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1 Salesforce tenant level configuration

The guide applies to Voice for Salesforce by Enreach (later Voice for Salesforce) version
1.53 onwards. Please note that starting from version 1.53 requires use of Enreach ldentity
for user authentication.

1.1 Installation Prerequisites

e All Enreach cloud user accounts must use Enreach Identity for user authentication.
Please find Enreach Identity description here and check with Enreach team in
advance if needed;
https://benemen.atlassian.net/wiki/spaces/PD/pages/2425520243/Description+of
+Enreach+ldentity
(If your Enreach user accounts are not using Enreach Identity then you must install
Voice for Salesforce version 1.50.x and follow that guidance)

e My Domain must be enabled;
https://help.salesforce.com/articleViewgid=domain_name_overview.htm&type=5

e Translation Workbench must be enabled;
https://help.salesforce.com/articleView<gid=customize wbench.htm&type=5

Package contains translations for Finnish and Swedish. Those languages need to be
activated in order for the translations to show.

Note: The following is not required for the standard installation, but is prerequisite for Omni-
Channel availability integration configuration.

o Enable Salesforce Omni-Channel settings;
https://help.salesforce.com/article View2id=omnichannel enable.htm&typ
e=5

1.2 Install Voice for Salesforce package to Salesforce tenant

a. Install Voice managed package via installation URL provided by Enreach and
login to appropriate Salesforce org with System Administrator credentials

You will see the following dialog view -> Install for Admins only -> Install

© Enreach | www.enreach.fi 4
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Install Voice for Salesforce by Enreach
By Enreach

. 22 2

Install for Specific

o Install for Admins Only Install for All Users .

Profiles...
App Name Publisher Version Name Version Number
Voice for Salesforce by Enreach Enreach 1.48 148

Additional Details  View Components

b. Wait installation to complete. This may take couple of minutes. Admin shall
receive email notification about completion and Voice package will be visible in
Installed Packages view

Installed Packages
Action Package Name Publisher Version Number Namespace Prefix Status Allowed Licenses Used Licenses Enabled for Platform Integrations Expiration Date  Install Date Limits Apps Tabs Objects AppExchange Ready

Uninstall | Manage Licenses MS‘- Enreach 152 BenemenPhone  Active Unlimited 1 Eg;fem 12332023 2 4 10 Passed

c. With Site License type all end users are automatically licensed.
If User License type is used, use Manage Licenses option to assign license to
relevant admins and end users.
By default User License installation comes with 3 user licenses. Please consult
Enreach for additional agreed licenses. Please see chapter 2 for end user
activation details.

d. Add Admin user used for the configuration steps to “Voice for Salesforce Admin
and “Voice for Salesforce SoftPhone” Permission sets

Enabled Permission Sets

Voice for Salesforce Admin
Voice for Salesforce SoftPhone

e. Admin user will now see and can open Voice for Salesforce app listed in App
Launcher and continue to the next configuration step

App Launcher [ Voice for Salesforcd] (.3]

v All Apps

@ Voice for Salesforce
enreach . .
App to configure Voice for Salesforce by,

1.3 Configure Remote Site Settings for Discovery URL

a. As SF admin go to Setup -> quick search “Remote site settings”
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::E Se‘[up Home  Object!

Q, remote site

~ Security

Remote Site Settings

Didn't find what you're looking for?
Try using Global Search

b. In Remote Site Settings view -> New Remote Site

c. Add new site

Active checkbox: checked

Name: Voice (this can be anything)

Remote Site URL: < Discovery URL provided by Enreach>

1.4 Voice for Salesforce Configurator

1.4.1 Tenant Configuration

a. Goto Voice for Salesforce app -> Tenant
b. Click ‘Create new configuration’ -> Edit

© Enreach | www.enreach.fi
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555 Voice for Salesforce Voice for Salesforce Configuration g

Tenant  Users  Search & Info fields  Blacklist ~ Presence Status Configuration  CallBack  Smart Routing Enterprise Calls ~ Service Calls

CY

enreach

Configuration Name Discovery URL @
Enreach

Dynamic Checking of VF Host @
AP| Endpoint URL @

Visualforce Host URL @ Vioice Center URL @

AP| Authorization Token @

Voice for Salesforce System User Name @ Enter The New Authorization Token
Default Agent Workload Limit @

Advanced Call Details @

Default Agent WrapUp Timeout @

Search type for Accounts and Contacts

ar

Formula Fields

Advanced Configuration
Enable automated call task object relation for dlick-to-dial @

Enable automated contact matching for click-to-dial @

c. See below guidance for configuring different settings.
d. Save when ready -> Wait until page updates (may take few seconds)
e. Copy API Endpoint URL and add it as new site in Remote Site Settings (chapter 1.4)

Configuration name
Enreach (created automatically)
Dynamic Checking of VF Host

This is old legacy setting. Recommended to disable at latest when Voice for Salesforce
web phone login is verified. Monitors possible VF Host URL changes and updates. This is
automatically enabled when saving configuration for the first time.

Visualforce Host URL

Obtain URL by going to Setup -> Visualforce Pages

Find and open 'Softphone2’ and go to Preview

On Preview browser page copy URL ending force.com (do not copy the last part
/apex/SoftPhone#/)
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Example: hitps://customerorg--benemenphone.vf.force.com
Paste copied URL to Visualforce Host URL field

Important: Provide Visualforce Host URL to Enreach support / project team. This must be
applied also on Enreach cloud side of configuration so that embedded webphone can
login and activate. Please note that Visualforce Host URL is unique on each Salesforce urg
and is configured and provided separately to Enreach team on each installation e.g.
different sandbox installations and production org.

Voice for Salesforce System User Name

Enreach provides Voice for Salesforce API system account user name used in the
configuration.

API Authorization Token
APl Authorization Token is provided by Enreach.
Discovery URL

The URL is provided by Enreach. Used to query APl Endpoint and Voice Center URL's. This
URL must be added in Remote Site Settings.

API Endpoint URL

Read only field, created automatically when configuration is saved for the first time. Used
to access Enreach API. This URL must be added in Remote Site Settings; Configure SF
Remote site settings for APl Endpoint URL

Advanced Call Details

This is optional sefting. Check this option, if you would like to include additional call details
in Call Task Activities (like possible queue wait time and URL to access Enreach call
recording).

Advanced Call Details Retrieval Interval (in seconds)

Call activity record is created when the phone call is ended. Advanced call details are
added and saved to the record after configured time interval. 10 - 1800 seconds.

Voice Center URL
Read only field, created automatically. Used with advanced call details link creation.

Default Agent Workload Limit

© Enreach | www.enreach.fi 8
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This is optional setting and used only if Customer is using Salesforce Omni-Channel and
Voice Omni-Channel availability integration is used.

Numeric Agent workload value. Leave empty if not used.

If Agent's omni-channel workload is the same or higher than the configured numeric value,
Agent's omni-channel status is changed to "In a Case" and Agent is set to offwork status in
Enreach Voice service channel. Agent will remain online in the omni-Channel, but will not
be allocated service calls until the workload value goes lower than the configured
numeric value.

Default Agent Wrap-Up Timeout

This is optional setting and used only if Customer is using Salesforce Omni-Channel and
Voice Omni-Channel availability integration is used.

Wrap Up time (in milliseconds) after ending answered call. Leave empty if not used.
During Wrap Up availability status, user willremain as Busy in Omni-Channel and will not be
allocated any new work items or calls.

Search type for Accounts and Contact

Standard fields: Use for the best performance. Direct search to standard Phone and
MobilePhone fields. To match, Phone numbers must be stored in exact E.164 format (e.g.
+358401234567).

Formula fields: Phone numbers can be stored in non-E.164 format. Search through special
formula fields. Search performance may decrease if used against large contact&account
databases.

Enable automated call task object relation for click-to-dial

This is optional setting. By default outbound click-to-dial call task activities are not
automatically related to the object where click-to-dial was initiated from. Also possible
contact / account matching is done only by phone number.

When this setting is enabled, call task activity is automatically related to the object, where
click-to-dial was initiated from.

This setting applies on the tenant level. The setting is also available in Users configuration if
needs to be enabled on a user level.

Note: Pre-requisite for this fo work is that the object is by design or by admin enabled for
‘Track Activities'. Exceptions are Contact object where identification is done
independently and Task object, where only contact matching is applied.

Enable automated contact matching for click-to-dial

This is optional setting.

Note: This setting requires that ‘Enable automated call task object realtion for click-to-dial’
is first enabled.

If the object where click-to-dial was done includes relation to a single contact record, the
contact is automatically matched in the created call task activity.

© Enreach | www.enreach.fi 9
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This setting applies on the tenant level. The setting is also available in Users configuration if needs to be enabled on a
user basis.

Advanced Configuration

Includes non-standard configuration settings. Typically configured only if so adviced by
Enreach support.

Advanced Configuration Settings

Use Account Cverride @

Use Contact Qverride @

Use Lead Override @

Schedule job to update task information @

Custom URL for the WebRTC @

Use Account / Contact / Lead Override

Salesforce has the possibility to override actions for example the standard New button:
“Overriding a standard button or link changes what happens when a user clicks on it. For
example, instead of having a standard Salesforce page appear when a user clicks View,
you can have the View button launch a custom s-conftrol, Visualforce page, Lightning
component, or Lightning page instead.”

On the dialog windows there is a New button. If the standard overriding is wanted to be
applied on this dialog window “New” button also the checkbox Use Account Override /
User Contact Override / User Lead Override for the relevant object need to be set true.
Schedule job to update task information

Enable only if call task creation is set to happen at the start of phone call is Users settings
AND if 'Advanced Call Details' is not enabled. This job will then add details like call duration
and call end fime to the call details.

Custom URL for the WebRTC

Can be used to override default version of used embedded webphone (webrtc).

© Enreach | www.enreach.fi 10
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Admin user opens Voice for Salesforce configurator lightning app

On Tenant page, click Edit

Click "Advanced Configuration” button

New pop-up window opens and please update wanted URL to "Custom URL for

the WebRTC" field.

Example:

o If you want use version 2023.2.3 then URL is:
https://phone.enreachvoice.com/2023.2.3/webrtc-client-ui.min.js

o If you want use version 2023.2.5 then URL is:
https://phone.enreachvoice.com/2023.2.5/webrtc-client-ui.min.js

Note:

URL is in form https://phone.enreachvoice.com/<version>/webrtc-client-ui.min.js .

The list of available webphone versions in Enreach production can be found in here;

https://phone.enreachvoice.com/versions.html

Qo0UTQ

Advanced Configuration Settings

IRL for the WebRTC I

hitps://phone.enreachvoioe.comy B2 webric-client-ui. minjs

e. Click OK to close pop-up window

f. Click Save to save configuration

g. If you had end users already active in Salesforce, please advice them to update
their Salesforce browser page. This will reset also embedded webphone session
and load the configured version.

o End user can verfiy used webphone version by going Menu -> About in
embedded webphone ui.

h. If there is a need to rollback to earlier configured version, then admin simply
reverts the setting back to previous customer webrtc phone url or empty field if
default version was earlier in use

1.4.2 Users Configuration

This chapter includes important tenant level dependencies and configuration
requirements for user configuration. Otherwise Users configuration is handled in more detail
within relevant End user configuration chapter.
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1.4.3

Agent List fetches all the users added to ‘Voice for Salesforce Softphone’
permission set

Voice for Salesforce webphone single sign-on experience by default
automatically uses user’s Salesforce user account Email attribute for mapping
user’'s Enreach user account. If User's Salesforce email attribute is different than
Enreach user acoount Email (username), then you need to manually use and
enter Enreach user email in the Voice for Salesforce user configuration

Case and CaseDialog phone workflows require console navigation type of
Lightning app for popping up chosen / new cases.

Case and CaseDialog phone workflows involves automated Case creation. This
may require additional configuration described below.

o Please ensure via Object Manager that the used Case layout object allows
automated case creation for Voice for Salesforce enabled end users e.g.
Default values for possible required case fields.

o Please ensure that the following Case related Object Settings are enabled
for Voice for Salesforce enabled end users. This is usually done via Setup ->
Profiles -> <select user profile> -> Object Settings -> Cases (please ensure
first that Enhanced Profile User Interface is enabled via Setup -> Users ->
User Management Settings)

Fisid Name Read Accese Edit Accees

o If customeris using some custom objects / fields for Cases, please make
sure that users have at least Read access to these records.

Call Task Activities are recommended method saving call details.

However with Case and CaseDialog phone workflows, call details can also be
saved directly in the worked Case object. If selecting ‘Save Call Info On Case’
option, please remember to add wanted call detail fields to the used Case layout
via Object Manager. Relevant call info fields: CallEndTime, Call Duration, Call
Result, Phone Number 2, Call Type, Service Pool Queue, Queue Wait Time Sec,
Advanced Call Details, Phone From.

Search & Info fields

Optional configuration if default search options and info fields are not sufficient.

Additional Search strings:
Contact, Account and Lead are by default searched by Name.

© Enreach | www.enreach.fi 12
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Case is by default searched by Case Number.
Add here additional search variables for different objects.

Examples:
1) The below enables Case search also by Subject

Case field API name or related object with case relation API name {dot notation)

Fleld API name

Justin Case BenemenDemo Director justin.case@benemen.com Platinum

Five recent cases are displayed, search for more mobile a

00003273
Case Number Account Name  Subject Low Phone Sublect. Moblle application Inqulry & Qrigin  Booking Number

00003329 BenemenDemo  CallBack - 2€ 00001260 ne Choose
Medlum Phone Subject: Mobile application Inquiry
00003328 BenemenDemo  CallBack - 27 e e

A e NS Choose

2) The below enables Contact search also by custom Booking object with related
Contact

Additional Search strings: @

Contact field API name or related object with contact relation API name (dot notation) @

Fleld AP name
MName
Related object APl name

Booking__c.Contact__c

Call Dispesition - +3584578818164

IB 0123457 Q Update phane

Justin Case

BenemenDamo Director Justin case@benamen.com

Platinum BookingMumber: 0123457

MNew Case

Close

Additional Info fields:

Add here additional Info fields to be shown on workflow dialog windows.
Multiple fields can be added using semi-colon ;" separator. Important: do not leave any
white spaces.

Examples:

© Enreach | www.enreach.fi 13
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1) Case dialog displays also case priority, origin and custom case field Booking name
value

Additional Case columns

Flald API name

Pricrity; Origin;Booking__r.MName

Justin Case BenemenDemo Director justin.case@benemen.com Platinum

Five recent cases are displayed, search for more

Search Q

Case Number AccountName  Subject Created Date Last Modified Date  Name Status Priority Case Origin Booking Number
00003329 BenemenDemo  CallBack - 28.08.2019 11:27 28.8201911:27 288201911:27 Mikko Mew Medium Phone

00003328 BenemenDemo  CallBack - 27.08 2019 15:06 27.8201915:06 2382019308 Mikko Closed Medium Phone

00002164 BenemenDemo  Problem with delivery 1552019 15:57 2382019 3:07 Lisa C Escalated High Email

00002271 BenemenDemo  Booking inquiry 16.5201915:05 2882019 8:06 Pekka Closed High Phone 0123457
00002358 BenemenDemo  Renewal #229944 20.5201913:51 28.8.20198:06 Pekka Working  High Phone

MNew Case

2) Different Contact dialogs display also contact title, email address, SLA level for
assigned account

Additional Contact columns

Fleld API name

Title;Email;Account.SLA__c

Call Disposition - +3584578818164

[B ma Q Update phone

Paul Newman

Unlted Oll & Gas, UK paul newman@company.com
Platinum

Maija Mallikas

BenemenDema Sales Director
malja.malllkas@benemen.com Platinum

Note: Please ensure that end user profiles have at least Read access to all the fields and
objects used in the configuration.

1.4.4 Presence Statuses Configuration

This configuration is valid only if Customer is using Salesforce Omni-Channel and Voice
Omni-Channel availability integration is used.

Here you will create mapping for configured Omni-Channel statuses on how they are
affecting Enreach voice service availability.

a. Start clicking “Create new mappings”

© Enreach | www.enreach.fi 14
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Tenant Users Blackllst Presence Statu: Confi tion

Presence Statuses mapping configuratlons don't exlst

Create new mappings (i

b. Use ‘Add Config’ to map one by one existing Omni Presence Statuses
- Omni Presence Status select from dropdown list existing Omni-Channel
Presence Statuses
- Enreach Cloud Presence Status map the status name you want to show on
Enreach cloud side for selected Omni Presence Status. Free text. Note: applies
only for OffWork type
- Enreach Presence Status Type select either Available OR OffWork. Available =
user is available in voice service channel. OffWork = user is not available in
voice service channel
c. Please see below completed example. Note: You can mix statuses e.g. Available
— Chat below is Online in configured Omni-Channel digital channels e.g. Chat,
but Enreach cloud status is mapped to OffWork for voice service channel

(L L] . - . -
HH Voice for Salesforce Voice for Salesforce Configuration 4

Tenant  Users  Search & Infofields  Blacklist  Presence Status Configuration  CallBack  Smart Routing Enterprise Calls
enreach
Omni Presense Status © Enreach Cloud Presense Status © Enreach Cloud Presense Status Type To be deleted
L)
Available, Onlina +  Available Available .
Lunch, Busy v Llunch Offwork =

Cancel Add Config Delete selected mappings

d. Complete by “Save Mappings”

Note: For possible not mapped user presence statuses, the default built-in mapping logic
is used -> Actual presence status name with OffWork status is pushed to Enreach cloud.

Note: Please see System Presence Statuses configuration for additional required system
presence statuses configuration.

OmniChannel Fallback Status

If the correct OmniChannel presence status can't be determined the presence status will
be reverted to the Fallback Status. Fallback status can be set on the User Configuration
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page for each user in the selection “Fallback OmniStatus”. If left empty "Offline" will be
used.

1.4.5 Blacklist Configuration

This is optional configuration, where Admin can add phone numbers excluded from
possible workflow actions and call task activity creation. E.g. not creating Case / not
opening contact, etc. Note: phone numbers must be created in E.164 format e.g.
+358401234567.

Number can by added by Range or CSV option. CSV with comma or semi-colon separator
if adding multiple numbers at once.

Blacklisted Task Enabled:

By default call task activities are not automatically created for blacklisted number phone
calls. Checking this option will enable automated call task activity creation for blacklisted
numbers.

LLL] . . . -
s2+  Voice for Salesforce Voice for Salesforce Configuration 4

Tenant  Users  Search & Info fields  Blacklist  Presence Status Configuration  CallBack  Smart Routing Enterprise Calls

)

enreach

Blacklisted Task Enabled @

Mode

csv Range

*Number @

Blacklisted v

1.4.6 CallBack Configuration

CallBack configurationis only valid if customer utilizes Enreach cloud callback functionality
and wants to intfegrate callback handling for certain callback lists within Salesforce,
instead of Enreach cloud user interface.

Callback service and lists must be first configured on Enreach cloud side before adding
integration configuration here.

© Enreach | www.enreach.fi 16



VOICE FOR SALESFORCE BY ENREACH — CONFIGURATION GUIDE
QJ enreach V153

#&T’(‘[ Al W Search Salesfarce |*|,| l) ,3 ; ;..:;

1L .
::=  BeneVoice Benemen Confguration #

Tenant Uszars Search & Info flelds Blackllst Presaence Statuses Configuration CallBack smart Routing Enterpriza Calls

Create new confguration

CALL BACK CONFIGURATION NAME

Benemen default 0

1. Click ‘Create new configuration’ button to start configuration
2. Give any name callback configuration name

*Enreach CallBack Configuration Name

3. Select wanted CallBack Flow
Do you want to create callback request in Salesforce as Task, Task related to Case
OR Case?

CallBack Flow

Task -

Task related to Case
Case

4. Select wanted CallBack Age Time Limit. Time unit for measuring CallBack age
which should be retrieved from Enreach cloud.
Type wanted CallBack Age. This is age of open callback what should be
retrieved.

CallBack Age Tima Unlt

Hours -

Days

CallBack Age

These are only valid when you start the job to retrieve callbacks from Enreach cloud side.
When callback job is active, it will always retrieve and create new callback requests within
15 seconds.

5. Enreach Cloud CallBack List Name dropdown list shows available callback lists
configured on Enreach cloud side. Select here appropriate callback list name you
would like to integrate and handle on Salesforce side.
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Enreach Cloud CallBack List Mame

Customer service -

Customer service

Open Case

Platinum gueue

6. Select Salesforce Record Type for Case or Task

Salesforce RecordType

CallBack .

7. Salesforce Queue Name lists all the available Salesforce queues.
Select here the Salesforce Queue you would like to assign callback Cases or Tasks.

Salesforce Queue Name

International - Escalations :

8. Save configuration
9. Now that you have configured new callback configuration, you can Start the
given callback configuration flow.

- Callback requests are only fetched from Enreach cloud side while given
callback configuration is started and running. Currently running configurations

are indicated by icon ©
- Similarly callback configuration can be stopped by admins. Currently stopped

configurations are indicated by icon &)
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LY . - :
=== Voice for Salesforce Voice for Salesforce Configuration 4

Tenant  Users  Search & Info fields  Blacklist  Presence Status Configuration  CallBack  Smart Routing Enterprise Calls

Cx

enreach
Create new configuration Customer Service Callbacks

e GO IG DR ATONINAME Enreach CallBack Configuration Name

Benemen default ° Customer Service Callbacks

y CallBack Flow
Customer Service Callbacks ° o

Case

CallBack Age Time Unit €
Days

CallBack Age @
1

Enreach Cloud CallBack List Name €@

Customer service

Salesforce RecordType €@
CallBack

Salesfarce Queus Mames @

International - Silver/Bronze

Coo L owe Lo [ |

e Assoon as callback request is fetched and created on Salesforce side, it is closed
on Enreach cloud side with ‘Moved to SF' note.

e Voice for Salesforce installation creates dedicated callback Case and Task record
types and page layouts. Customer may modify these for own needs and also use
their own record types and page layouts.

e Callback Case / Task subject is: “CallBack - <date & time when callback was
left>"

Subject CallBack - 28.08.201% 11:27

e Callback Case / Task specific fields are

o CallBack Channelin , name of voice queue customer left callback request

o CallBack CreationTime , original date & time customer left callback request

o CallBack ContactNumber , phone number to call back to customer

o CallBack Recording URL , URL to listen callback voice message left by
customer

o CallBack Contact Message, can be used for hard coded text from Enreach
cloud side. E.g. ‘Dropped call callback’ for such callbacks which has been
created for abandoned (missed) service calls
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1.4.7 Smart Routing

Smart Routing functionality enables customer to dynamically route incoming phone calls
based on Salesforce data.

Smart Routing is typically activated on voice queues level and requires activation also at
Enreach cloud configuration side.

This configuration is optional and only used when Smart Routing is needed.

Enreach provides detailed implementation steps in a separate Voice for Salesforce - Smart
Routing configuration document.

Native Salesforce Flows and Flow Builder is used to configure actual routing logic.
Managed package includes two predefined Flow templates, which can be used and
modified for specific customer scenario, when activating Smart Routing. Customer can
freely create their own Scenario flows too.

Go to Setup -> Process Automation -> Flows and you will find the following two flow
templates

Flow Label T ~ Process Type %  Aw % Te. w Package State s Package Name ¢ Last Modifi.. » Last Modifie..
r_ Templ.. Autolaunched Flow o w Managed-Installed Benemen Cloud CTI  MIkko Sllonsaar 27.11.201%9 14:50 -

Autolaunched Flow o w Managed-Installed Benemen Cloud CTI  MIkko Sllonsaar 27.11.201%9 14:49 -

Admin can freely deactivate the templates although they are not themselves doing
anything.

The below diagram describes the overall design. Otherwise Smart Routing configuration is
described in a separate configuration guide.
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1. Phone call from 2. Voice queue 3. REST API 4. Salesforce Public 5. Salesforce Dispatcher
customer (a activated for Smart A & B numbers to Site with Voice for  Flow to check B number
number) to voice Routing in Enreach  Salesforce (customer Salesforce by and pass to the correct
queue (b number) cloud tenant site Enreach routing Scenario Flow
url+apikey) service entrypoint

Dispatcher
Flow

e _ Q’ salesforce

Enreach cloud

Scenario
Flow

8. Validate queue & agent 7. REST APl response 6. Scenario Flow includes

availability and route the with routing actual routing logic with
pheone call to routing target(s) target(s), voice relevant routing target(s)
queue, agent(s) as outcome

Voice for Salesforce
webphone
OR any phone
number/device

1.4.8 Enterprise Calls

Enterprise Calls configuration module enables call details creation for phone calls which
are not handled in Voice for Salesforce embedded webphone. The data can include call
details from direct mobile calls, Voice for Teams calls, not answered calls etc. Please note
that Enterprise Calls module handles ‘Direct call' data type phone calls. Direct call
definition is incoming calls to user's personal phone numbers and all the outbound calls
what user makes. Note, that agent and voice queue fransferred calls result direct call legs
as well.

‘Service call’ data type phone calls are handled via separate Service Calls configuration
module.
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s \ -
222 Voice for Salesforce Voice for Salesforee Configuration £

Tenant  Users  Search & Info fields  Blacklist  Presence Status Configuration  CallBack  Smart Routing  Enterprise Calls

C)

enreach

Enterprise Calls are call details from calls handled in Enreach Cloud with other devices than Voice for Salesforce by Enreach. The data can include call details from direct
mobile calls, service calls, Voice for Teams by Enreach calls etc.

Do not link Cases/Task to Contact or Person Account

JOBTYPES @
Continous Job @ Enterprise Call process is disabled °

One-Time Job g

Enterprise Call Record Object @
Task

Salesforce RecordType @

Enterprise Call Job for Direct Calls @

Enterprise Call Record Cwner )
Enterprise Call Record Default Status @
Enterprise Call Job Direct Calls Call Result Value @

Creste Record if Multiple Matches @

Lo e

Call details creation has the following requirements:

e Phone call must by marked as ‘work call’ privacy in Enreach cloud side
e Customer phone number must have at least a one contact record match in
Salesforce

e By default all the users phone calls with the above requirements are created. If

there is a need to limit creation only to the certain Enreach tenant user accounts,
please contact Enreach support

The module provides two type of job types.
Continuvous Job:

New call activities are fetched and created in Salesforce after phone call is
ended/disconnected. The phone call details are created to Salesforce 1 fo 2 minutes +
Advanced Call Details Interval in Tenant configuration after the call is ended.

One-Time Job:

One-time Job which can be used to fetch Enreach cloud call details up to 7 days in past
and create them in Salesforce. Uses Contfinuous Job settings.

Please see detailed configuration and help text in the configurator app.
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Do not link Cases/Task to Contact or Person Account

As default the Cases/Task created from Enterprise Calls are linked to Contacts or Person
Accountsif a single record is found with the same phone number as in the Enterprise Calls
data.

If Cases/Tasks created from Enterprise Calls are not wanted to be linked to
Contacts/Person Accounts this can be chosen in the checkbox “Do not link Cases/Task to
Contact or Person Account”.

Additional info

Call details record owner is automatically identified based on Enreach cloud user id.
Requirement for this is that the user is also activated for Voice for Salesforce including
External User ID mapping in the user configuration. Admin can configure (Enterprise Call
Record Owner) default Salesforce user account, which is used as the owner when the
above method is not available.

1.4.9 Service Calls

Service Calls configuration module enables call details creation for incoming service calls
which are not handled in Voice for Salesforce embedded webphone. The data can
include call details from not answered service calls and/or service calls which are
answered in some other phone terminal than Voice for Salesforce embedded webphone.

ass . N . 2
=s2  Voice for Salesforce Voice for Salesforce Configuration 4

Tenant  Users  Search & Info fields  Blacklist  Presence Status Configuration  CallBack  Smart Routing  Enterprise Calls  Service Calls

Q

enreach

JOB TYPES g Service Call process is disabled @
Service Call Result Value €@
Both
One-Time Job Li ] Service Call Record Object @
Task

Continous Job o

Salesforce RecordType @
CallTask

Service Call Record Default Status €
Completed

Service Call Default Owner €@
Mikka Testing

Create Record if Multiple Matches @)
b

Create Record on not identified Contact @
v

Create Service Calls only for selected queues @@
Enreach Cloud Queue Name ~ | Enreach Cloud Queue Id v
Customer Service Queus T8fad22e-7ff6-ea11-b81f-0050569=6df2
Platinum Queue 1c177267-8016-ea11-b81f-0050569e6d{2
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Service call details creation doesn't have any specific requirements outside of the
configuration module.

The module provides two type of job types.
Continuous Job:

New service call activities are fetched and created in Salesforce after phone call is
ended/disconnected. The phone call details are created to Salesforce 1 to 2 minutes +
Advanced Call Details Interval in Tenant configuration after the call is ended.

Please note that queues listing requires that queues are retrieved via Smart routing ->
Retrieve Queues button

Please see detailed configuration and help text in the configurator app.
One-Time Job:

One-time Job which can be used to fetch Enreach cloud service call details up to 7 days
in past and create them in Salesforce. Uses Continuous Job settings.

Please see detailed configuration and help text in the configurator app.
Additional info

Service call details record owner is automatically identified for answered service calls
based on Enreach cloud user id. Requirement for this is that the user is also activated for
Voice for Salesforce including External User ID mapping in the user configuration. Admin
can configure (Enterprise Call Record Owner) default Salesforce user account, which is
used as the owner when the above method is not available and for not answered service
call details.

Please note that ‘Create service calls only for selected queues’ is the main control to limit
service call details creation only for certain voice queues. If none is selected, then service
call details are created for all the voice queues in the Enreach system.

If agent does direct transfer for the service call this can result multiple separate call events
and the service call is considered ended only when original A caller call is disconnected.
Answered service call events are created after this to Salesforce so that originally
answered service agentl call event is created as well as separate transferred service call
event for agent2 who handled the fransferred call. Such transferred service call events will
have the following format in Service Pool Queue custom field: ‘Transferred Service Call:
<COriginal service pool name/Personal worknumber>’
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1.5 Configure SF Remote site settings for APl Endpoint URL

d. As SF admin go to Setup -> quick search “Remote site settings’

::E Setup Home  Object|

Q, remote site

~ Security

Remote Site Settings

Didn't find what you're looking for?
Try using Global Search

e. In Remote Site Settings view -> New Remote Site
Add new site

—h

Name: VoiceforSalesforce?2 (this can be anything)

Remote Site URL: < API Endpoint URL visible in Tenant configuration>

Active checkbox: checked

1.6 Provide Visualforce Host URL to Enreach team

Provide Visualforce Host URL you added into Tenant configuration (chapter 1.4.1) to
Enreach support / project team. This must be applied also on Enreach cloud side of
configuration so that embedded webphone can login and activate.

1.7 Configure integration Case and Task page layouts and assignments

Installation creates dedicated Case record type and page layout for CallBack case
integration.

Installation creates dedicated Task record types and page layouts for Call and CallBack
task integration.

Please ensure page layout assignment(s) manually via Object Manager for the needed
profiles.

Addtionally customer may freely modify page layouts with additional field and attributes.
(please make sure that end users has needed read&edit rights for such attributes)

Go to Setup -> Object Manager

In Object Manager view -> Case -> Case Page Layouts

In Page Layouts click ‘Page Layout Assignment’ -> then ‘Edit Assignment’

Update Case CallBack layout for CallBack record type at least for all the relevant
user profiles

Q000
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SETUP > OBJECT MANAGER
E]
| Case

Details

Fields & Relationships
Case Page Layouts
Case Close Page Layouts
Lightning Record Pages
Buttons, Links, and Actions
Compact Layouts

Field Sets

Object Limits

Record Types

Related Loakup Filters
Search Layouts
Hierarchy Colurmns
Triggers

Validation Rules

Edit Page Layout Assignment

Case

Help for this Page @

The table below shows the page layout assignments for different recerd type and profile combinations. Use SHIFT + click or click
and drag to select a range of adjacent cells. Use CTRL + click lo select mulfiple cells that are not adjacent. Then choose a new

page |ayout from the drop-down.

Save

Page Layout To Use: | Case CallBack v

Profiles

os Cloud Integration User
Analytics Cloud Security User

Chatter Only User

Company Communities User

Contract Manager

Custom: Marketing Profile

Custom: Sales Profile

Custom: Support Profile

Customer Community Login User
Customer Community Plus Login User
Customer Community Plus User
Customer Community User

Customer Portal Manager

Customer Portal Manager Custom
Customer Portal Manager Standard

Force com - Free User

Gold Partner User

High Volume Customer Portal

High Volume Customer Portal User
Marketing User

Overage Customer Portal Manager Custom
Overage Customer Portal Manager Standard
Overage High Volume Customer Portal User
Partner Community Login User

Partner Community User

Partner User

Read Only

Service Cloud

Solution Manager

Save

Cancel

Record Types
Master
Case Layout
Caze Layout
Case Layout
Caze Layout
Case Layout
Case (Marksting) Layout
Casa (Sales) Layout
Case (Support) Layout
Case Layout
Case Layout
Caze Layout
Case Layout
Caze Layout
Case Layout
Caze Layout
Case Layout
Caze Layout
Case Layout
Caze Layout
Case Layout
Caze Layout
Case Layout
Caze Layout
Case Layout
Caze Layout
Case Layout
Caze Layout
Case Layout
Caze Layout

Cancel

32 Selected

32 Changed

Case CaiiBack
Casze CaiiBsck
Case CaiiBack
Casze CaiiBsck
Case Caiigack
Casze Caiiack
Gaze CaliSsck
Casze Caiiack
Gaze CaliSsck
Case Caliack
Gaze CaliSsck
Case Caliack
Gaze CaliSsck
Case CaiiBack
Gaze CaliSsck
Case CaiiBack
Gaze CaliSsck
Case CaiiBack
Gaze CaliSsck
Case CaiiBack
Gaze CaliSsck
Case CaiiBack
Gaze CaiiBsck
Case CaiiBack
Gaze CaiiBsck
Case CaiiBack
Gaze CaiiBsck
Case CaiiBack
Gaze CaliSsck

(1-20f2)

e. Stillin Object Manager go to Task -> Page Layouts -> Page Layout Assignment ->
Edit Assignment
f. Update CallBack Layout for for CallBack record type at least for all the relevant
user profiles
g. Note: Call Task record type should automatically have the correct Call Layout
page layout assigned
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- SETUP > OBJECT MANAGER
bt
aay Task

Edit Page Layout Assignment

Details Task elp for this Page &
Fields & Relationships The table below shows the page layout assignments for different record type and prefile combinations. Use SHIFT + click or click
and drag to select a range of adjacent cells. Use CTRL + click to select multiple cells that are not adjacent. Then choose a new
page layout from the drop-down.
I Page Layouts
Lightning Record Pages fave | |Canee!
Buttons, Links, and Actions Page Layout To Use: | CallBack Layout v | 41Selected 41 Changed
Compact Layouts Record Types (1-2 of 2)
Profiles Master Call Task
Field Sets Analytics Cloud Integration User Task Layout CallBack Layout Call Layout
Analytics Cloud Security User Task Layout CallBack Lapout Call Layout
Authenticated Website Task Layout CallBack Layout Call Layout
Object Limits Authenticated Website Task Layout CallBack Layout Call Layout
Chatter External User Task Layout CallBack Layout Call Layout
Record T}'pes Chatter Free User Task Layout CallBack Lapout Call Layout
Chatter Moderator User Task Layout CallBack Layout Call Layout
Chatter Only User Task Layout CallBack Lapout Call Layout
Search Lﬂ},fDLItS Company Communities User Task Layout CallBack Layout Call Layout
Contract Manager Task Layout CallBack Layout Call Layout
Triggers Cross Org Data Proxy User Task Layout CallBack Layout Call Layout
Custom: Marketing Profile Task Layout CallBack Layout Call Layout
Validation Rules Custom: Sales Profile Task Layout CallBack Layout Call Layout
Custom: Support Profile Task Layout CallBack Layout Call Layout
Customer Community Login User Task Layout CallBack Layout Call Layout
Customer Community Plus Login User Task Layout CallBack Layout Call Layout
Customer Community Plus User Task Layout CallBack Layout Call Layout
Customer Community User Task Layout CallBack Layout Call Layout
Customer Portal Manager Task Layout CallBack Layout Call Layout
Customer Portal Manager Custom Task Layout CallBack Layout Call Layout
Customer Portal Manager Standard Task Layout CallBack Layout Call Layout
External Identity User Task Layout CallBack Layout Call Layout
Force.com - Free User Task Layout CallBack Layout Call Layout
Gold Partner User Task Layout CallBack Layout Call Layout
High Volume Customer Portal Task Layout CallBack Layout Call Layout
High Volume Customer Portal User Task Layout CallBack Layout Call Layout
Marketing User Task Layout CallBack Lapout Call Layout
Owerage Customer Portal Manager Custom Task Layout CallBack Layout Call Layout
Owverage Customer Portal Manager Standard Task Layout CallBack Lapout Call Layout -
Save || Cancel =

1.8 Activate Voice for Salesforce in Lightning App(s)

Voice for Salesforce integration is activated on Lightning App basis for end users by adding
Voice for Salesforce utility item for the needed end user Lightning Apps, typically Sales
and/or Service Cloud console apps.

Note: If Omni-Channel is used in Lightning app where adding Voice for Salesforce, you
must ensure that all Omni-Channel users using this Lightning app are fully configured for
Voice for Salesforce.

Note: If Voice for Salesforce is not visible in the available utility item custom component list,
please ensure that My Domain is fully activated in the Salesforce org. Note: sometimes
there might be few hours delay these to become visible after managed package
installation.

a. Go to Setup and Quick search ‘App Manager’
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A\ Home Ob
Q, app manager
Apps
App Manager =
b. In App Manager you can add Voice for Salesforce utility item to wanted SF
Lightning apps . typically “Sales - Lightning Sales” AND/OR “Service Console —
LightningService”
Sales LightningSales Manage your sales process with accounts, leads, opportunities, and more 114201811:.. Lightning v v
Senvice Console LightningSenvice (Lightning Experience) Lets support agents work with multiple records across customer service channels on one screen 7.8201816:01  Lightning v -
c. Edit selected App
SETUP New Lightning App New Connected App

Lightning Experience App Manager

14 (tems - Sorted by App Name - Filtered by TabSet Type

APP NAME T Vv DEVELOPER NAME v
1 App Launcher Applauncher
2 Benemen 4
3 P _Softphone_Classic
4 C y Ce y
5 Content Content
6 Force.com Force_com
7 Marketing Marketing
8 Platform Platferm
9 Sales Sales
10 Sales LightningSales

11 Sales Console
12 Service
13 Service Console

1% Site.com

LightningSalesConsole
Service
LightningService

Sites

DESCRIPTION v

App Launcher tabs

App with Benemen SoftPhone component.

Salesforce CRM Communities

Salesforce CRM Centent

Start Here

Best-in-class on-demand marketing automation

Tne fundamental Lightning Platform

The world's most popular sales force automation (SFA) solution

Manage your sales process with accounts, leads, opportunities, and more
(Lightning Experience) Lets sales reps work with multiple records on one sceeen

Manage customer service with accounts, contacts, cases, and more

(Uightning Experience) Lets support agents work with multiple records across customer service...

Build pixel-perfect, data-rich websites using the drag-and-drop Site.com application, and mana...

o
LAST MOD... v APP TYPE VoV v
253.201812:29 Classic 3 v
10.4.2018 10:11  Lightning (Managed) v
10.4.201810:11  Classic (Managed) v
29.3.201812:29 Classic 7 v
29.3.201812:29 Classic 52 v
253.201812:29 Classic 37 v
29.3.201812:29 Classic v v
29.3.201812:28 Classic v
29.3.201812:29 Classic v
20320181229  Lightning > m
293.201812:29  Lightning eaity
29.3.201812:29 Classic —
29.3.201812:29 Lightning . v
29.3.201812:29 Classic ) v

d. Select Utility Items -> click Add -> Find and select Voice for Salesforce .
(note: if you are using Voice for Windows softphone integration, then select Voice
for Salesforce Windows)
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Utility Items (Desktop Only) Add Utility Item

Navigation ltems

Mavigation Rules Vaice o

Drof
User Profiles “ Custom (0) .

v Custom - Managed (7)

Voice for Salesforce

Voice for Salesforce Call Retrieving
Voice for Salesforce CallBack Conf
Voice for Salesforce Config

Voice for Salesforce Smart Routing
Voice for Salesforce Tenant Config

Voice for Salesforce Windows

e. In Voice for Salesforce view

a. name it (label) Voice (can be anything you like)

b. Inlcon option, change it to ‘phone_portrait’

c. Panel Width 360 and Panel Height 660

d. Verify that ‘Start automatically’ is checked to enable automatic login to the
webphone

e. Save the settings

il Lightning App Builder 1t App Settings ervice Console

App Settings

Utility ltems (Desktop Only)
App Details & Branding Give your users quick access to productivity tools and add background utility items to your app.

App Cptions

Utility Items (Desktop Only) Add Utility Item Utiity Bar Alignment @ | Default w
Mavigation Items .

” O Veice PROPERTIES " cemove
Navigation Rules Voice for Salesforce

o Omni-Channel

User Profiles

®  History ~ Utility ltem Properties
£ Notes “Labe i ]
Voice
con i)

Pane dtt i ]
360

Panel Height o
660

v | Start automatically i ]
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f.  You may need to wait a little while, but Softphone utility item will now appearin
the Lightning app. (Note: please see User configuration for activating end users)

Service Console Cases v

Cases

All Open Cases v #
0 items » Sorted by Date/Time Opened - Filtered by All cases - Closed « Updated :

Name

O voice —

QJ enreach

Available Customer Service
Direct calls, receive pool c... Queue

® Customer Service Queue

)
Serving Active  Queuslength ~ MaX.gusus

time
2 2 0 00:00 .

® Open Case Queue

0
Serving Active Queue length Max. queue

2 2 0 o:Jm:‘oEo ®

® Platinum Queue

0
Serving Active Queue length N a)it:.irﬁ.;eqe

2 2 0 00:00 e

O voice O Omni-Channel (Offline) @ History

1.9 System Presence Statuses configuration

This configuration is valid only if Customer is using Salesforce Omni-Channel and Voice for
Salesforce Omni-Channel availability integration is used.

Voice for Salesfoce Omni-Channel availability integration requires the certain system
statuses manually added in Omni-Channel Presence Statuses configuration and assign
then to Voice for Salesforce end users.

These will provide built-in “In a Call”, *“Wrap Up” and “In a Case” availability handling.
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a. Go to Presence Statuses

aes .
B Setup Home  Object Manager v

Q, Presence statuses SETUP
Presence Statuses

~ Feature Settings

~ Service
< Omni-Channel Presence Statuses

‘ Presence Statuses
Let agents indicate when they're online and available fo receive work items from a

b. Add the following three system presence statuses as described below. Note:
Developer name MUST be exactly as described below. Status Name can be

different.

Status Name: In a Call Developer Name: In_a_Call
Status: Busy

Status Name: Wrap Up Developer Name: Wrap_Up
Status: Busy

Status Name: In a Case Developer Name: In_a_Case
Status: Online (add wanted channels)

Basic Information

stes Warma i3 G Basic Information

BeeviperMane |in_a_Cal Suans ame | irap Up
Cwwizperiame  [iffrap_Up
» Status Options
Chiise whelhtr 36nls are srfine of Busy when Ty use I8 Status. Onbne SLBlubes bl aperes receive nev woik fems. Buty slaluaes maie » Slalus Options
Orane Chose whether agenis are orkine o busy when ihey se s satus. Dnline siatuses el 3gents receie new work fems. Busy statises make
& Dusy .
 Bury

Berkc mbormation
mame  [ina Case

L

w Status Cpsions.

o whalhar Bpenia 3 onlis or ey whea Bty was Son aistun. Onkne viines bl apavis seceive mew work Bems. Buny sEaises maks pour Sjenis 206
o
w Swnvice Chasaaty

4 et BTt COIASES 1 DR 1 TR SeRBERCE AS S3HATY 13D s P08 UEEELE A1INeh LB I8LEnt ik i T CRBE ri et]

JR— Seinstes Charnets
808 asa | Live Agure
v | [Omel Satup Flow Cases

c. Presence statuses must be assigned to Voice for Salesforce end users, although
users can't themselves set these statuses. Use appropriate Permission Set or Profile
to assign service presence statuses access. E.g. Profiles -> <selected user profile> -
> Service Presence Statuses Access -> ‘Edit’ (please ensure first that Enhanced Profile
User Interface is enabled via Setup -> Users -> User Management Settings)
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SETUP
Profiles

Profis

Standard User

Find Settings ® || |clons| |Edit Propertiss

Prafis Oveniew > Service Presence Statuses Access v |

Service Presence Statuses Access savs| | Cancal

Awailable Service Fresence Statuses Enabled Service Presence Statuses
Busy Available
Available - Chat
Available Case
In a Call
_|inacCase
2 Lunch
1) lon Break
[ 4] |WrapUp

Remove!

2 End user configuration

This configuration shall be applied for every Voice for Salesforce end user.

Please note that users need to have object level Read and Edit permissions for Case and
Task objects granted by Profile or a separate permission set. The Voice for Salesforce
permission set grants the permissions only on field level.

2.1 Voice for Salesforce license assignment

If Site License is used, this step is not used. All end users are automatically licensed.
If User License is used, Voice for Salesforce end user license assignment is required via

¢ Installed Packages -> Voice for Salesforce by Enreach -> Manage licenses

Installed Packages
Action Package Name Publisher Version Number ~ Namespace Prefix  Status Allowed Licenses  Used Licenses  Expiration Date  Install Date Limits Apps Tabs Objects AppExchange Ready

Uninstall | Manage Licenses %, Voice for Salesforce by Enreach  Enreach 148 BenemenPhone  Active 3 1 Does not Expire  27.12.20217.54 2 4 10 Passed

e Or, under specific User account settings-> Managed Packages -> Assign Licenses

2.2 Add Enreach Call Center Adapter to end users

a. Go to Setup -> Users
b. Select end user account -> Edit
C. Call Center: Enreach Call Center Adapter -> Save config

Galicent=r|Enreach Call Center Adapter| |

Call Center Adapter is used to activate click-to-dial functionality. If click-to-dial is not
getting activated, please complete additional configuration described in Chapter 4.2 .

2.3 Permission set, add Voice for Salesforce Softphone to end users
Add Voice for Salesforce SoftfPhone permission set to end users.
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a. Go to Setup -> Users
b. Select specific end user account
c. In end user settings, browse down to Permission Set Assignments -> click Edit

Assignments
Permission Set Assignments Edit Assignments Permission Set Assignments Help 7
Action Permission Set Label Date Assigned

d. Add Voice for Salesforce SoftPhone and Save

Save | | Cancel

Available Permission Sets Enabled Permission Sets
Standard Einstein Activity Capture ~ Voice for Salesforce SoftPhone
Survey Creator
Tableau CRM Platform Admin
Tableau CRM Platform User
Tableau CRM Plus Admin
Tableau CRM Plus User
Tableau CRM for Sales Cloud
Voice for Salesforce Admin
Voice for Salesforce Site
testset

B[S

o
®
3
=]
=
1]

Save | | Cancel

a. Go to Setup -> Permission Sets
b. Click Voice for Salesforce SoftPhone -> Manage Assignments
c. Click Add Assignments -> check end users you want to enable -> click Assign

2.4 \Voice for Salesforce - Users Configurator

a. Go to Voice for Salesforce app -> Users

b. ‘Refresh Agent List’ fetches all the end users added to ‘Voice for Salesforce
Softphone’ Permission Set.

c. Configure wanted end user settings on a user basis.
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Phane Workfiow @ CaseDialog
SoftPhone Mode softphone
External gy bOf

User Id 5 o

ser 00 ) X

Enreach UserTest3 Benen

Case RecordType @

Task RecordType @ Call Task
Inbound Task Creation Answered Calls

Inbound - create task on start of cal
Outbound Task Creation All Calls

Qutbeound - create task on start of call

Disable Call Task Creation for Close (X) @
Disable Call Task Pop Up @

Save Call Info On Case )

In Pragress Call Task Default Status
Agent Wrap-Up Timecutims)

Agent Workload Limit

Query Type @ Both Mobile & Phone

Enable Auto Call Task Relation C-To-D' @
Enable Auto Contact Matching C-To-D
Fallback OmniStatus @

Require user to confim click2dial call

Show Voice for Salesforce component, when Qutbound call is started o

"

Save Template
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2.4.1 Map Enreach cloud user account

External User Id

External User ID maps the Salesforce User to the Enreach User. When the User configuration
is created by adding the Permission Set, the Enreach user is automatically searched with
the Salesforce User Email. If there is a match the mapping is done automatically.

Requirements for automated mapping are that:
e Enreach cloud user account is created and active before Salesforce user
account is added to '‘Voice for Salesforce Softphone’ permission set
e Salesforce user account Email filed value is the same as Enreach cloud user
account Email field value

If automated mapping requirements are not fulfiled, then the mapping needs to be done

[
manually by clicking the 42 icon. Search and Map User window will pop-up. You can
search for the Enreach Users with email or name.

Search and Map User

First name Last name Email

Dickens Abigail abigail.dickens@domain.com

Close

Click the - icon to map the user.
External User Id )
a0c957dc-0051-e711-80c9-00505689257¢ ‘.g x

Enreach User:Dickens Abigail, abigail dickens@domain.com

2.4.2 Configure User settings

Click Edit and configure wanted user specific settings for each user. Please find
descriptions of the different settings below.

Phone Workflow

Four different workflow options. One must be selected.
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e Case: Automated case creation without contact dialog. Targeted for quick case
creation. Requires console navigation type of Lightning app for popping up
chosen / new cases.

e CaseDialog: New & Existing Case handling with contact dialog. Targeted for
contact identification and case handling. Requires console navigation type of
Lightning app for popping up chosen / new cases.

¢ Contact&Account: Contact & Account identification and screen pop-up.

¢ Contact&Lead: Contact identification. New Lead handling for not identified
contacts.

Important notes: Case and CaseDialog involves automated Case creation. Please see
additional tenant level configuration .

Softphone Mode

lync: if Enreach integrated Lync / Skype for Business is used as softphone (legacy, for
special use case)

softphone: if Voice for Salesforce web phone / Voice for Windows is used as soffphone
(default)

Case and Task RecordType

Select the Default Record Type for Cases and Tasks created from Users calls. Blank uses the
Users default Record Type

Case RecordType
N
| d

Task RecordType

Inbound Task Creation

By default Call Task Activities are created for all type of incoming calls.
Use provided options to limit task creation only for described type of calls.

* Inbbound Task Creation —None-- -
' __None--
Inbound - create task on start of ca All Calls
*Qutbound Task Creation Answered Calls

|dentified Answered Calls Only
Outbound - create task on start of ca
Mewver

Inbound - create task on start of call
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By default Call Task Actiity is created when call is ended. Enable this option if you would
like that the task is created on start of the call when call is answered / phone workflow
completed in the beginning of the call

nbound - create task on start of ca

Ovutbound Task Creation

By default Call Task Activities are created for all type of outbound calls.
Use provided options to limit task creation only for described type of calls.

Outbound Task Creation --None-- -
. ' n
Outbound - create task on start of ca SITE
All Ca
3 dDle La __-': L = on "'CC‘: u
Answered Calls
Disable Call Task Pop Up i@ Mever

Outbound - create task on start of call
By default Call Task Actiity is created when call is ended. Enable this option if you would
like that the task is created on start of the call when call is answered by remote party.

O start of

Vutbound - Creaie Tasy om sar or Ca

Disable Call Task Creation For Close (X)

Depending of the selected Phone Workflow, screen pop-up dialog includes Close (X)
buttons to close workflow without any further action.
Selecting this option will also disable Call Task Activity creation for the given call.

Disable Call Task Pop Up

By default Call Task Activity screen pop-up/focus will be displayed after each call for
further editing (if and when call task is created)

Use provided options to disable call task activity pop-up/focus being displayed.

Not Answered Calls

Incoming Calls

Not Answered And Incoming Calls

All Calls

Save Call Info On Case
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Using Call Task Activities is recommended method and activities are automatically related
to the worked Case. However selecting this option will save call info in the worked Case
object (and not in Call Task Activity). This option works with the both Case and CaseDialog
phone workflows.

Important notes:

If selecting this option, please remember to add wanted call detail fields to the used Case
layout via Object Manager. Relevant call info fields: CallEndTime, Call Duration, Call Result,
Phone Number 2, Call Type, Service Pool Queue, Queue Wait Time Sec, Advanced Call
Details and Phone From.

If selecting this option all other Call Task Activity settings are not in use.

In Progress Call Task Default Status

By default all the Call Task Activities are saved with Completed status.

Use provided options to save call task activities by default with In Progress status.
e Not Answered Calls
e Not Identified Calls
e Not Answered and Noft Identified Calls

Agent Wrap-Up Timeout(ms)

This is used only with Omni-Channel Availability integration. Otherwise leave empty.

Wrap Up time in milliseconds after ending answered call.

During Wrap Up availability status, user willremain as Busy in Omni-Channel and will not be
allocated any new work items or calls.

Value here will be used over Tenant level configuration.

Agent Workload Limit

This is used only with Omni-Channel Availability integration. Otherwise leave empty.
Numeric Agent workload value.

If Agent's omni-channel workload is the same or higher than the configured numeric value,
Agent's omni-channel status is changed to "In a Case" and Agent is set to offwork status in
Enreach Voice service channel. Agent will remain online in the omni-Channel, but will not
be allocated service calls until the workload value goes lower than the configured
numeric value.

Value here will be used over Tenant level configuration.

Query Type

For caller identification ‘Phone’ and ‘Mobile’ fields can be queried.
Select query type from available options:

e Both Mobile & Phone

e Phone Only

e Mobile Only
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Enable Auto Call Task Relation C-To-D

This is optional setting. By default outbound click-to-dial call task activities are not
automatically related to the object where click-to-dial was initiated from. Also possible
contact / account matching is done only by phone number.

When this setting is enabled, call task activity is automatically related to the object, where
click-to-dial was initiated from.

Note: This setting is also available on the Tenant configuration. If User level setting is
enabled, this overwrites tenant level setting.

Note: Pre-requisite for this fo work is that the object is by design or by admin enabled for
‘Track Activities’. Exceptions are Contact object where identification is done
independently and Task object, where only contact matching is applied.

Enable Auto Contact Matching C-To-D

This is optional setting.

Note: This setting requires that ‘Enable automated call task object relation for click-to-dial’
is first enabled.

If the object, where click-to-dial was done, includes relation to single contact record, this
contact is automatically matched in the created call task activity.

Note: This setting is also available on the Tenant configuration. If User level setting is
enabled, this overwrites tenant level setting.

Require user to confirm click2dial call

By default click-to-dial outbound call is started automatically when value in Phone data
type of Salesforce field is clicked. By enabling this feature, user will get additional pop-up
window to confirm or cancel outbound call.

Show Voice for Salesforce component, when Outbound call is started

When enabled, embedded webphone utility item will automatically open up when click-
to-dial outbound call is started.

2.4.3 Use configuration templates

Once you have completed the user configuration for the first user, you can save the
configuration as a template to be applied to other users by clicking “Save as Template,
then give a name for the Template (Use a name that describes the user role, for example:
Call Center User) and Save Template.

Adam Parsons Adam Parsons

Save as Template Template Name Save Template

When configuring the next user, you can see the saved templates and Apply the
Template.
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Abigail Dickens

Call Center User
Phone Workflow @ Sales User
. Team Leader User
CaseDialog .

2.5 Permission set, add Voice for Salesforce Admin for required admins and
users

You may add ‘Voice for Salesforce Admin’ permission set for possible users who needs to
be able to access Voice for Salesforce configurator app.

2.6 Permissions for Custom Fields on Activity Object

The package includes a number for custom fields on the Activity object that are added
to the page layouts included (Call Layout and CallBack Layout). Custom fields include for
example the Queue Wait Time, Call Type, Links to the Recording etc. The permissions for
these fields are included in the Permission Sets (Voice for Salesforce Softphone and Voice
for Salesforce Admin). If users that do not have these Permission Sets need to access the
custom fields, the permissions need to be configured separately either by adding the fields
to the relevant profiles or creating a permission set with the fields and assigning this to the
relevant users.

3 Additional information and configuration options

3.1 Optional: Modify Voice Task and Case layouts

Salesforce Admin can freely modify Voice created Call / CallBack Task and Case layouts,
e.g. adding own custom fields etc.

3.2 Phone number matching logic

e Contact phone number is queried against ‘Phone and/or Mobile’ fields in
Contacts & Accounts. This is set on user level in Users configuration
e Tenant level configuration includes two options how matching is done
o Standard fields: Use for the best performance. Direct search to standard
Phone and MobilePhone fields. To match, Phone numbers must be stored
in exact E.164 format (e.g. +358401234567).

o Formula fields: Phone numbers can be stored in non-E.164 format. Search
through special formula fields. Search performance may decrease if used
against large contact&account databases.
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3.3 Errorlogs

Installation creates and activates the following Workflow Rule to collect and send Voice
application level error messages.

Mew Ruls
Action Ruls Name + Diescription Object Active

Edit | Deactivate + SendEmailAleOnlogClreate Leg v

Workflow Actions -> Email Alerts are used to control actual email sending process and
recipients.

The following Email Alert is configured by the package and by default error messages are
emailed to salesforcelogs@enreach.com email address.

HNeaw Emall Alert

Action Description + Emal Tempiats Nams Object Last Modiflad Dats

Edit b Send Emsil On Lo Create Error Log Temglste Leg 13.0.2019

Customer may freely modify and add own recipients here, but we recommend keeping
Enreach email address in the configuration.

Sent error log emails are not proactively monitored by Enreach, but they can be useful in
some throubleshooting scenarios. In case error logs procedure is causing issues on
Salesforce side, customer can freely deactivate workflow rule.

3.4 Update used embedded webphone version

a) Voice for Salesforce Admin user opens Voice for Salesforce configurator lightning
app
b) On Tenant page, click Edit
c) Click "Advanced Configuration” button
d) New pop-up window opens and please update wanted URL to "Custom URL for
the WebRTC" field.
Example:
o If you want use version 2023.2.5 then URL is:
o https://phone.enreachvoice.com/2023.2.5/webrtc-client-ui.min.js
o If you want use version 2023.2.6 then URL is:
o https://phone.enreachvoice.com/2023.2.6/webrtc-client-ui.min.js

Nofte:

URL is in form https://phone.enreachvoice.com/<version>/webrtc-client-ui.min.js .
The list of available webphone versions in Enreach production can be found in
here; https://phone.enreachvoice.com/versions.html
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Advanced Configuration Settings

Use Account Override I

Use Cantact Cvarride @

e Lead Onveeride )

3.5

As long as end user has enabled browser notifications for the Salesforce lightning page
with Enreach embedded webphone, the user will see system level incoming call
noftification for each incoming phone call.

stoem URL for the WebRTC i)

hitps://phone enreachvoice.comy B2 webric-client -ui,min s

e) Click OK to close pop-up window

f) Click Save to save configuration

g) If you had end users already active in Salesforce, please advice them to update
their Salesforce browser page. This will reset also embedded webphone session
and load the configured version.

a. End user can verfiy used webphone version by going Menu -> About in
embedded webphone ui.

h) If there is a need to rollback to earlier configured version, then admin simply
reverts the setting back to previous customer webrtc phone url or empty field if
default version was earlier in use.

Incoming call noftification outside of Salesforce browser page

Clicking the nofification will automatically open Salesforce lightning browser page with
Enreach embedded webphone and user can answer or decline the incoming phone call.

¢

@ benectidev-dev-ed.lightning.force.com/lightnin

benectidev-dev-ed.lightning.force.com

& Google Chrome

Voice for Salesforce

@ Connection is secure New incoming call
4 Customer Service EN
1 . +358400835862
= & Microphone "

benectidev-dev-ed.lightning.force.com

A Notifications

t 3
Reset permissions ENG = 4 15.03
b AY T RO® 000 @

© Enreach | www.enreach.fi 42



VOICE FOR SALESFORCE BY ENREACH — CONFIGURATION GUIDE

Q, enreach V1.3

3.6 Enreach Identity User login process to web phone

3.6.1 Login process

1) Userlogins as normal to Salesforce web user interface
2) User opens Salesforce lightning app, where also Voice for Salesforce utility item is

activated.

3) Voice for Salesforce embedded webphone pops-up automatically when page is
loaded.

4) If user haven't yet logged into webphone, user will see and must click “Login”

button

[] voice for Salesforce .

G |

‘ Login |

0 Voice for Salesforce QO Omni-Channel (Offling) @t

5) Typically user authentication is based on user’s Microsoft work Azure AD
credentials and dialog window will open asking user to authenticate by them. If
user has already logged in the web browser session then phone will automatically
login after clicking “Login” button. Example below:
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‘. Sign in to your account - Google Chrome

@ login.microsoftonline.com

S
Enter password

Password

Forgot my password
Sign in with Windows Hello or a security key

Sign in with another account

In some cases user organization may use separate login credentials provided by
Enreach. In that case ‘Identity by Enreach’ login flow will pop-up asking user to
login. Example below:

Sign in to Enreach - Google Chrome = O X

& id.enreachvoice.com/realms/main/protocol/openid-connect/auth?client_id=mikkode... o=

Identity

by Enreach

Password

[

O Remember me

6) Please note that webphone will not activate unless microphone is allowed for the
browser page. Typically browser will notify user if microphone is not allowed and
asks user to allow it. If phone will not activate, please check your browser page
settings and that microphone is allowed. Then reload browser page.

< C O (@& mikkodev-dev-edlightning.force.com/lightning

Demos Links
mikkodev-dev-ed.lightning.force.com X

. # Connection is secure >

*ee .
s2s  Service Cor

& Microphone ®

—‘ = Andy Young | C...
7) Voice for Salesforce web phone is used for conftrolling phone calls, managing
voice channel availability status and caller phone numbers
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3.6.2 Additional details

User login session stays active depending how company has configured their AzureAD
authentication. If user during active session reloads browser page, phone is automatically
logged in. If authentication has session has timed out / expired, then user will see ‘Login’
button in the web phone view. Clicking that will initiate login process as described in the
previous chapter.

Please note that if user truly log out from their Azure AD authenticated session somewhere
on that web browser session, then user is log out also from web phone.

Embedded webphone Menu tab includes option where user can log out from web phone.
Mainly for above reasons this is disabled for Salesforce embedded web phone when using
AzureAD authentication (will just show error page and user needs to reload browser page
to load web phone again). If customer is authenticating using Enreach provided login
credentials, then log out from web phone is available.

4 Known issues and workarounds

4.1 Voice webphone / Softphone utility item is empty in the lightning app

This is normally caused if end user isn't properly activated for the Voice for Salesforce.
Please ensue the correct end user configuration.

However this can also happen is also the below two options are also enabled in Setup >
Security > Session Settings -> Clickjack Protection

Clickjack Protection

I Enabie clickjack protection for custo

Whitelisted Domains for Visualforce Infine Frames

Allow iframas of Vigualforc pages with cickjack protection on extenal domans. To enable this feature, whiteSst exernal Jomaing where you allow framing Then. tum ¢n one of the "Enable clickjack protection for cusiomer Visuatforce pages” preferences under Clickjack
Proaection.

Enabling this feature is optional and doesn't change existing clickjack protection

Whitelisted Domains Agd Domain

Mo records to display

There are two workarounds:

e Disable the options

e Keep the options enabled and add the following to the Whitelisted Domains
https://<my domain>.my.salesforce.com
https://<my domain>.lightning.force.com

4.2 Click-to-Callis not working / disabled
Complete the following steps to resolve the issue.
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p—

Go to to Setup -> Visualforce Pages

2. Find and click Softphone2 and go to Preview

3. On Preview browser page copy the URL without last two characters (#/) to
clipboard (e.g. https://<customer
org>.benemenphone.vf.force.com/apex/SoftPhone )

4, Go to Setup -> Call Centers —> Enreach Call Center Adapter -> Edit

5. Replace textin "CTI Adapter URL"” by the copied URL (e.g. https://<customer
org>.benemenphone.vf.force.com/apex/SoftPhone )

6. Save settings

7. Test again that click-to-call is now active and works

4.3 Failed - Voice for Salesforce notification keeps appearing for users

To fix the issue, Admin can safely disable “Dynamic Checking of VF Host” option via Voice
for Salesforce app --> Tenant

Cynamilc Chacklng of WF Host

4.4 Workflow is not creating / opening Case or Task objects

Customer may have some tenant level configuration for required Case / Task fields and
default values. This may cause Voice for Salesforce created Case and Task objects not to
have these required fields fully configured and default values set, so that automated
creation could work on the background.

Normally this can be fixed manual configuration directly on Voice created Case and Task
record types.
Case record type: CallBack
Task record type: Call Task
Task record type: CallBack
1. Go to Setup -> Object Manager
2. Browse and selected wanted Case / Task record type
3. Click Edit on wanted field on “Picklists Available for Editing” section
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Recard Type

Call Task

Use the Edit button to change the properties of this record type. Use the Edit links in the Picklist Values related list to choose the picklist values available

Edit

Recard Type Labal Call Task

Racord Type Name  CallTask
Hamespace Prafix
Deacripion
Created By  Tomasz, 10.1.2018 14:09

Picklists Available for Editing

Modifled Date

Action  Fleld

Edit  CallBack Status
Edit Call Result

Edit  Call Type

Edit  Prioity

Edit Status

Edit  Subject

Edit Type

23.8.2019 10:52
23.8.201910:52
2212019 14:36
2212019 14:36
2212019 14:36

2212019 14:36

4. Make sure that wanted values are under “Selected Values” and pick one of these
as Default

Recard Type Edit

Task Priority

General Properties

Field Labsl
Racord Typs

Picklist Values

Task Priority
Call Task

Select an item from the Available Values list and add it to the Selected Walues Bst to include it 3s 3 pickl
Typ=.

Available Values

Selected Values

—~Mong-- High (High Pricrity)

Normal

Lowr
Add
8
K1
move

Detault I Mormal v
Save Cancel
5. Save

6. Repeat the procedure for other possible fields

4.5 Click-to-dial from Case: Task is created but the Contact relation is left empty

This can be caused if there are several lookup fields from Case object to the Contact.
Currently the creating of the relation from Task to the Contact only works if there is only the
standard Case-Contact relation.

\ Additional info:
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Chrome browser Developer Tools (F12) -> Console can help with initial troubleshooting to
finding problematic fields.
Reproduce the issue in Chrome while Developer Tools -> Console is visible.

You should see possible error messages on red indicating field names with

4.6 Embedded webphone is not loading

If this happens only to random users, then root cause is typically user configuration related.
i.e. ensure that user is correctly activated for Voice for Salesforce and that External UserlD
mapping is accordinfly set. If the problem continues then continue with end user side of
troubleshooting. i.e. that microphone is allowed in browser page and that end user
computer has healthy infernet connectivity.

If the issue happens system wide, then the first thing to check on Salesforce side is to check
that Visualforce Host URL hasn't changed. Such change can happen e.g. is Salesforce
instance has migrated to different location or some planned Salesforce platform update,
e.g. Enhanced Domains.

Please see Tenant Configuration -> Visualforce Host URL for details how to check and
modify this.
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