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1 Welcome

Welcome to this companion guide for Cirrus Call Manager. Within this guide, you’ll be shown how
to use Cirrus Call Manager App in D365 instance.

This guide is intended to supplement the e-learning provided with Cirrus Call Manager. While it
can be used alone, you may find the simulations contained within the e-learning a useful
resource.
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2.1.

Inbound call

Launching D365 phone call activity

2.1.1.Single Matching case

When a user receives a call from individuals; and there is a single matching record in
Dynamics 365, a browser window will launch and ask for D365 login and redirect to
respective lead / contact / account’s phone call form with incoming direction. There
will also be the ability to log the details of the call simply by typing a description of

the call.

If the user has provision to download cirrus call record, the recorded file will attach
in notes for future reference

Call Received From Ben Males

| sae o MekCompete @ Ssve&Close () Refiesn G CheckAccess ¢ ClosePhoneCal  BJ Process

Call Received From Ben Males

Phone Call - Phone Call

Phone Call  Related

Subject
Call From
CallTo

Phone Number

Regarting

Description

2.1.2.Searching records for caller withholds their numbers case

" Call Received From Ben Males

" [ Ben Males

* A Technical Team

07432034931 ., ~ Direction Incor

[ Ben Males

[i] Delete  [) Emal alink

R, Asign [ AddtoQueue

CUSTOMER DETAILS

RECENT CASES

kT

T ComertTo

Normal | ---

A Pumbha

07432094931

0333103 8823

Open | Technical Team N

If the caller withholds their number, you will be presented with a screen that informs
you that they have done this, and we’ll then help you to search for the caller’s

record:

The callers number has been withheld. Please search for the caller below: if there are no matching records please create a
new contact or lead

Search

So, you can now easily search for the caller's name (or the company they work for).
Any matching records will be displayed as you type in the search box. Let's say that

the caller's name is Andrew Dixon; by typing in Andrew in the search box his contact
record is displayed:




2.1.3. Searching records for no matching case

If there are no records that match the caller's number, you’ll be presented with the
same search box that we saw in below picture. It’s possible that this is first time the

individual has called. Or that they’ve changed their phone number so that their
record now out of date.

& e matching records for OT4B209***, Please search for the

Search

If the user has provision to download cirrus call record, the recorded file will attach
in notes for future reference.

® nd matching records for OT4RI0R* Plaaie sesch for the

Search
Be

CONTALCTS

Benjamin Males

Mew Contact Mew Lead



2.1.4. Multiple record match case

If there is more than one record that matches the caller’'s number, the search

window will again be displayed with a note informing you of this and displaying the
matching records:

If the user has provision to download cirrus call record, the recorded file will attach
in notes for future reference.

sre 2 recaonds matching OTA3200403 1. Please choose & recond below or search for snather contact if the caller i
Search
D
ACCOUNTS CONTACTS
E Jo's Empadiuam E Benjamin Males
New Contact Mew Lead

You can choose which record to attach the phone call activity (in this example by
clicking on the name of the account or contact - or the icon next to each name). You
may also create a new contact or lead if this is a more appropriate option for you.

2.1.5. Creating new contact

When a user receives a call from individuals; and there is a single matching record in
Dynamics 365, a browser window will launch and ask for D365 login and redirect to
respective lead / contact / account’s phone call form with incoming direction. There

will also be the ability to log the details of the call simply by typing a description of
the call.

Contact

Details Contact Information Address

First Name * - Email Strest L
Last Name * - Mobile Phare Street 2
Job Title - Business Phone 0333103000 City

Description - ZP/Postal Code

Cancel



2.1.6.Creating new lead

When a user receives a call from individuals; and there is a single matching record in
Dynamics 365, a browser window will launch and ask for D365 login and redirect to
respective lead / contact / account’s phone call form with incoming direction. There
will also be the ability to log the details of the call simply by typing a description of
the call.

lLead

Personal Information Details

Topic
0333103000 Budget Amount

3 Recorded call download

3.1.

Outbound and Inbound call record download

If your organisation uses the call recording features within Cirrus, then it is possible to
automatically attach the call recordings to the Phone Call activity records. Call recordings will
only be attached if:

. Call recordings are enabled on your Cirrus account

. For outbound calls, your Cirrus agent must be set to record calls

. Forinbound calls, the service or queue that receives the call must be set to
record calls

. The option to attach call recordings is enabled in your Dynamics 365 instance

. Your Dynamics 365 user account is enabled to download your recorded calls.

If the above settings are enabled, then call recordings will be added automatically to your
phone call activity records. The quickest way to download the call recording is to ensure that
the call has finished within Cirrus; and then marking the phone call activity as complete by
clicking the Mark Complete button:

Dynanic 36

SANDBOX
) Ep—




3.2. Call Record notification

3.2.1.Non access for download call record

If the global option to download call recordings to Dynamics 365 is enabled, but an
individual’s Dynamics user account does not have the option to download call
recordings set, then a confirmation warning message will be displayed on the Phone
Call activity record:

Call Received From Benjamin Males

() Refresh € Check Access  Ha Process ~ W Delete [F) Emailalink [, AddtoQueue [ Queue ltem Details & Share ¥ Flow
) Read-only This record’s status: Completed

(1) This call recording will not be downloaded as your Dynamics account does not have the download Cirrus calls option set.

Call Received From Benjamin Males Normal = —  Completed
Phone Call - Phone Call Priority Due | Status

Phone Call Related

Subject Call Received From Benjamin Males CUSTOMER DETAILS
Call From ‘ Benjamin Males £ Benjamin

Call To £ Ben Males B Males

Phone Number 07432094931 [N Direction Incoming & Company

3.2.2. Portal Admin credential in invalid or missing

If the Cirrus Administration Portal user account credentials are changed and are not
updated in the Cirrus Call Manager solution within Dynamics. then all call recordings

will stop being downloaded into your Dynamics 365 instance

Please update the Cirrus Administration Portal user credentials to reinstate call
recording downloads. If the details are updated in Dynamics on the same day that
they were changed in the Cirrus Administration Portal, then any missing call
recordings will be downloaded overnight without the need for further intervention.

orghiTifaed.com 11 dynamics.com/t t — ABESA g ; : 1 P
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#* Infermation
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3.2.3. APl response error other than credentials issue

If an unexpected error, or an error that is not listed above is encountered when an

agent uses the Click to Call function, the following message will be displayed in the
Phone Call activity record:

If you are a Dynamics 365 administrator, then you can investigate the exact error
using the Outbound API Call Log that we have created in Dynamics 365 If you are
unable to resolve the issue, then please contact support for further assistance.

g2z Dynamics 365 Settings ~ | Outbound Call APIL.. > Call To Ben Males

0 Mew Alerts (2) Latest: You've got an alert for the mailbox “Technical Team'. 9/14/2021 47 Al

4 NEw  [& DEACTIVATE [ DELETE &2 ASSIGN € SHARE o= EMAILA LINK % RUN WORKFLOW [E] s

CIRRUS OUTBEOUND CALL API LOG : INFORMATION

Call To Ben Males =

4 General

Mame & Call To Ben Males
ne Ca @ Call To Ben Males
s Invoked B Yes

g @ ERROR: Authentication not valid



4 Qutbound Call
4.1. Invoke an outbound callin D365

4.1.1. Account window to invoke outbound call from D365

Dynamics 365 | Sales Hub SA N D B OX

— & Save & Save & Close - Mew & Open Org Chart [ Deactivi
far Home
- Sysfore
:3 Recent ~ Account - Account
*  Pinned ~ Outbound Call Summary  Project Price Lists  Details  Field Service  Sche
My Work
i Main Phone 98765437654 %
s Dashboards
Fl Activities
Customers

| Accounts

9 Contacts

4.1.2. Contact window to invoke outbound call from D365
The Cirrus Call Manager for Dynamics 365 also makes it quick and easy to call people
with a single click within Dynamics utilising our “Click to Call” function.

Cirrus’ platform will immediately call your agent phone and when this call is answered
it will dial the number adjacent to the blue button in Dynamics 365.

Dynamics will then display the Phone Call activity record so that you can log the call
and note any details.

Dynamics 365 SA N D BOX

& [} ™ r + . " ann t4 | v = Addse M
@’ Save & Close Deactivate B Conne 4d to Ma

1l
Lo

Benjamin Males

Contact - Contact

Outbound Call Summary Details  Scheduling Related
My Work
. 07432034531 B
@ A
Customers



4.1.3. Lead window to invoke outbound call from D365

The Cirrus Call Manager for Dynamics 365 also makes it quick and easy to call people
with a single click within Dynamics utilising our “Click to Call” function.

Dynamics 365 Sales Hub SA N D B OX
= < E B save ﬁ’] Save & Close T New ]E[ Delete O Refresh c& Check Access LS
- -
Ly Jack Robert
() Recent o Lead - Lead
57 Pinned ~ Lead to Opportunity Sal...
Active for 6 days Qualify (6 D) & Develop
My Work

QOutbound Call Summary Details Related
%% Dashboards -

Activities

Business Phone 0333 103 8823 %
Customers
Accounts
R Contacts
Sales
| &  Leads

I Opportunities

4.2. Outbound call Notifications

4.2.1. Contact number is not defined

If a user attempts to use the Click to Call button for a record where no telephone
number has been entered the following pop-up notification will be displayed:

Dial Number is not defimed

4.2.2.User agent credential is missing

If an agent attempts to use Click to Dial without first having entered their
Cirrus Agent credentials in Dynamics 365 then the following error will be displayed
on the Phone Call activity record:



¢ Save  +/ Mark Complete G Save & Close 2 Flow

@ Home A We could not place this call as your Cirrus user details are missing.
T e
O Recent e New Phone Call
£ Pinned > Phone Call - Phone Call -
My Work Phone Call
# Dashboards
Subject R—
| B Activities
Call From * 8 Technical Team
Customers
A . Call To * @, Call To Ben Males
Accounts
2 Contacts Phone Number 0333 103 8823 %, Direction Qutgoing
Sales

4.2.3. User agent credential is incorrect

If an agent changes their credentials but does not update their Cirrus Agent
credentials in their user’s settings in Dynamics 365, then the following error will be
shown on the Phone Call activity record when they attempt to dial using Click to
Call:

Dynamics 365 Sales Hub

= Save  ~ Mark Complete G Save & Close () Refresh @) Check Access X Close Phone

&~y Home A ‘We could not place this call as your Cirrus user details are incorrect.
(D Recen
(D Recent e Call To Ben Males
2 Pinned v Phone Call + Phone Call
My Work Phone Call Related
% Dashboards
Subject *  Call To Ben Males
| & Activities
Call From * R Technical Team
Customers
Call To *  [A] Ben Males
Accounts 2
2 Contacts Phone Number 0333 103 8823 %, Direction Outgoing

Sales

4.2.4. AP| Response error other than credential issue.

If an unexpected error, or an error that is not listed above is encountered when an
agent uses the Click to Call function, the following message will be displayed in the
Phone Call activity record:



Dynamics 365 Settings ~ | Outbound Call APIL.. > CallTo Ben Males >

o MNew Alerts (2) Latest: You've got an alert for the mailbox "Technical Team'. 9/14/2021 %47 AM Wiew Alerts

4+ nNew [ DEACTIVATE 1§ DELETE 28 ASSIGN €3 SHARE = EMAIL A LINK % RUN WORKFLOW [ s

CIRRUS OUTBOUND CALL API LOG : INFORMATION

Call To Ben Males -=

4 General
ame * & Call To Ben Males
Phone Ca & Call To Ben Males
s Invoked & Yes
AFI Response Log @ FRROR: Authentication not valid

5 Admin Settings

5.1. Cirrus Portal Configurations

In Dynamics 365 navigate to Settings > Solutions > Cirrus Call Manager. In the Username and
Password boxes, please enter credentials for a Cirrus Administration Portal user that has
permissions to access call recordings for the service(s) that record calls, and for the customer
account(s) where agents whose calls are recorded are provisioned.

= Solutien: Cirrus Call Manager
\3 ‘j‘ Configuration

solution Cirrus Call Manager

Cirrus Portal Login Credentials

User Name
Password *

Enable downloading of Cirrus call
recordings to Dynamics

Save Reset

Portal admin credential notification

If the Cirrus Administration Portal user account credentials are changed and are not
updated in the Cirrus Call Manager solution within Dynamics 365.



B2 n | o Translations . . @ .
3 saveanc Ciose T3 Ewort Soluton | B Translations citmustestem.crmLL dynamics.com says: @ Hep

Cirrus portal user credentials are incorrect

@‘J solution: Cirrus Call Manager

& Configuration

Solution Cirrus Call Manager

e Cirrus Portal Login Credentials
[ configuration
Companents
> [ Entities User Name * Narayana
B option sets
Y@ Client Extensions
@] web Resources
T, Processes.
> +3 Plug-in Assemblies Enable downloading of Cirrus call ri
£] 5dk Message Processing Su. recordings to Dynamics
@ service Endpoints
[ Dashboards
2] Reports
8§ Connection Roles
) artice Tempiates
8] contract Tempiates
] email Tempiates
I Mail Merge Templates
82 Security Roles

Password *

=] = Transiations + B - @
m G sveanoCiose B | T3 txport Solution | PgTransiations cirrustesterm.crm1 L dynamics.com says: @Hels

G rtal I details have b dated.
@‘J Solution: Cirrus Call Manager rrus portallogin detalls have been upcate

% Configuration

Solution Cirrus Call Manager

Sl Cirrus Portal Login Credentials
(& configuration
Companents
> B Entities User Name Narayana/Sysfore
8 option Sets
Y& Ciient Extensions.
8] web Resources
T, Processes
b 3 Plug-in Assemblies Enable downloading of Cirrus call |
] sak Message Processing S... recordings to Dynamics
@, Service Endpoints
[23 pashboards
[2] reports
% connection Roles
) Articie Templates
8] contract Templates
5] Email Templates
[ Mail Merge Templates
Fac

Password *

Save Reset

The following error will be displayed on the Phone Call activity record:

Please update the Cirrus Administration Portal user credentials to reinstate call
recording downloads. If the details are updated in Dynamics on the same day that
they were changed in the Cirrus Administration Portal, then any missing call
recordings will be downloaded overnight without the need for further intervention.

Note that if call recordings cease to be downloaded to Dynamics 365 this does not
affect call recordings in Cirrus in any way - the call recording will still be present in the
Cirrus Administration Portal in the normal.



B sav n o . sistions o . .
I gh save ans Ciose T Beport Soltion | B Trensiations cirrustestcrm.crml1.dynamics.com says:

| Solution: Cirrus Call Manager Dawnloading of Cirrus call recordings have been disabled for all users,
E? % Configuration

Solution Cirrus Call Manager -

87 information
A configuration

B3 Components

Cirrus Portal Login Credentials

> [ Entities User Name Narayana/Sysfore
(28 option sets
¥@] Client Extensions Password *
[&] Web Rescurces
Enable downloading of Cirrus call
g S... recordings to Dynamics

[#] Reports
B Connection Roles
[ Articie Templates
[H] contract Ter

Save Reset

5.2. Cirrus User Agent configurations

When a user receives a call from individuals; and there is a single matching record in
Dynamics 365, a browser window will launch and ask for D365 login and redirect to respective
lead / contact / account’s phone call form with incoming direction. There will also be the
ability to log the details of the call simply by typing a description of the call.

“';. CONNECT  + = PROCESS ~ ¥, APPROVE EMAIL T REJECT EMAIL E, REASSIGN RECORDS “') MANAGEROLES &% JOINTEAMS " CHANGE BUSINESS UNIT & CHANGE MANAGER

I_Jérayana Swamy S =

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

o This user's information is managed by Office 365. Ta edit this information visit the User Administration section of the Office 265 Portal.

Pager

Fax a-

4 (Cirrus Agent Details

Username narayana.swamy@sysfore.com
Password s
Allow this user's call recordings ta be @)

downloaded and stored in Dynamics

5.2.1.User agent credential validation notification

If a user enters incorrect Cirrus Agent credentials in their Dynamics 365 user record,
the following error will be displayed when they save their details:

The user should click the OK button and re-enter the correct details, remembering
to click save to update their changes.

@bein-



Dynamics 365 ~ Settings v | Security Narg cirrustesterm.crml1.dynamics.com says:

PO + v @ 7

Cirrus user details are incorrect

&3 CONNECT '~ I PROCESS ~ %, APPROVEEMAIL i REJECT EMA]

INGE BUSINESS UNIT % CHANGE MANAGER === al X
Narayana Swamy S =
The information provided in this form is viewable by the entire organization.
o This user's information is managed by Office 365. To edit this information visit the User Administration section of the Office 365 Portal.

4 Cirrus Agent Details

Username narayana.swamy
e
Allow this user's call recordings tobe )

downloaded and stored in Dynamics

Dynamics 365 - Settings v  security Narg cirrustestcrm.crmll.dynamics.com says: Jsl QD -+ A4 2]

Dewnloading of Cirrus call recordings to Dynamics 365 is not enabled

=

&3 CONNECT | ~ I PROCESS - &, APPROVEEMAIL M REJECT EMAI

INGE BUSINESS UNIT % CHANGE MANAGER

Narayana Swamy S =

The informatien provided in this form is viewabie by the entire organization.
@ This user's information is managed by Office 365. To edit this information visit the User Administration section of the Office 265 Portal.

4 Cirrus Agent Details

Username narayana.swamy
Password  ssessssesens
Allow this user's call recordings tobe @

downlaadad and stored in Dynamics

5.3. Cirrus Call Record Log

5.3.1.Call Record Log

Cirrus Call Manager for Dynamics 365 provides a log of API call attempts to retrieve
call recordings. This log can be accessed in the same way as for the Outbound API
Call Log (above) via Settings or the Phone Call activity record.

You can see from the log that several attempts are made to retrieve the call
recordings if previous attempts fail:



D:.inan‘lics 365 Settings w Call Record APl Logs 3 Call Received From B...

o Mew Alerts (2) Lstest You've got an alert for the mailbox Taechnical Tearm®™. 9142021 547 AN Wiew Abaris
+ MEW % DEACTIVATE ] DELETE = EMAIL A LINK % RUN WORKFLOW  [F] START DIALOG /T FLOW ~ u-l WORD TEMPLATES =

CIRRUS CALL RECORD API LOG : INFORMATION

Call Received From Ben Males =
4 General
e” m Call Received From Ben Males
= * m Call Received From Ben Males
D ocade B ves

APl Response Logs

Attempted Time 4 Action Response Log
Q/24/2021 342 P Call Close/Complete hittps://fauto.call-view.com/datafiles/ut_recor...
97242021 3:50 P st Attempt

hitps:/fauto.call-view.com/dataflles,/uf_recor...

5.3.2. Call Record Response Log

Cirrus call manager for Dynamics 365 provides a log of API call attempt to retrieve

call recordings. This log can be accessed in the same way for the Outbound API Call
log via settings or phone call activity.

Dynamics 365 Settings « | CallRecord APl Logs 3 Call Received From B..

P mewers @ L

getan alert for the mailbox Technical Tearm™. 9/14/2021 947 AM View Alers
+ nEw o DEACTIVATE  fil DELETE & EMAIL A LINK 3 RUN WORKFLOW  [F] START DIALOG  /® FLOW = GIWORD TEMPLATES ~ ¥) RUN REPORT =
CIRRUS CALL RECORD API LOG : INFORMATION s*
- . Active
Call Rece Ben Males =
4 General

APl Response Logs

Attempted Time

Response Log

9/24/2021 358 PM st/

httpsy//auto.call-view.com/datafiles/ut_recor...

5.4. Cirrus Outbound Response Log

The Outbound API Call Log provides logging whenever the Click to Call function is invoked.
This log can be accessed in one of two ways:

To access the entire log, click on Settings and under the Extensions section click on Outbound
API Call Logs:



Dynamics 365 Settings « | Outbound Call APIL. 3 Call Toiuytrew 3

O rewnens L

e got an alert for the mailbox Technical Tearn'. 3/14/2021 347 AM Wie erts

+ new [ DE

TE ] DELETE () SHARE e EMAILALNK (% RUNWORKFLOW  [F] STARTDIALOG /9 FLOW =

CIRRUS QUTBOUND CALL API LOG : INFORMATION

— & Technical Team
Call To iuytrew .

« Genera

Alternatively, to see logs for an individual Phone Call activity record, navigate to the activity
record that you want to investigate, then click the arrow in the navigation header and under
the Common section click Outbound API Call Logs:

The API response (providing the specific error message) will be shown in the General section:

CIRRUS OUTBOUND CALL API LOG : INFORMATION

Call To Gabriele Cannata -

4 General
3 8 Call To Gabriele Cannata
eCa 8 Call To Gabriele Cannata
8 Yo

/ esk € ERROR: call not allowed whilst operator is logged out 2




