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1 Preface 
 
Thank you for choosing our CRM TAPI interface. 
 
The CRM TAPI interface for Microsoft Dynamics CRM supports your everyday telephone activities in 
Microsoft Dynamics CRM and therefore makes your daily work easier. 
 
The CRM TAPI interface is an integrated application, providing the user with telephone functions for 
incoming and outgoing calls in Microsoft Dynamics CRM. The telephone conversations are fully embedded 
in the activity management as well as in the contact form of Microsoft Dynamics CRM. 
 
Calls can be started directly from all leads, companies, contacts and of course from the activities. 
 
This is an AddOn for Microsoft Dynamics CRM 2016. 
 
On the following pages, you will find a detailed installation and configuration manual. 
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2 Installation 
 

 Requirements 

 
The CRM TAPI interface consists of two services and a TAPI solution to import it in the CRM. 
 
The two services are: 
 
- CRM TAPI Manager (in connection with the CRM) 
- CRM TAPI Connector (connects with the telephone system) 
 
Both of the two services can be installed on one computer (e.g. the CRM server) or on different computers 
within a network. 
The computers for the both services need Framework 4.6.2. or higher  
 
The computer with the TAPI Manager Service has to be a Microsoft Windows Server 2012 R2 or Microsoft 
Windows 10 or higher. The features “Windows Identity Foundation” and “WebSocket protocol” need to be 
activated.  
 
A TAPI driver (first or third party) matching the telephone system is necessary for the computer running the 
CRM TAPI Connector. Without a TAPI driver, the connection setup to the TSP of you telephone system is 
not possible. 
 
Telephony Service Provider (TSP) is used with telephone systems to transmit TAPI functions via the 
connected LAN. 
A compute can be connected to the telephone directly via TAPI and a serial cable, or indirectly via LAN and 
the telephone system. 
For an indirect connection via LAN and telephone system, this is done with the TSP. 
For this, a TAPI driver (remote TSP) must be installed on this computer. 
 
The connection between the TAPI manager service and the CRM Web client is done via WebSockets. 
Therefore, a browser supporting WebSockets is necessary for using the CRM TAPI interface. 
When using a SSL-encrypted connection to the CRM server, there is also a certificate necessary for the 
TAPI manager service. 
Additionally, the service account has to have access the certificate’s private key.  
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In order to establish a SSL-encrypted connection via the WebSocketPort, the WebSocketPort has to be 
configured with the SSL-certificate. 

Show: 

netsh http show sslcert ipport=0.0.0.0:<port> 
 
 
Show Example for Port 8080: 
netsh http show sslcert ipport=0.0.0.0:8080 
 
 
 
 
Add:  
netsh http add sslcert ipport=0.0.0.0:<port> certhash=<Zertifikat-Thumprint> appid={random Guid} 
 
 
Add example for port 8080 and Thumbprint 672c3959257883cfe66f6738512f8ecbb7974bfb: 
netsh http add sslcert ipport=0.0.0.0:8080 certhash=672c3959257883cfe66f6738512f8ecbb7974bfb 
appid={00112233-4455-6677-8899-AABBCCDDEEFF} 
 
 
 
 
Delete: 
netsh http delete sslcert ipport=0.0.0.0:<port> 
 
 
Delete expample for port 8080: 
netsh http delete sslcert ipport=0.0.0.0:8080 
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The service account has to have access to the WebSocketPort, 

Configuration without SSL: 
 
Show: 
netsh http show urlacl url=“http://*:<port>/“ 
  
Show example for port 8080: 
netsh http show urlacl url="http://*:8080/" 

 

Add: 
netsh http add urlacl url="http://*:<port>/" user="<Service-Account>" 
 
Add example for port  8080 and the network service: 
netsh http add urlacl url="http://*:8080/" user="NT AUTHORITY\NetworkService" 
 
 
 
Delete: 
netsh http delete urlacl url="http://*:<port>/“ 
 
Delete example for port 8080: 
netsh http delete urlacl url="http://*:8080/“ 
 
 
 

Configuration with SSL: 

Show: 
netsh http show urlacl url=“https://*:<port>/“ 
 
whow example for port 8080: 
netsh http show urlacl url=“https://*:8080/“ 

 

Add: 
netsh http add urlacl url="https://*:<port>/" user="<Service-Account>" 
 
Add example for port 8080 and the network service: 
netsh http add urlacl url="https://*:8080/" user="NT AUTHORITY\NetworkService" 
 
 
 
Delete: 
netsh http delete urlacl url="https://*:<port>/“ 
 
Delete example for port 8080: 
netsh http delete urlacl url="https://*:8080/“ 
 
  

http://*:%3cport%3e/
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 Installation instructions 

 
Following the order of installation as described below is mandatory, since the TAPI connector needs an 
existing TAPI manager within the network and the respective entities in the CRM are necessary for the TAPI 
manager. The user-defined TAPI entities are available in the languages German and English in the TAPI 
solution. 
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2.2.1 Importing the TAPI solution 

 
When purchasing the TAPI interface, we deliver the TAPI solution as well as the installer for the TAPI 
manager and TAPI connector. At first, import the TAPI solution to Microsoft Dynamics CRM. 
 
For this, go via the navigation area of the Microsoft Dynamics CRM 2016 system to the sitemap “settings” 
and open the entity “solutions” in the left application area. 
All current solutions of the CRM system are listed here. 
 
After clicking the “Import” button in the toolbar  

 
 
 
 
 
 
 
 
 

 
 
the following window opens: 
 

  
 
The “Browse” button determines the solution’s 
location and opens it.  

 
The solution appears in the dataf field. Now, please 
click the “Continue” button in this and the following 
window  
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 In this window, check the box for activation all 
processes and solutions and finish it by clicking the 
“Continue” button.  

 

 

 
 
The solution is imported. This process may take some 
seconds. 
 

 

 

After finishing the installation, the log file opens for 
control and information purposes. The installation 
was finished successfully and error-free, when the 
status of all items is “checked” and can be finished 
with the “Close” button. 

 Now, the “Solutions” entity in the CRM systems lists an entry named “crmtapiinterface” (display name: TAPI 
interface (CTI= computer telephony integration)). 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 

After reloading the CRM with F5 key, the following entities are added to the sitemap with the heading 
“Donaubauer AG”  
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- Configuration,  
- Event log 
- TAPI interfaces  
- TAPI protocols.  
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2.2.2 Installing the TAPI Manager 

 
The TAPI manager should be installed on system which is available 24/7, as for example the CRM server 
itself. 
 
The TAPI manager can be run as a “network service” or by a user account; the user has to be a CRM user 
as well. 
 
If the service is installed as network service and the network service cannot access the CRM, the CRM 
access will be managed by a user account or a CRM user with password  
 
If the TAPI manager is run by a user account or a CRM user, this CRM user must have at least these 
following rights: 
 
Company, contact, lead, user, as well as additional entities: 
- Read-only permission to company, contact, lead and user as well as additional entities entered in the 

configuration in the field “IncallPhoneFields” 
 
Additionally, rights in the following areas:  
 
Business management 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  



DONAUBAUER 
AKTIENGESELLSCHAFT 

 

             12 
 
      Donaubauer Aktiengesellschaft, Wurzener Straße 10, 04774 Dahlen/Sa., Tel.: +49 (34361) 826-0, Fax: +49 (34361) 826-25, www.donaubauer.com 

User-defined entities 
 
 
 
 
 
 
 
 
 

 
Adjustments 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The security role “TapiManager Account” combines these rights for the CRM user who runs the 
TapiManager service. 
 
Please note the following entries allowed by the CRM server. 
 
Start the installer and follow these steps. 
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After a short introduction, the “Next” button leads 
you to page 2. 
 

 

 
 
On page 2, please enter the requested information. 
The information especially depend on the CRM-
type working with the interface.. 

 
CRM TAPI Port:  states the TAPI port for the communication with the TAPI connector  

(default setting: 4505, incoming firewall rule is created at the installation und 
removed at uninstalling) 

 
CRM Web Socket Port: Port for the WebSocket connection between CRM web client and TAPI manager 

service  
(default setting: 8080, incoming firewall rule is created at the installation und 
removed at uninstalling) 

 
Organization:  Name of the CRM organization 
CRM Server:  Address of the CRM server 
 
CRM user: user name of the CRM user 
CRM password: password of the CRM user  

(These two fields will only have to be filled in, if the CRM type is “CRM Online” or if 
the TAPI manager runs on a different domain than the CRM server) 

 
Service account: Enter the user, who runs the TAPI manager service, in the form 

username@domain.tld. 
When the service should run as a network service, the presetting 
“NT AUTHORITY/NetworkService” has to remain or be entered. 
 

mailto:username@domain.tld
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Service password: The password of the user running the service (this field must remain empty for 
system services). 

Certificate: Certificate for using and SSL-encrypted connection for the TAPI manager service 
 
CRM Type:  
  
OnPremise For integrated authentication 

If the CRM accessed via the integrated authentication, the CRM type used is 
“OnPremise 

 CRM Server:  “CRM Server URL” 
 Organization:  “CRM Organization” 

 CRM-Type:   “OnPremise” 
 -> CRM-Service-Url:  http://crmserver/organisation 

 
IFD: for claims-based authentication via IFD 

for the IFD authentication with external access, the CRM type “IFD” is used. 

 CRM Server:  “CRM Server URL” 

 Organization:  “CRM Organization” 
 CRM-Type:  “IFD” 

 -> CRM-Service-Url: https://organisation.crmserver.domain.de 

 

InternalIFD:  For the IFD authentication with internal access 
CRM Server:  “CRM Server URL” 

 Organization: “CRM Organization” 
 CRM-Type:  “InternalIFD” 
 -> CRM-Service-Url: https://i.crmserver.domain.de 

 
These entries have to be made independently from the way of accessing the CRM. 
 
For the CRM types “OnPremise”, “IFD” and “InternalIFD”, no additional entries have to be made. 
 
For the CRM type CRM online a CRM user must be entered. 
 
CRM Online: 

CRM Server: e.g. https://onlinecrm2018.crm4.dynamics.com 

Organization:  “CRM Organization” (unambiguous name) 
CRM Type: “CrmOnline” 
CRM user: “CRM Online user” 
CRM Password: “CRM Online-Password“ 
 
For the CRM type “CrmOnline” a CRM user and a CRM password must be entered. 
 
The ports for the connection to the TAPI connector and TAPI client will not open until the TAPI manager 
could connect the CRM via the created CRM server URL 
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Please note: 
 
For every modification of the TAPI port after the initial installation (so as for repair installations) with the TAPI 
Manager setup file or for a reinstallation after a previous un-installation, the corresponding firewall rules as 
well as the entry in the default record have to be checked and adjusted manually. 
 
 

 

 
 
In our example, the CRM access “OnPremise” is 
performed with the corresponding network service, 
the process proceeds by clicking the “Next” button. 
 

  

 
 

Here, the entered information is checked. 
Only if the check is successful, the installation will 
be continued. Installing with wrong parameters will 
lead to errors while running the service. 
 
Additional information can be found in section 
2.2.3 
Control of the the parameters for installing the 
TAPI manager 
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Now, please accept the EULA. 
Then you are lead to the following window,… 

 

 
 
…where you have to select the installation path. 
 

 

 
 
Only after all steps were confirmed by clicking the 
“Next” button, the TAPI manager will be installed. 
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This may take a few minutes. 

 

 
 
The “Finish” button completes the installation of 
the TAPI manager 

 
When the “CRM server application pool” is not run as a “network service”, but a different user account was 
entered during the installation, this account has to be entered for the CRM TAPI manager service. 
 
After installing the TAPI manager, the service starts immediately with the entered parameters. The further 
parameters are used with the default settings (The Registry entries). 
 
 
2.2.3 Control of the parameters for installing the TAPI Manager 

 
Controlling the installation parameters during the installation is a test for the TAPI manager service for 
whether it can access a current CRM organization with the stated parameters.  
 
Thereto, a CRM service object is generated with the help of the CRM server URL, the organization and the 
CRM type. 
The CRM user is: 

- The entered CRM user or 
- The service account, if no CRM user is entered 

 
Any errors are displayed in a separate dialogue. The user can go back to the previous form and adjust the 
entries and then again click on “Next”. Now, the entries are checked again. 
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In this case, the creation of a CRM service object 
failed. 
 

  

 

 
Here, the CRM user is not valid. 
 

  

 

 
Here, the entry for the CRM organization is 
missing. 
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2.2.4 Installing the TAPI connector 

 
When using a third-party-TAPI driver, make sure to install the TAPI Connector to a system which is available 
24 hours a day, for instance the CRM server itself. 
 
When a first-party-TAPI driver is used, the TAPI Connector must be installed on every Client computer. 
 
Start the installer and perform the following steps: 
 

 

 
 
After a short introduction, use the “Next” button to 
get to page 2.  

 

 
 
On page 2, enter the TAPI manager Port (see 
Installing the TAPI manager) and the TAPI 
Server,(the device on which the TAPI manager 
was installed) before continuing the installation 
with the “Next” button.  
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Now, please read and accept the EULA and click 
“Next”. 
. 

 

 
 
Select the installation path and click “Next”. 

 

 

 
 
By clicking the “Instal”l button, the installation 
begins. 
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This may take some seconds.. 

 

 
 
After installing the TAPI connector, the service 
starts immediately with the given parameters. 
Other parameters are used with the default values 
(see The Registry entries). 
Complete the installation by clicking “Finish”. 
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3 The initial configuration of the CRM TAPI interface 
 
After performing the installation of all components stated above in the given order, the opened CRM explorer 
window has to be restarted. 
 
In the “settings” in the navigation bar, the following navigation buttons were added under the heading 
“Donaubauer AG”: 
 

- Configuration 
- Event logs 
- TAPI interfaces and 
- TAPI protocols. 

 

 
By clicking “TAPI interfaces” in the “Donaubauer AG” section, you will find system generated records, which 
are described in the following paragraphs.  
 
 

 Security roles 

 

 

 
 
With the import of our CRM TAPI interface, two 
new security roles are implemented in your 
system: 
First, the “TapiInterface Admin” role, which can be 
aligned with the CRM administrator, and second, 
the “TapiInterface User” role, which must be 
aligned with every TAPI user. 
 
 

Please remember that the buttons “diagnosis TAPI manager” and “update phone numbers” are only 
activated for users with the “system administrator” role and the “TapiInterface Admin” role in the CRM. For 
users with any other roles, even customized and added ones, these buttons are disabled. 
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 The entity “TAPI interfaces” 

 
After installing the TAPI manager, the default record and the location record are generated by the data 
entered during the installation and then are saved to the “TAPI interface” entity.  
 
After installing all components in the order 

- TAPI solution 
- TAPI manager 
- TAPI connector, 

The TAPI Connector will start automatically and connects with the telephone system. With the TAPI drivers 
installed to the telephone system, the TAPI connector finds all present TAPI lines of all available users and 
passes them on to the TAPI manager. The TAPI manager automatically creates one user record per TAPI-
Line in the “TAPI interfaces” entity. 
 
After the successful installation, the “TAPI interfaces” entity contains at least three entries with the following 
hierarchy: 
 
1. Default record 
2. Location record and 
3. The TAPI-lines (user records, whose number is determined by the amount of found TAPI-lines) 
 

 
 
 
 
 
 
 
 

 
3.2.1 The default record 

 
The default record is automatically created by the system, as soon as the TAPI manager is started and 
connects to the CRM server for the first time. 
 
The default records can be changed or adjusted according to the demands of CRM users by the user with 
the “TapiInterface Admin” role. 
 
After the creation, the TAPI manager will not perform any automatic alteration. 
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3.2.1.1 General information 
 

 
Tapi name: Enter an arbitrary name. Since this is the parent record, we recommend not to 

change the entry and keep “standard”.  
 

Owner: If the default record is automatically created by the TAPI manager, the entry 
“System” will be shown here. This entry can be kept. 

 
Tapi type: The user must select “Standard” from the picklist in the default record. Only by doing 

so, it can be distinguished between the default record and the other records. 
 
Parent record:  Since the default record is on the top level of the hierarchy, select “standard” for the 

default record or simply leave it blank. 
 
3.2.1.2 The configuration data for the TAPI-Manager  
 
The entries were automatically created during the installation. It does not require any manual entry. 

 
 
Server Tapi Manager:  Here, enter the URL for the WebSocket connection from the CRM web client to the 

TAPI manager service 
f.i. wss://tapimanagerserver.domain.local:8080 

. 
Tapi port:   here, the TAPI port was entered automatically. 
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3.2.1.3 Browser set-up for the WebSocket connection (Firefox) 
 
For using the TAPI interface with Firefox, the WebSocket connection to the TAPI manger has to be activated 
resp. allowed first. 
 
There is a testsite for testing the WebSocket connection. 
The URL of this testsite can be found in the entry of the “Server TAPI manager” field of the TAPi interface 
default record.  
F.i. wss://tapimanagerserver.domain.local:8080 
“wss” is replaced with “https”. 
The name of the test site will be as follows: https://tapimanagerserver.domain.local:8080 
 
Now, open this site with Firefox and add the exception for the TAPI manager server 
(tapimanagerserver.domain.local:8080. 
 
In case of success, the following message is shown: 
“This is the Testsite for the Websocket Connection behind this address” 
 
The Firefox’ certification management must contain this exception. 
  

https://tapimanagerserver.domain.local:8080/
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3.2.1.4 General configuration of the complete prefix of the company’s phone number 
 
Here, save all entries for the customer’s company phone numbers. 
 

 
 
International code:  Enter the international code (Troughout Germany it is 0) 
Area code:   Enter the area code (Troughout Germany it is 0) 
Country code :  Enter the country code (49 for Germany) 
Dial prefix:   Enter the dial prefix  
pefix:     Enter the prefix of the company’s location 
call direction index:  is set by the used telephone system, but can also be left out 
Lengt of internal number: Length of the internal extensions of the company. 
 
The entries described in the paragraphs “General information“ to “General configuration of the complete area 
code of the company’s phone number” can only be carried out by the user with the “TapiInterface Admin“ 
role. Users with the “TapiInterface User” role cannot change these entries (the default record is completely 
disabled for these users).  
 
3.2.2 The location record 

 
 
The first location record is automatically created by the system as soon as the TAPI manager is started und 
initially connects with the CRM server. 
 
The location record can be adjusted according to the claim of the CRM users. Changes to the location record 
overwrite the settings of the default record. Therefore, it is possible to set a specific configuration of the TAPI 
interface for every location. 
 
The TAPI manager will not perform any automatic alteration. 
 
The location record especially gains in importance, if the company using the TAPI interface, has multiple 
locations. For every additional location, the user with the “TapiInterface Admin” role has to manually create 
an additional location record. The TAPI lines (user records) (paragraph: TAPI-Lines (user records)) 
automatically created by the TAPI manager, have to be manually assigned to the different location record by 
the user with the “TapiInterface Admin” role. 
 
3.2.2.1 General information 
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Tapi name: this defines the location. If the company has only one location, we 

recommend keeping the name “location”. 
 
Owner: If the location record is automatically created by the TAPI manager, it will be 

pre-set “system” as owner. 
 
Tapi type:  The user must select “Location” from the picklist in the location record. Only 

by doing so, it can be distinguished between the location record and the 
other records. 

 
Parent record: The default record is the parent record the location record. 
 
The entries described in the paragraph “The location record” can only be carried out by the user with the 
“TapiInterface Admin” role. Users with the “TapiInterface User” role cannot change or complement these 
entries (the location record is completely disabled for these users).  
 
3.2.2.2 General configuration of the complete prefix of the company’s phone number 
 
If the location record was automatically created be the TAPI Manager, this section will pre-set all entries for 
the international and area code as well as the country code for Germany. This data correspond with the 
entries of the default record. 
 

 
Length of internal number: The value 3 is automatically pre-set by the TAPI manager. Please adjust this 

value manually according to the needs of your company. 
 
Alll other entries are inherited from the entries set in the default record and do not need the be entered; 
unless adjustments are required.  
 
3.2.3 TAPI-Lines (user records) 

 
When following the installation order (importing the solution, installing the TAPI manager, installing the TAPI 
connector), the TAPI connector will start automatically after the installation, connects with the telephone 
system and informs the TAPI manager about the valid TAPI-lines. The TAPI manager connects with the 
Microsoft CRM and passes on the corresponding line information. The corresponding TAPI –lines (user 
records) are automatically created by this information. 
 
All automatically created TAPI-lines are assigned to the location record automatically created by the TAPI 
manager. For multiple locations, the user with the “TapiInterface Admin” role has to manually assign every 
user record with the corresponding location record. 
 
We also recommend that the user with the “TapiInterface Admin” role gives the TAPI users the “ownership” 
for their own records (TAPI-lines). Thereby, they can individually configure the TAPI-line according to their 
own needs. 
 
(The individual configuration of the TAPI-lines is explained in the user manual of the TAPI interface). 
 
Automatic changes of the TAPI lines by the TAPI manager are not performed after the creation. 
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3.2.3.1 General information in the user record 
Tapi name: is automatically set after successful installation. It composes of  

- Name of the Server, to which the TAPI connector is installed 
- colon 
- Name of the TAPI-Line 
f.i.: hicom.abc.de:25 
This name can be changed if neccessary, in order to better assign the user record (e.g. the 
user’s name) 
 

Tapi-Line: is automatically set after successfull installation, is the same name as the automaticallly 
created Tapi name (see above). 
The Name of the TAPI line, however, must not be changed, since otherwise we cannot 
guarantee for the TAPI interface to work. 
We recommend setting this field for the users to “readonly” by the user with the 
“TapiInterface Admin” role. 

 
Tapi user: has to be assigned to the Tapi user working with this line. 

One Tapi user can have multiple Tapi lines (Feature: multiple Tapi lines per user) 
Therefore, one single user is assinged with multiple Tapi lines. 

 
Owner: The Tapi user should be set as owner for he/she can indivually configure certrain setting 

(popup function etc.) 
 
Tapi type: “user” must be selected from the picklist in the location record. Only by doing so, it can be 

distinguished between the user record and the other records. 
 
Parent record:  the corresponding lcoation record is the parent reocrd. 
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3.2.3.2 General configuration of the complete prefix of the company’s phone number 
 
The user record does not have any pre-set entries here. The required data are inherited form the parent 
record (location record). If there are no entries in the location record, the data will be taken over from the 
default record. 
 

 
3.2.3.3 Adding a new user after the installation 
 
For adding a new user to the system, save a new internal phone number to the telephone system.  
As soon as the TAPI connector connects again with the telephone system, a new TAPI-line (user record) will 
automatically be created. It will be assigned to the new TAPI user together with the corresponding TAPI role. 
 
3.2.3.4 Manually recreating a user record  
 
Manually recreating a user record is only necessary for the feature “multiple users - one TAPI-line”. 
 
Thereby, all entries described in paragraph “TAPI-Lines (user records)” are set manually.  
 
3.2.3.5 The feature “multiple users– one TAPI-line” 
 
This feature is only of importance if multiple users share one TAPI-line, for example for shiftwork or in offices 
with several employees using one phone together. 
 
In this case, manually add the user record to the system, as described in paragraph 3.2.4 and then assign 
the TAPI-line to the second user as well.  
 
3.2.4 The feature “multiple TAPI-lines per TAPI user” 

 
This feature shows one TAPI user the incoming calls of multiple TAPI-lines. 
The way how popups and telephone call are displayed depends on the respective settings of the user record 
of the TAPI-line from which the call was coming in.  
  

multiple#_The_feature_
multiple#_The_feature_
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3.2.4.1 Connecting with other TAPI-Lines (change of location) 
 
In order to enable single users or teams to also work with the TAPI interface on other locations, single TAPI-
lines can be shared with single users. The issue of sharing TAPI-lines is a standard function of Microsoft 
Dynamics CRM and can be accessed by the “Share” button in the Menu bar. 
 

 
 
 
 
 

 
The user with the “TapiInterface Admin” role has the right to perform this process. 
This sharing is documented in the section “TAPI sharing” as follows: 
 
For the user record hicom.abc: 25, the owner is Silke Schräber. 
Other TAPI lines are shared with this user (TAPI-line 66 and TAPI-line 41), listed in column 2.  
Column 3 shows all users who also share the corresponding TAPI-line. 
For example: TAPI-line 66 was also shared for the user Max Mustermann.  
 

 
 
 
 
 
 

 
If the TAPI-line was shared with a team, this can be seen in column 1. The second column lists all other 
TAPI-lines shared with this team and column 3 shows all users who belong to the team. 
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4 Advanced configuration of the CRM TAPI interface 
 
After successfully installing all components of the TAPI interface and the initial configuration, please open 
the TAPI solution in your CRM. It opens in the following window: 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
In this window, you will find four configuration units. 
 

 License 

 
To license the TAPI interface, open the unit “License” and click the “request license” button. 
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The following dialogue window opens: 
 

 
 
your email address: please enter your email addres 
 
Read the EULA, and if you agree the conditions of the contract, check the corresponding box. The import of 
the license is performed by clicking the “Continue” button 
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This process may take some minutes. 
After the successful import, the license record is automatically and completely filled.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
4.1.1 Licensing without internet connection 

 
In case the CRM server has no connection to the internet, the following window opens after clicking the 
“request license” button: 
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Please copy the listed information in an email and send it to lizenzen@donaubauer.com. The Donaubauer 
AG will manually create a license key and send it per email to the sender.  
 
Paste the license key in the correct field and finish the process by clicking “Import license”. 
 
 

Now, accept the EULA. If you do not want to accept the license contract, cancel the process by clicking the 
“Reject” button (bottom right in the window). Uninstalling the CRM TAPI interface can be carried out 
according to the instructions given in paragraph 8 of this manual Uninstalling the CRM TAPI interface. 
 

 
 
 
 
 
 
 
 
 
 
 
 

 
After importing the license key, the fields of the “license information”  were automatically filled with the 
current information of your license key. 

 
 
 
 
 
 
 
 

mailto:lizenzen@donaubauer.com
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 Customization 

 
In the “customization” unit, select the entities which are used in the complete organization by ticking the 
respective box.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Finish this process by clicking “Save” in the menu bar. Depending on the number of selected entities, the 
saving process may take some seconds or minutes.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
The customizations are carried out by a plug-in. 
In order to log it in the eventlog entity, set the configuration record “WriteConfigLog” to “Yes”.  
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 Telephone fields 

 
In the unit “telephone fields”, select the fields from which phone numbers for incoming or outgoing calls are 
retrieved from the entities selected in the Customization unit. 
 
All selected entities can be seen in a picklist field in the configuration section “telephone fields”. 
Here, all text fields of the selected entities with the “telephone” format are listed.  

 
 
 
 
 
 
 
 

One or more fields can be selected per entity. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

This process is finished per entity by clicking “Save” in the menu bar.  
 
 

 Telephone time fields 

 
Telephone time fields can pre-define, which time fields are taken into account in the “telephone call” activity. 
Therefore, the user can select the levels “Begin/end” and “duration”.  
The “Begin/End” level configures which fields are set for the beginning and end of the phone call. Select it by 
checking the chosen fields and finish it by clicking the “Save” button in the menu bar.  
 

 
 
 
 
 
 
 
 
 

 
The “duration” level configures the possible fields for the duration of the phone call. Select it as well by 
checking the chosen fields and finish it by clicking the “Save” button in the menu bar.  
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After finishing the complete configuration, the telephony icons were added to selected fields in the respective 
records. 
 
Company record: 

 
 
 
 
 
 
 

 
Contact record: 

 
 
 
 
 
 
 
 

 
Lead record: 

 
 
 
 
 
 
 
 
 
 
 
 

 
Telephone call 
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 The Registry entries 

 
By installing the TAPI manager and the TAPI connector the corresponding registry entries were generated. 
They can be customized according to your needs. The following paragraphs will describe these entries. 
 
4.5.1 TAPI Manager 

 

 
Certificate Thumbprint Defines the thumbprint for the selected certificate configured in the TAPI 

manager setup. 

CrmOrganisation Defines the CRM organization (unique name, case sensitive), for which 
the TAPI manager was configured. 
The query for the organization names can be retrieved in the CRM via the 
developer resources in customization. 
This entry is retrieved at service start (also restart). 

CrmPassword Defines the password in encrypted form for the user who uses CRM 
online. This is the password which was already set for the installation of 
the TAPI manager. 

CrmServer Defines the CRM server for which the TAPI manager is configured (e.g. 
https://crmsrv.domain.local, or http://crmsrv.domain.local) 
This entry is retrieved at service start (also restart). 

CrmTapiPort Defines the port at which the TAPI manager receives messages. Allowed 
values are 4502 to 4535. The default recommendation is Port 4505. 
This entry is retrieved at service start (also restart). 

CrmTapiWebSocketPort Defines the port for the WebSocket connection between CRM Web client 
and TAPI manager. 

CrmType States the CrmType selected during the installation. 

CrmTypeValues All CrmTypes which can be selected during the installation. 

CrmUsername Defines the user name for the User working online with CRM. This is the 
user name set during the installation of the TAPI manager. 

https://crmsrv.domain.local/
http://crmsrv.domain.local/
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ListenerTestIntervall Defines the time interval of a self test of the TAPI manager regarding 
listening to its port. If the test messages fails, the listen port is rebuild. 
The default value is 60 seconds. 
This entry is retrieved every time after successfully processing the timer. 
Changes apply immediately without a service restart. 

ListenerTestLog Defines whether the entry “ListenerTestIntervall” is to be entered in the 
log file for LogLevel 3.  
0 = no 
1 = yes 
This entry is retrieved every time after successfully processing the timer. 
Changes apply immediately without a service restart. 

LogArt Defines the target location for the information and error messages.  
Allowed values are “Event” or “File”. 
The default value is “Event”. 
This entry is received every time before creating a log. Changes apply 
immediately without a service restart.  

LogArtValues The types states here (event or file) define the possible ways of logging. 
This entry has no consequences; it only serves for documenting the 
allowed values in the Registrykey LogArt. 

LogFile Defines the store name and location of the logfilel 
(C:\LogTapi\Connector_TapiLog.log) only for LogArt = File. 
Please make sure that the directory (file) can be access and written by 
the account starting the TAPI manager service. 
This entry is received every time before creating a log. Changes apply 
immediately without a service restart. 

LogLevel Defines the output types of the log information: 
-Warnings and 
-Errors. 
 
The following values are valid: 

- 0: only errors  
- 1: errors and warnings 
- 3: errors, warnings and general information 
- 6: errors, warnings, general information and detailed output of all 

results and timers.  
 

The higher the LogLevel, the more detailed the output will be. This entry 
is received every time before creating a log. Changes apply immediately 
without a service restart.  

RefreshTelephoneNumberIntervall Defines in which intervals the internal telephone list of the TAPI manager 
is updated in relation to the CRM records changed since the beginning of 
the last retrieval.  
The default value is 1800 seconds (30 minutes). 
This entry is retrieved every time after successfully processing the timer. 
Changes apply immediately without a service restart. 

RefreshTelephoneNumberTime Defines when the internal telephone list of the TAPI manager is 
completely rewritten. This will replace the present telephone list. 
The default value is 4.00 AM. 
The default value can be changed to the minute in the registry. 
(e.g.. format: 4:02, 23:22) 

ServiceAccount Defines whether the TAPI manger was installed as network service or 
running on a user account. 

ServicePassword If the service runs on a user account, here the user’s service password is 
saved in encrypted form. 
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4.5.2 TAPI Connector: 

 
 
 
 
 
 
 
 
 
 
 
 

 
ConnectorKeepAliveIntervall Defines the time interval after which the TAPI manager checks a 

successful test message of the TAPI connector. At the end of the interval 
plus 15 seconds, sending and logging is tried (output from LogLevel 3 
onwards). 
The default value is 20 seconds. 
This entry is retrieved every time after successfully processing the timer. 
Changes apply immediately without a service restart 
This parameter and this function will be discontinued form the next 
version on. 

CrmTapiManagerPort Defines the port at which the TAPI manager receives messages.  
Allowed values are 4502 to 4534. 
The default recommendation is Port 4505. 
This port has be the same as the Port for installing the TAPI manager. 
This entry is retrieved at service start (also restart). 

CrmTapiManagerServer Defines on which device the TAPI manager is installed, with which the 
TAPI connector should communicate. 
Allowed values are the hostname, FQDN or the IP address (IP4 /IP6). 
This entry is retrieved at service start (also restart). 

IncludeMediaTypeVideo For the functionality of the TAPI interface, Tapilines with the MediaType 
Audio are required. This parameter defines whether the Tapilines with the 
additional Media Type Video should be used. 

LogArt Defines the target location for the information and error messages.  
Allowed values are “Event” or “File”. 
The default value is “Event”. 
This entry is received every time before creating a log. Changes apply 
immediately without a service restart.  

LogArtValues The types states here (event or file) define the possible ways of logging. 
This entry has no consequences; it only serves for documenting the 
allowed values in the Registrykey LogArt. 

LogFile Defines the store name and location of the logfile 
(C:\LogTapi\Connector_TapiLog.log) only for LogArt = File. 
Please make sure that the directory (file) can be access and written by 
the account starting the TAPI manager service. 
This entry is received every time before creating a log. Changes apply 
immediately without a service restart.  
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LogLevel Defines the output types of the log information: 
-Warnings and 
-Errors. 
 
The following values are valid: 

- 0: only errors  
- 1: errors and warnings 
- 3: errors, warnings and general information 
- 6: errors, warnings, general information and detailed output of all 

results and timers.  
 

The higher the LogLevel, the more detailed the output will be. This entry 
is received every time before creating a log. Changes apply immediately 
without a service restart.  

RejectViaDisconnect Defines whether an incoming call can be rejected by clicking the red icon 
at the phone call.  
This setting concerns all Tapilines connected by this TAPI connector. 
The following values are valid: 

- 0: function is disabled (default) 
- 1: function is enabled 

 
This entry can be changed during running service. 

NewInitTime Optional registry key of the type REG_SZ. 
 
Defines the point of time to the minute when the Tapilines are re-initalized 
by the telephone system once a day. 
If this registry key does not exist, the re-initializing will not be performed.  
 
(e.g.: format: 4:00, 18:32) 
 
After changing this setting a restart of the service is required. 
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5 Possibilities for the TAPI Diagnosis  
 
 

 TAPI protocols 

 
The “TAPI protocols” entity documents all incoming, outgoing and missed calls. 
 

 
 
 
 
 
 
 
 
 

 
 

 The button “Diagnosis TAPI Manager” 

 
The button “Diagnosis TAPI Manager” can be found in the tool bar and is only enabled for the user with the 
“TapiInterface Admin” role. 
 
By clicking this button, the following window opens: 
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Here, you can see 
 
- Wich version of the TAPI manager is installed 
- For which organization the TAPI licensed was isssued 
- The amount of licensed TAPI lines 
- Which TAPI lines are logged in. 
 
The second column lists all TAPI lines logged in by TAPI connector, the third column lists all TAPI lines 
which are assigned with a user in the “TAPI interface” entity.  
 
 

 Fault detection form the TAPI interface icon 

 
The icons of the TAPI interface are displayed in the entities “company”, “contacts”, “leads” and the telephone 
activities after the complete installation. 
 
When errors occur, an error report can be created by simultaniously pressing “crtl” and the left mouse button. 
 
A “telephone call” activity opens and the error message is opened in the background in a separate window 
(OutCallLog).  

 
All blue and black entries indicate that the TAPI solution works correctly. 
 
Any errors are listed as red entries. 
 

In this example, the TAPI manager of the interface could not be connected. 
 
This function should only be performed when errors occur. As with the full functionality of the TAPI 
interface in the live system, the call would, however, be performed and a connection to the calling 
party would be established.  
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6 Maintenance of the TAPI interface 
 
 

 The button “Update telephone numbers” 

 
The button “Update telephone numbers” can be found in the tool bar and is only enabled for the user with the 
“TapiInterface Admin” role. 
 
The TAPI manager connects with the CRM system at regular intervals in order to match the saved phone 
numbers. Thereby, all corrections, changes or newly entered phone numbers are updated automatically. The 
duration of this regular retrieval is set to 1800 s (30 minutes) by default in 
“RefreshTelephoneNumberIntervall”, but can be changed individually.  
 
The user with the “TapiInterface Admin” role can initiate this porcess immediately by clicking the "Update 
telephone numbers" button. 
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7 Updating the CRM TAPI Interface 
 
Please note: For a CRM migration for several CRM versions, it is necessary to also install the TAPI solution 
after every migration step and to configure it as demo version. 
 
The update of the TAPI interface from version 5.1.x to version 5.2.x is accompanied by extensive installation 
work. There is a separate document for this update. Any other following updates are carried out as described 
below.  
 

 Updating the TAPI solution 

 
As soon as a new update for our CRM TAPI interface is available, you can install it directly. Therefore, 
please proceed as follows: 
 
Just as for the installation of the CRM TAPI interface, in the navigation are of your Microsoft Dynamics CRM 
System go to the navigation buton “Settings” and open the solution “crmtapiinterfac” to the configuration 
page by double-clicking. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Just as for the installation of the interface, the following window opens. In the upper right corner you can find 
the information about the currently installed version, the version available (depending on the 
SoftwareAssurance in progress) as well as the latest version of the CRM TAPI interface  
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If there is a newer version available than the currently installated version, the update routine is started by 
clicking the button “Update”; the following window appears. 
 

 

It lists detailed information about new features of the new 
version and which known errors were fixed. 
 
Now, you ca decide whether to directly install the new 
version or to download the solution, for a manual 
installation at a later point of time. 
 
By clicking “Install”, the new version is directly imported 
and is available for you shortly afterwards. 
 
By clicking “Download”, the latest version is available as 
zip.file for downloading. 
 
In case the update should not be carried out, the routine 
can be terminted by clicking “Cancel.  
 

  
 
Note for all TAPI users after the update of the TAPI solution: 
 
After an update of the CRM TAPI solution, it is necessary to delete the CRM Browser chache of all logged in 
users in order to reload the updated web resources. 
All TAPI users should/must be informed, f.i. via Email. 
The components of the TAPI interface can only be updated, if no TAPI user phones in this moment, since 
otherwise all telephone events and information about the calls are lost 
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 Updating the TAPI-Connector 

 
The update to a new version of the TAPI connector has to be carried out on the server on which the old 
version of the TAPI connector is installed (Installing the TAPI Connector). 
 
 

 

 
 
Start the installer by clicking the “Next” button 

 

 
 
Now, enter the CRM TAPI manager port and the 
CRM TAPI Manager server. They have to be 
identical with the versions that already exist in 
your system. (Installing the TAPI Connector) 
 
Proceed the update by clicking the “Next” button. 
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In this window, select the installation path and 
click “Next” 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
In the next window, the installation of the update 
starts. 

 

 
 
The installation itself may take some seconds or 
minutes. 
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The installation is completed with the “Finish” 
button. 

 
The entry of the CrmTapiConnector appears the program list with the new version number. 
The user with the “TapiInterface Admin” role can also retrieve the version number by clicking the “Diagnosis 
TAPI manager” button. 
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 Updating the TAPI Manager 

 
Das Update einer neuen Version des TAPI-Managers wird in der gleichen Weise wie das Update des TAPI-
Connectors durchgeführt. 
 

 

 
 
Start the installer, 

 

 
 
On page 2 of the installer, the same information as 
for the initial installation are requested, the 
information should be the same as well. 
(Installing the TAPI manager) 
Click “Next”. 

 

 
 
Accept the EULA., 
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Select the installation path and confirm it by 
clicking “Next”. 

 

 
 
Now, the installation starts. 

  

 

 
 
 
This may take some seconds or minutes. 
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Complete the installation on the last page of the 
installer by clicking “Finish”. 
 

 
The entry of the CrmTapiManager appears the program list with the new version number. 
The user with the “TapiInterface Admin” role can also retrieve the version number by clicking the “Diagnosis 
TAPI manager” button. 
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8 Uninstalling the CRM TAPI Interface 
 
For uninstalling, please go to the system control and first uninstall the TAPI connector and second the TAPI 
manager.  
 
Please note: the TAPI manager creates TAPI interface records. These records will remain after uninstalling 
the TAPI manager. 
After a possible reinstallation of the TAPI manager with different parameters, the entries of these records 
have to be adjusted to the new parameters. 

 
 
 
 
 
 
 
 
 

 
The last step is to remove the solution of the CRM TAPI interface. 
 
Before removing the TAPI solution, the Customization made when setting up have to be undone, since 
otherwise the TAPI webresources cannot be removed due to dependencies. 
 
Via the navigation are “settings” and the navigation button “solutions”, all solutions of the CRM system are 
listed. The solution of the TAPI interface (crmtapiinterface) is selected and completely removed with the 
“Delete” button in the tool bar. 
 

 
 
 
 
 
 
 
 
 
 

 
The TAPI interface is now completey uninstalled in your system. 
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If you have any questions concerning our CRM TAPI interface or need additional support, do not hesitate to 
contact us.  
 
Below you will find the contact information of the Donaubauer AG: 
 
 
 

 
 
Wurzener Straße 10 
04774 Dahlen / Sa. 
 
Tel.: +49 (34361) 826-0 
Fax: +49 (34361) 826-25 
Mail: support@donaubauer.com 
Web: www.donaubauer.com  
 
Vorstand: Andreas Donaubauer 
Aufsichtsratsvorsitzende: Andrea Striegler 
Amtsgericht Leipzig 
HRB 23063 
Ust.-ID: DE814819651 
 

mailto:support@donaubauer.com
http://www.donaubauer.com/

