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Introduction

About Office@Hand for Salesforce About This Guide

Office@Hand for Salesforce provides seamless integration This guide is specifically designed for System Administrators of the
between Salesforce.com and your Office@Hand services to enable Salesforce.com application. This guide is not intended for end users and
improved customer retention, greater agent productivity, and does not provide any information on how to use the application or any
advanced business processes. related information. This Administrator guide will show you how to set up

your Salesforce.com instance to enable your users to use Office@Hand

It offers these features: for Salesforce within their Salesforce.com interface.

* No software to install—works entirely in the cloud with any

. . Two specific steps are involved:
Office@Hand device.

1. Setting up call center feature of Salesforce.com—required to

+  Works on any computer, any browser—Access anytime on any enable the app for selected users

PC or Mac.
2. Setting up SoftPhone Layouts for Salesforce.com—required to enable

»  Works with any Salesforce Cloud - Sales Cloud, Service Cloud, specific feature behaviors.

Marketing Cloud—if you've got it, we support it.
» Easy click-to-dial by clicking on any phone number in Salesforce.

« Instant screen pop displaying the caller’s information as soon as
acall arrives.

* New browser tab for every call enabling multiple interactions
atonce.

» Automatic call dispositions for quick call logging.
» Accurate call logs saved to the corresponding record.

* New records—Accounts, Contacts, Leads can be easily created
while on call.

= RingCentral



Office@Hand for Salesforce | Admin Guide | Basics | 4

Basics

Step 1: Install Office@Hand for Salesforce

Install Office@Hand for Salesforce package from the AppExchange
here. Installation of this application requires an administrator login to

Salesforce.com. During installation, you will be asked what subset of users

to whom you wish to grant access. It is generally recommended to select
Grant Access to All Users, as this will ensure that Step 2 below will go
smoothly; users will not actually have access to Office@Hand for

Salesforce until the administrator adds them to the Call Center as detailed

below.

Step 2: Add Users to the Call Center

Once you have installed the package from the AppExchange page
given in Step 1, you should see a new entry in the Call Center area of
Salesforce.com Setup.

Go to Salesforce setup by clicking the setup link that appears on first
name last name of the admin user. Navigate to App Setup >
Customize > Call Centers > Call Center.

Alternately you can search a call center by typing “call center”
(without quotes) in the “search All Setup..” text box that appear on
Salesforce Setup screen. You should see an entry named
Office@Hand Cloud App once you navigate to list of call centers.

Navigate to App Setup > Call Center > Customize Call Centers. You
should see an entry named Office@Hand Cloud App. (Figure 1)

Help for this Page @

All Call Centers

A call center ponds to a single comp hony integration (CTI) system already in place at your organization. Salesforce.com
users must be assigned to a call center before they can use any Call Center features.

Import
Last Modified Date
9/29/2015 12:24 AM

Version Created Date
4.000 9/29/2015 12:21 AM

Action Name +

Edit| Del ATT Cloud Phone App

Figure 1

el

=

Call Center

ATT Cloud Phone App

All Call Centers » ATT Cloud Phone App

Call Center Detail

Delete| | Clone

Upon clicking Office@Hand Cloud App, you will see the call center detail
screen. It is not necessary to edit this Call Center definition. From here, you
can add users to this Call Center using the Manage Call Center Users
button (Figures 2 and 3).

Help for this Page @

General Info
Internal Name
Display Name
Description
CTI Connector Progld
Version
CTI Adapter URL
Softphone Width
Softphone Height
Use CTI API

CloudPhoneAppAdapter
ATT Cloud Phone App

ATT Cloud phone

ATT

4.0
Japex!ATT_APP_ATTOpenCTlIndext!
500

200

true

Dialing Options
Qutside Prefix

Long Distance Prefix

International Prefix

1
on

Call Center Users

Call Center Users by Profile
Force.com - App Subscription User
Force.com - Free User
Standard Platform User
System Administrator

Call Center

Manage Call Center Users

[SITRTTa

Figure 2

ATT Cloud Phone App: Manage Users

All Call Centers » ATT Cloud Phone App » Manage Users

View: Al Create New View

Call Center Users Help 7

Help for this Page @

AB/IC/ID/IEFIGHIJJKLMIN/OIP QRIS T UV WIX Y Z Other [All

Action Full Name +

Add More Users  Remove ljun

Alias Username

Figure 3

Role Profile
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Setting up SoftPhone Layouts in Salesforce
Step 1: Set up a SoftPhone Layout

From the left hand side menu, go to App Setup > Customize > Call Center
> SoftPhone Layouts and click the New button. (Figure 4)

SoftPhone Layouts Help for this Page

A SoftPhone is a customizable call control tool that appears in the sidebar of every salesforce.com page if a user is assigned to a
call center and is working on a machine on which a CTl adapter has been installed. Similar to page layouts, you can design custom
SoftPhone layouts and assign them to call center users based on their user profile.

New | | SoftPhone Layout Assignment

Action Name + Default Created By Alias Created Date Last Modified By Alias  Last Modified Date

Figure 4

In the Name field, fill in Standard SoftPhone Layout and select the Is
Default Layout checkbox if you want this layout to be the default for
all users. (Figure 5)

SoftPhone Layout Edit He for i Pege @

Each SoftPhone layout allows you to customize the appearance of a SoftPhone for inbound, outbound. and internal calls. Assign SoftPhone layouts to
user profiles by clicking Layout Assignment in the SoftPhone Layouts page

| save | |cancel
Hame I Standard SoftPhone Layou v Is Default Layout

Select Call Type [EENEEN®

Figure 5

e Inthefirst set in Figure 6, Screen pops open within, choose whether
you’d like screen pops to appear in a new window or to overwrite the
existing Salesforce.com window when a new call arrives.

E

CTI1 2.0 or Higher Settings Help about this section @

Screen Pop Settings:
w Screen pops open within: Existing browser window Collapse

(m Existing browser window
 Mew browser window or tab

w» HNo matching records: Pop to new Lead Collapse

. Dontpop any screen

@ Poptonew | Lead v |
( PoptoVisualforce page Cﬂ
w Single-matching record: Fop detail page Collapse

» Dontpop any screen
() Pop detail page

(. PoptoVisualforce page CM

w MNMultiple-matching records: Fop to search page Collapse

(. Dontpop any screen
s Popto search page

 PoptoVisualforce page | Cﬂ

Figure 6
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*  Forthe second set, No matching records, if you'd like a new Step 2: Assign the SoftPhone Layout to Users
record to be created if there’s no match on an inbound call,
select the Pop to New option and from the dropdown select
the appropriate object you would like to be created when
there is an incoming call from a number which does not match
any existing record. (Figure 6)

Back on the SoftPhone Layouts page (Figure 7), click the SoftPhone
Layout Assignment, and assign the SoftPhone Layout to the
relevant profiles.

SoftPhone Layouts e
¢ For the thlrd set Slngle-matChlng record7 Se|ECt the POp dEtaII A SoftPhone is a customizable call control tool that appears in the sidebar of every salesforce.com page if a user is assigned to a
H H call center and is working on a machine on which a CTl adapter has been installed. Similar to page layouts, you can design custom
page Optlon- (Flgu re 6) SoftPhone layouts and assign them to call center users based on their user profile.
®  For the fourth set Multiple-matching records, select the Pop [Sottone arout esigunen]
. 5 Action Name *+ Default Created By Alias  Created Date Last Modified By Alias  Last Modified Date
to search page. Now click the Save button on the tOp. (Flgu re 6) Edit  Standard SoftPhone Layout v MZhen 9/29/2015 12:21 AM  MZhen 9/29/2015 12:21 AM
Figure 7
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Setting up Preset Call Dispositions

Office@Hand for Salesforce includes the capability to provide a list of

These preset dispositions are gathered from the Subject pick list on the

preset call dispositions to your end users to make logging calls quick and Salesforce.com Task object. To edit these dispositions, navigate to App
easy. These dispositions appear in a dropdown list under the Subject area Setup > Activities > Task Fields. On the Task Fields page, click the label of

of the call log:

) w | l Quick Find Q ‘ Task Fiel
'[3 Office@Hand  : {F | :

the Subject field, and you’ll see a page like this:

i Help fo
Expand All | Collapse All SUbJGCt ~
Back to Task Fields
Force.com Home
Ready to take calls Edit | Set Field-Level Security | View Field Accessibility
‘ System Overview Field Information
Field Label  Subject Field Name  Subject
Personal Setup DataType  Picklist
7 -~ aa » My Personal Information Help Text
S Inbound Call: Missed S el
= per Validation Rul |
»I Desktop Integration QUESTENIE ow Validation R
i "
LDQ Call >/ Call Center Settings No validation rules defined.
C a || S cces SfU' AppiSetup Task Subject Picklist Values | New | |Reorder | |Replace | Printable View Task Subject Pickiist Va
u @ Customize
| Tab Names and Labels Action  Values Default  Modified By
Cd” Succcssful (>) Home Edit| Del Call Jitender Kumar, 6/9/2014 2:46 P11
® 0. Actvides Eait| el LeftVoicemail Marco casalaina, 7/29/2014 2:43 I
Left Voicemail TaskFields Edit| Del No Answer Marco casalaina, 7/29/2014 2:43 Pl
Task Validation Rules Edit| Del Number Disconnected Marco casalaing, 7/29/2014 2:43 PK
No Answer [sekinigers Edit| Del Do NotCall Marco casalaina, 7/20/2014 2:43 PI
Task Buttons, Links, and Actions
Number Disconnected
Do Not Call Figure 9
Made A Sale

Adding or editing pick list values here will instantly modify the dispositions

available to users.

Figure 8
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Customize Call Log

Step 1: Add custom fields to Task
From the left-hand side menu, go to App Setup > Customize > Activities > Activity Custom Fields and click the New button. (Figure 10)

Activity Fields Help for this Page @

This page allows you to specify the fields that can appear on the Activity page. You can create up to 100 Activity custom fields,

Note that deleting a custom field will delete any filters that use the custom field. It may also change the result of Assignment or Escalation Rules that rely on the custom
field data.

Activity Custom Fields New  Field Dependencies

No custom fields defined

Figure 10

Onthe New Custom Field page select the type of the custom field. Currently the field types supported in the Call Log are Lookup Relationship, Date,
Date/Time, Picklist, Text, and Text Area.

Fill in the information and set field level securities as prompted and select the page layout(s) to add the custom field. Click Save button and you should be
able to find the custom field under Activity Custom Fields.

Step 2: Customize the Call Log fields
Go to Admin Ul page (Figure 11): /apex/ATT_APP__adminUI

For example,
If your Salesforce instance home page is: https://ap2.salesforce.com/home/home.jsp

Your adminUl URL would be: https://ap2.salesforce.com/apex/ATT_APP__adminUI

@ RingCentral
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On AdminUI page add/remove call log fields by using the left/right arrows and order the selected call log fields by using the up/down arrows. Click Save

button when call log settings are as expected and refresh the page. The call log Ul of Office@Hand for Salesforce app should render these fields in the exact
order they are listed in the Selected Fields box. (Figure 12)

Auto save setting

Auto Create Call Log

Save

Log customization

* The field types supported in call log are Lookup Relationship, Date, Picklist, Text and Text Area,

Available Fields Selected Fields
'Due Date Only Add Subject ' Up
Priarity * > Mame ID =
PickList_c J Related To 1D )
testField Remaove Description Dewn
Y =
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Troubleshooting

Q: Office@Hand for Salesforce is not
visible for some profiles. What is the
problem? Does Office@Hand for
Salesforce require any special permission?

A: Office@Hand for Salesforce does not
require any special permissions and it should
work for all out-of-the-box profiles. First,
ensure that the relevant users have been
added to the Call Center as given here in
Step 3 of the Call Center setup above.

It is also possible that there is a custom
component in the sidebar layout and the
JavaScript in those components is
interfering with Office@Hand for
Salesforce. To resolve this issue,
temporarily remove all customizations
that have been applied to the sidebar
component.

Once you see Office@Hand for Salesforce
rendered properly, add your custom
components back one by one so you can
pinpoint which bit is creating the issue. Once
you find the component causing the
problem, contact the developer of that
component to fix the issue.

Q: Users don’t see a new tab or window
opening on incoming calls. What’s wrong?

A: Ensure that the pop-up is not blocked by
browser settings or by some other pop-up
blocker installed on your desktop.

Q: I would like to disable this feature for now.

A:You can do this by removing the users from
Office@Hand for Salesforce Call Center profile.

A: The following browsers are supported by the

App:

e Internet Explorer 11 and higher (Windows
XP,7, 8 and higher

» Firefox 37 and higher (Windows, Mac)

* Chrome 41 and higher (Windows, Mac)

» Safari 8 and higher (Mac)

Q: On logging into Office@Hand for Salesforce,
users are getting this error message: “Your
Office@Hand edition does not support
Salesforce Integration - please call your
Office@Hand account representative to
upgrade your Office@Hand edition.” What does
that mean?

A: Not all Office@Hand editions have the ability
to use this feature of Salesforce integration. You
may have to upgrade your account to be able to
use this feature. Please contact your
Office@Hand representative to get more
information.

Q: Some of my users are getting a message
saying “Insufficient Privileges” where the
Office@Hand integration should be.

A: These users require access to the
Office@Hand Visualforce page in their profile.
To enable this access, go to the user’s profile.
You'll find a section called Visualforce Page
Access. Ensure that the page Office@Hand.
OpenCTlIndex is included for this profile.

Q: Click-to-dial is not working. for some or all
of my users. How can | fix it?

A: First, go to App Setup > Call Center >
Customize Call Centers and verify that the CTI
Adapter URL is pointing at:

/apex/Office@Hand__OpenCTlIndex#/

If it is not pointing at the URL above, then
change it to that URL and see if that fixes the
issue.

If the issue is still not fixed, ensure your users
don’t have other apps that are handling click-
to-dial calls, such as InsideSales PowerDialer.

©2016 AT&T Intellectual Property. All Rights Reserved. AT&T and the AT&T logo are trademarks of AT&T Intellectual Property. RingCentral and RingCentral logo are trademarks of RingCentral, Inc.
Other third party marks and logos displayed in this document are the trademark of their respective owners.

St

=

KID-4727

RingCentral



