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Unity seamlessly integrates with MS Dynamics 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 MS Dynamics.
This functionality relies on a CRM Integration license being assigned to the user, as shown below.  Please note this license is required in addition to the base license for Unity Desktop, Agent, Supervisor or Reception. However, this functionality is included in all trial licenses for these Unity clients. 
If a CRM Connector license has not previously been assigned to the user, then a trial license will automatically be assigned the first time CRM configuration settings are entered in Unity.
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Once this license is assigned and Unity is restarted, the CRM panel will become available in Settings, as shown below.
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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.
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[bookmark: _Toc462995002][bookmark: _Toc469317799]Configuring MS Dynamics Integration

[bookmark: _Toc469317800]2.1 	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.
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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.
[bookmark: _Toc469317802]2.2	Login ID and Password
If you are using Online or Office 365 Deployment, enter the login ID and password along with your domain.
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Click the test button to save and test the log in details. Once the CRM connection test has been successful click Ok.
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[bookmark: _Toc462995004][bookmark: _Toc469317804]3.1	Contact Pop
[bookmark: _GoBack]Unity will use MS Dynamics 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.
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You can also right-click a call to pop the record in MS Dynamics 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).
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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.
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This feature depends on the appropriate Call Notification setting being activated, as shown below.
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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.
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[bookmark: _Toc462995005][bookmark: _Toc469317805]3.2	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 MS Dynamics and return results.  You can search on contact name or company name, as shown below.  Simply double click an entry to call that number.
Please note that you will need to type in a minimum of three letters to search for a CRM contact.
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You can also right-click entries to send an email using the default mail program.
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[bookmark: _Toc469039713][bookmark: _Toc469317806]3.3	Call Log Entry 
When integrated with MS Dynamics, Unity can add call log entries on behalf of the user, as outlined below.
[bookmark: _Toc469039714][bookmark: _Toc469317807]3.3.1	Manual Call Log Entry
Right-click on a call and select to add a call log entry, as shown below.
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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 MS Dynamics so an outbound call in Unity is an inbound call in MS Dynamics, because we have called the contact.

You can now add further notes manually, then click OK to save the call log entry.  
[bookmark: _Hlk500322744]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.
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If we click Show CRM Contact or Cancel the call log will not be saved.
You will now see this call log entry in MS Dynamics, as shown below.
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[bookmark: _Toc469039715][bookmark: _Toc469317808]3.3.2	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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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.  MS Dynamics will timestamp the call internally.
This shows an unanswered call from the MS Dynamics contact to the Unity user.
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image6.png
© Services & ettings

Services Settings

- Unity Settings

£ Appearance
Skin
Contact Search
Contact Display
Current Calls

£ Computer/Phone Integration
Cipboard Integration
Diling Rule:

- Custom Directory Integration

Update
£ Instant Messaging & Presence

Logging
XMpP
Securty
Language
& Connection
Network.
Proxy
£ Authentication
Cal Centers

Configure Unity to searmlessly integrate with 3 CRM platform for contact search and CLI presentation.

Configuration | Automatic Contact Pop

CRM Platform
Dynamics

Onine or Office 365 deployment
‘Server address

~dynamics.com
Doman

[iyDorn

Login D

[user@mydomain.com

Password

Include contacts
Include leads

Include accounts

Show record type when searching
Automaticaly add callog entry
Close calllog entry immeditely

X Cancel | | of OK





image7.png




image8.png
® Unity Supervisor: Jenna Wimshurst - Avalable (duration: 01:40:50)
Mg Contact: Larry Brown - 11 X
Fo Lo (S GG
€ C | @ ntipsy/simplybizdev.simplybiz.co.uk/m|
Q00000202000
Bsave EPsaveaclose 4 NEw [ DEACTIVATE My Statistics
f— Average Talk Tota Talk ot
comer e Toicats Gl Misseacals e e
@ 8ot sates O o 000 000000 o
Larry Brown @ s Sales 0 0 000 000000 o
O customer support - - - - -
© Partner Support - - - - -
Summary B B B w00 oeoooe ot
CONTACT INFORMATION
- B
Full Name* Larry Brown
Role* Investment Adviser
e
Email* Contacts  CallLogs Abandoned Calls Voicemail AgentActivity
v o
e e o208288 128
Mobile Phone: 07976493816 [Name) Ghone) i
[[_Lorm Brown s Dymamics Gomacy 07976493815 |
 Lamy France 0018008213066 extn. 502





image9.png
Assign callto account code

‘Add number to personal directory.

‘Show CRM contact

Contacts | Call Logs | Voicemail | Abandoned Calls | AgentActivity| "Add CRM call log entry




image10.png
To: Jenna Wimshurst
From: Notalle Maines (Dynamics Lead)

w0 7





image11.png
) Services & Settings

T————

Sanvcs] 520s |

- Custom Directory Integration

£ Instant Messaging & Presence

Logging
XMpP
Securty
Language
& Connection
Network.
Proxy
£ Authentication
Gal Centers

-Skin  |[Specify how to be notified of incoming or outgoing calls. When browsing to a URL use the’
Contact Search [Number], [Drection], [Gali] and [LoginID] piacefolders which Unity wil then repiace
Contact Dieplay || with the cal detais.
Current Calls

= Computer/Phone Integration
Cipboard Integration
Dialling Rule: [T Show remote party phone number

On an incoming or outgoing call

[CJ Override the contact name using the number

pop Unity.
auto-hide Unity when call completes
Pop summary notfication

for [5 2] seconds

When call details ciicked
pop Unity
[] pop Outlook (if applicable)

Pop CRM (i appicable)

.

[T browse to URL (if entered)

perform auto answer when using clck-to-dil





image12.png
@ Services & Settings

Sanvs] 520s |

Skin
Contact Search
Contact Display
Current Calls
£ Computer/Phone Integration

Cipboard Integration
Dialing Rule:

- Custom Directory Integration

Configuration

Outlook Integration

£ Browser Integration

Desktop Integration
Cal Notification
Unity Connect
£ Quick Keys
Key Combinations
Commands
Startup.
Update
£ Instant Messaging & Presence
Logging
XMpP
Securty
Language
& Connection
Network.
Proxy
£ Authentication
Gal Centers

Configure Unity to searmlessly integrate with a CRM platform for contact search and CLT
presentation.

‘

Configuration | Automatic Contact Pop

Everytme Tanswer an inbound cal
that is through a cal center

that is not through a call center
Everytme I make an outbound cal
that is through a cal center

that is not through a call center





image13.png
Contacts | Call Logs | Voicemail | Abandoned Calls [ AgentActivity|

Search Tutt Q
Name Phone ACD State
. Alan Tutte (Dynamics Lead) 1872272900
<
. Chris Tutt (Dynamics Lead) 0208288 1248
. Lauren Tutton (Dynamics Lead) 01614822300
. SteveTutt 02082881251

Copy number




image14.png
From

To

Assign callto account code

4+ Add numberto personal directory

‘Show CRM contact

‘Add CRM call log entry

Reset column widths.

Show gridiines




image15.png
Lombinations
Commands
Startup.
Update
- Instant Messaging & Presence

Logging
XMpP
Securty
Language
& Connection
Network.
Proxy
£ Authentication
Cal Centers

Include contacts
Include leads

Include accounts

Show record type when searching
Automaticaly add callog entry.

Close call log entry mmeditely

X Cancel

0K





image16.png
Add calllog entry

Callto Jenna Wimshurst

Wants to know where we are with the contract, said we would
getit over tomorrow morning

Close calllog entry immediately

(Z)Show CRM Contact | X Cancel 0K





image17.png
Activities

A Acti

Search for records

Activity Type
Phone Call
Phone Call

Phone Call

Activity Status
Completed
Completed

Completed

Owner

Chis Tutt

Chis Tutt

Chis Tutt

Subject

Call received from Chris Tutt (L. ¢& Chris Tutt

Regarding

Call received from Chris Tutt (L. ¢& Chris Tutt

Call made to Chris Tutt

(& Chris Tute

Due Date

Actual End Priority
09/11/2016 20:23 Normal
10/11/2016 10:52 Normal

09/12/2016 1631 Normal

Description
Call received from Chris Tutt (Unanswered)

Call received from Chris Tutt (Unanswered)

Call made to Chrs Tutt Wants to know where we're at with the contract, said we would get it over tomorrow morning.





image18.png
© Servces & Sttings

Servces Settngs
& Unty Settings (Configure Unky to seariessly ntegrate weh 3 CRM patform for contact search and CLI presentation.
© Appearance
s
Contact Search
Contact Diplay
Gurent Gols ‘Confuratin | Automatc Contact Pop
- Computer/Phone Integration
oot Gt
Rl
& Custom Drectory Itegration Dynamcs
Configuration ——
Outok Integrton 2 Onine or Offce 365 deployment:
® oraton Server address
o 0sl mamics.com
Desicop Integration Doren
Galtiotaton [iy Doman
unty Connect
© Quekkeys Logn
ey Combratons [user@mydomsn.com
Commands.
Startwp Password
Upcate [reeenee Dot
& Instant Messagng & Presence .
i 3 indude contacs
xpp 2 Include leads
Securty
Language 2 Inciude accounts
- Connection A show record type when searching
Network
proxy
S Authentiation 6 Cose cal og entry mmedatay
Gl Centers





image19.png
Activities

Ao+

Search for records

Activity Type
Phone Call
Phone Call

Phone Call

Activity Status
Completed
Completed

Completed

Owner
Chis Tutt
Chis Tutt

Chis Tutt

Subject

Callreceived from Chris Tutt (U.. ¢& Chris Tutt

Regarding

Callreceived from Chris Tutt (U.. ¢& Chris Tutt

Call made to Chris Tutt

(& Chris Tute

Due Date

Actual End Priority
09/11/2016 20:23 Normal
10/11/2016 10:52 Normal

09/12/2016 1631 Normal

Description

“Cal rceived from Chris Tutt (Unanswered)

Call received from Chris Tutt (Unanswered)

Call made to Chrs Tutt Wants to know where we're at with the contract, said we would get it over tomorrow morning.




image1.jpeg
KAKAPO




image2.png
Details || Branding | | License Details || History Log || Call Center Activity

Steve Tutt License Usage

Alllicenses assigned to this user. A user can have only one permanent license per application. When adding a new permanent license, all existing permanent licenses for the same application will b

L Include Inactive License ‘Start Date Endpate
UnityAgent Enterprise 2014.06.24 Active License
Unity CrmIntegration Standard 2016.09.12 Active License

View UnityDashboard Standard 2016.06.24 Active License
UnityDesktop Enterprise 2013.08.19 Active License
UnityMobile Standard 2015.00.03 Active License
UnityReception Enterprise 2015.04.16 Active License

UnitySupervisor Enterprise 2013.05.09 Active License





image3.png
O Services & Settings

Sanves] s |

Skin
Contact Search
Contact Display
Curtent Cals
- Computer/Phone Integration
Cipboard Integration
Daling Rule
5 Custom Directory Integration
Configuration
Outhook Integration
op Integration
Cal Notification
Unity Connect
5 Quick Keys
Key Combinations
Commands
Startup.
Update
5 Instant Messaging & Presence
Logang
Xvpp
securty
Language
& Connection
I Network
proxy
& Authentication
Cal Centers

| [Configure Unity to seamiessly integrate with a CRM piatform for contact search and CLT
presentation.

Configuration | Automatic Contact Pop|

CRM Platform
[tone





image4.png
O Services & Settings

Sanvs] s |

Skin
Contact Search
Contact Display
Current Calls
£ Computer/Phone Integration
Cipboard Integration
Dialing Rule:
- Custom Directory Integration
Configuration
Outlook Integration
0p Integration
Cal Notification
Unity Connect
£ Quick Keys
Key Combinations
Commands
Startup.
Update
£ Instant Messaging & Presence
Logging
XMpP
Securty
Language
& Connection
Network.
Proxy
£ Authentication
Gal Centers

presentation.

Configure Unity to searmlessly integrate with a CRM platform for contact search and CLT

.

‘Configuration | Automatic Contact Pop.

Everytme Tanswer an inbound cal
that is through a cal center

that is not through a call center
Everytme I make an outbound cal
that is through a cal center

[C] that is not through  cal center





image5.png
© Services & ettings

Services| Settings

- Unity Settings

£ Appearance
Contact Search
Contact Display
Current Calls

£ Computer/Phone Integration
Cipboard Integration
Diling Rule:

- Custom Directory Integration
Configuration

Outlook Integration

e &@:ﬂe@aﬂm
0 Dl

Desktop Integration
Notification
Unity Connect
£ Quick Keys
Key Combinations
Commands
Startup.
Update
- Instant Messaging & Presence

Logging
XMpP
Securty
Language
& Connection
Network.
Proxy
£ Authentication
Cal Centers

Configure Unity to searmlessly integrate with a CRM platform for contact search and CLT

presentation.

Configuration | Automatic Contact Pop

CRM Platform
Dynamics

L] Online or Office 365 deployment

Server address
[

Doman

Login D

Password

[ Include contacts

[ Inciude leads

[ Include accounts

[ show record type when searching

[ Automaticall add cal log entry
Close callog entry immedately

% cancel

v oK





