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1 Microsoft Dynamics 365 tenant level configuration
The guide applies to BeneVoice for Dynamics 365 version 1.0 onwards.

BeneVoice for D365 is suitable for three different scenarios from the viewpoint of how
Dynamics is configured, what capabilities of Dynamics 365 the customer wants to use.

These are:

- Used in a classic model driven app (CIF1)
- Used in a multisession app (CIF2)
- Used in a multisession app with Omnichannel (CIF2)

The way how Dynamics must be configured and what components need to be installed or
provisioned are different.

The following table visualizes the steps that need to be carried out.

CIF2 +

CIF1 CIF2 Omnichannel

Configure Azure App Registration X X

>

Provision Omnichannel

Install Channel Integration Framework from AppSource

Install BeneVoice for D365 package

Configure Application User in D365 X

Configure Channel Provider in App Profile Manager

Assign users to Application Profile

Update BeneCloud User ID

X | X| X| X| X| X| X
X | X| X| X| X| X

Click-to-Dial configuration
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1.1 Installation Prerequisites

A functioning Microsoft Dynamics 365 tenant with the needed Dynamics 365 target

instances (environments) for installation.

e Microsoft Dynamics 365 Unified Interface (Online version).

e Required suitable Microsoft Dynamics 365 licenses for single-session Customer service
Apps (CIF 1.0) or multi-session e.g. Omnichannel for Customer Service and Customer
Service Workspace App use (CIF 2.0).
https://dynamics.microsoft.com/en-us/pricing/customer-service/#plans

¢ Install Channel Integration Framework in your target environment, or

e Provision Omnichannel

Note: Please send your Microsoft Dynamics 365 environment URL-information to your
Benemen contact before installation.

1.1.1 Setting up Channel Integration Framework

e This setup is used for customers who are using

o asingle-session Dynamics 365 model-driven apps, such as:
Dynamics 365 Customer Service
Dynamics 365 Sales
Dynamics 365 Project Service
Dynamics 365 Field Service, or

o have Dynamics 365 Enterprise license and want to use Customer Service

Workspace multi-session app without Omnichannel capabilities

Install Channel Integration Framework in your target environment. The following
documentation from Microsoft describes the steps which need to be carried out, in addition
a few screenshots help to guide the installation.

https://docs.microsoft.com/en-us/dynamics365/customer-service/channel-integration-
framework/get-channel-integration-framework
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Microsoft Dynamics 365

B® Microsoft

Add the application to Dynamics 365

Dynanics 365 Channel Integration Framework

Publisher: Microsoft Dynamics 365

“

Figure 2 Agree to Terms

® Microsoft | Dynamics 365

UPDATES  SERVICE HEALTH  BACKUP & RESTORE  APPLICATIONS

Channel API Integrat...

Created by: Microsoft

Figure 3 Install Channel Integration AP/
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1.1.2 Provision Omnichannel

This section applies to customers that use Omnichannel capabilities in Dynamics 365, have
Digital Messaging or Chat licenses and want to use BeneVoice in a multi-session app, like:

¢ Omnichannel for Customer Service
e Customer Service Workspace

To provision Omnichannel please follow the material provided my Microsoft:

https://docs.microsoft.com/en-us/dynamics365/omnichannel/administrator/omnichannel-

provision-license

1.2 Configure Azure app registration

For BeneVoice to work, an Azure App registration is needed for authentication purposes. Giving
access to your D365 though an Azure App registration does not consume D365 licenses.

Configuring Azure App registrations is done by the following steps:

e Sign in to Azure portal (https://portal.azure.com)

e From the navigation menu, choose Azure Active Directory and Application registration
e Choose New Registration from top of the page

Microsoft Arure P Search resources, services, and docs (G+/)

B Benemen Oy | App registrations =

Application (client) 1D

Figure 5 App registrations
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e Fillin a name, for example BeneVoice for the app registration.

Microsoft Azure P search resources, services, and docs (G+/)

Register an application

Name
Thy cing display name for this this can be changed later)

B

Supported account types

thenticating the user. Providing this now is optional and it can be

Figure 6 Register an application

¢ All the other settings can be left as default. Choose Register.
e Once deployment is done, you should see a similar window than below:
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BeneVoice
v

Delete Endpoints Preview features

V. Ovrvien i/ Gota second? We would love your feedback on Microsoft identity platform (previously Azure AD for developer).

& Quickstart
Essentials

o Integration assistant | Preview
Manage
W Branding
Authentication
¥ Certificates & secrets i Welcome to the new and improved App registrations. Looking to learn how it's changed from App registrations (Legacy)?
il Token configuration
AP| permissions i Starting June 30th, 2020 we will no longer add any new features to Azure Active Directory Authentication Library (ADAL) and Azure AD Graph. We will continue to provide technical support and security updates but we will no longer pr
need to be upgraded to Microsoft Authentication Library (MSAL) and Microsoft Graph.
& Expose an API
& Owners
% Roles and administrators | Preview Call APIs Documentation
B Manifest

s O an” .

2 Troubleshooting ‘ ]
A& New support request
Build more powerful apps with rich user and business data

from Microsoft services and your own company’s data
Source

Figure 7 Registration done

e App registration needs APl permissions to be able to authenticate to your Dynamics 365
enviroment. Choose API permissions from the navigation panel.

e Choose Add a permission

e Select Dynamics CRM from the pop-up window:
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Microsoft Azure

BeneVoice | APl permissions

Refresh Got feedback?

% Overview i o
Configured permissions
& Quickstart

Applications are authorized to call APis when they are granted permissions by users/admins as part of the consent process. T
all the permissions the application needs.

o Integration assistant | Preview
Manage Add a permission
® Branding
Authentication
¥ Certificates & secrets
1\ Token configuration
API permissions
# Expose an API
& Owners
& Roles and administrators | Preview
W Manifest
Support + Troubleshooting
& Troubleshooting

A New support request

Figure 8 APl permissions

API / Permissions name

£ Search resources, services, and docs (G+/)

Grant admin consent for Benemen Oy

Type Description

Delegated Sign in and read user profile

Request API permissions

Microsoft APls

Commonly used Microsoft APls

APIs my organization uses

7.10.2021

Microsoft Graph

single endpoint.

Take advantage of the tremendous amount of data in Office 365, Enterprise Mobility + Security, and W
Access Azure AD, Excel, Intune, Outlook/Exchange, OneDrive, OneNote, SharePoint, Planner, and more

Azure DevOps

Integrate with Azure DevOps and Azure
DevOps server

. Azure Key Vault
Manage your key vaults as well as the

keys, secrets, and certificates within your
Key Vaults

() Asre Rights
Services
Allow validated users to
protected content

Azure Service Management

Programmatic access to much of the
functionality available through the Azure
portal

B Asure storage

Secure, massively scalable object and
data lake storage for unstructured and
semi-structured data

Export data from Micror
CRM organization to an
destination

2
% Dynamics 365 Business Central
:

Programmatic access to data and
functionality in Dynamics 365 Business
[

Dynamics CRM
Access the capabilities of CRM business
software and ERP systems.

L]

(/%) Flow Service

Embed flow templates 3

Intune

Programmatic access to Intune data

Office 365 Management APls

Retrieve information about user, admin,
system, and policy actions and events
from Office 365 and Azure AD activity
logs

Create and manage notd
files, and more in OneN

[a]) Power B1 Service

e Tick user_impersonation selection and choose Add permissions

Microsoft Azure

BeneVoice | APl permissions

Refresh Got feedback?

* Overview ) L
Configured permissions
& Quickstart

F search resources, services, and docs (G+/)

Applications are authorized to call APis when they are granted permissions by users/admins as part of the consent process. T

o Integration assistant | Preview

Manage Add 2 permission

® Branding API / Permissions name
Authentication

¥ Certificates & secrets

1ii Token configuration
AP| permissions

# Expose an API

& Owners

& Roles and administrators | Preview

Wl Manifest

Support + Troubleshooting
? Troubleshooting

& New support request

Figure 9 Add permissions
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all the permissions the application needs.

Type Description

Delegated

Grant admin consent for Benemen Oy

Admin co

Sign in and read user profile

Request APl permissions

Dynamics CRM

https://admin.services.crm.dynamics.com/

PowerApps Runtime Service

What type of permissions does your application require?

Delegated permissions

Your application needs o access the APl as the signed-in user,

Select permissions

Permission

\/ Permissions (1)

Access Common Data Service as organization users

Admin consent r
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e For authentication, a client secret is needed. Fill in a description BeneVoice and set the
expiry as Never.

Save the secret key value into a secure place as it is not visible afterwards.

o [ Mesdthese [ Bemetops

Microsoft Azure 5 o resources. services, and docs (G+/)

t BeneVoice | Certificates & secrets

Add a client secret

Figure 10 Add a client secret

Certificates

Certificates can be used as secrets to prove the apphication’s identity when requesting a token. Also can be referred to as public keys.

Upload certificate

Thumbprint Start date

No certificates have been added for this application.

Client secrets

A secret string that the application uses to prove its identity when requesting a token. Also can be referred to as apphcation password.

New client secret

Description Expires Value Copied

BeneVoice 1/15/2022 9727ceQby_-kdt60NInt2c_YWhe_JE38 M| fd  Bf36-fe6b-4bf7-87de-5870d658189c D

-

Figure 11 Certificates & secrets

Once secret key is created, send the secret key value and application id & directory id
(from overview page) to your contact at Benemen. Benemen will need to do a
separate deployment on background for the integration to work.
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After the Azure App registration is completed, next step is to Install BeneVoice for Dynamics
365 package and set up an application user in Dynamics 365.

1.3 Install BeneVoice for Dynamics 365 package to Dynamics 365 Instance

Install BeneVoice managed package provided by Benemen and login to appropriate
Microsoft Dynamics 365 organization with System Administrator credentials.

BeneVoiceForD365Package contains the following:

e The package contains solutions with base entities, configuration data and
settings, links for the Azure apps/functions.

e BeneVoice channel provider Note: for the Channel Integration Framework
v1.0 only

e Multisession configuration data (session, notification templates) are to be
installed within the solution package automatically. Note: for the Channel
Integration Framework v2.0 only

1.3.1 The installation process for the customer’s administrator

. Incoming zip package should be unpacked
. Right-click on DeploymentPackage.dll and verify that the file is not blocked. If it is,

unblock and then apply. Otherwise, might an error message might occur during the
deployment (no solution found).

© Benemen Oy
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‘| DeploymentPackage.dll Properties

General Security Details Previous Versions

Type of file:

Opens with:

Location
Size:

Size on disk

Created
Modified

Accessed:

Aftributes:

Security

lDeploymeanackage dil

Application extension (.dll)

Unknown application Change...

C\Dev Install\DeploymentPackage (5)\DeploymentPac
135KB (13.824 bytes)

16.0 KB (16.384 bytes)

01 June 2020, 16:52:34
11 June 2020, 17.39:38

11 June 2020, 17:39:38

[[JRead-only [ ]Hidden Advanced.
This file came from another compute

and might be blocked to help protec Usbiock
this computer.

cuoce | orh

Figure 12 Deployment Package properties

e Then run PackageDeployer.exe and go through the standard wizard.
e Wizard will guide the user through all the needed steps for installation.
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My Package Deployer for Microsoft Dynamics CRM

Mg Microsoft Dynamics CRM

Package Deployer

The Package Deployer lets you package one or more CRM solutions, data, files, and custom
code operations together into a "package” that can be deployed to any CRM environment.
The Package Deployer also supports the upgrade of existing "package” deployments.

Please read and review the license agreement for this product.

Continue

Figure 13 Package Deployer Wizard

Mq Package Deployer for Microsoft Dynamics CRM — X

Connect to Microsoft Dynamics CRM

Deployment Type: ® On-premises Office 365

Server

Port [ UsessL
Authentication Source: | Active Directory ~

O Sign in as current user

User Name
Password

Domain

[] Display list of available organizations

Figure 14 Insert your company information
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My Package Deployer for Microsoft Dynamics CRM
Connect to Microsoft Dynamics CRM

Deployment Type: On-premises (®) Office 365
[C] Sign in as current user

Display list of available organizations

Show Advanced

Advanced

Online Region Europe, Middle East and Africa v
User Name your.email@company.com

Password ssssssse

Figure 15 Company information example

Ml Package Deployer for Microsoft Dynamics CRM

Connect to Microsoft Dynamics CRM

Bdultiple DS Organizations are avadable to you Plesse choose the CDS
COrganization you would like to connect to.

CRM Risgead Diganization Mame

Ewcpe, Middle East and Alrica

Eiwope, Middle East and Africa Eenommien
Ewwope, Middle East and Africa Benarmien
Ewope, Middhe East snd Adrica Benemien
Eimope, Middle East and Afrca g
Ewope, Middke East and Alrica org

Lagin Cancel

Figure16 Connect to Microsoft Dynamics CRM
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h BeneVoice Customizations Setup for Microsoft Dynamics CRM

Welcome to the BeneVoice Customizations Setup Tool

BeneVoice Customizations and Settings

Bene Voice for D365 Package

- Bene Voice Settings solution will be installed
- Channel Provider will be created
- Bene Settings will be updated

Click Next to Continue

Previous ‘ ‘ Next

Figure 17 BeneVoice for D365 Package

iy Borwetioice Customizations Setup Tor Micosoft Dynamics CRA

Ready to Install

Solution Package | Bere'doice Curiomizations

Cganiration : g

T ke changes, dlick Previous. To install the solistion paciage. dhcl M.

Figure 18 Ready to Install

© Benemen Oy
Valimotie 13 A Helsinki
+358 40 450 3000
www.benemen.com

16



@_e_[[!en 7.10.2021
4 BeneVoice Customizations Setup for Microsoft Dynamics CRM X

Reading BeneVoice Customizations Installer Configuration
Status: Ready

Organization : org

View log file

(<]

Import configuration loaded.

Found 1 solutions.

Found the solution: Bene Voice Customizations, version: 1.0.3.2 (Managed)

2. Dependency Found ChannelAPlintegrationframework

2. Dependency Found : Dependency on solution msdynce_Sales found on target environment

3. Dependency Found : Dependency on solution msdynce_LeadManagement found on target environment
4. Dependency Found : Dependency on solution AppModuleWebResources found on target environment
5. Dependency Found : Dependency on solution msdynce_AppCommon found on target environment

6. Dependency Found : Dependency on solution msdynce_Service found on target environment

7. Dependency Found : Dependency on solution msdynce_Customerservicehub found on target emvironment

Previous

Figure 19 Installer Configuration
iy Beme'Viioe Customizations Sebup for Microsot Dynamiics CRM

Executing Install Actions
Status: Bers\ipice Customizatiors and Settings Unpacked

Organization : arg

€ Loaded the sohsticn Bene Voice Customizations, version: 1032,
u Fra-impont process complate.

& Post-import process complete.

Wiew log like

Prisvious

Figure 20 Executing Install Actions
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‘ BeneVoice Customizations Setup for Microsoft Dynamics CRM - [ X

Installation Complete

Bene Voice for D365 Package

Import completed

Finish

Figure 21 Installation Complete

PLEASE NOTE: All future updates after the first installation are also done with the Package
Deployer / Wizard!

1.4 Configure application user in D365

Please complete Azure App registration before proceeding to configuring the application
user in Dynamics 365.

¢ Navigate to Dynamics 365 Settings and User management.
e PLEASE NOTE: Change the list view to Application users and choose: New (upper left
in the ribbon)

© Benemen Oy
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(& @ benemen.crm4.dynamics.com/main.aspx?settingsonly=true#402733200

Settings v | Security

IEW £, PROMOTETOADMIN & EMAILALINK | ~ o FLOW ~  /®FLOW ~ RUN REPORT ~ EXCEL TEMPLATES ~ [, EXPORTTOEXCEL | ~ iy IMPORT DATA | ~
= App“ca‘[ion Users ~ Search for records
O Full Name Application I... | Azure AD Obj..| Application I...
Business Application Platform Service account 475226¢6-02...  1df4108e-4f4... https://servic...
Microsoft Forms Pro 19dd5b37-d1... 2ac20c21-e1.. 19dd5b37-d1...
Power Apps Checker Application €9299480-c1... cec46591-78... https://testa...
RI AppUser dc431514-d1...  e661af1b-789... https://crmri....
Super Cards €61d067b-25... c19a0717-70... e61d067b-25...
VOC Push Service 19c49fe8-933... 6aca5b3c-a9... https//crms2...

Figure 22 Application users

¢ When a new user form appears, change first the form to USER: APPLICATION USER to be
able to enter the application user details. Add the same application id to the Application
ID field that was created in Azure App registration. Fill in fields in User information
section and click save.

© Benemen Oy
Valimotie 13 A Helsinki
+358 40 450 3000
www.benemen.com

19



_,-—'—_'_ﬁ
benemen 7.10.2021

Settings ~ | Security New User

Hsave E'SAVE&CLOSE o FLOW » o2 FLOW ~ [T FORM EDITOR

USER : APPLICATION USER ™
New User =

0 The informotion provided in this form is viewable by the entire arganization.

4 Summary
User Name ™ benevoice@benemen.com
Application 1ID* )

Application |D URI ]

Azure AD Object ID* B

Full Mame * Bene Voice

H 5 = " a
Primary Email benevoice@benemen.com

Figure 23 New application user

o |If application user setup is done correctly, values should appear to Application ID URI
and Azure AD Object ID fields.
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Bene Voice 3>

8 CONNECT =~ il DELETE I PROCESS = &%, APPROVE EMAIL & REJECT EMAIL [5

USER : APPLICATION USER ™
Bene Voice =

0 The information provided in this form is viewable by the entire organization.

4 Summary
User Name * benevoice@benemen.com
Application ID™* 3

Application 1D URI " EE!

Azure AD Object ID* & de2

Full Name * Bene Voice

- o .
Primary Email benevoice@benemen.com

Figure 24 Application user saved

e Finally, give the application user a security role BeneVoice ApiUser.
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Manage User Roles

X

What roles would you like to apply to the 1 User you have selected?

Role Mame Business Unit
[ JApD FTomE UsEr EETENTEN UEV "
[ Basic User Benemen Dev

[CJ2enemen Basic
BeneVoice Apillser
[JBeneVoice User
[(JBiz0Alpp

[CJ 8ot Author

[JBot Contributar

Benemen Dev
Benemen Dev
Benemen Dev
Benemen Dev
Benemen Dev

Benemen Dev

Figure 25 Add a security role

1.5 BeneVoice Configuration

Cancel

Configuration settings are divided on the following parts

1.5.1 Channel Provider Configuration

1.5.1.1 Configuration for Channel Integration Framework 1.0

Open Dynamics and open Channel Integration Framework App:

© Benemen Oy
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Apps B2

P [Search my apps. ] —+ Create newApp (D Refresh 7 Filter
w Published Apps (25)

N N N KN N

Dynamics 365 —Benemen 2nd Line Support Benemen Sales BeneVoice Configurator Billing

ovides access ! BeneVoice configuration settings

iefault Publisher for benemen efault Publisher for benemen

efault Publisher for ben
[wes UNIFIED INTERFACE

Customer Service Hub

Customer Service worksp... Deployment Dynamics 365 App for O...

Channel Integration Fra...

ynamics 365

Q

Dynamics 365 Portals IT Support Numsi Operator Info Portal -

Figure 26 Channel Integration Framework App

This configuration is used for customers not using the multisession capabilities and do not use
Omnichannel licensing in their Dynamics 365 environment.

ﬁ Channel Integration Framework

= & Show Chart I New Ti] Delete ~ () Refresh [ Emailalink & 2 Flow ~ RunReport “ 6B Excel Templates ~ @@ Export t
@ Home . .

Active Channel Providers ~ ¥ Quickfi
@ Recent 4

| Name Channel Order v Label Created On
57 Pinned v

benevoice 1 Bene Voice 12.11.2020 13.37

Channel Provider
Configuration

| 3¢ Channel Providers

Figure 27 Active Channel Providers
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ﬁ Channel Integration Framework
A Save @ Save&Close | New [ Deactivate [i] Delete (D Refresh G Emailalink 2 Flow ~ & Word Templates Run Report
)me .
benevoice
cent ~ Channel Provider
— v Channel Provider Configuration
1 P"?Vide’ Name * benevoice Select Unified Interface Apps for the Channel Select the Roles for the Channel
Jration
i Benemen Sales x | | Support x [ Basic X By Support
annel providers Label * BenaVaica enemen Sales uppor enemen Basic enemen Suppor
Enter text here v Enter text here v
Channel URL " https.//app-ben-webp... &
Enable Outbound
Communication Yes
Channel Qrder S |
AP| Version 10
Trusted Domain https://app-ben-webp... &

Custom Parameters

Figure 28 BeneVoice Channel Provider Configuration

Channel integration configuration record with settings is to be created with deployment
package during the installation but needs to fill in access-based settings:

e Select which Apps and User Roles will have access to the channel provider.
See more about Channel Integration Framework configuration:

https://docs.microsoft.com/en-us/dynamics365/customer-service/channel-integration-

framework/configure-channel-provider-channel-integration-framework

1.5.1.2 Configuration for Channel Integration Framework 2.0

Configuration of BeneVoice Channel Provider
To create channel provider for CIF2, follow the guide

https://docs.microsoft.com/en-us/dynamics365/customer-service/channel-integration-

framework/v2/configure-channel-provider-app-profile-manager.

Fill in the values for the channel provider as it is shown below. Channel URL and Trusted domain
attributes will be provided by Benemen deployment team.
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benevoice
Channel Provider

General Related

Mame

=] Unique Mame
Label
Channel URL
Enable Out Bound
Channel Order
Api Version
Trusted Domain

Custom Parameters

Enable Analytics

benevoice

ben_voicechannel

BeneVoice

<to be provided by Benemen deployment team>

Yes

<to be provided by Benemen deployment team>

Figure 4 Channel provider configuration

1.5.2 Users

1.5.2.1 Update BeneCloud User ID

Open BeneVoice Configurator App

© Benemen Oy
Valimotie 13 A Helsinki
+358 40 450 3000
www.benemen.com



benem_en 7.10.2021

~ Published Apps (25)

r 4
M

Billing

Dynamics 365 —Benemen 2nd Line Support Benemen Sales BeneVoice Configurator

benemen

Channel Integration Fra... Customer Service Hub Customer Service worksp... Deployment Dynamics 365 App for Q..
munication channels A focused, interactive experience fo t narm
L urarieo inTerrace |  ururien wresrace | L urarieo interrace |

Figure 29 BeneVoice Configurator App

¢ Navigate to Users Settings and choose Update Bene User Ids -button (on top of the

page)

Bene Users ~

W

Confiquration

B} Genenl Seme

Collbiks

Figure 30 Update Bene User Ids
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e Wait couple of seconds and Benemen User Ids should appear on the user list

for the users that have same email address than in BeneCloud.

Bene Users v

v Full Name T

All %

Figure 31 Benemen User Id

Business Unit

benemen

benemen

benemen

benemen

benemen

benemen

benemen

benemen

benemen

benemen

benemen

benemen

benemen

benemen

benemen

Product Manager

Board member

+358407647799

+358 40 515 8322

+358293701273

5df659¢3-7f29-911-...

4107f72e-0539-e911...

59e4b749-23bb-e81...

5925eb69-3f53-e211..

07445c45-5d56-e211...

b9297cca-4b17-eall...

b23779a4-6c02-e711...

60f65e35-162¢c-e811...

aorrah?A4_GAT~.0011

Q R S

T

Y Quick find

ly Queue Call

No

No

u v W X

e After updating the ids, if some user is missing the Benemen User id, then you need to

manually update the correct BeneCloud User id to Benemen User Emailfield on the user

record:
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ﬁ BeneVoice Configurator
= « B Save @ Save&Close | New A& Connect | ~ [ Delete (0 Refresh [ ReassignRecords ¢ Join Teams |
H . ..
EE Dynamics Administrator
@ Recent v 7) User
< Pinned N\ Bene Voice Settings  Related
Configuration Benemen User Id —

& General Settings Benemen User Email —

I K users Settings
Callbacks

&b Callback Profiles
> Bene Callback Lists

B Queues

Smart Routing

&> Bene Queues

Channels

3{ Channel Providers

Figure 32 User record BeneVoice settings

o Bene User Id - unique identifier of the user in BeneCloud
o Bene User Email (optional) - should be filled in if email user in D365 differ from
BeneCloud

1.5.2.2 Assign users to Application Profile (CIF2)

After creating the Application Profile and Channel Provider in PowerApps Portal according to
Microsoft's instructions (see chapter 7.5.7.2 Configuration for Channel Integration Framework
2.0), users who will be authorized to use the phone widget need to be assigned to the newly
created Application Profile.

To do this, click Assign Users on the top menu on Application Profile editor.

—— Mew profile = Assign users

BeneVoice

Customize the user experience of this profile. Learn mors

A view will open in Dynamics Unified Interface. Click Add Existing User and select the user(s) to
be added.
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BeneVoice
App profile - Users -

General Related

Users

& | Full Name T ~~

Dev One

Site

1.5.3 Phonecall sync settings

Phone Call Synchronization settings are in General Settings -> Phone Call sync settings view:

[ Delete

ﬁ BeneVoice Configurator
= & [ show Chart -+ New
(M Home .
Phone Call Sync Settings v
@ Recent Y
| Name T
57 Pinned N "

CallstartMargin

Configuration
DefaultCrmAssignee

| € General Settings
EnableAudit

R Users Settings
EnableMultipleMatchCreate

Callbacks Executioninterval

S Callback Profiles IncomingDirectCallSubject

£ Bene Callback Lists
IncomingQueueCallSubject

B Queues
MultipleMatchPhoneCallStatus

Smart Routing NumbersToCut

{» Bene Queues QutgoingDirectCallSubject

Channels ProcessDirectCalls

32 Channel Providers ProcessServiceCalls

ProcessServiceCallsUnanswered

RuninDebugMode

Figure 33 Phonecall Sync Settings

v

(D Refresh

2] Email a Link

i~

@ Add Existing User
Title ~

Business Unit ~~

benepoctt ---

0
2 Flow v RunReport ~ 8 Excel Templat
Value
15
True
True
120

Incoming direct call
Incoming queue call
1

3

QOutgoing direct call
False

True

True

False
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ﬁ BeneVioice Configurator
= D B save ﬁ" Save & Close T Mew r"‘ Deactivate "' Delete ":} Refresh A, Assign ¥ chare 02 Ermail
¥ Home \
DefaultCrmAssignee
(X} Recent o Bene Setting
2 Pinned " General  Related
Configuration Mame " DefwltCrmAssignes
I £ General Sattings Group Mame P Calls,
B Users Sent ngs
Value £7do0479:

Callbacks

€0 Callback Profiles

w Bene Callback Lists

0 Queues

Decraplion bene user id, which is set as owner of phone call, in case bene user was not found in D365

Smart Routing Cramer ' @ B Dynamics Administrator

{3 Bene Quéues

Channelks

x Channel Providers

Figure 34 DefaultCRMAssignee

CallStartMargin - value in seconds, used to set a range of searching existing phone calls,
to avoid creating duplicates.

DefaultCrmAssignee - bene user id, which is set as the owner of a phone call, in case
user bene user was not found in D365. Current value e.g. fbc423f5-74f9-e911-80e0-...
The value can be any Bene user id chosen by the customer organization.

EnableAudit - boolean value, which defines to set in BenemenApiAudit field of a phone
call in D365. In case it is false, the field will be set as Callld is {benemen call id}, in other
cases, all the values retrieved from the Benemen regarding this phone call will be set.
EnableMultipleMatchCreate - boolean value, which defines if service calls should be
created when multiple contacts/accounts/leads found.

Executioninterval - value in minutes, which is taken from execution start and set into
start date for phone calls retrieval from Bene API.

IncomingDirectCallSubject - string value, defines the subject of a direct phone call.
IncomingQueueCallSubject - string value, defines the subject for service phone calls.
MultipleMatchPhoneCallStatus - int value, which should exist as status reason value
of phone call in D365. Set when multiple contacts/leads/accounts found and
EnableMultipleMatchCreate is true.

NumbersToCut - int value, defines the number of characters to be cut off from the start
of the phone number, before searching in D365.
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e OutgoingDirectCallSubject - string value, subject for outgoing phone calls.

e ProcessDirectCalls - boolean value, defines whether direct answered calls should be
retrieved and processed.

e ProcessServiceCalls - boolean value, defines weather service answered calls should be
retrieved and processed.

e ProcessServiceCallsUnanswered - boolean value, defines weather service unanswered
calls should be retrieved and processed.

¢ RunIinDebugMode- boolean value. When set true, the start date of phone calls retrieved
from bene APl is execution date - 45 days and the end date is now.

1.5.4 Callbacks

Callbacks can be configured only after you get a confirmation from Benemen.

Callbacks are Console application to run synchronization of callbacks from bene API into
Dynamics 365. Application retrieves callback requests from Bene API, transforms data into
corresponding D365 format, maps to D365 contact/account/lead, and creates corresponding
phone call records in D365.

Callback functionality can be configured for organizations that receive callback requests
e.g. for Sales or Customer Service purposes to reconnect with the customer at a more suitable
time.

In order to configure callbacks in Dynamics 365 at least one callback profile needs to be
added with the following (example) settings:
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ﬁ BeneVoice Configurator
= & Save ‘1 Save & Close —|— New 22 Flow
H .
(O LS New Bene Callback Profiles
@ Recent W
General
s~ Pinned N
Name * Support
Configuration
Callback List
{¢ General Settings Support
8 Users Settings Queue B\ support
Callbacks Age Time Unit Hours
| e Callback Profiles Callback Age 1
{~r Bene Callback Lists
Owner * @ R Dynamics Administrator

B Queues

Smart Routing

{F Bene Queues

Channels

X Channel Providers

Figure 35 Callback Profile Example Settings

e Callback List: lookup to a virtual entity, which is retrieved from Bene API.

¢ Queue: lookup to OOB D365 entity Queue. Defines to which queue callbacks should be
assigned to.

e Age Time Unit: a unit of the time-period, can be Days, Hours, Minutes

o Callback Age: number value of defined periods in the previous field.

All active callback profiles will be proceeded during execution of the callback synchronization
job.

1.5.5 Dynamics 365 apply Phone call form

BeneVoice - Phone Callform should be chosen as the main form for the Phone Call entity.
Please consider if your organization has done customizations to the phone call forms.
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e Navigate to customize the Unified Interface App (one or many) that your organization

uses in your Dynamics 365 environment.

e Openin App Designer (click the three dots on the rightside corner of the App)

Support
Suppm't |:‘|" CPEM IN APP DESIGMER 3
gﬁé WMAMAGE ROLES v /€
igle
Default Publisher for benemen
11,9/2020 Dymamics 365 Zap Obje

UNIFIED INTERFACE UNIFIED INTERFACE

Figure 36 Open in App Designer

e Add Phone Call entity to the list of entities, if it is not already included
e Change the Main form to BeneVoice - Phone Call
e Include Quick View and Quick Create Forms to the app solution.
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ﬂ App Designer - Google Chrome — O x

@ benemen.crm4.dynamics.com/designer/app/9FAS5355C-533D-E811-A954-000D3A206976/1218A354-3F1D-E911-A9AC-000D3A2065C5#/AppDesignerCanvas/1218a354-3f1d-e911-a%ac-...

App Designer Last Saved on:17.11.2020 10.49 *Draft
Support Save And Clos Validate <[ Publish

ar e ?

Add Search Canvas Help

* Components Properties
Select Forms Create New
W Entity View (4) ‘
Phone Call ~

v BeneVoice - Phone Call
Phone Call

(] an
Account B = ah -
¥ Main Forms

M Information

A form for this entity.

= Updated Default Phon..
contact m m m ] Phone Call for Interac...

— Default Interactive exp...

¥ Quick View Forms
v Phone Call Reference ...
A form that displays R...
v Quick Form
This is the form that is ...

¥ Quick Create Forms

Phone call quick creat...
v .
M Phone call quick creat...

Figure 37 Change the forms to BeneVoice - Phone Call

e Save and Publish
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1.5.6 Dynamics 365 Click-to-Dial configuration

Click-to-Dial gives the possibility to make a phone call directly by clicking a button in Dynamics
365 Phone number /mobile number field.

Customize the forms where you want to enable the Click2Dial functionality for the phone
number fields:

e Go to form customizations, then target form

e Select the field properties for the field.

e Choose Controls tab and add a new control, choose Channel Communication Control.
e Select the radio buttons to Channel Communication Control

3 Form: Contact - Gaogle Chrome - O X

@& benemen.crm4.dynamics.com/main.aspx?pagetype=formeditor&appSolutionld=%7b9FA5955C-533D-E811-A954-000D3A206976% 7 d&etc=2&extraqs=form...

iif  Power Apps

Field Properties 7 X

M Modify this field's properties. ¢
|2 save As
[ save and Close

Save Change R
& Publish Properties Display = Formatting  Details ~ Events = BusinessRules  Controls

Save

. Control ‘Web Phone Tablet
o Form headers now default to high d

Text Box (default)

7 7 : Field Explorer >
¢ Benemen Contact _v* Channel Communication Control O] O] @ X

L Summary
Add Control... Filter All Fields v

Only show unused fields

Access Failed Count
Address 1: Address Type

Address 1: City

%

%

|

H Address 1: Country/Region
% Address 1: County

I % Address 1: Fax

Select or add a custom control to see its configuration. Address 1: Freight Terms
i Address 1: Latitude

‘ Address 1: Longitude

;L Address 1: Name

% Address 1: Phone

Address 1: Post Office Box

% Address 1: Primary Contact Name

Address 1: Shipping Method

j Address 1: State/Province
used as i New Field

| 23 Zap HD Confiaurati... i~
Figure 38 Channel Communication Contro/

e Do the same steps for all the phone fields you want to enable.
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1.6. Test the functionality

If everything was set up correctly, you should see incoming calls open the BeneVoice sidebar in

the configured applications.

Dynamics 365 Omnichannel for Customer Service
= BeneVoice — Contacts M
! Home L/%_J Sk
I° BeneVoice My Ac
v
Default
Search contacts Q
Customer Service Queue
Lipscomb Susan
® Available
Platinum Queue
Sales Queue
Smith Jack
® Available @
5
E
Sdderstrom Denivs -
=
All ¥
1-200f20(0

Figure 39 BeneVoice for Dynamics 365, Omnichannel (On the left side of Dynamics 365 Ul)

© Benemen Oy
Valimotie 13 A Helsinki
+358 40 450 3000
www.benemen.com



benemen

7.10.2021

BeneVoice )

Available: direct calls, Customer Service

receive pool calls

& 2

Default
Search contacts Q,
Customer Service Queue

Lipscomb Susan
® Available

Platinum Queue

Sales Queue

Smith Jack

® Available

Soderstrom Denius -

18,00

I -

Figure 40 BeneVoice for Dynamics 365 without Omnichannel (on the right side of Dynamics 365 Ul)
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