AVAYA

The Power of We"

Avaya Customer Relationship
Management (CRM)

Integration

Access Avaya real-time communications
from Salesforce.com and Microsoft
Dynamics CRM applications

With the Avaya CRM Integration
packaged application for Salesforce.com
and Microsoft Dynamics, Avaya
integrates real-time communications
capabilities with CRM software to
improve productivity and enhance
customer service. Users can click to call
directly from contact lists and CRM
customer records. For incoming or
outgoing calls, a desktop toast pop-up
notification displays contextual
information about the customer and

gives the user the option to:

* hold or release the call

e transfer the call to an available
colleague via a presence-enabled

contact list
* enter notes during the call

e generate an activity record in the CRM
database that includes automatically

populated call detail

* view call history and missed calls in the

PC system tray.

Key Customer Benefits

e Improves productivity through time
saved not having to search for
customer contact details, create
customer activity records, or manually
dial numbers. Users click to dial
customers, colleagues and partners
directly from customer records
(including client case and customer
opportunity records), and sales leads.
A log of inbound and outbound calls
can be generated automatically.
Missed calls, call duration, and
annotated notes are also included
within the client record for easy

retrieval at any time.

Enhances customer service by
presenting the customer number or
name and company within the toast
pop-up. Users can greet the customer
by name, click to open the customer
record, and access relevant customer
information, facilitating more
personalized, well-informed
conversations. And, because users can

see their colleagues’ presence
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information, calls can be transferred
to available personnel from the
desktop, creating a seamless

handover for customer interactions.

* Reduces costs by using existing
desk phones, eliminating the need
to purchase new headsets or other

PC devices.

Key Features

* Packaged integration to Salesforce.
com and Microsoft Dynamics CRM
applications provides ready-to-use,

out-of-the-box functionality.

Click to Dial from contact lists and
customer records that contain

phone numbers.

« Automatic Call Logging of inbound
and outbound calls stores call history
within the client record, including call

duration and missed calls.

Call Annotation allows a user to

enter personal notes during a call
and stores the notes in the record
along with call detail such as time

and date.

Call Duration automatically
captures conversation time for
inbound and outbound calls, rounds
it to the nearest minute, and stores

it in the customer record.

Desktop Notification Service

presents a PC tray toast pop-up that:

» Presents incoming and outgoing
calls the user makes or receives

from associated devices.

» Displays caller name and company
information retrieved from the
CRM database.
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» Offers click to open for CRM
records related to Caller ID, such
as a contact record, opportunities/
orders list, or a notes/activity
record containing information from

previous calls with the customer.

» Enables remote phone answer or
redirect to alternative number
directly from the PC.

» Provides call handling options
including: answer incoming call,
release call before or after answering,
initiate call, place call on hold, retrieve
held call, transfer call to another
contact or telephone number, view

call history and list of missed calls.

* Presence-enabled Contacts List
lets users create a list of frequently
used contacts for quick dialing or
call transfer. Telephony presence

can be added where available.

Missed calls icon in PC system tray

indicates missed calls.

» Click icon to display missed calls
within the activity view of CRM or

short list.

» Return calls using click to call.

User Interface

|| Corporate
Directory

¢ Choice of device for inbound and
outbound call handling within the

CRM application.

Opt to deploy the CRM Integration
package with or without Microsoft
Lync or OCS 2007 R2 installed on
the desktop. To provide a complete
desktop communications
experience, CRM Integration can be
co-deployed with the Avaya
Desktop Communications

Enablement application.

Requirements

Communication Server
(Service Providers)

The following Communication Servers

are supported:

¢ Avaya Aura® Communication

Manager

» Avaya Aura CM 5.2.1and 6.x
(minimum of 6.1 for SIP Endpoints)

» AES 5.2.1SP 2 or higher (minimum
of 6.1SP2 for SIP Endpoints)

¢ Avaya Communications Server 1000

» Release 6.0 to 7.5
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& Domings Task | = Required Information
i/ Fiona Gethaimert AssignedTo. | Kuhinder Singh Q) Status  Completed

%/ Delight Englewright

%/ Crispin Deloitie Subject | Call L Wame | Contact[+] Eliza Fumple aQ Avaya CRM Integration is part of the
%) Brett Cuthbert DueDate  0/04/2011  [200472011] Related To [ Opportunity [ ] ) i i .
i/ Albert Butle Phone  +44-1256-432112 Email Avaya Client Appllcatlons pOI’thlIO of

Description Informetion client-side software plug-ins. Avaya

) Comments  Direction: Incoming
@ Recycle Bin Call Started: 12.54:02 241472011
Call Ended 12'57:33 24/4/2011
Call Duration: 3m29s
Notes: Eliza rang to say she has posted the Q3 order form.

CRM Integration uses Avaya ACE to

integrate to the underlying Avaya
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system (Avaya Aura Communication
Manager and Avaya CS 1000). Avaya
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ACE™ is Avaya’s software platform for
communications-enabled
applications (CEA) and business
processes (CEBP). Its key
differentiator is rapid and simple
integration of Avaya Aura® and multi-

vendor communication systems with
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About Avaya

Avaya is a global
provider of business
collaboration and
communications
solutions, providing
unified communications,
contact centers,
networking and related
services to companies
of all sizes around

the world. For more
information please visit
www.avaya.com.

avaya.com

business applications and workflows. Avaya ACE is available as a set of packaged
applications that can be implemented off-the-shelf with high return on investment,
or as toolkits for IT developers who may not have telecom expertise. Avaya ACE
toolkits consist of both high-level Web services for simple application integration
and low-level foundation services for fine-tuned control of call flows across an

Avaya Aura Session Manager network.

Learn More

For more information on how Avaya CRM Integration can help your organization
gain competitive advantage by integrating business applications and processes
with your existing communications systems, contact your Avaya Account Manager

or Authorized Partner and visit us at www.avaya.com.
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