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Installing Unified Connector for Salesforce

3/31/08 Unified Connector for Salesforce — mashing together Hosted PBX and Salesforce.com




Before Deploying Unified Connector for Salesforce

What is the Unified Connector for Salesforce?

Seamlessly integrates Hosted PBX from Zayo Managed Services and salesforce.com, providing an unparalleled way to
communicate with customers and business partners. The joint solution enables enterprise users to integrate the VoIP
platform directly into Salesforce CRM applications, allowing users to access advanced voice features including click-to-
dial and others.

Service Requirements
* Only works with Internet Explorer
* Must have permission to create/edit Salesforce Call Centers

» Users must have Zayo Managed Services Professional seat

Note: Before users can log into the Salesforce connector, they must first be provisioned to use the Salesforce connector
by Zayo Managed Services on the backend.
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InstallShield Wizard

Preparing to Install...

BroadSaoft Unified Connectar Setup is preparing the
InstallShield Wizard, which will guide you through the
program setup process. Please wait.

Configuring *windows Installer

Cancel

BroadSoft Unfied Connector - InstallShield"'Wizard

Installing BroadSoft Unified Connector ‘ I

The program features you selected are being installed.

Please wait while the InstallShield Wizard installs Broadsaft Unified
Conneckar. This may take several minutes,

Skatus:

Cancel

MANAGED
SERVICES

Download and Install the Unified Connector for Sale

Preparing Salesforce.com for the Unified Connector

sforce client software

it BroadSoft Unihed Connector - InstallShield Wizard
Welcome to the InstallShield Wizard for

BroadSoft Unified Connector

The Installshield{R) Wizard will alow you ko modify, repair, or
remave BroadSoft Unified Connectar, To continue, click Mext,

E HNext = H [ Cancel ]

iz BroadSoft Unihied Connector - InstallShield Wizard

Installshield Wizard Completed

The InstallShield Wizard has successfully installed BraadSoft
Urified Connector, Click Finish bo exit the wizard,
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Preparing Salesforce.com for the Unified Connector (
Log into Salesforce.com

cont.)

=~ Salesforce.com - Customer Secure Login Page - Windows Internet’ Explorer

@“{_}’ - |§, https: flogin. salesfForce. comy

8] 4l[x] [

w [g, Salesforce.com - Customer Secure Login Page

]_l & - B @ i iﬁﬁage 5 @Tgols - ®v

sales rce.com@

gjccess On Demand.”

X The AppExchange Successforce.com developer.force.com

~

User Name: | \
|

Password: |

[ remember User Name

Forgot your password?

Don’t have an account? Sign up for free.

Security Alert:

Salesforce users are being targeted by fraudulent,
malicious emails. Learn about security best practices
at: trust.salesforce.com

New Users:

Flease retrieve your user name and temporary
password from your email account or contact your
organization's Salesforce administrator for further
instructions. Unauthorized access is prohibited.

Don't Miss Tour de Force. New Cities!
Everything Force.com. One Information-Packed Day.
Free Registration »

WASHINGTON DC « CHICAGO « NEW YORK « LOS AMGELES « TOROMNTO « SEATTLE « DENVER « SINGAPORE « TOKYO
SYDMEY : LONDOMN - BANGALORE - HYDERABAD « BOSTON + ATLANTA - DUBLIN - MUNICH - TEL AVIV - PARIS

New Administrator? Start out right!
Become a Salesforce Expert with Live Administrator Training

Don’t Miss Tour de Force: New Cities
Everything Force.com... in One Information-Packed Day

Supercharge Your Sales Processes
Get your free AppExchange for Sales Processes Kit

(]

ﬁ 0 Internet

H100% v
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Preparing Salesforce.com for the Unified Connector (
Click the “Setup” link at the top of the screen

/- Salesforce - "Ifnterpri'.i;e Edition - Windows Internet 'E;rblnrer

cont.)

G@ - |g- https:/fna3.salesforce, comfhomefhome. jsp M 5 ||E||E| |G00gle
inf 493’ [‘E&, Salesforce - Enterprise Edition l_l @ M @ it @Eage T @

@le‘sfé}‘ce 8; /L, S\rstem Log - Help & Training - Logout wwpmngW v
AN

Leads | Accounts | Contacts | Opportunities | Dashboards | Reports

zayo

MANAGED
SERVICES

You have no open tasks scheduled for this period.

Open Cases
» Open Cases

e
Sk Dashboard
| | m As of 104252007 8:44 AM

[ILimitto items | own
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Preparing Salesforce.com for the Unified Connector (  cont.)

Click the “Customize” link in the left-hand panel

V- Personal setup = Salesforce = Enterprise Editiont-"Windows Internet’ Explorer

%r - |@. https:i/na3 salesforce. comfuifsetupiSetup

IR %]3) [ovor

& "1'91" [@L Personal Setup ~ Salesforce - Enterprise Edition ] l

BB &G0

Crle J‘E)rcea/ st Sistem Loa tiep &1z Loaos e (ApPEXChANZE” saes

Home | Leads | Accounts | Contacts Dpp-:-rtunitiesTDashb-:»ards Reports

Personal Setup

Personal Setup

My Personal Information

Email My Personal Information
® Import

Desktop Integration
Call Center Settings

« Edit your information, language, time zone, quota, or sales
team

« Change your password

« Customize your tabs and related lists

« Grant login access to your administrator or salesforce.cor
Customer Support

+ Manage the visibility of your calendar to other users
+ Edit your reminder settings

App Setu
Pp Ly * Reset your security token
& « Create or edit a personal group
mate
& Develop

View Installed Packages Email

* Change your outgoing email settings
Administration Setup « Create or edit an ernail template

Manage Users « Change your outgoing Stay-in-Touch email settings

+ Edit My Update Reminder
+View the status of my Mass Emails

Company Profile

Security Controls

. . Import
® Communication Templates
Data Management « Import your data from Qutlook, ACT!, etc.
Manitoring
Mobile Administration Desktop Integration
M Crnmil Admmiminteratinm o i

Proprietary and Confidential




MANAGED
SERVICES

Preparing Salesforce.com for the Unified Connector (  cont.)
Click the “Call Center” link in the left-hand panel

~'Call Center ~ Salesforce - E-nterpr'iée ‘Edition - Windows [nternet Exhiorer

T

%r - |6- https: ffna3. salesforce, comjuifsetup/Setup?setupid=CallCenterEdition

ﬁ ‘ﬁ’ ['{3& Call Center ~ Salesforce - Enterprise Edition l

BB B O

8 /-1» Setup - System Log - Help & Training - Logout *@ppt;xthﬂnge‘
Crlesforce® Sales
. ¢

Home | Leads | Accounts | Contacts | Opportunities | Dashboards | Reports 3

Call Center

Personal Setup

My Personal Information

* Customize SoftPhone layouts

Email Call Center
i *Manage call centers
Desktop Integration
Call Center Settings LB En T R
App Setup Getting Started
B Customize « Getting Started with Sefting Up Call Centers
Tab Mames and Labels
Home
Activities
Campaigns
Leads

Accounts
Contacts
Opportunities
Forecasts
Cases
Self-Senice
B

Call Centers
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Preparing Salesforce.com for the Unified Connector (  cont.)

Click the “Call Centers” submenu link in the left-ha nd panel (note: you may need to click the “Continue”
button located in the lower-left corner of the right pane to continue)

(& RITCall Centers ~ Salesforce - Enterprise Edition - Windows [nternet Explorer

n\-‘:,}f - |€t https:,l',l’na3.salesForce.com,l'D4v?retURL=%2Fui%2Fsetup%ZFSetup%SFsetupid%3DCaIICenterEdition&setupid=CaIIM QJ "f' Xi |Google

5} '1'9? [‘3& All Call Centers ~ Salesforce - Enterprise Edition ]_I ﬁ > @ 5 |jl’ Page - @
I Setup - System Log - Help & Training - Logout -
Orlesforee® 7~ “ppochange sue
BF S

[ Home ‘irLeads TAccaunts ‘irContac:ts Opportunities | Dashboards {Raports b

All Call Centers Help for this|
Personal Setup

My Persanal Information

Email A call center corresponds to a single computer-telephony integration (CT1) system already in place at your organization.
Import Salesforce users must be assigned to a call center before they can use any Call Center features.

Desktop Integration

Call Center Settings M

i S Action  Name ~ Created Date Last Modified Date

= Customize
Tab Names and Labels
Home
Activities
Campaigns
Leads
Accounts
Contacts
Opportunities
Forecasts
Cases
Self-Senvice
3 Call Center

Call Centers
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Preparing Salesforce.com for the Unified Connector (  cont.)
Click the “Import” button

= All Call Centers ~

Salestorce -

Enterpnse Edition'- Windows Internet Explorer

%r A4 !Q& https:,l',l'na3.saIesFUrce.cDm,l'D‘W?retURL=%2Fui°.-’o2Fsetup°fo2FSetup%SFsetupid%SDCaIICenterEdition&setupid=CalIM 5 |i‘?|| Xi |Google

12? ‘ﬁ‘ [VZL &l Call Centers ~ Salesfarce - Enterprise Edition

B B E @ e

Erlegforee®

Setup - System Log - Help & Training - Logout "‘@pp@mhﬂ-ﬂge‘| o
25

Home | Leads | Accounts | Contacts | Opportunities | Dashboards | Reports

Personal Setup

My Personal Information

Email
Impart

Desktop Integration
Call Center Settings

App Setup

B Customize

@ Tab Names and Labels

Home
Activities
Campaigns
@ | eads
Accounts
Contacts
Opportunities
® Forecasts
Cases
Self-Senvice
2 Call Center
Call Centers

All Call Centers

A call center corresponds to a single computer-telephony integration (CTI) system already in place at your organization.
Salesforce users must be assigned to a call center before they can use any Call Center features.

Name

=D

~ Created Date Last Modified Date

Proprietary and Confidential




T

MANAGED
SERVICES

Preparing Salesforce.com for the Unified Connector (
Click the “Import” button

cont.)

= All Call Centers -

="Salesforce - Enterprise”Edition’- Windows Internet Explorer

%r A4 !Q& https:,l',l'na3.saIesFUrce.cDm,l'D‘W?retURL=%2Fui°.-’o2Fsetup°fo2FSetup%SFsetupid%SDCaIICenterEdition&setupid=CalIM 5 |i‘?|| Xi |Google

12? ‘ﬁ‘ [VZL &l Call Centers ~ Salesfarce - Enterprise Edition

[ A8

& - e -

Setup - System Log - Help & Training - Logout "‘@pp@mhﬂ-ﬂge‘| o
25

SN

Accounts | Contacts | Opportunities | Dashboards

Home | Leads Reports s

All Call Centers

Personal Setup

My Personal Information
Email

Impart

Desktop Integration

A call center corresponds to a single computer-telephony integration (CTl) system already in place at
Salesforce users must be assigned to a call center before they can use any Call Center features.

your organization.

Call Center Settings @f/)

Action ~

Name Created Date Last Modified Date

App Setup

B Customize
@ Tab Names and Labels
Home

Activities
Campaigns
@ | eads
Accounts
Contacts
Opportunities
® Forecasts
Cases
Self-Senvice
2 Call Center
Call Centers
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Preparing Salesforce.com for the Unified Connector (  cont.)

Browse for the file “C:\Program Files\BroadSoft\Bro adSoft Unified
Connector\BroadWorksCCEnterprise.xml” then click the “Import” button

5

- Windows Internet Explorer

5\:‘} - |@ https:,l',l'naS.saIesforce.com,l'ui,l'setup,l'cti,l'CaIICenterUpIoadUi?retURL=%2FD4V%3FretURL%SD%252Fui%252Fsetup°aM 5 | || X |Google

* H'ﬁ [E‘L Call Center Impart ~ Salesforce - Enterprise Edition I l & M Eéa v j Page - Q
~ A Setup - System Log - Help & Training * Logout -
@ﬁley%frcesg w“(\ppexchange ues
sfa

Home | Leads | Accounts | Contacts | Opportunities | Dashboards | Reports »
e

Call Center Import

Personal Setup

My Persanal Information

Ermail To create your first call center record for a CTl adapter that was just installed, import the adapter's default XML call center
Import ) file into Salesforce. The call center definition file is located in the adapter's installation directory, and is typically named aft
Desktop Integration type of CTl system that the adapter supports (for example, "CiscolPCCEnterprise?x. xml”). View sample definition file

Call Center Settings
[ 1mport Jf Cancel |
App Setup New Call Center Import Information I_= Required Informatio:

B Customize Call Center | C:\Program Files\BroadSd [_Browse... |
& Tab Mames and Labels Definition File I| - 9 d
Home | Cancel |

E Activities
Campaigns
Leads
® Accounts
Contacts
Opportunities
Forecasts
Cases
Self-Senvice
= Call Center
Call Centers
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Preparing Salesforce.com for the Unified Connector (  cont.)
Click the “Edit” button

/= Call Center: Broadsott Umfied Connector - Salesforce - E.nterprise Edition - Windows Internet Explorer

6@ hd |€§- https:Il',l'naS.saIesForce.com,l'_ui,l'cti,l'callcenterII'CaIICenter,l'd?id=D4VSDDDDDDD4CKL&retURL=%2Fui°fo2Fsetup°a’o2Fcti°foE| 5 ||"‘]‘| | X| |Google

"Lﬁi’ ol [ﬁ. Zall Center: Broad3oft Unified Connector ~ Salesforc. .. ] ‘ @ i @ % @Eage A @'

Slefarce”

Setup - System Log - Help & Training - Logout *{ﬁppﬁthangew o
25

Home | Leads | Accounts | Contacts | Opportunities | Dashboards | Reports

Call Center
BroadSoft Unified Connector

All Call Centers » BroadSoft Unified Copnactor

& My Personal Information

2 i Dele
® Email Call Center Detail | Edit | te Wl Clone |
& Import General Information

@ Desktop Integration Internal Name  BroadSoftUnifiedConnector
B Call Center Settings Display Name  BroadSoft Unified Connector
Description  BroadSoft Unified Connector

- CTIConnector  BroadSoftUC. CTIBase.1
B Customize Progld
Tab Mames and Labels

Home Dialing Options

Help for this

Personal Setup

App Setup

Activities Long Distance Prefix 1
B Campaigns International Prefix (11
Leads Phone System  input server address here
& Accounts Server Address
Contacts Phone System 2208
Server Port

® Opportunities
Forecasts

Cases . Call Center Users Marlage Call Center Usars Call Center Users H
Self-Senice
= Call Center Call Center Users by Profile

Call Centers Total 0
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Preparing Salesforce.com for the Unified Connector (

In the “Phone System Server Address” field, type in the value provided by Zayo Managed Services,
then click the “Save” button

cont.)

~'CallCenter Edit: Broadsoft Unified Connector ~ Salesforce - Enter prise Edition - Windows Internet Explorer

v 'ei- https: /a3, salesforce, comy _uifctifcallcenter fCallCenter fefid=04v 500000004 K LRretURL="%2F _ui%:2Fcti%:2Fcallcen) % I‘f [x | Google
b oo '

E?h’ 49!" [ﬁ Call Center Edit: BroadSoft Unified Connector ~ Sales. .. l ‘ @ T @ = @Eage X @

8 /» Setup - System Log - Help & Training - Logout '*Q{Jp@ﬂ-‘haﬂge‘
@]eg@ﬁgce ; s
e _/.

Home | Leads | Accounts | Contacts | Opportunities | Dashboards | Reports Phones | CC Stats

Call Center Edi

BroadSoft Unified Connector

Personal Setup
All Call Centers » BroadSoft Unified Connector
B A e L

Help for this|

My Personal Information .
@ Email call center Edit m | Cancel |
@ impor
@ Desktop Integration Internal Hame I|BmadSoﬁUniﬁedConnecto|
Call Center Settings : :
Display Hame | BroadSoft Unified Conneci
App Setup Description  |BroadSoft Unified Connect
& Customize CTI Connector |BroadSthUC_C'I'IBase_1 |
® Tab Names and Labels L

® Home
Dialing Options

@ Activities : S
Campaigns ong istance Frefx 1
® Leads International Prefix |11
® Accounts Phone System Cﬁnput server addresihireD
& Contacts Server Address
Opportunities Phane System 2208 |
@ Forecasts SEnerRart
S [Save JLcancel]
® Self-Semvice
= Call Center
Call Centers
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Preparing Salesforce.com for the Unified Connector (  cont.)

Click on the “Manage Call Center Users” button

¢ Call Center: BroadSoft Unified Connector = Salesforce - .E-nterprise Edition - Windows: Internet.E.xp.lnrer

% v |@- https:,l'll'naS.salesforce.u:-:m,l'_ui,l'cti,l'caII-:enter,l'CalICenterll'd?id=EI4VSDDEIEIDDEI4CKL&retURL=%2F_ui°fo2Fcti°fo2FcaIIcenM 5 ||‘1‘| | X| |Google

W [‘a. Call Center: BroadSoft Unified Connector «~ Salesforc.., ] ‘ ﬁ s @ i @Eage b '@

Brlegfree®

x> Koy S

Setup - System Log - Help & Training - Logout "'{}pp@tthange‘| Sal
es

Home | Leads | Accounts | Contacts | Opportunities | Dashboards | Reports

Personal Setup

® Ny Personal Information
® Email

® Import

® Desktop Integration

® Call Center Settings

App Setup

= Customize
Tab Mames and Labels
E Home
Activities
® Campaigns
Leads
® Accounts
Contacts
® Opportunities
Forecasts
® Cases
Self-Service
B Call Center

Call Centers

Call Center .
BroadSoft Unified Connector elp for this

All Call Centers » BroadSoft Unified Connector

call Center Detail | Edit [l Delete [l Clone |

Internal Hame  BroadSoftUnifiedConnectar
Display Name  Broad3oft Unified Connector
Description  BroadSoft Unified Connector

CTl Connector  BroadSoftUC.CTIBase.1
Progld

Dialing Opticns
Long Distance Prefix 1
International Prefix 011

Phone System  mywoip.zayoms.com

Server Address
Phone System 2208
Server Port
Call Center Users Call Center Users H
Call Center Users by Profile
Total 0
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Preparing Salesforce.com for the Unified Connector (  cont.)
Click on the “Add More Users” button

¢ Call enter: Broadsoft Unified Connector: Manage DSers - Salesforce —_Ehterprise Edition - Windows Internet Explrer

%\‘ - |€l https:/ina3 salesforce.comf_uifctifcallcenter/ManageCallCenterUserstocId=04v500000004CKL M 5 ||§||E| |Gc-m-;|e
* “.ﬁ I“é\. Call Center: BroadSoft Unified Connector: Manage Us. .. [ l ﬁ ad m @ - @Eage - @
: Setup - System Loqg - Help & Training - Logout -
@]eﬁme 8{7‘5* Setup - System Log Logout wﬁpp@mhange sales
sfa

Home | Leads | Accounts | Contacts | Opportunities | Dashboards | Reports

Call Center
BroadSoft Unified Connector: Manage

Personal Setup

Users
My Personal Information All Call Centers » BroadSoft Unified Connector » Manage Users
®E Email . 3
View: |All|»| Create New View
® Import
@ Desktop Integration AlB|lc|D|E|F|G|H[I|J|K|LIM|N]o|P|a|rR|s|T]Uu|v]|w]|x]|Y|Z]|other XN

Call Center Settings

App Setup

Full Hame Alias Username Role Profile

Customize : o
Frone Diata not available for this view.

Develop

View Installed Packages alelc|o|e|Fle|H|I]s]K|L

minlo|plal|r|s|T|ulv|w|x]|Y|z]|other N

Administration Setup

Manage Users

Company Profile

® Secunty Controls

® Communication Templates
Data Management
Maonitoring

® Mobile Administration

® Email Administration new!
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Preparing Salesforce.com for the Unified Connector ( cont.)

Enter search criteria for users you would like toa  dd to the Call Center and press the “Find” button
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Preparing Salesforce.com for the Unified Connector (

Select user and press the “Add to Call Center” butto n
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Preparing Salesforce.com for the Unified Connector (

Continue adding all desired users to the Call Cente  r by searching and selecting

Proprietary and Confidential
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Starting the Unified Connector Client for Salesforc e

If not already installed, download and install the Unified Connector Client for Salesforce on the
user’s PC.
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Starting the Unified Connector Client for Salesforc e (cont.)

Double-click on the Unified Connector desktop icon to activate the Unified Connector (note: you will
not see anything happen on the screen).
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Starting the Unified Connector Client for Salesforc e (cont.)

Log into Salesforce.com, and you will now see a Log in for your phone. The login credentials are the
same as your Hosted PBX Voice Web Portal. Enter yo  ur 10-digit phone number for the “Agent ID”
and the password of your Zayo Managed Services Voic e Web portal, then click the Log In button.
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Starting the Unified Connector Client for Salesforc e (cont.)

After entering the proper Web portal credentials,t  he Unified Connector is ready to be used with your
phone
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