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Introduction

* Sprinx Consulting
* Est. 2013
» Salesforce implementations, Software integrations
* [SV Partner, AppEx

* IPEX
e Est. 1992
* Regional and international telecommunications service provider



Salesforce CT Integration app

“ Lightweight
“ Always present

“ Easy to use

Home Leads

Accounts v

Contacts

Al

Opportunities

Campaigns

Environment Hub

Projects v Cases v  Reports v

Contracts

Contact
Petr Sommer & <+ Follow Edit View Contact Hierarchy Disable Customer User View Customer User New Case
ount Name Email Phone (2) w Contact Owner
Sprinx Consulting s.r.o. petr.sommer@sprinx.com ’:‘ Pavel Rigko £
Related List Quick Links @ We found 1 potential duplicate of this contact.
Call Logs (0) Opportunities (0) Cases (1) 0 Files (0) [0 Notes & Attachments (0) e bupltes
L) _Campaign History (0) [0 Related Accounts (1) EC Relay Items (0) Time Trackers (6) .
Activity Chatter
%= IPEX Phone: Available o
New Task New Event Email Log a Call
FL ) @ Favel ?‘srk? . ® Awilable ¥
A ueues: 1/2 Department Create a task Add
Role
Search for anything Q Filters: All time - All activities - All types  'f
Level
Refresh Expand All
Next Steps
> Siemens - new proposal W g 146 *
Phor
- | You have an upcoming Task about Call Log: Pavel Ri3ko, 2019-06-1
Mobile L, +420 731 543 680
Past Activities
Email petr.sommer@sprinx.com

Search for a contact

%, Phone

Private Email
Email Opt Out

Languages

> D Siemens - vyGétovani 04/2019 8301254 w

| You had an Event




Application Features

Agent Availability

Calling
Outgoing Calls
Incoming Calls
On Call

Inbound Queues
Call Log tracking, Call History
Call Recordings

Task Creation



Agent Availability

Available status

Inbound/Outbound calls allowed

Breakes
Inbound/Outbound calls disabled

| . IPEX Phone: Available I vt

f

Petr Chvala
Active Que

C

[4] Available v

ues: 3/5

@® Available
@ WC Break
@ Lunchtime

@ Personal reasons

Search for a contact



%= IPEX Phone: Available o

Outgoing Calls

Pavel Risko
Actlve Que ®

Available v

SOMIMmer Q

9 Petr Su"nmEI [ +420 731543 680

F’ vel Test

“ Click-to-call

%, IPEX Phone: Available

" Contact / Lead Search (Fulltext)

Pavel Risko .
- ®  Available
Actlve Queues: 12
ans
HH ber

“ Dialpad

@ Click-to-call

1 2 3
= External dial . - .
7 8 9

PQRS TUV WXYZ




|ncomming CaHS . 1PEX Phone: Ringing | |

Contact/Lead matching e

Multi-match scenario Davel Rigko

Sprinx Consulting s.r.o.

Manual override

Incoming 603240038

Decline i
¢



On Call

Manage call
Contact Details
Browse call history
Take notes

Create tasks

% IPEX Phone: On Call

» Pavel Risko
- Sprinx Consulting sro.

Cal Contact  History

Prepare new proposal for 5'emen5|

Task Information

* Assigned To

Subjec
Due Date
y Type
ExternallD
rren
Comme:

*Status

New Task
~ Related T _
Pavel RiSko Call Log: Pavel Risko, 2019-06-. X
1 Total Task
siemens - new proposal Q Mam B Petr Sommer
1452010 . Reminder Set
D Tim
1462019 a3 14:30

CZK - Czech Koruna

Not Started

High




Call Log Tracking

Every call is logged
History tracking

User call history
Record related history

Access recordings

Fully Reportable

Call Logs (6+)

NAME DIRECTION DURATION (S)
[IIT71679999, 201, Outgoing 53
777771672,2019-0...  Outgoing 13

View All

PHONE
L. +420 545 566 648

R +420 245 124 648

L. IPEX Phone: Available

23.5.201915:14:35 (0s)

I
Pavel Rigko :
° ® Avsilable v
Actlve Queues: 12
CALL HISTORY

Ladislav Pravda —

e v =0\
10.6.2019 12:13:56 (&1s)
Pavel Rizko —
10.6.2019 12:05:14 (129s) vEOL
Pavel Rizko 'b:
0.5.2019 13:25:20 (0s)
Pavel Risko ﬂ %
2052019 9:20:21 (0s)
Pavel Rizko ﬂ %,
205 2019 9:19:40 (0s)
Petr Vitous
29.5.2019 9:19:37 (0s) ﬂ ‘.
Pavel Risko ﬂ %
29.5.20199:19:10 (0s)
Pavel Risko a 't
29.5.20199:16:33 (0s)
Pavel Rizko ﬂ L
2352019151700 (0s)
Pavel Rizko o “



Inbound Queues

Controls which calls can be routed in
Defined once on call center level
Simple subscription per agent

Automatic sign-off if user unavailable

[}
. &, IPEX Phone: Available

S

Petr Chvala
Active Queues: 3/5

AVAILABLE QUEUES

General

Product Support

Technical Support

Legal

Billing

) Available v



Environment Setup

Easy Installation
1. Install package
2. Enter login details
3. Configure Call Center
4. Add phone utility item into app

Manage Call Center users

IPEX Configuration

IPEX Configuration Detail Edit | | Delete| | Clone

¥ Modul

SETUP
Call Centers

Say Hello to Salesforce Call Center Help for this Page &

Connect your telephony system to Salesforce and boost user productivity by showing
related Salesforce information for every incoming call. Dial numbers directly from
Salesforce and report on call outcome, duration, and more.



Technical Background

Technologies:
Built using Lightning Component Framework
Using Salesforce Open CTI
Using Websocket signaling
Using standard Salesforce Call Center / Phone configuration

Support for Software and Hardware phones



>

Salesforce wss://ipex.websocket:port
IPEX Softphone

Desktop Client
CTl Smart Okno  .--~

a P PBX CTI Server

HW phone
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