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CRM Integrator for Outlook Installation and User Guide

Welcome

Z2)
CRM Integrator

For MS Outlook 2003/2007

CRM Integrator for Microsoft Outlook 2003/ 2007 ads a new Toolbar Plug-in that allows users to seamlessly integrate
their Nortel phone and add the following functionality;

(0]

O 0O 0O 0o o o

Automatic / Manual Contact folder searching by Calling Number

Outbound Contact Dialing through ConverTec TAPI driver integration to your telephone extension

Call History and Missed Call window allows review and Dialing of all incoming calls whether answered or not
Status messaging displays your status to other ConverTec applications such as CALL Navigator™.

Answer / Release and view CLID information for your Nortel Telephone calls from within Outlook

Enable / Disable Do Not Disturb on your Nortel phone

View Call Forward status



Installation

CRM Integrator for Outlook is available via independent download from ConverTecinc.com or as part of the CEO Suite
package. This Plug-in is designed to function in conjunction with “ConverTec Communication Server”. Follow the
instructions below to install CRM Integrator for Outlook.

If the program was downloaded, open the “CRM” folder and click on “Setup.exe”, if you are installing from the CEO
Suite CD, click on “Install CRM Integrator”

Please select outlook version ['5_<|

Cutlaak, version

Flease select the wversion of Microsoft Outlook installed on wour computer

(%) Microzoft Outlook 2003

) Microzoft Outlook 2007
Co ) e

Choose your version of Microsoft Outlook from either 2003 or 2007 and click “Continue”

e ConverTec CRM Integrator for Outlook 2003 Setu Eq
B ConverTee CRM Integrator for Outlonk 2003 Setup ['K_ & e & El
=== Faorthe Following conoonents

Far the follewing comooneniz

Microzolt Vieual 1t MET Redietibutable Package 2.0 :.',“.'“.f ft Vizual Studio 2005 Tools for Difice Second E dition

Flease iead the |diosang ko=rse ageemert Press e pege down key to ?;a;il;a:ll g??r[:!an;;:grr:::trm BRI AT LR A S
2 [he net of the aareamant

O SO U e sl = =——
ollor Ren WL TR i = e e MICADSOFT OFFICE S¥5TEM RUMTIME

et licenioe lerme 208 an agiesment belvween Miciosof| Coipaation h . n
I eEad] i T e, 67 T Tl raloen [Frs Thees lierse temmd ane an agieement bemesn Miznsoft Copostian

. bared onwhensyod live, onz af itz affiates| and you Pleemx
ieed lhem. They apply lo the zolbuaie nam=d sbowe, which nclad=s lar o

; PR read them. They zpply ba the soffwane naned doowve, which inchdes
the maia on which vou eeeived it if any. The e ako apph to #1a moda oh which you raccivad &, if ane. Tha tame oo opply o
=L ary Mico=alt
DT o
+ Ireinal-bazed carvcse, and w supplamariz, s
]| Vimm ELLA 1or prirting [£] | WewELILA for printing

Do yousr accept the berms of the pending License Agreement® Do youaceapt the terms of the perding Licen:n Agrecmaent?

IF wou chogse Doat Aczept, inatall mil choze. To metal you must accept IF s chonse: Dan'tacoept indallvall close. Tomstellpou rust socect
thiz agi==ment this agre=merk

You may be prompted to accept various Microsoft licensing agreements for additional required components. Click
Accept in order for a successful installation.
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i ConverTec CRM Integrator for Outlook 2003 E||E|E|

Welcome to the ConverTec CRM Integrator for q;ga
Qutlook 2003 Setup Wizard A3

ConuveRT e Ine.

The inztaller will quide vau thraugh the steps required ta install CanverTec CRM [nteagratar for
Outlook, 2003 an your compriter.

"WARMIMG: Thiz computer program is protected by copyright lave and intermnational treaties.
IIhautharized duplication ar digtribution af this program, ar any partion of ik, may result in severe civil
ar criminal penalties, and will be prozecuted to the maximum extent pozzible under the law.

Cancel

Click Next to begin Installation of CRM Integrator for Outlook

i ConverTec CRM Integrator for, Outlook 2003

Select Installation Folder ﬁga
A

ConueRT e Inc.

The installer will install CorverT ec CRM Integrator for Outlook, 2003 to the fallowing folder.

Ta inztall in this folder, click "Mext". Ta install bo a different folder, enter it below or click "Browse'".

Eolder:

C:\Program FileshConverTec\ConverTec CRM Integrator for Outlook, Browse. ..

Dizk Cost...

Cancel




Click Next to start the installation in the default directory

i ConverTec CRM Integratorn for Outlook 2003 |Z||E|[5__<|

ConverTec CRM Integrator for Outlook 2003 E&B
LA

ConuveRT e Inc.

Pleaze enter your extenzsion number

E stenzion

UE mker wour Telephone E xtension Mumber here J

Cancel < Back | Mest » |

Enter your Telephone Extension number that CRM Integrator for Outlook will be interacting with.

Installation
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i ConverTec CRM Integrator for, Outlook 2003

Confirm Installation ’&a

ComnueR T e Ine.

The installer iz ready ta install CanverTec CRE Integratar for Qutlook, 2003 an your cormputker,

Chck "Mext' ta start the inzstallation.

Cancel < Back

Click Next to complete the installation.

Client Connection Wizard

After the installation is complete, the Client Connection Wizard will open



CCS Comnmunication Setup |

Welcome to the CCS client
application connection wizard

Thiz will guide pou to zetup communication bebween
the ConverTec Communication Server and itz clients
ar Yaur comptker.

Click Mest to continue, or Cancel to exit zetup.

< Back I Mest > | Cancel |

Click “Next” to continue

CCS Communication Setup |

CCS TCP IP Address

Enter the address displayed on wour
telephone in the box below.:

CCS TCP IP Address: ( | ]

Installation

< Back I [ =2 I Cancel |
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CCS Comnmunication Setup |

CCS Connection Details

FEESS; Feature 992] To obtain the CCS TCP connection

parameters, press the Feature buttan then
enter 832 on the keypad from wour phone.
The phone will display a number in IF
address format; oo e e o, if the address
does not display, please contact your system
administrator for assistance, otherwise click
next to continue.

< Back I Mest > I Cancel

Press the “Feature button on any Nortel phone followed by number 992. The telephone display will provide you with a
number in IP address format. You will need to enter this number on the next page. Click on “Next” when you are
ready to proceed.

Note: If Feature “992” responds on the telephone with “Inactive Feature”, please ask the installer or system
administrator to ensure that the server installation is complete and if necessary refer to the “CEO Suite Installation
guide”.




Installation

CCS Comnmunication Setup |

CCS TCP IP Address

Enter the address displayed on wour
telephone in the box below.:

CCS TCP IP Address: ( | ]

< Back I et I Cancel |

Enter the IP address shown on your telephone from the previous step. If the number starts with a zero like
“127.004.001.0577, it can be entered the same way or as “27.4.1.57". Click “Next” to continue.

Note: If you get a message “The IP address cannot be accessed from this computer”, Click “OK” and make sure you
entered the IP address correctly. If you continue to experience the problem, please seek assistance from your Network
Support and advise them that port TCPIP ports 49300 and 1433 must be un-blocked.
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CCS Comnmunication Setup

CCS TCP Port HNumber

PORT=49307 | Yi'hile the IP address is displayed on your

phone press the "MEXT" soft key to display
the CCS Fort Mumber. If the soft key is not
present on vour telephone, press the # key
ta display the Fort Mumber.

Enter the Port Mumber below:

CCS TCP Part Mumber: 49300

< Back I M et = I Cancel |

This value (49300) should be left by default unless otherwise instructed. Click “Next” to continue.

CCS Communication Setup |

The wizard has successfuly saved
the details for connecting to CCS
with your ConverTec desktop
client application(s).

Click Finizh o exit from the zetup.

< Back I Einizh I LCanzel

Click “Finish” and launch the CALL Navigator desktop shortcut again.

10
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Configuring TAPI
Installing TAPI

Open “Phone & Modem Options” from within Windows Control Panel.

Phone and Modem Options HE |
Dialing Rules I Moderns |

ﬂ!’ The following telephony providers are installed on this comprter;

Providers:

Wicrosoft H. 323 Telephony Service Provider
Microzoft HID Phone TSP
Microzoft Multicaszt Conference TAP! Service Provider

OIS Prosy TAPI Service Provider
TAPI Kernel-tode Service Pravider
nimodem 5 Service Provider

Wk tzp

Add... Bemowve LConfigure. .. |

Cloze | LCanzel | Smply |

0 Click on the “Advanced” tab
0  Click on the “Add” button

Add Provider EH |

Select the provider you wigh ta inztall from the lizt below, and click Add.

T elephony providers:

WM TAPI Service Provider

Add ] Cancel I

When the “Add Provider” widow opens, Click on the ConverTec TAPI Service Provider and then click “Add”

The ConverTec TAPI Service Provider now appears in the list of Providers.

11
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Phone and Modem Options K E3 |

Dialing Fules I Modems Advanced |
;! The following telephony providers are installed on this complter;

Broviders:

CorverT ec TAP| Service Provider
rizrozaft H. elephory
Microzoft HID Phone TSP
Microzoft Multicaszt Conference TAP! Service Provider
OIS Prosy TAPI Service Provider

TAPI Kernel-tode Service Pravider

nimodem 5 Service Provider

Wk tzp

Add... | Bemove |

‘ Cloze l LCancel | Apply

Click on the “Close” button.

Configure Outlook for ConverTec TAPI

If Outlook is already open, close and re-open it. Open the Contacts folder and click on the following;
O Actions
0  Call Control
0 New Call

12



Installation

Ble Edit Yiew Go Iools { Ackions JiHelp 9
Smew w| = 0 < [ w 0|8 ew Corkact TN W .| i@ Mo @l
) CAM Sazech | G CallHistory
[ mew DistibutionLiss  Crl+ShifeeL
Folder List | * SearchIn v Contacks
— |
=l ‘c_’:s Maibox - Ron Jones —1
""" 4 . 15 J Asercion Gina
1 E-rnall: QaserClon@Corpatr, ..
[+ s Deleted Items (167) - Bahu Satish
= LLﬂ ?rrsﬂs - E-rail: sats@norkzingta,,
= [ Irbox
2 CEQ Suibe License Ak Brownlee Chris
0 CMError Logs 3 E-rnail: chrisbrownles@it,.
P CR;LEFFW LDgsl | callContact v Busness: 416-925-9010
1 Deskkop Console Liceng™
Il Dev &mimar g Redial k
Qe v 4 ons .
e ol
£l Dev Samad 7 MNewcall..  Chl4shiftiD ]J
When the New Call window opens, click on Dialing Options
& New Call |
Mumber ko dial
Contack: I j Open Contack |
Murnber: I j Dialing Properties. .. |

[~ create new Journal Entry when starting new cal

Call status: ©On hook

Skark Zall | End Zall |(Dialing Cptions, ., |]

Close |

Under the “Connect using line”, click the drop down and select “ConverTec Line”. If it is not present in the available

selections, reboot your Computer and follow the instructions again.

13
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Dialing Options |
—Settings for speed dialing
Mame Phone number
| | =] dd
Marne Murnber - Delete |

—Settings for phone number formatting and dialing
[ Automatically add country code ko local phone numbers

Dialing Properties. ..

— Connect using line

onverTec Line j Line Properties. .. |
L {Safty9z Daka Fax Modem wikh SmartCP

IPCOMF LIME
i [k I Zancel |

Click on “OK” to apply the ConverTec line dialing selection.

As long as the “Connect Using Line: ConverTec Line” is selected, all dialing from Outlook will be made through your
telephone extension that was selected for integrated within the CRM for Outlook plug-in.

Operating The Toolbar

Loading the Toolbar
The Outlook Toolbar will automatically load when Outlook is opened after the installation is completed.

Welcome Message from ConverTec Inc. |

jj) Good Evening Fon
Welcome bo ConverTec's CRM Inteqgraktor For Outlook!

Yau are currently logged inkto Extension 2226

The welcome message will appear when the Toolbar loads. The Welcome Message can be disabled in Setup.

14



Index

Inbox - Microsoft Outlook
P Ble ER Vew Go Took Actions Help
iiew - | f Beply (§Reply to Al (-5 Foryard | i Send/Regeive = | 2pFind (55 | W) Tvm - | ) o ouof Office Assistant... | (T4 & a!
£ 1 From “JONES JENNIFER" (905) 469-1201 | @ From ‘Doug " Ext 2227 £ Release | () CRMSearch | (11 "3 Missed Calls” | il DND | Karen: ext 2224 [*In a Mesting'] ~ | 5F Setup | @ | () !

A
Yo
Answer both internal and external calls from
within Outloak. Caller 1D and intercom Incoming calls are  Enable/Disable “Do
information is provided Release or "Hang-up” lagged including  Not Disturb™ on your
your Nortel phone missed calls. Click an  Nortel phone from
from within Outlook a number to return a within Qutlook
call
Configure CRM Integrator to search for a Set your Status or "Presence’ which appears
contact manually or automatically upon your on the displays of Nortel phones calling you
phone finging or upon answering a call along with other ConverTec applications such

as Console. NET and CALL Navigator
Multiple Contact Folders may be selected to be
searched including Public Folders,

Toolbar Description

Call Buttons 1 & 2

The call buttons are similar to intercom buttons on your telephone; these buttons are fixed and cannot be added or
removed. The buttons display up to two ringing or active calls. If your telephone has more than two intercom keys,
calls appearing on those additional keys are not visible in this toolbar and must be controlled from the telephone. The
buttons display the following states;

Idle — The button is blank until a new call rings or is picked up from the

telephone.

@ From "JOMES ROMMICHE" (905) 304- 5555
Ringing - The button displays a red circle indicating the call that is

ringing. Clicking anywhere on the button will answer the ringing call at your telephone; this answer capability is useful
if you wear a headset. Within the fist few seconds of a ringing call the CLID information is displayed (if present).

Ii. From "JOMES ROMMICHE" (905) 304- 5555
Active — The button displays a green square indicating the current

active call that is connected. CLID information is displayed for incoming calls and the number dialed is displayed for
outbound calls.

Release
2 Release . Felease

Clicking on the Release button will disconnect your current call. If no call is present, the Release button is displayed in
an inactive state.

Note: It is possible that a call may be present on your telephone and does not appear on your “Call Buttons”, in such a
case, release the call from the telephone.

CRM Search

H_\!' CRM Search 4 CRM Search
The CRM Search button can be clicked during an active call and will search for an Outlook Contact matching the
phone number of the caller. Although the Search button is able to be pressed during any active call, the search is only

performed for External Inbound calls equal to or greater than 7 digits in length. Calls placed outbound are not
searched. If there is no active call, the search button appears in a disabled state.

Call History / Missed Calls

15
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[CER  Call History || [LEA "2 Missed Calls"

This button has two states.
Call History is displayed if no new calls have gone unanswered since you last viewed the Call History.

Missed Calls is displayed if calls have rung at your telephone and not been answered before the caller hangs
up or gets forwarded to another phone or Voice Mail. The number of missed calls is displayed for local
extension calls as well as external incoming calls. After clicking on the Missed Calls button, the Call History
window opens displaying the answered and unanswered calls and the Missed Calls counter is reset to zero.

Note: Calls that do not contain a name or number are not logged as a Missed Call and do not appear in the Call
History window.

DND

When the button is displaying a green square, your telephone is in normal mode for taking calls. When the button is
displaying a red circle with a line through it, your telephone is in “Do Not Disturb ” mode. Clicking on the button will
toggle the DND feature on or off.

Note: For users on a Nortel Norstar system it is possible that the DND state can become un-known. If the state is not
correct in the toolbar, turn DND off from the telephone set by pressing (Feature, Pound, 985). Re-apply DND from
either the telephone or the Outlook toolbar to re-establish the correct DND state.

Status Selection
Ron: ext 2226 ["Available"] =

Status selection provides user with ability to provide information to an Attendant or any internal telephone calling your
phone. Click on the drop down selector to choose from any of the pre-defined messages or choose to apply your own
custom message. To cancel a Status message, simply select “Available’from the list of messages.

Ron ext 2226 [Unavailable] *[

Available

O Break,
Lunch 11-12
Lunch 12-1
Lunch 1-2
In a Meeting
With a Client
Unavailable

Cuk of office

Add a cuskom message

To apply a customer message, click on the “Add a custom message”. Type your custom status message and click
“Send”

Enter Cusktom Message
C= )

Note: Custom messages are not saved to the default list. You must type a new message each time a Custom
message is to be applied.

When a pre-defined or custom message is set, that message will display in the following manner;

16



Users Telephone — The telephone extension integrated to the CRM for Outlook plug-in will turn on the message

indicator to remind you that a status message has been applied.

NEIRTEL

N

24358 Feat 852
Canference Intercam
2E26H Intercom
OM: 3463
Morte| Metworks

Lunch 11112 | Status Message

-

Feature Clear 0]

Other Office Phones - Any local telephone extension calling your telephone will see the applied status

message scroll across the screen of their telephone.

Index

CALL Navigator Client(s) — Users of CALL Navigator are able to see all applied statuses for all extensions on

any connected telephone system(s). Call Navigator users also have the ability to apply or remove status
messages. Messages applied by a CALL navigator user will also update on the Status Button within the

Outlook Plug-in.

Note: Status messages can be applied or removed from any of three ways.

Setup

S setup

Click on Setup to open the Toolbar setup and options page. This page allows you to specify your Contact folders that
you want to search, set your dialing options and turn on/off other features.

17
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ConverTec CRM Integrator Setup !E[
— Contact Folders —Search Mode
Select the folder(s) you would like to search Contact Seach Mode
[] Bell Canada
[] Dealerz - COM
[] Dealers - USA — Modify Extension Murber  ———
[] Digtributors - COM I Activate |
[ Dustributars - 1S4
[] Hortel DFF _ i i
[ Martel Metwarks Run Connection *izard
S EED'ZH web entry Connection Wizard
] D15 Account Details
[ Contacts — Dutbound Dialing
Dialing Method
I.-’-‘-. I hd I
nad Default
Pool/fccess Code  —orings
I'{'.' - I
— Settings
¥ Display \Welcome Message
¥ Prompt to add new contact
— T ool Bar Seftings
™ Hide DND Button
Clear Selections Save & Close )
[ Hide CRM Search Button

Contact Folders

Select the contact folder(s) that is/are searched using the phone number of the ringing or answered call. The phone
number displayed from the incoming call will be searched through all phone fields for the selected Contact folder(s).

Search Mode

Choose the appropriate method for performing a search on the selected Contact folders.

0 Search Contact on Ring — When the phone rings and the caller information is detected, a search is
immediately performed. In most cases the search results are displayed prior to answering the call.

Note: This option is only intended for telephones programmed to receive one call at a time since additional
ringing calls would continue to override the previous search.

0  Search Contact on Answer — When the incoming call is answered, the caller information is immediately
searched for a match in the selected Contact folder(s).

0 Manual Search — During an active call, clicking on the Search button located within the toolbar will initiate
the search of the incoming call based on the selected Contact folders.

Run Connection Wizard

The connection wizard is initially run when the software is installed. If the server is un-reachable, the toolbar will
appear in a disabled state. If the Server IP address has changed, running the connection wizard way help to determine
and set the new server IP address to get the toolbar functioning again.

Outbound Dialing

18



Index

Dialing Method — When dialing out from a TAPI compliant applications such as Outlook, these dialing options are used
for the outbound call on your telephone extension. Choose from Analog, RPRI/R1 or Routing. These settings should
not be modified unless your telephone system administrator has provisioned a new dialing method.

0  Analog: Used in conjunction with the specified Pool Selection from A-O. Customers with analog
lines are usually associated to pool A in the majority of cases. When dialing numbers from Outlook,
the access code is not required to be stored in the number, it is automatically dialed by the server.

0 PRI/T1: If your system is connected to digital trunks and you normally dial an access code such as
9 or 8, select this option followed by the digit in the Pool Access Code selection. When dialing
numbers from Outlook, the access code is not required to be stored in the number, it is
automatically dialed by the server.

0 Routing: The outbound dialing is automatically determined based on the digits dialed as stored in
the TAPI application such as Outlook.

Note: Windows Phone & Modem options allow you to set specific dialing rules in place for calls placed by
TAPI compliant applications such as Outlook. The phone numbers stored in Outlook may be dialed differently
based on those dialing rules. The dialing functionality of this plug-in dials the number as received from the
Windows TAPI request after it has been formatted with the dialing rules.

Pool Access Code — Available selections are based on the Dialing Method selected. If Analog is selected, pool codes
from A-O are valid selections. If PRI/T1 is selected, available options are based on PRI access digits assigned on the
server. In most cases, only one option will be present for selection.

Default Settings — The server is programmed for the best dialing method during installation of the server software.
Clicking this button will restore the settings suggested by the system administrator.

Settings

Display Welcome Message — Each time outlook is opened and the toolbar is loaded and connected, the welcome
message appears displaying the extension that you are connected to. If there is a break in connection to the server
and the connected is restored while Outlook is open, the welcome message will appear again. The welcome message
can be disabled by removing the checkbox.

Prompt to add new Contact — When a search is performed in the Contact folder(s) and a matching record is not found,
a new Contact is created containing the name and number of the caller. If this option is checked, you will receive a
prompt asking if you would like to create a new Contact. If the option is not checked, the new Contact window will
automatically open.

Note: New Contacts are created in the local Contact folder by default. There is not way to select a specific Contact
folder to create new records in.

Toolbar Settings

Hide DND Button — Selecting this option will remove the DND button from the toolbar. Uncheck to enable the button
again.

Hide CRM Search Button — Selecting this option will remove the CRM Search button from the toolbar. Uncheck to
enable the button again.

Information

o

Provides links to ConverTec Website and E-mail for Sales and Support. Also displays CRM Integrator version number
and provides a link to send log files to support for troubleshooting purposes.

Help
@

Open the web based help files for CRM Integrator for Outlook

19
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Call History Window

The Call History window tracks all incoming calls to the telephone extension that it is associated with as long as

Microsoft Outlook is open. The window is capable of displaying as many calls as required from the Call Log. Columns
can be re-sized by dragging the divider bar left or right. Double click on the divider bar to automatically resize the
column to fit the information. The data is automatically sorted by most recent Call Time at the top, descending to
oldest call times. Data Columns can also be clicked on to sort the data by order of ascending or descending values, for
example; clicking on the “Type” column will sort all the External calls together followed by Internal Calls. Click again
will reverse the calls to sort by Internal followed by external.

Note: Custom sorting is temporary while the Call History window is open. Closing and re-opening the Call History
window will revert to sorting by order of most recent to oldest calls.

ConverTec's CRM Integrator Call History

¥

s B3
 Setting
Display # of calls
50 i

Delete Log |

— Call Higtomy _
Call Time: ”T_I,Jpe .'“l Marme | MHumber * | Anzwered
4/9/2008 10:46:43 AM | External "0t of Area" [610) 552-5000 YES
4/9/2008 10:0%:54 AM | External "t of Area” [610) 552-5000 TES
4/9/2008 %:29:28 AW | External "JACKSONS TO... | [705) 726-0288 TES
4/9/2008 %:06:39 4M | Extemnal "JACKSONS TO... | (708) 726-0288 YES
4/8/2008 44327 PM | Intemal "Mike M 2225 YES
4/8/2008 4:35:49PM | Extemnal "Out of Area” [610) 552-5000 TES
4/8/2008 4:33:31 PM | Extemnal "Out of Area" [610) 552-5000 YES
4/8/2008 257:23PM | External "0t of Area" [704) 372-3040 YES

r— Diirect Dial

Call History Details

Call Time — The Date & Time the call started ringing at the telephone. All calls are sorted from most recent to
oldest calls by default. Click on the “Call Time” heading to reverse the sort time from oldest to newest.

Type — Calls are categorized as a call from an outside source being External and an intercom call from a local

extension being internal. Click on the “Type” heading to sort the calls by External or Internal.

Name — If available, displays the name provided for the inbound call. Click on the “Name” heading to the calls
alphabetically by name.

Number — If available, display the number for the inbound call. Click on the “Number” heading to sort the calls by

order of number. This is useful when trying to locate the time and date of a specific number that called you.

Answered — Indicates whether or not the incoming call was answered or not. Click on the “Answered” heading to
sort the calls by Answered or Unanswered.

Setting

— Setting
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Display # of calls

I

Display Number of Calls — Choose how many calls you want to be shown in the Call History window. Each time

you open it. When a Call log contains thousands of records, it can help to display a smaller number of records
instead of “All” records.

Delete Log — Deleting the log will erase all past call from the log.

Tip: Hovering over the Call History button provides a Microsoft tooltip displaying how many calls are contained

in the log.

Note: The log has no limitation to how large it can become. Approximately 1 Megabyte of Hard drive space is
required for every 14,280 calls logged.

Direct Dial
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Input Field — Enter a telephone number that you would like to Dial. Numbers can be cut and pasted in this
window. Enter the number as you would dial it from the telephone with the exception of access codes such as
9or8.

Dial — Click on dial to place a call to the number entered in the field above. If a call is already active when the
Dial request is made, the existing call will automatically be placed on hold.

Contact Searching
One of the Key features of CRM integrator for Outlook is the Contact searching capability. Searching can be
performed manually or automatically based upon the setting in the Setup page.

Searches of incoming CLID number are performed on all phone fields within the selected Contact folder chosen within
the Setup page.

If a singe contact is found matching the number being searched, the Contact will automatically open and display the
Contact information. This Contact window is no different than the one that opens when you open a contact manually.

If multiple Contacts are found with the phone numbers being searched, all relative matches are displayed in the
Search Results window. Double click on the Contact record that is to be opened. The Contact opens and the search
results window closes.

ConverTec's CRM Integrator Search Results = 0] x|

Last MNumber Type Folder
Winehouse (905) 465-1201 Business Contacts

JENMIFER (905) 4631201 Home Cortacts

Record Not Found

CRM Search |

$ Record not found, Add new contact?

If no matching record is found for the phone number being searched, a New Contact can be automatically created with
the Name and Number fields populated from the Name and Number of the caller. If you prefer not to have a new
Contract automatically created, an option can be turned on in Setup to “Prompt for a new Contact”. If you choose to
use the Prompt method, click on “Yes” to create the new contact.

Note: The name is populated in the field name “Full Name” and the number is populated in the “Business Phone” field.
All new Contacts created by CRM integrator all automatically added to your Local Contacts folder.
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