13:47
jAutorun.inf 1KB Setup Information 03/10/2001 11:41 A
'g Q qo 1 KB Shortcut to Program 03/10/2001 17:31 A
X Fqo.bat 1 KB Windows Batch File 12/12j2001 16:38 A
A | 2 index.htm 4KE HTML Document 12/06/2006 10:26 A
= i Ej readme, txt 1KB Text Document 22/10f2003 12:59 A
r j"w,.,'. = d 1 KB Text Document 12/07/2006 13:38 A
35- BNl Tap1aInstall exe 3,637KE  Application 22/102003 16:19 )
Internet
Explorer

To configure the TAPI Service Provider navigate to Control Panel and right click on Phone
and Modem Options and Open as highlighted below.

7 All Control Panel Ttems

=10l x|

‘m ﬁ - Control Panel ~ Al Control Panel Ttems ~

- m I Search Control Panel

g

Adjust your computer's settings

P Action Center

£ BDE Verwaltung (32-bit)

_; 'Date and Time

E_@Devices and Printers
Folder Options

Internet Options

ZE Keyboard

Elnotification Area Icons

@ Power Options

% RemoteApp and Desktop Connections

;j_ Taskbar and Start Menu

5"& User Accounts

::J_ Windows Update

Administrative Tools
r;!J Color Management
@ Default Programs
= pigplay

|4 Fonts
&l i5CSI Initiator

¥ Mouse

I |5 Phone and Modeml

% Sound
2| Text to Speech

E Windows CardSpace

j I —
Programs and Fe;
Create shortout

View by:  Smallicons =

m AutoPlay

Credential Manager

é Device Manager

@ Ease of Access Center

E; Install Application on Remote Desktop...
| £ Java (32-hit)

:‘: Metwork and Sharing Center

3 Phone Driver Options Advanced
9 Region and Language

;u;J System

[ Troubleshooting

ﬂ Windows Firewall
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Click on the Advanced tab and highlight Avaya IP Office TAPI3 Service Provider and click
Configure.

4. Phone and Modem x|

. Dialing Rules I Modems

’-a The faollowing telephary providers are installed on this computer:

Microscft HID Phone TSP

NDIS Prooey TAPI Service Provider
TAP| Kemel-Mode Service Provider
Unimodem 5 Service Provider

Add... | '&,‘ Remave IE‘ Conﬁgure..."
ok | cames | spn |

Enter the IP Office IP address into the Switch IP Address box. Select Third Party and enter the
IP Office Administrators password into the Switch Password box. Ensure WAV Users and
ACD Queues are ticked as shown below.

=
Switch P Address | 10.10.40.20 Lo |

Cancel

" Single User

Uzer Mame I

Uzer Password

% Third Party

Ixxxxxxxxxxxxx

Switch Pagszword

™| ExDirecton Users
W wishd Users
W ACD Queues
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7. Configuration of Protocol Systems FZC Imperium CRM
Connect for Microsoft Dynamics CRM

The IMCC for MSCRM Server Solution is imported to MSCRM which customer is already
running and it does not require any separate server. IMCC for MSCRM Agent Desktop will
connect to the IMCC for MSCRM server in order to obtain information on each caller from a
central database. Once a call is presented to an agent the IMCC for MSCRM Agent Desktop can
use the Call Line ID information obtained from IP Office to lookup the MSCRM and present to
the agent all the customer information associated with that CLID. Each agent that is running
IMCC for MSCRM Agent desktop will have a unique connection to the IP Office using the
Avaya IP Office TAPI Service Provider for call control and to monitor the caller’s information.

7.1 Importing Imperium CRM Connect for Microsoft Dynamics CRM
Solution Template

The setup of the Imperium CRM Connect for Microsoft Dynamics CRM Solution is done by
engineers from Protocol Systems FZC and is therefore outside the scope of these Application
Notes. However a quick outline of the procedure is included in this section. Protocol Systems
FZC will share a solution template which will be imported to the MSCRM as a Managed
solution. Browse to Settings > Solutions in the MSCRM console.

Mg Solutions All Soltions - | % | § EH?’ET’T|

€ C [} 192.168.1047:5555/mscrmeurrency/main.aspx?etn=phonecall&extrags=directioncode%3d0%26etc%3d4210%26parameter_CallFrom%3de0f54ab7-c9ca-e311-83¢6-0f =

JaMicrosoft Dynamics CRM v #%  SETTINGS v+ Sclutions | v ® ceate e F‘?ﬁ? ?

Select Choose File and browse to the provided solution template file which is in ZIP format.

Jig Import Solution - Gaogle Chrome ===
| [ 192.168.1047:5555/mscrmcur| Al Open =S
P
Deskt +3 | [ Search Desktop |
Select Solution Package it |! esktap ¥ A | T ‘ | 2
e P e S Organize = Mew folder B~ 0@ ._é.
S = -
“{ Favorites i Libraries
Bl Desktop = | | System Folder L

& Downloads
uuuuuu

% Recent Places group
Systern Folder

‘L
Pa sy
T

Libraries
= Ragu

i ;D:::"ents Jh?; System Folder
=] Pictures - ——
B8 videos _-,L__\ E:EQEEHtFIﬂdEI
) o
% Homegroup QLW Eie-:-ttvevm;clcler
1% Computer T B Adobe Reader XI -
File name: - [AII Files ']
[ Open |v] [ Cancel I
]
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7.2 Configure Imperium CRM Connect for Microsoft Dynamics CRM
Agent Desktop connection to Avaya Aura® Application Enablement
Services

The connection for the IMCC for MSCRM Agent Desktop running on the client PC is
configured as follows. Run the Imperium CRM Connect shortcut on the desktop. This will
open the IMCC for MSCRM Agent Desktop window as shown. Click on the setting icon at the
top of the window and select Settings as shown.

2

Imperium
CEM C...

CRM CONNECTOR
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Enter the following information.

e Extension

Main Prefix

Country Code

CRM Datasource
CRM Db Password

e CRM DB Name

e CRM Connection URL

This is the IP Office extension number that is to be
monitored.

This is the number used to dial out from the PBX.
This is the country code for example 353 for Ireland.
This is IP Address/Hostname of MSCRM Database.
This is password of MSCRM Database.

This is the MSCRM Database Name.

This is the MSCRM URL.

Click on OK at the bottom of the screen once the information is filled in correctly.

CRM CONNECTOR

Extension

Main Prefix

Country Code +353

CRM Datasource

CRM Db Password =

CRM Db Name mscrmeurrency_MSCRM

CRM Connection URL 192.163.10.47-5555/mscmcurmen
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8. Verification Steps

This section illustrates the steps necessary to verify that the Imperium Server is connected to the
IP Office correctly in order to receive screen pop information.

8.1 Verify that Avaya IP Office TAPI Service Provider is running
correctly
Open Phone Dialer (Windows program installed on all Windows platforms) on the IMCC for

MSCRM Agent Desktop where TAPI is installed. Click on the Tools menu and select Connect
Using.

5
File Edit | Toolz Help

Connect Using. .. '
el Dialing Properties. .. =
=T |
Dl [ |2 |
3 |
ABC DEF
1 2 3 4 |
GHI JKL MNO 5 |
4 5 [
prRs | Tuv | wxr| | ® |
7 8 3
7 |
- 0 H g |

Another box opens as shown below. Open the Line dropdown box and all the IP Office users
should appear as an available line to use. Click on OK.

Line:

|P Office Phone: 5001 Line Properies. .. |

Address:

|5|:u:|1 |

W Use Phone Dialer to handle voice call requests from other programs

oK I Cancel

PG; Reviewed: Solution & Interoperability Test Lab Application Notes 18 of 26
SPOC 2/24/2015 ©2015 Avaya Inc. All Rights Reserved. ImperiumCRMIPQO9




In the box Number to dial enter a valid IP Office extension number as shown below and click

Dial. The Phone Dialer should successfully call the chosen extension number.

B

X
File Edit Tools Help
Mumber to dial:
4001 ]
— —  Cumently dialing: 4001
Dial I 2
3
aec | OeF [ | T —
1 2 3 4
GHI JKL MMNO 5 |
4 L] &
PRS | Tuv | wxy | |® |
7 g 9
|
- 0 H 8 |
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8.2 Verify 3" Party Call Control using Imperium CRM Connect for
Microsoft Dynamics CRM Agent Desktop

The section will show the full working solution by demonstrating a call being made and
answered from the IMCC for MSCRM Agent Desktop.

Note: The example calls shown below are not taken from the system tested during compliance
testing. Rather these were taken from a fully working system connected to a Microsoft CRM
database.

8.2.1 Log in to the Imperium CRM Connect for Microsoft Dynamics CRM
Agent Desktop

Run the Imperium CRM Connect shortcut on the desktop. This will open the IMCC for
MSCRM Agent Desktop window as shown. Enter the correct username and password i.e., the IP
Office station number and password, and click on Log On.

m CRM CONNECTOR

Imperium

CRM C...
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8.2.2 Make an outgoing call using Imperium CRM Connect for Microsoft
Dynamics CRM Agent Desktop

Once logged in click on the phonebook icon at the top left to show the list of contacts and each
of these contacts can be dialled by right clicking on the name and selecting Call as is shown.

CRM CONNECTOR
Enter name or number L ¥
Name Company Name Business Phone Mobile Phone
.'__n.-u-S.- :.3 -Inl- é:? Jn
Ann Many PS MY H)4 =
Bharath PS5 MY 201 206073326
Jaby nspectorate Intemational ... +537 Sacoccoon g0
- — N Coll-97148998100 |
Pray PS MY
Raguvara PS N +313884522374 305 -

Business Phone Mobile Phone

incommg il X

-'2. Raguvaran N §
305

(h &~ &
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8.2.3 Answer an incoming call using Imperium CRM Connect for Microsoft
Dynamics CRM Agent Desktop

An incoming call is presented to the agent as shown below. Click on the icon highlighted to
answer the call with a screen pop of the customer’s information.

CTI CONNECTOR

Enter name or number

Incoming call...

'r Raguvaran N S
305
Il s le=
Ne i N

3:02 PM

oemgue o |

A screen pop showing the customers information is shown.

Mg Phone Calk: Call From Re %
€' | [} mscrm:5555/mscrmcurrency/main.aspx?etn=phonecall&extrags=directioncode%3d0%26etc%3d4210%26parameter_CallFrom%3de0f54ab7-c9ca-e311-83c6-00155d0a2c ¥ | =

Manikandan Kar... J" & 2

Aig Microsoft Dynamics CRM + #% | call From Raguvara... e —— d
PHONE CALL
Call From Raguvaran N S i = Manikands
Phone Call
From™® B Raguvaran NS
Subject™ Call From Raguvaran N S
Call To™ Manikandan Karunakaran
Direction Incoming
Regarding
R 20 minates Incoming call...
-2. Raguvaran NS
javascript;
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8.3 Make an outgoing using Imperium CRM Connect for Microsoft
Dynamics CRM to click to call

With IMCC for MSCRM users can make a call from within the MSCRM web interface itself
from the Contacts page, Accounts Page, Phone Activity page, etc. In the example below the
MSCRM web interface navigate to Microsoft Dynamics CRM - Sales - Contacts and click
on a contact and press the Call button which will then make a call out.

g Phone Call: Call From Rac % Vj“ Contact: Raguvaran NS - % W\

«
Ait Microsoft Dynamics CRM v #%  SALFS Contacts | v Raguvaran NS | v
+New (S DEACTIVATE SR CONNECT =  [WADD TOMARKEINGLST SEASSIGN  »»e Vo
CONTACT
" 1Raguvaran N S Mamiiandar
Summary
CONTACT INFORMATION POSTS mpany
Raguvaran M S s0ET & pomy
e s Recen Cases + =
raguvaran NS @protocalsystems-me com 5 reted
305
+919884922374
° 3
Prefened Nethod | Any
Addres: -
Recent Opportunities + =
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This call is then seen as on outgoing call as highlighted at the bottom right of the screen.

/' ig Phone Call; Call From Rag % | dig Contact Raguvarsn NS - | (=S|
< C | [1 192.168.10.47:5555/mscrmeurrency/main.aspx?etn=phonecall&extrags=directioncode%3d0%26etc%3d4210%26parameter_CallFrom%3de0f54ab7-c9ca-e311-83¢c6-00Q ¢y =
i Microsoft Dynamics CRM vt SAIES Contacts Raguvaran N § | v
+NEW  [§ DEACTIVATE Baa BEASSIGN w0 L
CONTACT
C Ouner*
Raguvaran N S S
Summary
CONTACT INFORMATION POSTS Company
, o Bs My
RaguvaranN S PosT
” Both
& psmy Recent Cases +
raguvaran.NS@protocolsystems-me.com e dldn't find any poses e Tl Pricrisy 4 Status Creazd 00
305
+919884922374
»
Recent Opportunities +
4 | Close Da. |
The specified credenti
»

Outgoing call.
+ Raguuaran NS

305

(( &~ &

Active
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9. Conclusion

These Application Notes describe the configuration steps required for Protocol Systems FZC
Imperium CRM Connect for Microsoft Dynamics CRM to successfully interoperate with Avaya
IP Office R9.0. All feature functionality and serviceability test cases were completed
successfully with any issued and observations noted in Section 2.2.

10. Additional References

This section references the Avaya and Protocol Systems product documentation that are relevant
to these Application Notes.

Product documentation for Avaya products may be found at http://support.avaya.com.
[1] Avaya IP Office R9.0 Manager 10.1, Document Number 15-601011
[2] Avaya IP Office R9.0 Doc library

Technical documentation can be obtained for Imperium CRM Connect for Microsoft Dynamics
CRM from the website http://imperiumapp.com/

Support for Imperium Reporter can be found at:
Protocol Systems FZC

Tel: +9716 5578383

Fax: +9716 5578384

Email: support@protocolsystems-me.com
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Notes is subject to change without notice. The configurations, technical data, and
recommendations provided in these Application Notes are believed to be accurate and
dependable, but are presented without express or implied warranty. Users are responsible for
their application of any products specified in these Application Notes.

Please e-mail any questions or comments pertaining to these Application Notes along with the
full title name and filename, located in the lower right corner, directly to the Avaya
DevConnect Program at devconnect@avaya.com.
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