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1. NextConnect CRM Integration

The NextConnect CRM Integration app is a Computer Telephony Integration (CTI) product designed to help
you get the most out of your hosted business telephone system by connecting your calls to your CRM and
Email client.

MextConnect CRM Integration -

Tl Fres s s

Features include:

» Screen-popping of contacts in your CRM

» Click-to-dial from a full range of applications

» Contact search multiple CRMs or applications in one place
» Activity logging for

» Call control features

* And more!

Includes the contact information of the caller!
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% Incoming call: Connected *

Chriz Baker, MextLevel Internet, Inc. (MLI) / Chris B...

858-432-2690 | California

@ E
SIPIC) 285

Quick search or adress book search of all connected services from one source!

C-‘-.'\-;E NEXTCONNECT

CRM Integration

Search Results

4 Salesforce CRM

NLI Support, NextLevel Int...
8588360700

Client Services, NextLevel ...
(858) 836-0700 X4

4+ Microsoft Outlook
Client Services, NextLevel ...
B: (858) 836-0700 X4

4 Google Contacts

NextLevel Support
o: 8588363004*1337

NextLevel Support

w: 8588360700 v
858-836-0700
7| Address Bock - [m] *
Search: [es88360700
{Mwere, Company raee, Telephans nurbar] HNew comtact
Advanced search >
MHame Telephane Email Town Motes A

4 Salesforce CRM

Client Senices, NextLevel (858) 8360700 X4 chertsenvicesi@..
Internet, Ine (MLI)

N MLI Support, NextLevel B5BE360T00 supporti@nextie..
Internet, Inc. (ML)
4 Microsoft Qutlook
Client Services, NextLeved B: (B58) 836-0T00 X4 chentservices@...
Intermet
a Google Contacts
"s' MaxtLevel Support we 35BE360700
| o B588363004%1337

2 Contacts

(Mone found) ~

Automatically launch your CRM to the contact’s page when they call!
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W Cruis Baicer | Salesdorce x|+ - box

€« C O @ hupsy i e :

u v \  Search Salesforce %*| 2?2 A 5 |
i1 Relationship Mana... Home  Chatter  Accounts s Contacts ~  Contracts s  Calendar ~  Groups ~  Notes s~ Tasis i

Contact

Chris Baker & + Follow Edit Delste Clone  w
Tithe P - Email 1]
| Sales Engineer | Internet, Ine. (NLI) (85 w0 @rexlevelinternet cam |
Related Details News Activity Chatter
We found no potential duplicates of this contact. Log a Call NewTask  Mew Event Emall

Opportunities (0) Mew Recap your ca m

Filters: ANl tire - All activities - Alitypes T

Related Accounts (1) Aad Relationship
Refrgsh Expand Al
A neatevel Intemet, L. -

File Contact insert Format Text Review Help 0 Tell me what you want to do

@@lﬂ.wwm- o | Demai /"75 @ a BB Categorize C)\

A5 Forward ~ - (7 Mesting P Follow p =

Save & Delete Address Check | Business Picture Zoom
Close Q Onetiote ~ | BamMore~ Book Names | Cad ~ | C)Prvate
Adtions Communi ate Names Options Tage Zoom ~
s Baker Chris Baker
NestLeved intemet
o fetievel Infeened Sales Engineer
Job titie Sales Enginesr
ass. owart:
File as Baker, Chils - ¢ etcom
Internet .
e, [+][a— - - com
Deplay 35 Chis Baker fon tcom)

B page aodress
1M sddress
Fhone numbers

* This page provides an overview of the NextConnect CRM product. For information about
setting up the application see Getting Started.

* To have NextConnect CRM Integration added to your account please contact your
NextLevel Client Services representative at 858-836-0700 option 4, or
ClientServices@nextlevelinternet.com

There are two license types available depending of what level of integration is required.

NextConnect Express

Provides access to all features above while connecting your contact list from Microsoft Outlook, Lotus Notes
and Google Contacts.
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NextConnect CRM

Provides the features and contact integration above, while also enabling you to connect your contact from
one or more supported CRM.

Supported CRM Integrations
CRM Integrations fall into two categories: Standard and Controlled. Standard integrations are included with
your NextConnect CRM license at no additional charge. Controlled integrations require and additional one-

time setup fee to connect your CRM application to the NextConnect application.

These categories are subject to change. To confirm if your CRM is available for integration please contact
NextLevel Client Services.

Standard Integrations

aCt!m MAXIMIZER w

E WARE

,‘\‘l
eniro2 oy sage o0 4dzendesk

GoldMine™ iii- T NETSUITE  Sage CRM

&> vtiger M 201D

Microsoft Microsoft
Dynamics CRM Dynamics NAV

salesforce

saleslog/x searche ¢ sSuUGAR
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To learn more or to have the NextConnect CRM Integration app added to your account please contact your

NextLevel Client Services representative at 858-836-0700 option 4, or
ClientServices@nextlevelinternet.com

If you already have access to the NextConnect CRM Integration click on the topic below to start connecting.

Or use the Table of Contents (above in windowed, left in full screen) to navigate through the full contents of
this guide.
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1.1. Getting Started

To begin using the NextConnect CRM Integration app you will need the following:

1. The NextConnect installer application
2. Your NextConnect Serial number (license)
3. Your NextLevel Portal credentials (username and password)

The link to the installer and the serial number will be provided to the Technical Contact for your account
after the NextConnect feature has been enabled.

For pricing information or to have the NextConnect CRM Integration app added to your account please
contact your NextLevel Client Services representative.

Install the NextConnect CRM Integration App

Download and run the NextConnect installer application. This may require Windows Administrator rights.
Contact your company’s network administrator for assistance.

Enter your Credentials

Once installation is complete the app will automatically open to the “Telephony” > “Configuration” section.
Activate NextConnect by entering your credentials.

« Enter the provided Serial Number in the indicated field. A green check mark will appear to indicate
you have a valid license.

» Click the “Set” button to confirm.

» Enter your NextLevel portal login in the “Username” field. This is the ext@domain username, such as
1001@acme. This is not your email address.

» Enter your NextLevel portal password in the “Password” field.

* Click “Save”.
£5% NextConnect CRM Integration - Configuration — O *
= GENERAL Telephony ©
Telephony
Enter your serial number below (leave blank for a trial)
Interface
. Serial number: ABCD1234 @ % Release
Dialing
EVENTS
Availability
Call events Username: |10Cl'|@acme| |
Password: |uuuuuu |

INTEGRATION

* The application window will be minimized, and you will see an alert in your system tray that the app is
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“Applying new settings”

NextConnect CRM Integration
Applying new settings

Connect

* When you have entered the credentials successfully, the system tray indicator will turn green to notify
you that the phone is “On Hook” and ready to accept calls.

Your NextConnect CRM Integration is now configured and connected to your NextLevel extension. Now you
can begin connecting to your CRM and other Applications.

Note — To manually access the configuration settings:

1. Right-click the NextConnect CRM Integration application in the system tray (the icon is a gray or
green square). This will bring up the app menu

2. Click “Configuration” (the gear icon)

3. Click “Telephony” under the “General” tab
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1.2. Common Configuration Settings

Documentation for configuring and using some of the most popular features.
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1.2.1. Click-to-Dial and Dialing Options

* Right click the NextConnect app in the windows system tray

» Click “Configuration”

—
L) View recent call history

{c’é} Configuration
Configure user opticns

* In the “General” navigation menu click “Dialing”

E:Eu} MedConnect CRM Integration - Configuration - O
= GENERAL Dialing
Telephony
Select the methods of dialing to use:
Interface
Clipboard dialing Application dialing

Dialin

L Focus dialing %3 Dialing handlers...

@3 EVENTS

Check the box for each dialing option you would like to enable

» Clipboard dialing — Will create a notification in the system tray whenever you copy a phone number
(highlight and Ctrl+C, or right click and click copy) that you can click to dial that number

Clipboard dialing
Click here to dial: 8588
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» Application dialing — Allows you to click-to-dial from applications that are TAPI enabled
* Focus dialing — Allows the NextConnect app to detect a phone number in a field of a Windows
application when you hover over it

Phone numbers
Business... hd |[555]535-‘}?‘}‘}:'{44 |'h. T\ x

Home... -

» Click “Dialing handlers” to launch the options

Dialing

Select the methods of dialing to use:

Clipboard dialing
Focus dialing

Lpplication dialing
|‘@ Dialing handlers...

Sele Internet Explorer (native)

Microsoft Edge (add-on)

Google Chrome (extension)

Mozilla Firefox (add-on)

o H e 9% e

Opera browser (extension) Download
:] TAPI driver (dial only) % Disable B
TAPI request handler & Enable
Che CallTe protocel handler GDisabIe
rE_J Zall from Skype for Business Glnstall
Close

» Click the “Download” or action button by the item you want to enable
+ Follow the steps to add/download/install the dialer in the browser you have selected, or otherwise
follow the prompts to complete the activation
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Verve
£~ chrome web store

Home > Extensions » Telephone Number Detection

Telephone Number Detection
Offered by: CTI-Telephony

+ % & W 28 | Social & Communication | 2 29197 users

Support Center - CRM Integration_en

Add to Chrome
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1.2.2. Screen Popping

* Right click the NextConnect app in the windows system tray
» Click “Configuration”

View recent call history

Configuration
Configure user options

* In the “Events” navigation menu click “Call events”

23 NextConnect CRM Integration - Configuration - ] X
= GENERAL Call events °
Telephony Select the action to take place when calls happen
Interface I On ringing: Show contact = l
Dialing On answer: No action i
_ On outbound: Show contact ~
€} EVENTS
Availabilitv Select the sounds to play when calls are received
Call events On ringing: ‘ | I
Call waitina: \ >

Under the “Select the action to take place when calls happen” you can select what actions to take during
three events: Ringing, answering and outbound calls.

Select the dropdown for each event. To “Screen pop” a contact, select “Show contact” from the dropdown.
» This will launch the contact related to the phone number in any integrated CRMs you have configured

* Itis recommended not to use the same action for “On ringing” and “On answer”

Custom Events

You can create custom Screen Pops by entering a URL (or website address) that includes a phone number
in it.

For example, in google contacts, you can search for contacts relating to phone number 858-836-0700 by
using a URL that looks like: https://contacts.google.com/search/ 8588360700
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To automatically conduct a search like this in NextConnect, simply create a Custom Event including the URL
string with the token Call\Contact\Tel where you want the phone number to appear. For example:
https://contacts.google.com/search/ Call\Contact\Tel

1. Navigate to Configuration > Call Events
2. Click the + Add button to add a new event

» On outbound: Ne action ~
@ EVENTS
Availability Select the sounds to play when calls are received
Call events On ringing:
Call waiting:

P INTEGRATION

) Mute speaker when call in progress
Salesforce CRM

Use following external pregrams when selected events occur

Microsoft Outlook

Event Program Parameters

Outlook web client

D Custom: Button https://contacts.google.com/search/%Call\Contact\Tel%
(Add new)

£ ABOUT

Versions Edit ® Remove E Import > Export

Log

3. From the Event dropdown, choose when you want this action to happen
* Ringing will happen as soon as your phone starts rining
« Button will give you a new button to click on the call preview window to manually trigger the
event
o If you choose Button, a field will appear to add a label that will appear when you hover
over the button
» Connected will perform the action only once you’ve answered the call
4. From the Direction dropdown choose if you want this to happen for all calls, or only inbound, or only
outbound.
5. From the Calls dropdown choose if you want this for all calls, or only internal, or only external
6. Leave the Program field blank to launch a browser window
7. The Parameters field will include the URL to launch when you receive a call.
a. Add the URL here with the token Call\Contact\Tel where you want the phone number to
appear.
b. For example: https://contacts.google.com/search/ Call\Contact\Tel
8. Click OK to save
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Verve
[ -
#§ Event X
Event: Custormn: Button ~
Direction: All
Calls: All
Text: BUTTOM MAME
Program:

Enter the full path of the program te run, To launch a browser window,
leave this box blank.

Parameters: https://contacts.gocgle.com/search/%Call\ Contact! Tel %

Enter the web page (including HTTP://) or parameter to pass to the
executable. E.g: -Caller=%CallN\CallerContact' Tel%:

You may repeat this process to create multiple call events for different URLSs.
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1.2.3. Activitx Logging

Activity Logging allows automatic or manual creation of Activity Log entries of your calls with contacts found
in your CRM.

* Activity Logging is available for select CRM applications only. Please see below for list of
currently supported CRMs.

This will automatically create a log of the call in your CRM after the call has been completed. The log will
include the name and phone number of the participants, the time of the call, and the duration of the call.

This will create an entry for completed Inbound calls, completed Outbound calls, and attempted Outbound
calls.

(& ] o Search Saestorce A B2 2@ j

i1 Relationship Mana Home Chatter Accounts v Contacts v Contracts v  Calendar v  Groups v Notes v Tasks v s

Task
B Incoming call: 858-836-0700 [NLI Support, NextLevel Internet, Inc. (NLI) / Client Services, NextLevel Internet] -> 858 Jlll2690 [Chris Baker, NextLevel
Internet]: 2m 23s

Name
LI Support

mer] -> 855 JI2690

o/25/2010

call: 858-836-0700 [NUI Support, NextLevel Internet, Inc. (NLI) / Client Services, NextLevel Internet] -» 858 2690 [Chris Baker, NextLevel Internet]: 2m 235
v Additional Information

Normal

Stat
Completed

This will add a new button on the Call Preview window to launch a new Activity Log entry in your CRM. The
new button will be a modified logo of the CRM outlined in red. The log will include the name and phone
number of the participants, and the time of the call.

When using both “Create activity on call end” and “Show activities on call” all calls will be documented on

call end automatically, unless you select to manually document a specific call by clicking the activity log
button.
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%, Incoming call: Connected x

MLl Support, Mextlevel Internet, Inc. (MLI) / Client...

858-836-0700 | California

» 853-M-2690 Chris Baker, Mextlevel Internet

P@OE

Tm 2s

To enable Activity Logging:

1. Navigate to Configuration
2. Select your CRM from the Integration list.
3.

Scroll down to the “Data connection” section and check one or both boxes: “Create activity on call

end” and “Show activities on call”

P INTEGRATION

Microsoft

(Add new

Salesforce CRM

Data connection

[ Cache Frequency: 60

Outlook

Create activity on call end Show activities on call

Alternatively, you may automatically launch an Activity Log browser entry when an inbound call is answered.
This will launch a new Activity Log entry in your CRM when the call is answered, including the name and
phone number of the participants, and the time of the call.

To enable Create Activity on Answer:

1.

Navigate to Configuration

2. Select Call Events on the left-hand menu

3.

In the “On answer” dropdown, select “Create phone activity”

This option will create duplicate entries if used in conjunction with one of the options above.

Supported CRMs

Salesforce
Dynamics 365
Hubspot
Netsuite
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« Connectwise
e Bullhorn

* The above features have been documented using Salesforce as an example. The exact
features and functionality will vary based on the CRM you are using.
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1.3. Integrations

NextConnect CRM license will empower you to connect your NextLevel phone system with one of dozens of
CRM platforms.

» Connect Microsoft Outlook

« Connect to Google Contacts
» Connect to Salesforce

* Connect to Microsoft Dynamics 365

e Connect to Microsoft Dynamics CRM

» Connect to Zendesk
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1.3.1. Connect to Microsoft Outlook

Credentials needed:

* Windows account username and password
* Microsoft Outlook profile information, username and password (if password protected)

* Make sure you are signed into Outlook in Windows before proceeding. Outlook must be installed and
activated to connect.
* Right click the NextConnect app in the windows system tray

» Click “Configuration”

L) View recent call history

{6:} Configuration
Configure user options

* In the “Integration” navigation menu click “(Add new)”

P INTEGRATION
Microsoft Outlook
Salesforce CEM

Pl .
RSl WiV | [ ) [T SN

(Add new)

» Begin typing Outlook in the field, then select Microsoft Outlook and click set.
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;I Ertegraton
{(Audd ) | B gl v | i

Saboct Ehe type of mpplication is mnSograty to

T Moretstt Qution =] [smpy ]
Bjarnr Wistreriol Dhatiook

» Since you are already logged in to Outlook in Windows the app will automatically link
* The “outlook profile” and other dropdowns will be left at “Default” for most users
o If you have multiple Outlook profiles or custom Personal Folder files you will need to select
those from the dropdowns. Contact your local Windows system administrator if you are unsure.
* You can test by scrolling down to the Integration Test section and typing in a known phone number in
your address book and click search. A string of text will appear.

Integration test

Telephone: 8588360700 Search
Result: ContactType=Contact. |d=Contact:003f: LAT,
Originalld=00 AT,
ShowlURI=https// salesforce.com,0 i
AAT, ContactMame=Client Services, CompanyMame=MNextLevel Internet,
lmm PRI 1Y Tl i mmd et Telmmbs e s Mle s - FES0% O23E AT WA
Actions: Show contact |

« If this test is not successful you may have to customize the configuration dropdowns. Contact your
Outlook administrator for more information on which accounts you should use. Try selecting items in
the dropdown that are most appropriate to your Outlook account

o Outlook profile try Outlook

o Information store: try your email address

o Contacts folder: try Contacts or Contacts/GAL Contacts

o Try the Integration Test again, adjust until the data is found.

Your Microsoft Outlook is now connected with NextConnect!
Now your Call Previews will include contact info pulled from your Outlook contacts.

You can search your Outlook contacts from the NextConnect search field, or in the NextConnect address
book

You can manually Screen Pop your Outlook contact info from the Call Preview window, or enable automatic
Screen Pop.
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1.3.2. Connect to Google Contacts

Credentials needed:

» Google account username and password

Right click the NextConnect app in the windows system tray

» Click “Configuration”

* In the “Integration” navigation menu click “(Add new)”

+ Begin typing “Google” in the field, then select Google Contacts and click “Set”.

L View recent call history

Configuration
Configure user options

(Add new)

€3 EVENTS
Select the type g

Availability

_ Type:
Call events ve

a: Google Contacts
[Other applicaticn...)

P INTEGRATION
Salesforce CRM
Microsoft Outlook
(Add new)

? ABOUT

* You will see a browser pop-up to authenticate (log in) to your google account
o Enter your user name, password, and select “allow” to grant the displayed permissions
> You may get a notification from Google that a new device has connected to your account, this is
expected. The device will be called “UC” (for “Unified Communications”)
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G Ssign in with Google G Sign in with Google G sign inwith Google

UC wants to access your Google
Signin Welcome Account

© support@nextievelinternet.com

to continue to UC @ support@nextlevelinternet.com
This will allow UC to:
Email or phone
. Enter your password B See and download your contacts
support@nextlevellmemet.cor‘i X ®
[ITTIYYYTTYY) @
Bl view your calendars [0)

Forgot email?

Make sure you trust UC
Before using this a_pp, you can review ucs privacy po"c\( ‘You may be sharing sensitive info with this site or app.
and terms of service. Learn about how UC will handle your data by reviewing its
terms of service and privacy policies. You can always see
of remove access in your Google Account.

Learn about the risks
Create account Next Forgot password? m

Bcforc using this app, you can review UC's privacy policy
and terms of service.

* You can test by scrolling down to the Integration Test section and typing in a known phone number in
your address book and click search. A string of text will appear.

Integration test

Telephone: 2588360700 Search
Result: ContactType=Contact. |d=Contact:003f: YAT,
Originalld=00 AT,
ShowlRl=https// salesforce.com,0 i
AAT, ContactMame=Client Services, CompanyMame=MextLevel Internet,
lmm FERIL 1Y Tl T mmd et Tealmmbmem s Mlamm - DY G35 ATOAN WA

Actions: Show contact

Your Google Contacts is now connected with NextConnect!
Now your Call Previews will include contact info pulled from your Google Contacts.

You can search your Google Contacts from the NextConnect search field, or in the NextConnect address
book

You can manually Screen Pop your Google Contacts info from the Call Preview window, or enable
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1.3.3. Connect to Salesforce

Credentials needed:
» Salesforce Login Username
« Salesforce Login Password
+ Salesforce Security Token
» Salesforce Secure API password

Salesforce requires the use of the “Secure APl Password”.

To get your salesforce Secure APl Password, combine your Salesforce Login Password and Security Token
by appending the token on the end of the password with no spaces.

To generate a Salesforce Security Token
* Log into Salesforce

» Click on your profile in the top right corner and select settings

® Home | Salesforce x| +

force.com/lightning/page/home % ‘

Ne?2a@®

sz# Chris Baker
Y

= salesforce.com
Home  Chatter g Qut |

DISPLAY DENSITY As:

Search Salesforce

GOAL — # v Comfy
Compact
OPTIONS

Switch to Salesforce Classic €

Add Username

» Click “Reset My Security Token” link in the navigation menu and then on that page click “Reset
Security Token”

Q Quick Find ﬂ Reset My Security Token

My Personal Information

Advanced User Details

Reset Security Token e for i Page @
Change My Password

Connect tions. When from an IP address th

Grant Account Login Access code word. Whenever your password is

Language & Time Zone

S /After you reset your foken, you can't use your oid token in
(] e s

Login History

urity To

* A new token will be emailed to you.
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Configuring the Integration

* Right click the NextConnect app in the windows system tray

» Click “Configuration”

View recent call history

Configuration
Configure user options

» In the “Integration” navigation menu click “(Add new)”

P INTEGRATION
Microsoft Outlook
Salesforce CEM
Coogle Chntaets

(Add new)

» Begin typing Salesforce in the field, then select “Salesforce CRM” and click set.

(Add new)

Select the type of application to integrate to

Type: Set

[Cther application...)

Standard Authentication

1. Select the radio button (checkbox) next to “Standard Authentication”

- CRM Integration_en

2. In the Username field enter your Salesforce Login Username, which is typicall your email address
3. In the Password field enter your Salesforce Secure API Password, which is your combined password
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+ security token
a. This is case sensitive, make sure you use the correct case for both the Login Password and the
Security Token.

* Salesforce Secure APl Password = [salesforce password+salesforce-token]

o¥s For example, if...

* Your Salesforce password is: MyPassword123

« and your Security Token is: xyzSALES123FORCEabcTOKEN987

* Then your Salesforce Secure API Password is:
MyPassword123xyzSALES123FORCEabcTOKEN987

4. ltis recommended that you copy and paste your Salesforce Password and Security token together,
then paste it into the NextConnect CRM Integration password field.

Salesforce CRM

Select the type of application to integrate to

Type: Salesforce CRM Dizable

Mame: Salesforce CRM

Configuration

© standard authorization

Username: tweety@acme

Password: MyPassword 123xyzEALES1 23FORCEabe TOKENDSY

5. You can test by scrolling down to the Integration Test section and typing in a known phone number in
your address book and click search. A string of text will appear.

Integration test

Telephone: 8588360700 Search
Result: ContactType=Contact, |d=Contact:003f: LAT,
Originalld=00 AT,
ShowlURI=https:// salesforce.com//C L
AAT, ContactMames=Client Services, CompanyMame=MextLevel Internet,
lime BRI it T mmbart Talanbames Dlhoem A= Q50 325 TN YA
Actions: Show contact
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Your Salesforce is now connected with NextConnect!
Now your Call Previews will include contact info pulled from your Salesforce contacts.

You can search your Salesforce contacts from the NextConnect search field, or in the NextConnect address
book

You can manually Screen Pop your Salesforce contact info from the Call Preview window, or enable
automatic Screen Pop.

OAuth Authentication

Alternatively, you can log into Salesforce via OAuth. OAuth offers an alternative way to connect to
Salesforce Lightning and classic versions. See below on how to setup the OAuth account on Salesforce:

If your Salesforce account has a domain, go straight to ‘Part 2'.
Part 1 — Creating a domain name in Salesforce

1. Log into your Salesforce account, and open the ‘Setup’ menu. Search for ‘Domains’ in the Quick Find
Box, then select My Domains.

2. Enter the Domain Name you want to use, and press ‘check availability’, and then register.

3. Your domain should be emailed to you shortly after.

Part 2 — Creating a connected APP

1. In Salesforce Classic-Log into your Salesforce account, and open the ‘Setup’ menu. Click on Build >
Create > Apps, then at the bottom of the page, under ‘Connected Apps’, press ‘New’. In Salesforce
Lightning-Log into your Salesforce account, and open the ‘Setup’ menu. In the quick find box, enter
‘App’ and then select ‘App Manager’. Click ‘New Connected App’.

2. Enter a Connected App Name, APl Name, and Email address for your app.

a. Tick the ‘Enable OAuth Settings’ option.
b. Tick ‘Enable’ for Device Flow.

Add Callback URL as: https://login.salesforce.com/services/oauth2/success

Under Available OAuth Scopes, bring over

‘Access and manage your data (api)’

‘Perform requests on your behalf at any time (refresh_token_offline_access)’

Uncheck ‘Require Secret for Web Server Flow’ option.

Press save, followed by the Continue button.

You will now see the Connected App definition — make note of your ‘Consumer Key’.

© ® N oA

Note: Allow from 2-10 minutes for your changes to take effect on the Salesforce.com server before using the
connected app.

Page 29 of 41



Verve Support Center - CRM Integration_en

Now, on the Software Suite configuration, select ‘OAuth’, and paste in your Domain and Client ID
(Consumer Key). Press authorize.

Note: The domain you enter will need to be something like ‘johnsmithsalesforce-dev-ed’ if your Salesforce
URL is ‘https://johnsmithsalesforce-dev-ed.my.salesforce.com/’.

Please note the correct domain and client ID (consumer key) needs to be entered before pressing the
authorize button. If one of these is incorrect, please delete the integration and start again.
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1.3.4. Connect to Microsoft Dynamics 365

Credentials needed:

* Windows account Username and Password
You may need:

* Dynamics Username and Password

* Dynamics Client ID
* Dynamics Server

» Right click the NextConnect app in the windows system tray

» Click “Configuration”

I View recent call history

{C’E} Configuration
Configure user opticns

* In the “Integration” navigation menu click “(Add new)”

P INTEGRATION
Microsoft Outlook

Salesforce CRM

Fa .
pEREL IV ] [ W) [T TSpen

(Add new)

» Begin typing “Microsoft Dynamics 365" in the field or scroll through, then select Microsoft Dynamics
365 Customer Engagement and click set.
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Microsoft Dynamics 365 Custorner Engagement

Microsoft Dynamics 365 Customer Engagement

[Cther applicaticn...)

Microsoft Dynamics 363 Custormer Engagement

« On the Configuration group, First select the method you use to log in to your Microsoft Dynamics 365
Customer Engagement.

Microsoft Dynamics 365 Customer Engagement

Select the type of application to integrate to

Disable

Type: Microsoft Dynamics 365 Customer Engagement
Marme: |Microsuft Dynamics 365 Customer Engagement
Configuration

(O Online / IFD (OAuth)

® On- premises (network credentials)

Username:

Password:

Server:

Organization:

Entities:

(leave blank to use your Windows credentials)

(leave blank for Dynamics 365 Onling)

List...

Accounts
Contacts
Leads
Users

Data connection

H save

B Cancel

* If you choose Online/ IFD (OAuth), then enter your Client ID into the appropriate box.
 If your Microsoft Dynamics 365 Customer Engagement server is available on your LAN, select ‘On-
premise’. Fill in your Microsoft Dynamics 365 Customer Engagement credentials, or leave blank to
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use your Windows Credentials.

In the ‘Server URL’ text box, you need to enter the web address you visit to access Microsoft
Dynamics 365 Customer Engagement e.g. http://mscrm/. You'll find this info in browser’s address bar
when you login to Microsoft Dynamics 365 Customer Engagement.

After entering the details above, click ‘List’ and all the organizations that your user has access to will
be listed in the ‘Organization’ box. Usually your user will only have access to one organization.

In the Entities section, are the categories of records in Microsoft Dynamics 365 Customer
Engagement that can be looked up in searches and popped. Check all of them to allow NextConnect
access to all.

Click the ‘Save’ button to store the information you’ve entered and apply the configuration.

You can test by scrolling down to the Integration Test section and typing in a phone number known to
be in your CRM and click search. A string of text will appear.

Integration test

Telephone: 8588360700 Search
Result: ContactType=Contact. ld=Contact:003f: LAT,
Originalld=00 AT,
ShowlRI=https// salesforce.com,0 i
AAT, ContactMame=Client Services, CompanyMame=MNextLevel Internet,
lmm FRI T Filim b T mmbmrt Talambham s Olhmem - AFE0 328 TN WA
Actions: | Show contact

Your Microsoft Dynamics 365 is now connected with NextConnect!

Now your Call Previews will include contact info pulled from your Dynamics 365 contacts.

You can search your Dynamics 365 contacts from the NextConnect search field, or in the NextConnect

address book

You can manually Screen Pop your Dynamics 365 contact info from the Call Preview window, or enable

automatic Screen Pop.
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1.3.5. Connect to Microsoft Dynamics CRM

* Right click the NextConnect app in the windows system tray

» Click “Configuration”

—
L) View recent call history

{é‘} Configuration
Configure user opticns

* In the “Integration” navigation menu click “(Add new)”

” INTEGRATION
Microsoft Outlook
Salesforce CEM
COUgIE Cunlaes

(Add new)

* Begin typing “Microsoft Dynamics CRM” in the field or scroll through, then select Microsoft Dynamics
CRM and click set.

Select the type of application to integrate to

Type: dynamic v Set

i Microsoft Dynamics 365 Customer Engagement
Al Microsoft Cynamics CRM

Microscft Dynamics MAY
[Cther application...)

» On the Configuration group, First select the method you use to log in to your Microsoft Dynamics
CRM.
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Microsoft Dynamics CRM e

Configuration

~

Select the method you use to log in to Micresoft Dynamics CRM:

(® Use my Windows credentials

() Use a different Windows username

() Use a federated (claims-bazed) identity

() Use a Windows Live ID [CRM Onling)

() Use online federation (Office 365 / Dynarnics 363)

Enter your server and user details:

Server URL:

Deployment type:

Location:
Uzername:
Password:
Dormain:

Wersion:

COrganization:

Inactive records:

Entities;

On-premise

Hosted (IFD)

] Use CRM 2011 or newer services

| v List
(CRM 4 and above only)
[ ] Exclude inactive records

Accounts
Contacts
Leads

Users

H save ®.  Cancel

* On the ‘Deployment type’, select which type of Microsoft Dynamics CRM you use.

* If you choose (CRM Online) for log in enter your Windows Live ID information, including which of
Microsoft’s server groups you log on to (Europe, Asia-Pacific, or Americas).

* If your Microsoft Dynamics CRM server is available on your LAN, select ‘On-premise’. Select ‘Hosted
(IFDY if it is over the Internet but not via Microsoft CRM Online. For either case, in the ‘Server URL’
text box, you need to enter the web address you visit to access Microsoft Dynamics CRM e.g.
http://mscrm/. You'll find this info in Internet Explorer’s address bar when you login to Dynamics.

» Under the ‘Server URL’ box, select which type of authentication to use. Most users will be able to use
the ‘Use Windows credentials’ option. If you are prompted for username and password when loading
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Microsoft Dynamics CRM in your browser, uncheck ‘Use Windows credentials’ and enter the relevant
details in the ‘Username’, ‘Password’ and ‘Domain’ textboxes below it.

For those of you using version 4 or above of Microsoft Dynamics CRM, your organization needs to be
selected also. After entering all of the details above, click ‘List’ and all the organizations that your user
has access to will be listed in the ‘Organization’ box. Usually your user will only have access to one
organization.

Select which of your Dynamics account modules you want to be used by checking the corresponding
boxes in the ‘Entities’ section.

Click the ‘Save’ button to store the information you’ve entered and apply the configuration.
You can test by scrolling down to the Integration Test section and typing in a phone number known to
be in your CRM and click search. A string of text will appear.

Integration test

Telephone: 2588360700 Search
Result: ContactType=Contact. |d=Contact:003f: YAT,
Originalld=00 AT,
ShowlRl=https// salesforce.com,0 i
AAT, ContactMame=Client Services, CompanyMame=MextLevel Internet,
lmm FERIL 1Y Tl T mmd et Tealmmbmem s Mlamm - DY G35 ATOAN WA
Actions: Show contact

Your Microsoft Dynamics CRM is now connected with NextConnect!

Now your Call Previews will include contact info pulled from your Dynamics CRM contacts.

You can search your Dynamics CRM contacts from the NextConnect search field, or in the NextConnect

address book

You can manually Screen Pop your Dynamics CRM contact info from the Call Preview window, or enable

automatic Screen Pop.

Page 36 of 41



Verve Support Center - CRM Integration_en

1.3.6. Connect to Zendesk

Credentials needed:

* Zendesk subdomain
» Zendesk email
+ Zendesk password or Authentication Token

Right click the NextConnect app in the windows system tray

» Click “Configuration”

L View recent call history

{CE} Configuration
Configure user options

* In the “Integration” navigation menu click “(Add new)”

P INTEGRATION
Microsoft Outlook

Salesforce CRM

Pl .
RELRL Y | [ S| [ R FPEEE

(Add new)

* Begin typing Zendesk in the field, then select Zendesk and click set.
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Select the type of application to integrate to

[Cther application...)

Application: Lendesk

» On the Configuration group, enter the Zendesk subdomain, Email, password or authentication

token.

Configuration

Subdomain: | |

Email: | |

Password: | |

Fuzzy number matching (slower)
Talk Partner Edition popping

Note: Subdomain should not be the full URL address. For example, if the URL was “https://www.acme-
inc.zendesk.com”, the subdomain would be “acme-inc”. You can find out your subdomain by going on
Zendesk Settings > Settings > Account > Subdomain.

Note: Zendesk API “Password Access” needs to be enabled. To do this, go onto Zendesk Settings >
Channels > APl > Password Access.

Note: You can also use an Authentication Token instead of your Zendesk Password. For information on
setting this up, follow this link: https://support.zendesk.com/hc/en-us/articles/226022787-Generating-a-

new-API-token-. If you do use an Authentication Token, you will need to add ‘/token’ at the end of your email

in the box, and then enter your token in the password box.

Click the ‘Save’ button to store the information you’ve entered and apply the configuration.
Talk Partner Edition Popping Option

Uncheck the ‘Talk Partner Edition popping’ box to use core API screen popping. This will screen pop into a

new tab on your web browser.

Check the ‘Talk Partner Edition popping’ box to use the Talk API screen popping. This will screen pop to the

existing open Zendesk browser window. Please note, this requires the Talk partner edition license on
Zendesk.

Your Zendesk is now connected with NextConnect!
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Now your Call Previews will include contact info pulled from your Zendesk contacts, and you can search
your Zendesk contacts from the NextConnect search field, or in the NextConnect address book. You can

manually Screen Pop your Zendesk contact info from the Call Preview window, or enable automatic Screen
Pop.

* View Common Configuration Settings guide to enable Click-to-Dial or Screen-Popping
options

o¥s View Integrations guide to add more connected CRMs or Communications Databases
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1.4. Troubleshooting

Problem Solution
Error message indicating cannot access files Save and exit all programs, and reboot PC

Error message indicating cannot access Outlook files Save and exit Microsoft Outlook

Problem Solution

No call preview window / status indicator is Re-enter nextlevel portal credentials. Create new password with
gray no “#”.
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Download

Download the NextConnect CRM Integration app here:
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