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Unity: AGILE.COM CRM INTEGRATION

Unity seamlessly integrates with Agile CRM 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 Agile
CRM.

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.

The Unity CRM Connector service must be assigned in Uboss to the user. If the user already has Unity they will need to uninstall

and reinstall the latest version. This will keep their login credentials from the previous install

App-Unity CRM Connector

Once this license is assigned and Unity is restarted, the CRM panel will become available in Settings, as shown below.

() Services & Settings ﬁ
Services | Sefttings
o SKin - || Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI
| Contact Search presentation.

i Contact Display

.~ Current Calls

=8 Computer/Phone Integration
i Clipboard Integration

Configuration | Automatic Contact Pop

| Dialing Rule
. B Custom Drrect_urv Integration CRM Platform
- Configuration
- Qutiook Integration None -

= Browser Integration
|
i Desktop Integration
- Call Notification
Unity Connect
- Quick Keys
Key Combinations

i Commands
Startup
- Update
= Instant Messaging & Presence
Logging

m

- Security
Language
=~ Connection
Network
Proxy
=- Authentication
“ Call Centers =

(% cancel | [ o OK
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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.

r
"D' Servces & Settings

|

Services  Setfings

-~ Contact Search
- Contact Display
- Current Cals
- Computar/Phone Intagration
i-- Clipboard Integration
i Dialing Rule
- Customn Directory Integration
i Configuration
- gutiook Integration

- Call Wotfication
L Unity Connact
- Quick Kays

“ Commands
- Startup
- |pdate

i Logging

- Sacurity
- Language
= Connection
- Network
= Authentication
- Call Centers

B E_r@nte gration
Desktop Integration

- Kay Combinations

& Instant Messaging & Presence

m

1|

presentation.

Configure Unity to seamlessly integrate with a CRM phtform for contact search z2nd CLI

Configuration | Automatic Contact Pop

Everytime [ answer an inbound cal
that is through 3 call center
[¥] that is not through a cll center
Everytime [ make an outbound cal
[¥] that is through a call canter
[] that is not through a call center

[x Cancel I [ « 0K

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

Unity to integrate with the Agile CRM platform through your user account.

1. Log into Agile CRM and click on‘Admin Settings’ under the account button in the top-right corner

®  add - .-
Chris Tutt
b —

Preferences

Admin Settings

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

Preferences
AP| Key

Users
REST API

ujaT8sbdpéliBcstucSerudrjp m

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

Custom Fields

Deals
Tags Javascript APl Key
9cb51hpr059pboolgb139sétch m

Tasks

Only for tracking code on website.
Telephony

Analytics Code
Service

Allowed Domains

Integrations

: IP Filters
APl & Analytics

3. Go to Unity Settings and select Agile CRM as the CRM platform. You will then be able to enter the login ID and password that
you use when logging into Agile CRM, as well as the API key that you have copied from the webpage.

1) Services & Settings - - - —— — w
Senvicas | Sectings |
i1 - Skin » || Configure Unity to seamlessly integrate with a CRM pitform for contact search and CLI
: - Contact Search presentation.

- Contact Display

i b Current Cals

E| Cormputer/Phone [ntegration

i i~ Cipboard Integration

- Dialling Rule

(- Custom Directory [ntegration

Configuration | Automatic Contact Pop

i Configuration CRM Plztform
- Qutlook Integration Agie -
B~ Browser Integraticn
: Domain
unityclient .agilecrm.com
Login ID
= chri.tutt@unityclient.com
API key
fgcYeSfsghdatkGtactlbssoh2
Show record type when searching
‘ OTest ‘
i -language
=- Connaction
- Natwork
- Proxy
- Authentication
= Call Centers -

IX{BnceI H:JDK ‘

Click the test button to save and test the log in details.
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Note: Please ensure the domain excludes any suffixes such as .com/.org etc as the domain must be appended with agilecrm.com.
For example, the below will fail:

Domain
unityclient.com .agilecrm.com

Instead the domain should be:

Domain

unityclient .agilecrm.com

Please take care when entering the domain as this is a common reason for Agile CRM integration not working as expected.

It may be useful to include the Agile record type when testing the connection. To do this simply perform a contact search and
compare the results to Agile CRM.

Timeline Motes Events Tasks Deals

i
() Unity Agent: Chinis Tutt - Available (duration: 01:47:17)

File Messaging Tools Help

Uz Fusalk - R J
arkus Zusa ) ' @09 "i&u =
Unswvailsble Avalsbls  Wrapup Ralzaze Disl Transfar Haold Confarence  Veic
My Stanstcs
i ]
Mame Total Calls  Answered Calls Missed Calls  Total Talk Time
(# Edit Contact O solts Sales 0 0 0 00:00:00
°Muts Sales | 0 0 00:00:00
a 0 ] 00:00:00
Owne
Jenna wimshurst — To

s

doud X | | services X | | uk X | E3Add Contacts | Call Logs (1 Missed) | voicemail | apandoned calls

™

il
.

i

Search zus|

- - Mame Phone Departme
Jntact Inno
k_ Markus Zuzak (Agile CRM Contact - Mobilae) 07000675605
01210256358 .
Markus Zusak (Agile CRM Contact) 01210256356
07900573695 mobie

mzusak@cloudservicesuk.com
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CONTACT POP

Unity will use Agile CRM to identify inbound and outbound calls, including queued call center calls. At any time, you can search
for CRM contacts from within Unity and perform click to dial to make an outbound call to the contact, or display the contact in

the CRM platform (this is referred to as “popping” a contact) as shown below.

| Contacts :Call Logs | Voicemail | Abandoned Calls |

-

Search u >
Name Phone
s Markus Zusak | Call number L
| Markus Zusak|
Show CRM contact
Copy number
Personal directory 2

You can also right-click a call to pop the record in Agile CRM using the default browser, as shown below. This assumes the contact

was found in the CRM platform rather than another directory (for example an Outlook contacts folder).

From To Dwration Status
| Chris Tutt Markus Zusak (Agile CRM Contact) |Ringng |

Add number to personal directory

| Show CRM contact |

Reset column widths

v Show gridlines

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

To: Chris Tutt
From: Markus Zusak

05:55 PM
29/09/2016

This feature depends on the appropriate Call Notification setting being activated, as shown below.
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-
) Services & Settings

=x=)

Services | Settings |

- Computer/Phone Integration

i Cliphoard Integration

-Dialling Rule

El- Custorm Directory Intedration
i = Configuration

& Dutibok Integration

wser Integration

CRM

=5 Quirk Kays
i~ Key Combinations
- Commands

Instant Messaging & Presence
= Logging

]

£ 5kin » || Specify how to be notified of incoming or outgoing calls. When browsing to a8 URL use the
-Contact Search [Number], [Direction], [CallD] and [LoginID] placzhokers which Unity wil then replace

i Contact Display A with the call detals.

- Current Calls

On an incoming or outgoing call

pop Unity

|¥| pop summary notification

When call details clicked

pop Unity

] pop Duthok (if applicable)

| [#] pop CRM (if zpplicable) |
[7] browse to URL (F enterad)

[] show remote party phone number

[7] oweride the contact name using the number

perform auto answear whan using click-to-dil

auto-hide Unity when cal completes

for |5 = saconds

[X Cancel ] ' 0K

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.

Services & Settings
(U] g

=25

Services| Settings |

- Skin
i Contact Search
i Contact Display
= Cument Calls
- Computer/Phone Integration
i~ Clipboard Integration
i~ Dialing Rule
=+ Custom Directory Integration
i = Configuration
i~ Qutlook Integration
= Browser Integration
i Desktop Integration
i Call Motfication
‘- Uniy Connect
E- Quick Keys
Key Combinations
‘- Commands
Startup
Update
- Instant Messaging & Prasance
i~ Logging
- XMPP

i languzge
El- Connection
- Metwark
- Proxy
- Authentication
i Call centers

presentation.

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

m

Configuration | Autormatic Contact Pop

Everytime I answaer an nbound call
[Z] that is through a call center
[¥ that is not through a call center
Everytime I make an outbound cll
[# that is through a call center
[¥] that is not through a call center

[xc.ancelH:Jcm ]
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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 Agile CRM and return results. You can search on contact name or company name, as
shown below. Simply double click an entry to call that number.

Contacts Deals Notes Events Tasks [

Caltech -
@ Add Tag Remove T. A C gn Send Em hange e ExportasC
Y 813 Basic Info First Name Last Name
¢ Edit Company Andrew Sidcup Andrew Sidcup

Bob Bryant Bob Bryant
e r)r ry
Jenna Wimshurst

”
(D Unity Agent: Chris Tutt - Available (duration: 02:39:02)
Taws File Messaglng Tools Help
Unavzilsbis qu aple  Wrap-up Release il Transfar Conference ‘-I'an'.‘emall Repon;
My Statistics
amrany Inf Average Talk
I D i I MName Total Calls  Answered Calls Missed Calls Total Talk Time Time
—— d’"m'"" @ 5Boits Sales 0 0 0 00:00:00 00:00
mrigeaTechac = © nuts Sales 0 0 0 00:00:00 00:00
0 0 0 00:00:00 00:00
o | From To
1200 EAST CALIFORNIA BOULEVARD,
PASADENA, CALIFORNIA, 81125, US. ofics =
Map Saelite YEVADA | P  Contacts | Call Logs (4 Missed) | voicemail | Abandoned Calls
R Seard’i calte] a
CALIFO olas Vegas
i, AP { g Name Phone Department ACD Sta
P dei Ll | @ Andrew Sidcup 7178987757
5 £ BobBmant 6108486255
i & Caltech 07900575695
9 - =

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

Contacts | Call Logs (3 Missed) | Voicemail | Abandone:

Search toby a
Name Pho
ST e — e
€ Toby Southfield o
Send email
Show CRM contact
Copy number
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CALL LOG ENTRY

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

MANUAL CALL LOG ENTRY

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

Show CRM contact

From To Duration Status
| Chris Tut B | ikt nasdier s persor doectony | | 0000 |Ringing |

Add CRM call log entry

| ¥ Show gridlines

Reset column widths

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 Agile CRM so an outbound call in Unity is an inbound call in Agile CRM, because we have called the contact.

-
Add call log entry E
Call made to Chris Tutt
|
Show CRM Contact | | ¥ Cancel ‘ ‘ «f OK

J

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

log will not be saved.

(P el g et =

Call made to Chris Tutt

Wanted to talk about the new contract, | said | would
email it by Friday

Show CRM Contact | | X Cancel | ‘ o OK

|

You will now see this call log entry in Agile CRM, as shown below.
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& Agile CRM = Q i
+” Sales ¢ Notes Events Tasks Deals Campaigns WebStats >
Marketing
Markus Zusak - _
Sept29 Q@ Event Completed © 01:45 pm
oud Services UK Call to Chris Tutt
Started at 1:15 PM on Thu Sept 29 2016
Y 0
# Edit Contact Sept 29 = Created @ 1236 pm
Sept29 © Tag Added - Uk @ 12:36 pm

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.

() Services & Settings
Services Settings

- Appearance
Contact Search
- Contact Display
“ Current Calls
= Computer/Phone Integration
¢ i Clipboard Integration
Dialing Rule
=1 Custom Directory Integration
¢ Configuration
Outlook Integration
=i~ Browser Integration
L CRM
i ‘Desktop Integration
i Call Notification
Unity Connect
= Quick Keys
i i~ Key Combinations
Commands
— Startup
Update
Instant Messaging & Presence
-~ Logging
XMPP
- Change Password
Securicy
! Language
= Connection
Network
- Proxy
= Authentication
Call Centers

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

Configuration Automatic Contact Pop

CRM Platform
Agie w

Domain
|kahposv5tems

| .agilecrm.com

Login ID
|jenna.win'shurst

APT key

| @ Test
Include companies
Show record type when searching
I Automatically add call log entry I

X Cancel

o 0K

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

the call. Salesforce.com will timestamp the call internally.
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This shows an unanswered call from the Agile CRM contact to the Unity user.

=

i Agile CRM Dashboard

& Agile CRM

& Sales

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

Marketing

.?[

Email Templates
Forms
Landing

C | & hitps//kakaposystems.agilecrm.com/#contact/5

lul
I's

Sally Wainwright

Ms
Wairmwiighl Communications
T 0
[# Edit Contact

Jenna Wimshurst

o

il 3

085829120

Timeline

QT 10

Dt 10

Ot 10

MNotes

Campaigns

@ 11:33 am

Call received from Chiris Tutt (Call)

Call received from Chris Tutt [Unanswered) (Call)

D 11:32am

@ 11:36 am

Call received from Chiris Tutt {Unanswered) {Call)

&

L Agile CEM Dachkoard

& Agile CRM

»  Sales

Marketing
~
()

Email Templates

Forms

Landing Pa

O | & https://kakaposystems.agilecrm.com/#contact/56

il
D

Sally Wainwright
M=
Wairwright Communications

TF

z

[# Edit Contact

Jenna Wimshurst

- eI
folis

0

(185829120

Timeline

Oct 10

Oct 10

Oct 1D

Deals  Campaigns

@ 11:38 am

Call received from Chris Tutt (Call)

@ 11:38 am

Call received from Chris Tutt (Unanswered)) (Call)

@ 11:36 am

Call received from Chris Tutt (Unanswered)) (Call)
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