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Unity seamlessly integrates with Agile CRM, Dynamics 365, Zendesk, Zoho CRM, Sugar

CRM and Salesforce to facilitate contact lookup and “popping” for inbound and outbound

calls, searching for CRM contacts within Unity and click to dial both from within Unity and the

CRM platform.

This functionality relies on a CRM Integration license being assigned to the end-user.

Please note this license is required in addition to the base license for Unity Desktop, Call

Center Agent, Call Center Supervisor or Reception, however this functionality is included in all

trial licenses for these Unity clients.

Once this license is assigned and Unity is restarted, the CRM panel will become available in

Settings, as shown below.
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p=
() Services & Settings

===

| Senvicas| Settings ‘

- Skin

Contact Search
- Contact Display
*- Current Calls

= Computer/Phone Integration
Clipboard Integration

i Dialing Rule

- Custom Directory Integration
i - Configuration
Outlook Integration

+~ Call Notification
- Unity Connect
= Quick Keys

»

presentation.

Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI

Configuration | Automatic Contact Pop

CRM Platform

None

To configure Unity to integrate with a CRM platform, simply select the CRM platform from the

dropdown list and complete the required fields, as outlined in sections below.

You can also configure Unity to automatically pop the CRM contact when the phone is

answered, as shown below.

-
() Services & Settings

|

| Services | Settings |

o Skin

i~ Contact Search

i~ Contact Display

“ Current Calls

= Computer/Phone Integration

i+ Clipboard Integration

i~ Dialing Rule

[l Custom Directory Integration
¢ - Configuration

- Outlook Integration

B Erwntegmtmn
- Desktop Integration

i Call Motification

- Unity Connect
B+ Quick Keys

i+ Key Combinations
“ Commands

>

m

presentation.

Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI

Configuration | Automatic Contact Pop

Everytime I answer an inbound call
that is through a cll center
that is not through a call center

Everytime I make an outbound call
that is through a call center
[T that is not through a call center
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2 CONFIGURING SALESFORCE INTEGRATION

Please note that Unity is only able to consume the Salesforce API if the appropriate
salesforce license/edition is in use, please speak to salesforce for more information.

The Salesforce API requires a security token which must be requested through the Salesforce
portal and is emailed to the logged in user. In order to request this security token and setup

Unity please follow the below steps.

2.1 Log into Salesforce and click “My Settings” in the top-right corner.

Classic view:

Chris Tutt Setup Help & Trainin

Iy Profile
My Settings

Developer Console

Swileh to Lightning Experience |My Settings

Logout

Lightning view:

?7 0 A ‘:’

v Cale

'B Jenna Wimshurst
- eub.salesforce.com

LDgOut

OPTIONS
RS Switch to Salesforce Classic @

Add Username
2.2 On the left hand menu under Personal, click the “Reset my Security Token” link. If

you don't see this link you may not have the required license assigned, please speak to your

Salesforce sales agent for more information.

My Settings

X Personal

Personal Information
Change My Password
Language & Time Zone
Grant Account Login Access

My Groups

Reset My Security Token

Connections

I nain Histnng

2.3 Confirm that you want to reset the security token.
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Reset My Security Token

When you access Salesforce from an IP address that isn't trusted for your company, and you use a desktop client or the API, you need a security token
token is also reset.

T=1Y
g Afervou reset your token, you can't use your old token in API applications and deskiop clients
|

Reset Security Token

2.4 You will shortly receive an email with the new security token, as below.

We've sent you a new Salesforce security token because you recently changed your password or requested to reset your seeurity token. Use this updated security token with APl or desktop elients that require it

Username: fhris.tut iityclient.com

Security token (case-sensitive) { wae.gcng FSUVGSS6nNgkeBI2 |

For more information on using your security token, see Reset Your Security Token at https://help.salesforce.com/HTViewHelpDoc?id=user_security_token.htm.

25 Go to Unity Settings and select Salesforce as the CRM platform. You will then be
able to enter the login ID and password that you use when logging into Salesforce, as well as
the security token from the email, please make sure you copy this directly from the email and

paste it directly into the correct box in Unity, as shown below.

() Services & Settings ®

Serwcesl Settings I

- Unity Settings

El- Appearance

- Contact Search

+ Contact Display
*-Current Calls

= Computer/Phone Integration

Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI
presentation.

+Clipboard Integration

Configuration  Automatic Contact Pop

-Dialing Rule CRM Platform
(=) Custom Directory Integration
H Configuration Salesforce b
i Outlook Integration .
- Browser Integration Login D
w |]erma.\.'umshurst@kakauusvstems.cum |
- Chck To Dl 1
i Desktop Integration Passwor
" Notificztion — |
- Unity Connect
= Quick Keys Security token :
i Key Combinations |d\'BmilgL'IgDzvSASiCu?N\'TAZ | tajl Test
Smiﬂgwnds Include contacts
- Update Include leads
=l Instant Messaging & Presence
H gng Include accounts
= Logging
L. XMPP Show record type when searching
Security .
-~ Language Automatically add call log entry
=1+ Connection Close call log entry immediately
i Network

You can also choose whether to include contacts, leads and/or accounts from Salesforce, in
most cases all three would be selected.

Unity can also include the record type when showing a contact from Salesforce, making is

easy to identify inbound calls from leads.

Lastly, Unity allows the user to add a call log entry into Salesforce for any call, assuming the
remote party was found in Salesforce. This feature is outlined further below, but you can also
configure Unity to automatically add a call log entry if one hasn’t been added manually. This

includes both inbound and outbound calls and even calls that were unanswered.

2.6 Click on the Automatic Contact Pop tab to configure these parameters, then click
Save. You will be able to test the integration by performing a search for a contact within

Unity, you should see Salesforce records appear in the list as well as from all other
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directories. If in doubt you may want to activate the “Show record type when searching”

setting in order to distinguish between Salesforce records in the search results.

Contacts  Call Logs Voicemail Abandoned Calls

Search [Natalie] |

MName
. Matalie Maines (Salesforce Contact)

3  CONFIGURING AGILE CRM INTEGRATION

The Agile CRM API requires an API key which can be obtained through the web portal, the
below steps allow you to configure Unity to integrate with the Agile CRM platform through

your user account.

3.1 Log into Agile CRM and click on “Admin Settings” under the account button in the top-

right corner.

©  add~

Chris Tutt
fee = e e =
Preferences

Admin Settings

Theme & Lavout

3.2 Click on “API & Analytics” from the menu on the left, then copy the REST API field
from the webpage, as shown below. Please be sure to capture all text, it may be helpful to
paste to Notepad to ensure you have all characters [without formatting] before pasting into

Unity.

Preferences
AP Key

Users
REST API

ujaTeésbdpaliBcstucSerudrjp m

For Java, PHP, .Net wrappers and integrations like Zapier, Wufoo, U

Custom Fields

Deals

Javascript API Key

Tags
9cbS1hprosgpbeolgb199s6tch m

Tasks
Only for tracking code on website,

Telephony

Analytics Code
Service

Allowed Domains
ntegrations

P Filters
APl &Analytics

3.3 Go to Unity Settings and select Agile CRM as the CRM platform. You will then be
able to enter the login ID and password that you use when logging into Agile CRM, as well as

the API key that you have copied from the webpage.
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() Services & Settings

Sem(esl Settings I

[=- Unity Settings

[z} Appearance
Contact Search

-~ Contact Display
Current Calls

-~ Clipboard Integration

- Logging
XMPP
- Security
Language

= Computer/Phone Integration

= Instant Messaging & Presence

presentation.

Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI

Configuration = Automatic Contact Pop

| -agilecrm.com

| €D Test

Diglling Rule CRM Platform
(=l Custom Directory Integration
i.- Configuration Agile i
-~ Outlook Integration .
=8 Integration DSTk]
‘unityc\ient
o Dal )
Desktop Integration Login ID
- Notification ‘ienna.wwmhurst@untvche nt.com
Unity Connect
= Quick Keys APT key
- Key Combinations ‘(dS(SdsdfdngBMsz
Commands
- Startup Include contacts
Update Include companies

Show record type when searching
Automatically add call log entry

Close call log entry immediately

Note:

Please ensure the domain excludes any suffixes such as .com/.org etc. as the domain

must be appended with agilecrm.com. For example, the below will fail:

Domain

unityclient.com

.agilecrm.com

Instead the domain should be:

| unityclient i

.agilecrm.com

Please take care when entering the domain as this is a common reason for Agile CRM

integration not working as expected.

It may be useful to include the Agile record type when testing the connection. To do this

simply perform a contact search and compare the results to Agile CRM.

T Unity Superorces: henna Wirrrhart - Avadsble [dunsioe 018050

Fis  Messaging Toois  Help

0000200 DO

Wy Siafnbics
Argwend Average Talk
Haere Toldl Cali Cai ligiad Canki Tima
@ Bokis Sales T 0 ] o3
B ths Bales [ o ] 0000
D Custarmsr Suppen .
) Pariner Suppod
o o L 000D
From Ta

Contacs CMILGE ADBYIAAGCIIE  VICHMaH  AgE AChly

Tokal Talk Tods

Teme
[ (14
0000 o
OO 0rDd o

Bedrch |Lafy
Nama Prons
I'_ i3 Dusar (Apss CRM Contai - Modde! DTETA483814

' LaryFrance

COIHO0RET I man 503

4 CONFIGURING MS DYNAMICS INTEGRATION
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4.1 INTEGRATING MS DYNAMICS

To integrate your MS Dynamics into Unity go to Settings>CRM then select Dynamics from the

drop down menu.

If your MS Dynamics is Online or Office 365 deployment then tick the box and select an

online region.

() Services & Settings

Services Seftings

£ Unity Settings
= Appearance
- Skin
i Contact Search
- Contact Display
- Current Calls
- Computer/Phane Integration
i Clipboard Integration
i Dialing Rule

t.. Configuration

Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI presentation.

(= Custom Directory Integration

Configuration Automatic Contact Pop
CRM Platform
Dynamics

Online or Office 365 deployment

Qutlook Integration
(= Brawser Integration Server address
' Dial .dynamics.com
ktop Integration Domain
- Call Notification |My Domain |
= Unity Connect
Quick Keys Login ID
Key Combinations |u;er@n‘wdnrﬁa\n.cnm |
- Commands
-~ Startup Password
Update ’z“““ | @ Test

If your MS Dynamics is not Online or an Office 365 deployment, then leave the box empty
and enter a server address.

Enter the domain, login ID and password then click Test to ensure the details are correct.
Unity =

e
[ﬂ] The CRM connection test succeeded

4.2  ONLINE AND OFFICE 365 DEPLOYMENT

If you have selected an Online or Office 365 Deployment, then the below pop up may appear.
Select arganization -

Organization ']

Select your organization from the drop down menu and click ok.

Select arganization ===
Organization | SimplyBiz Dev v]
.

Once you have selected the organization you will need to enter the login id and password

used to access MS Dynamics as well as your Dynamics server address, as shown below.

Unity CRM Integration Configuration Guide
Page 7



A\ MASERGY

@ Services & Settings pe
Services Settings
= Unity Settings Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI presentation.
- Appearance
Skin
Contact Search
-~ Contact Display
Current Calls Configuration  Automatic Contact Pop
- Computer/Phone Integration
- Clipboard Integration CRM Platform
Dialing Rule
- Custom Directory Integration Dynamics v
D“;HCDD;;‘ %:E tgl;nmn Online or Office 365 deployment
Browser Integration Server address
- Desktop Integration Domain
Call Notification My Domain |
Unity Connect
- Quick Keys Login ID
- Key Combinations ‘user@mydomain.com |
Commands
- Startup Password
Update e | @ est

4.3  LOGIN ID AND PASSWORD

If you are using Online or Office 365 Deployment, enter the login ID and password along with

your domain.

Click the test button to save and test the log in details.
Once the CRM connection test has been successful click Ok.
Unity ﬂ

e
|0I The CRM connection test succeeded
v

5 CONFIGURING ZENDESK INTEGRATION

To integrate your Zendesk into Unity go to Settings>CRM then select Zendesk from the drop-

down menu.

Enter the domain, login ID (which is normally the email used to login) and the API Key.
Please note that you don't need to enter a password as the API Key is all you need to
authenticate. Each user can have a separate API Key, or all users in a business can use the

same one.

Unity CRM Integration Configuration Guide
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@ Services & Settin
Servi(ej Settings i
& Unicy Settngs,
- Appearance
Skin

Contact Search
Contact Display
Current Cals

[= Computer/Phone Integration
Cipboard Integration
Daling Rule

Configuration
Qutiook Integration
=] mnn’mn
Cicx 1o Dial
Desktop Integration
Call Notfication
Uniy Connect
- Quick Keys
Key Combinations
Commands
Startup
Update
- Instant Messaging & Presence
Logging
XMPP

Configure Unity to seamiessly integrate with a CRM platform for contact search and CLI presentation.

Configuration  Automatic Contact Pop

= Custom Directory Integration

CRM Piatform
Zendesk

Domain

[unryCient

] .zendesk.com

Login ID

ljenna com
|

API Key

| ILOQWQj3cU1XECUGTe A4 705 TIGSIOBIMeZDSZu

| | Test

EA Show record type when searching
4 Automaticaly add cal log entry
[ Close call bog entry immediately

Click the test button to save and test the log in details.

Once the CRM connection test has been successful click Ok.

6 CONFIGURING ZOHO CRM INTEGRATION

Go to Unity Settings>Settings>CRM and then select Zoho from the dropdown list of CRM

platforms.

T
0 Services & Settings

‘ Ser\rlcesl Settings |

- Contact Display
- Current Calls
Computer/Phone Integration
i Clipboard Integration

i Dialing Rule

i - Configuration
- Outlook Integration
=) Browser Integration
; Click To Dial
i~ Desktop Integration
=+ Notification

-~ Conversations

=l Custom Directory Integration

presentation.

Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI

Configuration  Automatic Contact Pop

CRM Platform

‘Zoho

Authorisation token not saved

| (2 Authorise

Click Authorize:

CRM Platform

| Zoho

Authorisation token not saved

| () Authorise

Your default browser will then pop Zoho.com and ask you to enter your account login details:

Unity CRM Integration Configuration Guide
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20,11 0

One account. Access all services.

Sign In to access Accounts

Email / Phone

Password ‘ ‘

[ Keepme signed in Forgot Password?

Once you've signed into Zoho, it will ask you to accept the access request from Unity:

2/0,11 O

Unity CRM Connector

Unity CRM Connector would like to access the following information.

l;}“ CRM

+ Full data access

By clicking the "Accept” button you allow Unity CRM Connector to access data in your Zoho account

Click Accept. You will then be informed whether the authentication have been successful or

not. If it has been successful, you will see this screen:

Authentication Succeeded

Zoho CRM authentication is complete, please close this browser tab. You must restart Unity in order to retrieve the authentication details used to integrate with Zoho CRM

If you clicked “Reject” or the authentication failed, you will see this screen and will need to go

through the process again:

Authentication Failed

The expected authentication details were not passed by Zoho CRM. Please close this browser tab and try to authorize again.

Once the authentication has been successful, go back to the Unity client and click Complete

Authorization:

Authorisation token saved
Complete authorisation

> Cancel authorisation

Unity CRM Integration Configuration Guide
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Once saved you can also choose whether to include contacts, leads and/or accounts from

Zoho, by selecting the boxes:

Authorisation token saved

(2 Authorise

Include contacts

Include leads

Include accounts

Show record type when searching

Automaticaly add call log entry
[ close call log entry immediately

Click Save and then restart Unity.

/7 CONFIGURING SUGAR CRM INTEGRATION

In order for Unity to integrate with Sugar CRM, an API Platform must be created in the Sugar

CRM instance. Unity uses this to consume the Sugar API so it must be done before

configuring Unity clients, but it only needs to be done once per Sugar CRM instance (which

will then apply to all users).

When logged in as an administrator, click Admin from the context menu. If you don’t see this

menu option then you are not logged in as an administrator.

Q 24 +

in

Q Profile

*
& Employees

Trade Show Confel
@ L4 O About

@ coid cal

® LogQut

ion

Under Developer Tools, click Configure API Platforms

Rename Modules

Display Modules and Subpanels

" Configure Navigation Bar Quick Create
¢ Configure API Platforms I

Change the names of the modules appearing within the application

Choose which modules are displayed in the navigation bar and which subpanels are
displayed system-wide

Select which modules are available in the navigation bar quick create

Configure enabled custom API platform names

Add an API platform called “unity” — please note this is all lower case

Unity CRM Integration Configuration Guide
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API Platforms
base
mobile
portal
opi
lpi
collabspot

collabspotbackend

e

unity] Add |

m Cancel

API Platforms
base
mobile
portal
opi
foi
collabspot

collabspotbackend

unity -

Click Add to add the API to the list, then click Save to update.

Go to Unity Settings>Settings>CRM and then select Sugar from the dropdown list of CRM

platforms.

(@ Services & Settings

Services|

- Contact Display

- Current Calls

E- Computer/Phaone Integration

i Clipboard Integration

Dialing Rule

Custom Directory Integration
Configuration

Qutlook Integration

Browser Integration

- Conversations
Unity Connect
=l Quick Keys
- Key Combinations
- Commands
- Startup

~ || Configure Unity to seamlessly integrate with a CRM platform for contact search and CLT
presentation.

Configuration = Automatic Contact Pop

CRM Platform

SugarCrm ~ |

Login ID
| |
Password
| |

URL
| | @) Test

Enter your login ID, password and URL. The URL will be the same that is used to log into the

Sugar CRM portal, it must start with https://

Click Test. If the details are correct then you will see the below pop up:

Unity X
o The CRM connection test succeeded

If the details are incorrect then you will see this pop up and will need to enter the correct

details to integrate Sugar CRM:

Unity CRM Integration Configuration Guide
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Unity x

Unity was unable to connect to the CRM platform using the
login details provided. The error returned is below

The remote server returned an error: (401) Unauthorized.

Once the Test has been successfully completed you can choose whether to include contacts,

leads and/or accounts from Sugar by selecting the boxes shown below:

URL
| https://kfintk267 1 .trial. sugarcrm.eu ‘ @) Test

Include contacts

Include leads

[] Include accounts

Show record type when searching

Autormaticaly add call log entry
Close call log entry immedately

Unity can also include the record type when showing a contact from Sugar, making is easy to

identify if a call is from a Contact or Lead.
If the account doesn’t have access to search contacts, leads or accounts (depending on the

license type of the user in Sugar CRM) then Unity will automatically uncheck the related

setting to ensure it doesn’t continue to search for that entity type.

8  UNITY CRM FUNCTIONALITY

8.1 CONTACT POP

Unity will use the CRM to identify inbound and outbound calls, including queued call center

calls.

At any time, you can search for CRM contacts from within Unity and perform click to dial to
make an outbound call to the contact, or display the contact in the CRM platform (this is

referred to as “popping” a contact) as shown below.

Contacts Call Logs Voicemail Abandoned Calls AgentActivity

., Nate Olson-Daniel . Call number

Send email

[ Show CRM contact

Copy number
Personal directory >

£} Manage user list

Appearance 3

Unity CRM Integration Configuration Guide
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You can also right-click a call to pop the record in the CRM using the default browser, as
shown below. This assumes the contact was found in the CRM platform rather than another
directory (for example an Outlook contacts folder).

From To

[ | watalie Maine

Assign call to account code 3
Add number to persenal directory

Show CRM contact
| Add CRM call log entry

Reset celumn widths

Show gridlines

You can also click on the call details “toast” notification popup to pop the contact, as below.
Again this assumes the contact was found in the CRM platform.

To: Jenna Wimshurst

From: MNatalie Maines {Zendesk User)

This feature depends on the appropriate Call Natification setting being activated, as shown

below.

-
() Services & Settings

_— =

| Services | Settings ‘

. skin
i Contact Search
i Contact Display
*- Current Calls
- Computer/Phone Integration
i Clipboard Integration
i Dialing Rule
- Custom Directory Integration
it - Configuration
i Outlook Integration
E Browser Integration
: -CRM

i Docktop Intagratio
Call Notffication

Specify how to be notified of incoming or outgoing calls. When browsing to a URL use the
[Number], [Direction], [CalID] and [LoginID] placeholders which Unity will then replaca
with the call details.

[ Show remote party phone number

‘On an incoming or outgoing call

[Z] Override the contact name using the number
perform auto answer when using click-to-dial
pop Unity

on onne auto-hide Unity when call completes
f - Quick Keys - )
- Key Combinations 3 pop summary notification
Commands for 5 2 seconds
Startup
- Update
- Instant Messaging & Presence ‘When call details clicked
- Logging ;
L xmpp pop Unity
- Security [] pop Outlock (if appliceble)
~Language -
£ Connection pop CRM (if applicable) I
- Network [Z] browse to URL (if entered)
- Proxy

Unity can also be configured to automatically pop the CRM contact when the call is answered,

which depends on the Automatic Contact Pop tab settings as shown below.

Unity CRM Integration Configuration Guide
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(1) Services & Settings ﬂ
Services | Settings |
- Skin - || Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI
- Contact Search presentation.
Contact Display 2
- Current Calls
=I- Computer/Phone Integration
Clipboard Integration
Automatic Contact Po
-~ Dialing Rule jMI P
= Custom Directory Integration
.- Configuration Everytime I answer an inbound call
- Qutlook Integration that is through a call center
[=- Browser Integration
: g that is not through a call center
- Desktop Integration Everytime I make an outbound call
- Call Notification
Unity Connect that is through a call center
& Quick Keys ) = that is not through a cal center
--Key Combinations

8.2 CONTACT SEARCH

When you perform a contact search, Unity will check all directories such as the
group/enterprise phone list, personal directory and Outlook etc., but it will also search the
CRM system and return results. You can search on contact name or company name, as

shown below. Simply double click an entry to call that number.

L Nsoy Rach * oo @ Unity Supervisor: Jenna Wimshurst - Available (duration: 01:40:50)

File Messaging Tools Help

My Statistics
- . Answered Average Talk  Tolal Talk  Tot:
Can view and edit own tick Name Total Calls Calls Missed Calls Time Time
@ Boiis Sales [ o | 0 0 00:00 00:0000 0
@ Nuts Sales 0 0 0 00:00 00:00:00 0
mary.roach1234567@gm... O Customer support - : 2
© Partner Support - - -
| 07976493816 (direct line) | 0 0 0 00:00 00:0000 0
From To

Contads CallLogs Abandoned Calls Voicemail AgentActivity

Engl
English Search | Mar

(GMT+00:00) Casablanca

Name Phone
|'\_ Mary Roach {Zendesk User) 07976493815 |
'~ Mary McGovin 00180088

You can also right-click entries to send an email using the default mail program.

S| SallyElacigy

Call number
L SallyJone
. sallyJone|  Send email
L, sallywain

Show CEM contact
., Sally Whitg

Copy number

8.3  CALL LOG ENTRY

When integrated with the CRM, Unity can add call log entries on behalf of the user, as

outlined below.

8.3.1 MANUAL CALL LOG ENTRY

Right-click on a call and select to add a call log entry, as shown below.

Unity CRM Integration Configuration Guide
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From To Duration Status
| crris Tut ‘Add number to personal directory | o000 \Ringing__|

Show CRM contact
I Add CAM calllog entry

Reset column widths

v | Show gridlines

Unity will enter basic details of the call depending on if the call is inbound or outbound, as
shown below. Remember this call log will be stored in the CRM so an outbound call in Unity
is an inbound call in the CRM, because we have called the contact.

The call note will be saved against that contact in the CRM platform, please note that you can
specify whether to close the status of the call log entry in the CRM platform or keep it open by
ticking the box.

- Key Combinations

E k1
i Commands Include contacts

Include leads

Include accounts

Show record type when searching

‘Automatically add call log entry

i -language
- Connection
- Network

I Close call log entry immediately I

We can now add further notes manually, then click OK to save the call log entry. If we click
Show CRM Contact or Cancel the call log will nhot be saved.

Add call log entry X

Call to Jenna Wimshurst

Called to confirm the support ticket has been
resolved

[ Close call log entry immediately |

) Show CRM Contact * Cancel OK

You will now see this call log entry in the CRM, as shown below.

[ B #16 Call received from Jenna Wi... less than a minute ago

Status: Closed

m Task #16
=7 ©3  Call received from Jenna Wi
#15 Ca p=allreceived from Jenna Wimshurst
I Called to confirm the support ticket had been resolved I
#14 L . T

8.3.2 AUTOMATIC CALL LOG ENTRY

Unity can be configured to automatically add a call log entry for any calls where a call log
hasn’t been manually created using the steps above. This feature is activated as shown
below.
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@ Sarvices & Sestings. =
sas

ALDEERTE
Hhan
EORCIET Sien
ot Daply
St Cull | "

= CompgtenFhons IPLepaton ot fus Conanat Pt l
Diptawd Integraton CRM Plattse
Dailryg fuie
(CLtEm Bty Integramon Tendesi -
Canfgunten
Sthosk 1 Legretion Doman )
i eFeen |UniyChent | 2endesi_com
Ok To Dl Logn D

Desichop Inbegration il wersihorib BRI STy TR SO
Tl et
iy Cornect APikey —

Quick Ky OO 3l LRECNG e ded T D ST SOE M T S T e Tet
Ry Coerbinatony =
o i ] Shaw retond Ty whien airching

Sartp IL'd Musesmaealy 3d ol log entry ’

Uptate

S Irtant Memagng & Presance £ o callog sty emmesSately

Unity will automatically add call log entries when the call is released [the same time it is
removed from the Active Call List in Unity]. Only basic information on the call is presented,
based on the direction of the call and the Unity user that made or received the call.

Salesforce will timestamp the call internally.

This shows an unanswered call from the CRM contact to the Unity user.

¥ Call
Click to add topics
IEE O@EE
Atacty
Task Detail Edit | Delete | |Create Follow-Up Task | Create Follow-Up Event

¥ Task Information
Subject  Call
Assigned To  [E] chris Tutt

Name _ Toby Southfield
ICummenls Call made to Chris Tutt (Unanswered) I

This shows an answered call from the Unity client to the CRM contact.

m Contacts Accounts Leads Opportunities Reports Dashboards Chatter Files Products Forecasts #

Click to add topics:

Dz=E OEEY

Attac

Task Detail Edit | | Delete | | Create Follow-Up Task| | Create Follow-Up Event

¥ Task Information
Subject  Call
Assigned To [ chris Tutt

Name  Toby Southfield
Comments  Call received from Chris Tutt

¥ Additional Information
Priority  Normal
Status  Completed

¥ System Information

Created By  Chris Tutt, 29/09/2016 18:44
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