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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
2.1 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 ldentity 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 ssicert 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 672c¢3959257883cfe66f6738512f8ecbb7974bfb:
netsh http add sslcert ipport=0.0.0.0:8080 certhash=672c3959257883cfe6616738512f8ecbb7974bfb
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/*
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2.2 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

Ais Microsoft Dynamics CRM v #% | EINSTELLUNGEN v  Losungen | v @ Erstellen

Alle L&sun gen ~ Nach Datenséitzen suchen re)
\8F New K Léschen 133 Exportieren 18] Ubersetzungen importieren  [£h Ubersetzungen exportieren [§) Alle Anpassungen verbfentlichen @} Léisungen von Marketplace abrufen

Weitere Aktionen ~
Name Anzeigename Version Installiert am 4 Pakettyp Herausgeber Beschreibung ]

the following window opens:

- olEN - o
Lésungspaket auswihlen @Hire L&sungspaket auswihlen @ Hitfe
Wahlen Sie e komprimierte Datel (ZIP- oder CAB-Datel) mit der zu importieranden Lisung Wahlen Sie die komprimierte Datel (ZIP- oder CAB-Datei) mit der zu importieranden Lésung
aus, und klicken Sie auf "Weiter”. aus, und Klicken Sie auf "Weiter”,
Durchsuchen... ot Dt i 5 2_6_managed.zip Durchsuchen..
Zuriick | | Weiter | | Abbrechen Zuruck | | Weiter | | Abbrechen
“ » A . ’ . : .
The “Browse” button determines the solution’s The solution appears in the dataf field. Now, please
. . . « . » . . .
location and opens it. click the “Continue” button in this and the following
window
_ o -
Lésungsinformationen (@ Hilfe Optionen importieren (@ Hitte
Lasungsinformationen Aktionen nach dem Import
Name: TAPI-Schnittstelle (CTI= Computer-Telefonie-Integration) =] Dient zum Aktivieren beliebiger Prozesse und alle in der Losung enthaltenen Verarbeitungsschritte fur
Herausgeber: Donaubauer AG{donaubauer) B

Pakettyp: Verwaltet

Details zum Losungspaket anzeigen

Weiter ‘ ‘ Abbrechen Zuruck | | Weiter ‘ ‘ Abbrechen

Zurick
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In this window, check the box for activation all
processes and solutions and finish it by clicking the
“Continue” button.

A Anpassungen importieren -- Webseitendialog E

m G T e I P L S b I DR B A The solution is imported. This process may take some
abgeschlossen ist. ds
seconds.

(INRRRRRRRRNRNNRRNNTINI

€5 Lokales Intranet | Geschitzter Modus: Inaktiv %
E— “FEN  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.

@ o5

259396
2503306
2393380
2593358
259328
2593394
2303354

e

Erotouoaate nenumenagen | [ e Setmenen |

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

Mg Microsoft Dynamics CRM v #% | EINSTELLUNGEN v  Losungen | v @ Erstellen

Alle Losu ﬂgeﬂ v MNach Datensatzen suchen D

13 Neu W Loschen 5 importieren [ Exportieren 3 Ubersetzungen importieran B Ubersetzungen exportieren | [[g) Alle Anpassungen verdfientiichen @ LBsungen von Marketolace abrufen
Weitere Aktionen +

Mame Anzeigename Version Installiertam 4 Pakettyp Herausgeber Beschreibung

4]

crmtapiinterface TAPI-Schrittstelle (CTl= Co... 6.04 6/1/2015  Managed Donaubauer AG TAPI-Schnittstelle (CTI= Computer-Telefonie-Integration)...

Microsoft Dynamics CRM | = Einstellungen [l Tapi Schnittstellen | v [CIC)

Unternehmen Anpassung System Prozesscenter Donaubauer AG

]| urernet - E , @ Veruattung E-Mail-Konfiguration u Prozesse Konfiguration

B

Vorlagen Losungen m Sicherheit E Konfiguration von Akt... Ereignisprotokolle
Produktkatalog Dynamics Marketplace m Datenverwaltung E Regeln fur Aktivitatsfe... H Tapi Schnittstellen

Serviceverwaltung Plug-In-Ablaufverfolg.. Systemauftrage CRM-App fir Qutlock Tapi Protokolle

Dolumentenvenvaltung
% Oberwachung

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.

10

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



DONAUBAUER

AKTIENGESELLSCHAFT

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

Details Kerndatensatze Marketing Vertrieb Service Unternehmensmanagement Serviceverwaltung Anpassung Benutzerdefinierte Entitdten

Entitat Erstellen Lesen Schreiben Laschen Anfligen Anfligenan  Zuweisen Freigeben

Benutzer o] Q @]

Benutzersinstellungen O O @] @]

Feldsicherheitsprofil @] @] @] O (@]

QOrganisation L ] o

Rollupabfrage O O o o Q Q

Sicherer Feldzugriff @] @] QO O

Sicherheitsrolle o] O Q @] O

Tesm O L] O o]

Unternehmenseinheit O o] o] @]

Wanrung Q Q Q o]

Ziel ] ] Q @] O @]

Zielmetrik ] @] o @] @] o]

Verschiedene Rechte

“Erstellt am” oder “Erstellt von™ fir Datensétze ~ ~

wahrend des Datenimports Gberschreiben &) Benutzer aktivieren cder deaktivieren (&)

v i

Benutzer emeut Uberoranen Q Betriebsferien aktualisieren Q

CRM-Adressbuch 9] Dem Benutzer ein Gebiet zuweisen O

Drucken @] Einladung senden @]

E-Mail unter anderem Benutzerkonto senden o I e A R @]
‘Warteschlangen genehmigen

Exportieren nach Excel o] Lizenzinformationen lesen Q

Manager fir einen Benutzer zuweisen QO Massenbearbeitung @]

Mabil @] Cffline gehen O

Seriendruck o] Spracheinstellungen O

Synchrenisierte Rollups auf Ziele ausflihren o] Synchronisierung mit Quticok Q

T R T aD e} Unternehmenseinheit aktivieren oder e}
deakfivieren

Unternehmenseinheit erneut Gberordnen Q Vorgénge im Namen anderer Benutzer [ ]
ausfihren

‘Webseriendruck Q Zusammenfiihren Q

11
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User-defined entities

Details Kerndatensitze Marketing Vertrieb Service Unternehmensmanagement Serviceverwaltung Anpassung Benutzerdefinierte Entititen

Entitat Erstellen Lesen Schreiben Laschen Anfligen Anfilgen an  Zuweisen Freigeben
Konfiguration ® ® ® ® @] @]

Tapi Protokoll [ ] [ ] [ ] [ ] @] @] @] @]
Tapi Schnittstelle ® ® ® ® ® ® @] @]

Adjustments

Details Kemdatensitze Marketing Vertrieb Service Unternehmensmanagement Serviceverwaltung Anpassung Benutzerdefinierte Entitdten

Entitat Erstellen Lesen Schreiben Laschen Anfligen Anfigenan  Zuweisen Freigeben
Anpassungen
Ansicht
Attributzucrdnung
Beziehung
Dialogsitzung
Dienstendpunkt
Entitat
Entitdtszuordnung
Feld

Herausgeber

Image fir den SD-
Nachrichtenwverarbeitungsschritt

O 0000000000
OO0 0000QC0O0O0OQO0O0C0

Impertauftrag

Komplexe Konfiguration

Lésung

Optionssatz

Plug-In-Assembly

Plug-In-Typ

Prozess

SDK-Nachricht
SDK-Machrichtenverarbeitungsschritt

Sichere Konfiguration des SDK-
Nachrichtenwverarbeitungsschritts

Systemauftrag
Systemdiagramm

Systemformular

onoNoNoRNoRN N NeN N NoelonoNeoRN BEol ol NeNoN NeNeoNs
000 0000000 O0O0O0O0 O OOOO0OO0O0OO0O

000 O O0O0O0O0O0QO0OO0
000 O Q0000000

‘Webressource

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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CRM Tapi Manager Setup = =
Welcome to the CRM Tapi Manager Setup After a short introduction, the “Next” button leads
Wizard you to page 2.

Wizard,

The Setup Wizard will install CRM Tapi Manager on your
computer, Click Next to continue or Cancel to exit the Setup

Cancel

i
I.u

i

CRM TAPI Port

CRM WebSocket Port

CRM Crganisation
CRM Server URL
CRM Benutzer
CRM Password
Service Account
Service Password
Zertifikat

Version 8.1.1

CRM Tapi Manager Setup \;Ii-

|a505

On page 2, please enter the requested information.

|sna0

The information especially depend on the CRM-

|crm

type working with the interface..

|ht|ps :ffermserver.domain. local

|NT AUTHORITY \MetworkService

v]

CRM-Type

OnPremise ~

CrmOnline

IFD
InternallFD ]
OnPremise

CRM TAPI Port:

CRM Web Socket Port:

Organization:
CRM Server:

CRM user:
CRM password:

Service account:

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)

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)

Name of the CRM organization
Address of the CRM server

user name of the CRM user

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)

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.

13
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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

InternallFD: For the IFD authentication with internal access
CRM Server: “CRM Server URL”
Organization: “CRM Organization”
CRM-Type: “InternallFD”
-> 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 “InternallFD”, 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

14
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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.

CRM TAPI Port 4503

CRM WebSocket Port [ango

CRM Organisation ICRM

CRM Server URL Ihth:ls:ﬂcrmserver.domain.loal

CRM Benutzer I

CRM Password ”

Service Account |NT AUTHORITY \NetworkService

Service Password ”

Zertfikat |

Version L1 OnPremise W

Der CRM Service wurde erstelt.
httpc/fom20 165/ Tap ARMSenvices/20 § 1 Organzation. sve

€ Do Dot wird mit demn Berntzer Dier Tester’ rutaert.

In our example, the CRM access “OnPremise” is
performed with the corresponding network service,

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

the process proceeds by clicking the “Next” button.
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End-User License Agreement

Now, please accept the EULA.
Then you are lead to the following window,...

Flease read the following license agreement carefully

Wichtig!

Bitte lesen Sie vor | llation der Soft TAPI-
Schnittstelle (CTl = Computer-Telefonie-Integration) fiir Microsoft
Dynamics CRM diese Lizenzbedingungen aufmerksam durch.

Dieser Endbenutzer-Lizenzvertrag (kurz "EULA" = End User
License Agreement) ist ein rechtsgultiger Vertrag zwischen lhnen
(entweder als natiirlicher oder juristischer Person) und der
Donaubauer Aktiengesellschaft fiir das lhnen gelieferte und im
vorab genannte Software-Produkt. Durch die Installation und

(1% accept the terms in the License Agreement;

Destination Folder . .
Click Mext to install to the default folder or dick Change to choose another. . Where yOU have to seIeCt the |nsta"at|on path .

Install CRM Tapi Manager to:

IC:\Frogram Files\Donaubauer {CrmTapiManager',

Ready to install CRM Tapi Manager @ Only after all steps were confirmed by clicking the
“Next” button, the TAPI manager will be installed.

Click Install to begin the installation. Click Back to review or change any of your
installation settings. Click Cancel to exit the wizard.

Install
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i CRM Tapi Manager Setup = =

Installing CRM Tapi Manager @ This may take a few minutes.

Flease wait while the Setup Wizard installs CRM Tapi Manager.

Status: Starting services
I

dext Cancel !

i CRM Tapi Manager Setup = =

Completed the CRM Tapi Manager Setup The “Finish” button completes the installation of
Wizard the TAPI manager

Click the Finish button to exit the Setup Wizard.

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 Reqistry 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
(x] DeOMEmieULuogie, failed.

a
e /formd0 16/ Tapl MRMServices /20 1 1/Orpanizaton. s wed

©) O servion Account kaen richt (Berrift werden,

Here, the CRM user is not valid.

) Der CRM Service wurde enstelt.
hittp:/fom20 165/ Tapi NRMServices 20 1 LJOrganization. sve

Here, the entry for the CRM organization is
Der CRM Service kann icht erstelit werden, missing.
Dre CRM Orgar st nicht b
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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:

i) CrmTapiConnector Setup = =
Welcome to the CrmTapiConnector Setup After a short introduction, use the “Next” button to
Wizard get to page 2.

The Setup Wizard will install CrmTapiConnector on your
computer. Click Mext to continue or Cancel to exit the Setup
Wizard.

Cancel

i CRM Tapi Connector Setup |;|i-

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.

CRM TAPI Manager Part |4505

CRM TAPI Manager Server |Tap|ManagErSErver|

Version 811

Back || Next I ‘ Cancel
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End-User License Agreement

Now, please read and accept the EULA and click

Please read the following license agreement carefully

“Next”.
Wichtig!
Bitte lesen Sie vor Installation der Soft TAPI-
Schnittstelle (CTI = Computer-Telefonie-Integration) fiir Microsoft
Dynamics CRM diese Lizenzbedingungen aufmerksam durch.
Dieser Endbenutzer-Lizenzvertrag (kurz "EULA" = End User
License Ag t) ist ein rechtsgiiltiger Vertrag zwischen lhnen
(entweder als natiirlicher oder juristischer Person) und der
Donaubauer Aktiengesellschaft fir das lhnen gelieferte und im
vorab genannte Software-Produkt. Durch die Installation und
[A3
Destination Folder . . . « .
Click Mext to install to the default folder or dick Change to choose another. SeIeCt the InSta"atlon path and CIICk NeXt .
Install CrmTapiConnector to:
IC:\Prograrn Files\Donaubauer \CrmTapiConnector,
Ready to install CrmTapiConnector @ By clicking the “Instal’l button, the installation
begins.

Click Install to begin the installation. Click Back to review or change any of your
installation settings. Click Cancel to exit the wizard.

Install
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i CrmTapiConnector Setup = =
Instaling CraTapiConnector @ This may take some seconds..
Flease wait while the Setup Wizard installs CrmTapiConnector,
Status: Starting services
|
Back Mext Cancel
i) CrmTapiConnector Setup = =
Completed the CrmiTapiConnector Setup After installing the TAPI connector, the service
Wizard starts immediately with the given parameters.

Other parameters are used with the default values
(see The Reqistry entries).
Complete the installation by clicking “Finish”.

Click the Finish button to exit the Setup Wizard.
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3 Theinitial 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

- Eventlogs

- TAPlinterfaces and
- TAPI protocols.

Microsoft Dymamics CRM = Einstellungen [§SM Tapi Schnittstellen | v
Unternehmen Anpassung System Prozesscenter Donaubauer AG
.',II Unternehmensmanag... m Anpassungen @ Verwaltung E-Mail-Konfiguration n Prozesse Konfiguration

Vorlagen Losungen m Sicherheit E Konfiguration von Akt... Ereignisprotokolle
| Produktkatalog Dynamics Marketplace m Datenverwaltung E Regeln fir Aktivitatsfe... E Tapi Schnittstellen

Serviceverwaltung Plug-In-Ablaufverfolg...

Systemauftrage
Dokumentenverwaltung
% Uberwachung

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

CRM-App fiir Qutlook Tapi Protokolle

3.1 Security roles

Benutzerrollen verwalten X
Welche Rollen méchten Sie auf die ausgewshlten 1 Benutzer anwenden? With the |mport of our CRM TAPI |nterface, two
_ new security roles are implemented in your
heennene neemenmensE et system:
[ scheduler Tepi2013Test A First, the “Tapilnterface Admin” role, which can be
ystem Administrator i20 : : iAi
gsf'“” pemntr feeoTTE aligned with the CRM administrator, and second,
System Customizer Tapi2013Test « . " A
] Tapilnterface Admin Tapi2013Test the “Tapilnterface User” role, which must be
™ Tapilnterface User Tapi2013Test aligned with every TAPI user.
[[] vice President of Marketing Tapi2013Test v
[ Vice President of Sales Tapi2013Test
OK Abbrechen

Please remember that the buttons “diagnosis TAPI manager” and “update phone numbers” are only
activated for users with the “system administrator” role and the “Tapilnterface Admin” role in the CRM. For
users with any other roles, even customized and added ones, these buttons are disabled.
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Ais Microsoft Dynamics CRM v # | EINSTELLUNGEN v  Tapi Schnittstellen | v @ Erstellen

=+ NEU T LOSCHEN | = [ LINKKOPIEREN | ~ e LINK PER E-MAIL SENDEN | ~ [®) BERICHT AUSFUHREN ~ E; EXPORTIEREN NACH EXCEL i DATEN IMPORTIEREN  ~ -

ik Erveiterte Suche
+ Aktive Tapi Schnittstelle « Nach Datensatzensuchen Tl Dingrose TAP Marnager [
2 Aktualisieren Telefonnum...
+ TapiName Tapi Typ Tapi Line Tapi Benutzer Ubergecrdneter Datensatz... stz i a
slll Diagrammbereich »
Standard Standard SYSTEM orarzwts se AM 9
]
Standort Standort Standard SYSTEM 6/4/2015 942 AM Lg
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3.2 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)
Au Microsoft Dynamics CRM v #& | EINSTELLUNGEN v Tapi Schnittstellen | v @ Erstellen ?:::;‘:Ti':h
=+ NEU W LOSCHEN | ~ Q LINK KOPIEREN | ~ > LINK PER E-MAIL SENDEN | ~ D BERICHT AUSFUHREN ~ ﬂi EXPORTIEREN NACH EXCEL i,I:ATEN IMPORTIEREN | ~
+ Aktive Tapi Schnittstelle ~ och Dersitzen schen o

V| Tapi Name Tapi Typ Tapi Line Tapi Benutzer Ubergeordneter Datensatz..  Besitzer Erstellt am Y &
Standard Standard SYSTEM 6/4/2015 9:42 AM

Standert Standert Standard SYSTEM 6/4/2015 9:42 AN

hicom abe.de:25 Benutzer hicom.abc.de:25 Max Mustermann Standort SYSTEM 6/4/2015 9:44 AN

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 “Tapilnterface Admin” role.

After the creation, the TAPI manager will not perform any automatic alteration.
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3.2.1.1 General information

Soa Tapi Schnittstelle
Standard
4 Allgemein

Tapi Name * Standard
Besitzer * £ svsEm =]

Typ und Angabe des iibergeordneten Datensatzes (Standard, Standort Datensatz)

TapiTyp * |standars [v] Ubergeardneter 7 Standard
Datensatz

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

S0, 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.

4 Konfigurationsdaten fir den Tapi Manager

Server auf dem der Tapl Manager L3uft

Server Tapi wzstapimanagerserver.domain.local. 2080
Manager

TapiPort (Beresch von 4502 bis 4534, Standard 4505)

Tapi Port 4. 505

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.

25

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



DONAUBAUER

AKTIENGESELLSCHAFT

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.
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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.

4 Telefon Daten

Allgemeine Konfiguration der gesamten Vorwahl der Firmentelefonnummer

Auslandsvorwahl I Inlandsvorwahl
Landeskennzahl Einwahlnummer
Konfiguration fir ausgehende Rufe

Amtsvorwahl Worwah!

Konfiguration fur eingehende Rufe und Angabe der maximalen Lange der internen Nummer

Richtungskennzahl I kdaunn%;ér:teme v
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 “Tapilnterface Admin*
role. Users with the “Tapilnterface 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 “Tapilnterface 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 “Tapilnterface Admin” role.

3.2.2.1 General information

/I" Tapi Schnittstelle Tapi Schnittstellen ~ | A | ¥
Standort- W10
4 Allgemein -~

Tapi Name ™* Standort
Besitzer * £ svsTEM =1

Typ und Angabe des iibergeordneten Datensatzes (Standard, Standort Datensatz)

Tapi Typ * [standort [v] Ubergeoraneter 7 Standard ro1
Datensatz
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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

“Tapilnterface Admin” role. Users with the “Tapilnterface 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.

Aligemeine Konfiguration der gesamten Vorwahl der Firmentelefonnummer

Aus ahl 0

49

iir ausgehende Rufe

fiir eingehende Rufe und Angabe der maximalen Lange der internen Nummer

mmmmmm

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 “Tapilnterface Admin” role has to manually assign every
user record with the corresponding location record.

We also recommend that the user with the “Tapilnterface 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
»  Tapi Schnittstelle Tapi Schnittstellen v | & b
hicom.chd.de:28
4 Allgemein A
Tapi Mame * hicom.abc:25
Tapi Line hicom.abc:25
Tapi Benutzer ] Schraber, silke .ﬂ Besitzer * ) Schraber, Silke _ﬂ
Typ und Angabe des iibergeordneten Datensatzes (Standard, Standort Datensatz)
Tapi Typ * Benutzer [V] Ubergeordneter iy Standort =]
Datensatz

- 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
“Tapilnterface 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 Icoation 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.

Aligemeine Konfiguration der gesamten Vorwahl der Firmentelefonnummer

Auslandsvorwahl Inlandsvorwahi
Landeskennzahl Einwahlnummer
Konfiguration fiir ausgehende Rufe

Amtsvorwahl Vorwahl
Konfiguration fiir eingehende Rufe und Angabe der maximalen Linge der internen Nummer

Richtungskennzahl Lange interne
Nummer

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.
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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.

- . Schraber. Silke
Aig Microsoft Dynamics CRM v #% | EINSTELLUNGEN v  Tapi Schnittstellen | v (‘B Erstellen Tapi2013Test
4 NEU # BEARBEITEN + AKTIVIEREN ré DEAKTIVIEREN ﬁ LOSCHEN | ~ _&)5 ZUWEISEN e
+ Aktive Tapi Schnittstelle ~ Wach atesatzensucnen »

The user with the “Tapilnterface 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 Schréber.

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.

4 Tapi Freigaben

Benutzer/Team Freigegebene Tapilines Benutzer

Schraber, Sike hicom,abe.de:2s
hicom.abc.de:66
hicom.abe.de:41

Schraber, Sike
Mustermann, Max

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.

4 Tapi Freigaben

Benutzer/Team Freigegebene Tapilines Benutzer

Team ABC hicom.abc.de:9

Schraber, Silke
Mustermann, Max

Mustermann, Marie
Tester, Tabias
Sample, Sam

31

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



DONAUBAUER

AKTIENGESELLSCHAFT

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:

Losung TAPI-Schittstelle (CTI= C. Installierte Version: 52,5

87 informationen u§e :'D:! DONAUBAUER Aktuelle Version: 525
3 Konfiguration AKTIENGESELLSCHAFT

&5 Komponenten Aligemein
(B optionssatze
¥ 4 Anpassungen
@) Clienterweiterungen
9] Webressourcen Telefon Felder
Z, Prozesse Telefon Zeitteider

> 3 Plug-In-Assemblys
[i£] SDK-Nachrichtenverarbeit...
@ Dienstendpunkte
[ pashboards
2] gericnte
88 verbindungsrolien
3] Artikelvoriagen
8] vertragsvorlagen
5] e-Mail-voriagen
L3} Seriendruckvoriagen
&7 sicherheitsrollen
&) Feldsicherheitsprofile

CRM-TAPI-Schnittstelle

In this window, you will find four configuration units.

4.1 License

To license the TAPI interface, open the unit “License” and click the “request license” button.

7

| T G DONAUBAUER

Lizenz Lizenz Update About
anfordemn (importieren AKTIENGESELLSCHAFT

-

Lizenz. Allgemein

Lizenz. — 3 i

Anpassungen -~ Lizensierung

Telefon Felcer

Telefon Zeitfelder Lizenzinformationen Lizenzschlassel
‘Organisationsname;
Organisationsld:
Version:
Lizenztyp:
Ablaufdatum:

Lizenzstatus

Lizenz ungdltig.
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The following dialogue window opens:

Lizenzanforderung
I
. Lizenzanforderung
Sie missen den Bedingungen dieser Vereinbarung zustimmen, damit Sie den Vorgang fortsetzten kénnen. Sie erhalten
anschlieBend eine 30 Tage DEMO-Lizenz bzw. Inhre endgiltige Lizenz.

Ihre E-Mail Adresse* |test@email.de

<Tapilnterface>
<orgname = Test</orgname:>
<organizationid>%edBd1fb-577a-e411 -800f-00155d001362 < forganizationid >
<version=48.1.1<version=
<tapilines=20</Tapilines>
<expirationdate> 2016-06-30</expirationdate >
</Tapilnterfacex>

Wichtigt

Bitte lesen Sie vor Installztion dieser Software (hachfolgend Add-On genannt) diese Lizenzbedingungen ~
aufmerksam durch.

Dieser Endbenutzer-Lizenzvertrag (kurz "EULA" = End User License Agreement) ist ein rechisgiltiger Vertrag

mwischen Ihnen [nachfolgend Kunde genannt) {entweder als natlrlicher oder juristischer Persan) und der

Donaubauer Aktiengesellschaft fir das Ihnen gelieferte Add-COn, Durch die Installation und Verwendung dieser
Software erkldren Sie sich mit den Bedingungen dieses Vertrages einverstanden.

Sollten Sie mit den Bedingungen dieses Vertrages oder Teilen hiervon nicht einverstanden sein, dann brechen Sie

die Installation hier ab.

1. Software-Lizenz

[Oas dieser Lizenzvereinbkarung beigefigte Add-On darf nur verwendet werden, wenn der Kunde dber eine giltige
Lizenz fir dieses Add-On verfigt. Das Add-On ist Eigentum der Firma Donaubauer Aktiengesellschaft und ist
urhieberrechtlich geschitzt. Der Kunde erwirbt mit dem kKauf der Lizenz das Recht, dieses Add-on zu nutzen. Er
erwirbt keinerlei Rechte an diesem Add-On selbst oder an der Donaubauer Aktiengesellschaft,

Es ist nicht gestatiet, Kennzeichnungen des Add-0On's zu entfernen oder zu modifizieren, sowie das Add-COn zurlick
zu entwickeln {Reverse Engineering) zu dekompilieren oder zu disassemizlieren. Fermer ist der Kunde nicht
berechtigt, das Add-On zu verleihen, zu wvermieten, Unterlizenzen zu vergeben, weiter zu verkaufen cder gegen
ginen Gegenwert zu dbertragen.

Mit dem Erwerb dieses Add-On's ist der Kunde berechtigt, eine Kopie des Produktes fir eine CREM-Organisation zu
installieran, zu verwenden und das Add-On filr eine lizensierte Anzahl von CRM-Usern dieser Organisation zur
Verflgung zu stellen.

Die technischen Vioraussetzungen fur eine fehlerfreie Installation der einzelnen Bestandteile des Add-0On's W
entnehmen Sie bitte der entsprechenden Dokumentation.

E Ich stimme den Bedingungen dieses Vertrages zu.

[ L I L B = R W L R R e e

Weiter | | Abbrechen

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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Lizenz wird importiert.

This process may take some minutes.
After the successful import, the license record is automatically and completely filled.

Lsung TAPI-Schnittstelle (CTI= C...

w-p\’ :-}\’ Installierte Version: 325
& Informationen .TK” :)ﬁ' % “ DO N AU B AU ER Aktuelle Version: 5.2.5
B Lizenz Lizenz Update About
2F Konfiguration e o] AKT LECHAFT
B8 komponenten Lizenz Allgemein
& [ Entitsten Lizenz -
Optionsstze m R F
- ', Lizensierung
ungen
Webressourcen Telefon Felder
Z. Prozesse Telefon Zeitfelder Lizenzinformationen Lizenzschltssel
(> +J Plug-In-Assemblys
SDK-Nachrichtenverarbeit... ; Organisationsname: Scanitistellen Dokumentation PFR1cGIIbnRIcMZhY2U+PGIyZ25hbWU+UZNobmi0dHNOZWxsZWAgRG
& Dienstendpunkte i — |ordw Wb 3INbmFZ T48h3nYWEpemFOaWSUa WG+ ODYONDI N
— Organisatiensic: 86449eb0-25ad-2011-57e4-00155d007 | vjaAtMjVhZC 1IMDEXLWE3ZT QIMDAXNTVKMDA3ODEZPCOvemdhbmigYX
i T o Rpb25pZ048dm\yc2ivbjd1 LjluNT ye2Ivbi: /zFilWPC
%] sericrte ersion: = 90YXEpbGIUZXM+PEVACGyYXRpb2EKYXRIP] WM TMIMTIMTIBL2V4cGly
%3 Verbindungsrollen Tapilines: 20 XRpb2EKYXRIPKTaWduYXR1gBioWxy TnpaRjd1NIVxcEyOUdrT1NweG
8] artikenvoriagen AWMLOUXhQWATYONRIRZ cmJMUWprdkNwZJRWZKIOZ DQrZUtndnFz
[#] vertragsvorizgen Ablaufdatum: 2013-12-12 THdgeXdtQ3gvaEFIOD AweEZkRzZsd I reTYyR3IQ4eHNHTWIBYVFAL 3do
B evai 33hoVCINMUyMzdilz\VQ3p WXAS TFVEU3Izd 1ZDVOpkTEDdGFxeW1aT
BT 2FXULIR 1 VEMGo2S Wy TOJEL UK ZpDemRWUThebz JU3MOMIMZGON
{13 Sertendrucikvoriagen ZNHkEeDdpRVRTNFpXUEigMzdoQ2EmalMWUxgSOFNTTZVUO 1RiI3Mn
€7 sicherheftsrolien Lizenzstatus Y5TTNgeipRNDVNGNZZbjFOYnVCeVARDJFNRBIUFpMNDIkeFBFGZuYIJ
8 Feldsicherheitsprofile UUSJbFIwWNWI1dVhSdmbmVHE1al40d01LamayckAWTRYL2JabF AzQIZB
Lizenz giittg. TUNBUE1QeTRMROpRAZdSYXINSTBpUWhOGHBWT G4ERZXmQVRIZTE

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:

Lizenzanforderung B

Fir Ihre Lizenzanforderung wird IThnen hiermit ein Text dargestelit, welchen Sie im
Anschluss bitte kopieren. Ubersenden Sie diesen Text bitte zur Lizenzerstellung an
folgende E-Mail Adresse.

lizenzen@donaubauer.com

<Tapilnterface>
<grgnamerTest</orgnamex>
<grganizationid>9ed&d11b-577a-e4 11 -800F-001 55000362 < forganizationid >
<version=a. 1.1 < version=
<tapilines=20</Tapilines>
<gxpirationdate > 2016-06-30</expirationdate>

</Tapilnterface=>

oK
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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”.

- e ﬁ
Lizenz Lize?: Update :;:l[ DONAU BAU E R
anfordemn (importieren AKTIENGESELLSCHAFT |
Lizenz Allgemein
Lizenz =
Anpassungen Lizensierung
Telefon Felder

Telefon Zeitfelder

Lizenzinformationen

Organisationsname;
Crganisationsld:
Version:

Lizenztyp:

Ablaufdatum:

Lizenzstatus

Lizenz ungiltig.

Lizenzschlussel

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.

Wichtig!

einverstanden.

1. Software-Lizenz

Bitte lesen Sie vor Installation der Software namens  Tapi-Schnittstelle fir Microsoft Dynamics CRM
2011 diese Lizenzbedingungen aufmerksam durch.
Dieser Endbenutzer-Lizenzverirag (kurz "EULA” = End User License Agreement) ist ein rechisgifiger
Vertrag zwischen lhnen (entweder als natirlicher oder juristischer Person) und der Donaubauer
Akfiengesellschafi fur das Ihnen gelieferte und im vorab genannte Software-Produkt. Durch die
Installation und Verwendung dieser Software erkldren Sie sich mit den Bedingungen dieses Verirages

Soliten Sie mit den Bedingungen dieses Vertrages oder Teilen hiervon nicht einverstanden sein, dann
brechen Sie die Installation hier ab und geben die Software dem Handler zuriick, der Ihnen den
Kaufpreis gemaR seinen Geschafisbedingungen zurick erstatten wird.

[Rocepieren ] Avienen

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

Telefon Zeitfelder

Lizenzinformationen

Organisationsname: tapi
Version: 521
Tapilines: 20
Ablaufdatum: 2013-09-
Lizenzstatus

Lizenz giiltig.

T 2 éﬁ“ 4
il Bl DONAUBAUER
anfordemn importieren AKTIENGESELLSCHAFT
Lizenz Allgemein
Lizenz —
Anpassungen Lizensierung
Telefon Felder

Lizenzschlassel

PHIVB3Q+PG5hWU+QINVGFwallLnbm FrZXIBLI5hb WL+ PGIYZ 2FuzXpha Givej50YXEer|
Npb24+PHRhcGIsaW5lczdy M Dwvd GFwaWxpbmVzPjxleHB pcnik Y XRIPTwM TMM Dk M DO
Z0dTbTRuEURETIood UZkM1dPZWiul GRS UkFatzAxakFtZ2pab L 00WNETVBMBWLIWED:
RaVIBDVTAySGdzbVFIUOtIRHpQQOhrdURHADAMbB2RHZE Y pHAERDSEQUZKIXRIZGY 3R
bmASN2IPZGREWEN)eGwOSkhFUERPZ0pORUCKLIFOMZEA Tk ROLrbWIGLLIDelljbv/0bzd]
| dCcGhadkNmQTQyOTIYNKVNdWNXZIIhOEFOUVKZTWIDS1IyNFhhLOFOYzd1eGxFcmiHWW
SUVDSHIMbGESNWMN1TnFPNTZRSGH NEGTTZBROc2dUNgdiwvOGxL NHo4R2ZrN ndiWm44)
NSVGhSWWEVTTAZC3hGeUhTemxMeiBvTWCZZWUSRFZtejQ5SMWSQZkNEMFpzenlikM1Vic)
| CERSYIVyDXYAZE IXT3R1WWRKQyBxb IRWWWITTHNrVTNybFMydG pKRUIQRGSYWESIcHNH
ITROZIbiNGSaEs5VES 20 FXQmISMDFKNXBVSVES Uzdz Tmi0d 20 CQitS TzhmZGLoRXMWEF IV
PCayb230Pg==
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4.2  Customization

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

respective box.

oooooao

Gebiet
Gespeicherts Sicht
Kampagne
Kampagnenaktivitit

Kampagnenreaklion

Konfiguration

temitory

userquery
campsign
campaignactivity
campaignrespanse

donau_configuration

Installierte Version: 525
H ib ‘ Aktuelle Version: 525
sovenern | Upoate ‘anout DONAUBAUER
AKTIENGESELLSCHAFT
Anpassungen _ Allgemein
Lizenz
s (g CRM Anpassungen
Telefon Felger
T Zeitfelder Name Schemaname Beschreibung
O Emal email Akivitst, die unter Verwendung von E-Mail-Protokollen ibermittelt wird. =
[l E-Mai-Aniage scivitymimeatiachment MIME-Aniage fr eine E-Mail-Aklivitat
[ Einneit uom Maeinheit
[0  Einheitengruppe uomschedule Gruppierung von Einheiten.
[ Ereignisprotokoll donau_eventiog
O Fax fax Akivitst, die das Anrufergebnis sowie die Anzanl der Seiten eines Faxes d

m

Gebiete stellen Veririebsregionen dar.
Gespeicherte Datenbankabirage, die im Besitz eines Benutzers ist.

Container fir

Aufgabs, die von sinem Benutzer fiir die Planung oder Durchfilhrung siner Kampagne ausgsfiinrt wurde oder auszufii...

Reaklion von einem bestehenden oder einem potenziellen neuen Kunden auf eine Kampagne,

fiir Produkte der AG

Produkte und Listen zur Erstell. ..

[ Markstinglists list Gruppe oder oder sonstigs Vertri erstelitwu

Kunden, die fir

das bei dem durch einen Lead oder eine Verkauf als aufiritt. H‘

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.

Anpassungen werden importiert.

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”.

KONFIGURATION : INFORMATIONEN

WriteConfiglog =

4 Allgemein
Name ™ WriteConfiglog Anwendung * 'CRM TAPI Schnittstelle
Ubergeordnet.
Daten
Datentyp Zwei Optionen
Wert (Zwei Optionen) Ja
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4.3 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.

H é 4 Installierte Version: 525
Al Aktuelle Version: 525
Speicnem  Upcate About DONA»HEG@H&E

Telefon Allgemein
Lizenz
e | é- Telefon Felder
Telefon Felaer
Entitat
Telefon Zeitreider Kontzkt
In Out Lead Schemaname Beschreibung
=

One or more fields can be selected per entity.

H ﬁ ‘ Installierte Version: 525
= 1 Aktuelle Version: 525
oo e DONAUBAUER

Telefon __ Aligemein

[tizene o

—— | L& Telefon Felder

Telefon Felder

Telefon Zeitfelder
In out | Name Scnemaname Beschreibung
O [0  Adresse 1: Name address1_name Fiir 'Adresse 1' sinzugebender Name.
O [  Adresse 1: Name des piméren Kont. . address1_p: Name des primaren Kontakts filr *Adresse 1°
O [0 Adresse 1:0nt aodress1_city Name des Ortss fir ‘Adresse 1°
O [ Adresse 1: Postiach ‘address1_postofficebox Postfachnummer fiir ‘Adresse 1°
O [ Adresse 1: Postieitzahl address{_postalcode Postisitzah fiir ‘Adresss 1"
O []  Adresse 1: Strake 1 addressi_lined Erste Zeile fir die Eingabe von Informationen fiir 'Adresse 1.
O [] Adresse 1: Strafs 2 address1_line2 Zweits Zsike fiir die Eingabe von Informationen fiir 'Adresss 1'
O [ Adresse 1: Strate 3 addressT_line3 Dritte Zeile fiir die Eingabe von Informationen fir'Adresse 1"
5] M Adresse 1: Telefon 1 address1_telephonet Zu "Adresse 1' zugeordnete erste Telefonnummer.
[} W] Adresse 1: Telefon 2 address1_telephone2 Zu 'Adresse 1' zugeordnete zweite Telefonnummer.
v ] Adresse 1: Telefon 3 address1_telephone3 Zu "Adresse 1' zugeordnete dritte Telefonnummer.
O [ Adresse 1: UPS-Zone address1_upszone UPS-Zone (United Parcel Service) fir 'Adresse 1"

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

4.4 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.

H é 4 Installierte Version: 525
Al Aktuelle Version: 525
Speichern | Upgate About DONAE.E;QH&;E

Telefon __Aligemein
Lizenz -
Az | < Telefon Zeitfelder
Telefon Felder
Typ Start/Ende ~
Telefon Zeitfelder
Stat  Ende  Name Schemaname Beschreibung
O [ Faiig scheduledend Gepiants Endzsit der Telsfonanrufaktivitit.
) O  startdatum scheduledstart Geplante Starizeit der Telefonanrufakiivitat
O [0  Tatsachicher Beginn actualstart Startzeit der Te
0 W] Tatsachliches Ende actualend Ttséchliche Endzeit der Telsfonanrufaktivitst

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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H % i Installierte Version:  5.2.3
{ Aktuelle Version: 525
DONAUBAUER

Telefon Aligemein
Lizenz
T Telefon Zeitfelder
Telefon Felger
Typ
Telefon Zeitfelder
Dauer  Name Schemaname Bescnreibung
r u in in Minuten.
¥ Daue actualdurationminutes. Tatséichiiche Dauer der ivitét in Minute
‘Geplants Dauer scheduleddurationminutes Geplants Dauer der Telefonanrufaktivitat (in Minuten)
O

After finishing the complete configuration, the telephony icons were added to selected fields in the respective
records.

Company record:

5 Firma ) Firmen -
Musterfirma
Frimarer Kontakt Jahresumsatz GHO/11 Besitzer
§ Schréber, Silke
4 Allgemein
Firmenname * Musterfirma Telefonzentrale +49 (34361) 826 - 0
Suchname Telefon 2 43 (34361 826 - 55
Ubergeordnete 0 Fax +49 (34361) 826 - 2T x
ima

Contact record:

§=| Kontakt
=" Mustermann, Maria

E-Mail OutlookSynchronisation Besitzer
§ Schriber, Silke

4 Aligemein

Anrede Frau Telefon +49 (34361) 826 - 0 5]
geschaftlich

AD Anrede Telefon privat +49 (034361) 12345 5|

Titel Mobiltelefon +49 (172) 12346678 &

Vorname * Maria Fax

Nachname * Mustermann Pager +49 (034361) 123456

Lead record:

@ Lead
Mustermann, Max
Leadursprung Bewertung Besitzer
Aussichtsreich £ scwiber, Silke.
4 Aligemein
Thema * Musteriead
Vorname * Wax Anrede Herr
Nachname * Mustermann AD Anrede
Bewertung Aussichtsreich [~ Titel
Firmenname * Musterfima. Pasition
Firmenname 2 * Abteilung
Telefon +49 (34361) 826 - 0 G| Fax
geschartlich
Telefon privat +49 (34361) 826 - 05 83| Pager +49 (34361) 826 - 38
Telefon 2 +49 (34361) 826 - 08 & E-Mail
Mabiltelefon +49 (0172) 1234567 & Website
Beschreibung
Teletonanrut Donaubaer AG &
=1 [ Speichem und neu i 1n Antrage {21 Freigabe - |
©
3K Loschen ' 7u Reaktion heraufstufen =) =) #D [y Link kopieren - H
Ais erlecigt Speichem Speichernund In eine SA Datel  Notiz  Duplizeren in Zu Wartesehlange Detalszum  Zuweisen Workflow Dialog _ Bericht
markiere Schlieben  komuerieren anfdgen hinzutugen Venkaufschanee hiRzUigen  Warteschiangendlement 3 Link per E-Mail senden | aUSTunren. starten ausfunen.-
Speichern EinschlieBen Aktionen Prozess Daten
[&] Telefonanruf Teletonanure  ~
Neu
4 Telefonanruf
Anvufender from* § Schriber, Silke G Tectonnummer  ~49 (34361) 626 - 05
Angerufener fto)* ) Mustormann, Max & Richtung O Eingehend @ Ausgenend
Besitzer @ schraber, silke @ Frioritat Normal V] vertrieb [m]
Bezug =
Betreff *
startdstum =) [2] ranig D M
|

38

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



DONAUBAUER

AKTIENGESELLSCHAFT

4.5 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.

45.1 TAPI Manager
Mame Type Data
ab| CertificateThumbprint REG_SZ
ab| CrmQrganisation REG_SZ CRM
ab| CrrmPassword REG 57
{h\l Crm5Server REG_5 CIMSErver
ab| CrmTapiPort REG_SZ 4505
31"1 CrmTapiWebSocketPort REG_SZ 2080
aﬂ CrmType REG_S7 OnPremise
a_'q':rr'r'lT}fFIEUﬂLIES REG_SZ CnPremizse, IFD, InternallFD, CrmOnline
ab) Crmlsername REG 57
'-’-'il ListenerTestintervall REG_DWORD (oc0000007E (1200
94| ListenerTestLo g REG_DWORD Crc0000000D (0]
ab|LoghArt REG_SZ Event
ab|LogArtValues REG_SZ Event, File
a1"‘1L|:|5|Fille REG_SZ Ch\LogTapitManager_Tapileg.eg
o Loglevel REG_DWORD (n00000003 (3)
?-'o'] RefreshTelephoneMumberlntervall  REG_DWORD Ooc00000708 (1.800)
31"1 RefreshTelephoneMumberTime REG_57 400
-Eh\l Serviceficcount REG_5 MNT ALUTHORITY MetworkService
ab)ServicePassword REG 57

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.
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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 “ListenerTestlIntervall” 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 LogAtrt.

LogFile Defines the store name and location of the lodfilel
(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:

i) ConnectionKeepAlivelntervall

ab| CrmTapiManagerPort
ab| CRMTapiManagerServer
‘.’.'.;1 IncludeMediaTypeVideo
ab) Loghrt

ab|Lo ghrtValues

ab) LogFile

‘.’.'cﬂ Loglevel

Typ Daten

REG_S5Z (Wert nicht festgelegt)
REG_DWORD 0x00000014 (20)

REG_SZ 4503

REG_5Z pesi

REG_DWORD Ox00000000 (0)

REG_S5Z Event

REG_S5Z Event, File

REG_SZ Ch\LogTapit\Connector_Tapilog.log
REG_DWORD 000000000 (0)

ConnectorKeepAlivelntervall

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 LogAtrt.

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.

NewlnitTime 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

5.1 TAPI protocols

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

Tapi Protokolle  Meine Tapi Protokolle = MNach Datensatzen suchen
El MNummer Tapi Line Interne Mu... Beginn des &nrufs v Verbindungsaufbau... Verbindungsende Gespréchs... Gesprichs...
1 o521 hicom.abc.de:25 X 0 04.06.2013 10:51 04.06.2013 10:52 04,06.2013 1:52 0 Minuten  Eingehend
O o342 hicom abe.de:25 s 04.06.2013 10:29 04.06.2013 10:29 04.06.2013 10:30 0 Minuten  Ausgehend
[ o173 hicom.abe. de:25 5 04.06.2013 10:09 04.06.2013 10:09 04,06.201310:12 2 Minuten  Ausgehend
a7 hicom abe. de25 5 03.06.2013 16:02 03.06.2013 16:08 04,06.201308:14 17,1 5tund...  Eingehend
O o3 hicom abc.de:25 10 03.06.2013 14:57 03.06.2013 14:57 03.06.2013 1457 0 Minuten  Eingehend
[ o342 hicom.abe. de:25 18519 03.06.2013 14:56 03.06.2013 14:56 03.06.2013 14:56 0 Minuten  Eingehend
1 s hicom abc. de25 5 03.06.2013 13:21 03.06.2013 13:48 03,06.2013 13:51 3 Minuten  Eingehend
O o3 hicom.abc de:25 10 03.06.2013 12:15 03.06.2013 1216 0 Minuten Eingehend
] o351 hicom abe.de:25 10 03.06.2013 11:36 03.06.2013 11:36 03.06.2013 11:40 4 Minuten  Eingehend

52 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
“Tapilnterface Admin” role.

By clicking this button, the following window opens:

Version: 8.1.1.0 - Anzahl Tapilines: 20 - Ablaufdatum: 31.12.2016 vom TAPI Connector angemeldet Entitst Tapi Interface
- Vallversion - nach 18 Lizenzen verfiigbar

07.06.2016 10:54:06 TapiConnector 8.1.1.0 von 172.20.1.1 tapiconnector.chd.de:45 - lizensiert

[Thread aktiv - ThreadId: 29 - Name: TapiConnectionThread 07.06.2016 10:18:59 172.20.1.1:4509 - erzeugt: ~ - Telefonie-Uberwachung: CRM TAPT Web-Client
07.06.2016 10:18:59 - letzter Empfang: 07.06.2016 10:53:59 - ClientHost: crm2016ib.devchd.local - SocketArt: tapiconnector.chd.de:45 - 1 Benutzer (1 mal lizensiert)

connector - SocketStatus: connected - Connected: True - letzter Empfang vor 7,61 Sekunden tapiconnector.chd.de:547 - 1 Benutzer (1 mal lizensiert) |tapiconnector.chd.de:547 - lizensiert

- Telefonie-Oberwachung: nicht verbunden
tapiconnector.chd.de:540 - kein Benutzer

07.06.2016 10:54:07 tapiconnector.chd.de:543 - kein Benutzer

dient_ConnectionClosedEvent ausgeldst

CreatedTime: 07.06.2016 10:21:42

Linename: tapiconnector.chd.de:45

[SocketArt: incalltest

[SocketStatus: connected

CloseEventArgs.CloseReason: ClientStop

CloseEventargs.Code: Fullfilled

07.06.2016 10:54:07
webSocketUser_CloseWebSocketEvent

07.06.2016 10:54:07

[ShowAllWebSocketThreads - Anzahl der WebSocket-Threads: 2

(WebSocketState: Closed - CreatedTime: 07.06.2016 10:21:42 - letzter Empfana: 07.06.2016 10:53:43 - SocketArt:
incalltest - SocketStatus: connected - Linename: tapiconnector.chd.de:45

[WebSacketState: Open - CreatedTime: 07.06.2016 10:54:03 - letzter Empfang: 07.06.2016 10:54:03 - SocketArt:
diagnose - SocketStatus: connected

07.06.2016 10:54:07
ketThreads - aus Liste entfernt

07.06.2016 10:54:10
ConnectionWebSocket.ShakeHands
CreatedTime: 07.06.2016 10:54:10

07.06.2016 10:54:10
[ WebSocket Client zu Thread-Liste hinzugefiigt

07.06.2016 10:54:10
ConnectionWebSocket.ShakeHands - MissedMessages.Length: 1

07.06.2016 10:54:10
Connec ket.ShakaHands - Mi: ge: <2xml version="1.0' encoding="utf-8"7> <tapiaction
name="initincall’> <command> connect</command: <registration>manuell < /registration <incallVersion8.1.1.0</in
callVersion><incallClient>web</fincallClient > <userid> {85938 DAD-EBD6-E511-80DE-00155D001BA9}

<t id ion>Tapi</ 1l -[tapiaction
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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.

5.3 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).

Mittwoch, 17. Juli 2013 16:08:36.507 - Name des TAPI-Managers: hicom

Mittwoch, 17. Juli 2013 16:08:36.516 - TAPI-Port: 4505

Mittwoch, 17. Juli 2013 16:08:36.522 - Tapiine des aktuellen Benutzers: ConnectorMaschine: 10

Mittwoch, 17, Juli 2013 16:08:36.529 - Name der Tapiiine des aktuellen Benutzers: TAPI-Line_HS_10

Mittwoch, 17, Juli 2013 16:08:36.534 - Amtskennzahl:

Mittwoch, 17. Juli 2013 16:08:36.538 - Landeskennzahl: 49

Mittwoch, 17. Juli 2013 16:08:36.546 - Richtungskennzahl fiir eingehende Anrufe:

Mittwoch, 17. Juli 2013 16:08:36.551 - maximale Linge der internen Nummer: 3

Mittwoch, 17, Juli 2013 16:08:36.556 - Auslandsvorwahl:

Mittwoch, 17. Juli 2013 16:08:36.565 - Inlandsvorwahl:

Mittwoch, 17. Juli 2013 16:08:36.570 - Ortskennzahl:

Mittwoch, 17. Juli 2013 16:08:36.575 - Rufnummer:

Mittwoch, 17. Juli 2013 16:08:36.583 - Telefonanruf erst bei Verbindungsaufbei Gffnen: 0

Mittwoch, 17. Juli 2013 16:08:36.588 - Telefonanruf und Datensatz dffnen: 0

Mittwoch, 17, Juli 2013 16:08:36.596 - Position des TAPI-Popups: 1

Mittwoch, 17, Juli 2013 16:08:36.602 - Anzeigedauer des TAPI-Popups: 30

Mittwoch, 17. Juli 2013 16:08:36.607 - Telefonanruf &ffnen: 946410001

Mittwoch, 17. Juli 2013 16:08:36.616 - TAPI-Image-Pfad: Webresources/donau_tapi_ico_16_disconnect.gif

Mittwoch, 17, Juli 2013 16:08:36.622 - incall - Log fiir eingehende Anrufe gestartet - Siverlight ist schon geladen - Userld: {D9D1831C-0861-E011-AD1A-00155D007813}
Mittwoch, 17, Juli 2013 16:08:36.631 - InternetExplorer - Platform: Win32

Mittwoch, 17. Juli 2013 16:08:36.637 - ondick auf Tapilncon - Mode: Trace

Mittwoch, 17. Juli 2013 16:08:36.664 - SocketConnect aufgerufen - TapiCommand: connect

Mittwoch, 17, Juli 2013 16:08:36.670 - SocketConnect - Socket initialisiert

Mittwoch, 17. Juli 2013 16:08:36.676 - Silverlight - Verbindung zum TapiManager auf hicom wird aufgebaut.

Mittwoch, 17. Juli 2013 16:08:36.685 - SocketConnect - initArgs. SocketError: Success - TH: 128

Mittwoch, 17. Juli 2013 16:08:36.691 - InitArgsCompleted - LastOperation: Connect - SocketError: Success - BytesTranfered: 0

Mittwoch, 17, Juli 2013 16:08:36.701 - Verbindung zum TapiManager auf hicom wurde hergestellt - Tapiline: - Userld: d9d1831c-0b61-e011-ad1a-00155d007813 - Organisation: schnittstellen
Mittwoch, 17. Juli 2013 16:08:36.707 - Sendepuffer InitArgsCompleted: 1 78 60 63 120 109 108 32 118 101 114 115 105 111 110 61 34 49 46 48 34 32 101 110 99 111 100 105 110 103 61 34 117 116 102 45 56 34 63 62 60 116 97 112
Mittwoch, 17. Juli 2013 16:08:36.717 - Gesendet: <%xml version="1.0" encoding="utf-8"7> <tapiaction name="initincall"><command:>connect</command:><registration>auto < /registration:><incalersion>5.1.23.0< fincalVersion> <inc
Mittwoch, 17, Juli 2013 16:08:36.724 - Receive - Command: first - TapiCommand: connect

Mittwoch, 17, Juli 2013 16:08:36.737 - LastOperation: Connect - Receive gestartet - TapiCommand: incall

Mittwoch, 17. Juli 2013 16:08:36.748 - InitArgsCompleted - LastOperation: Send - SocketError: Success - BytesTranfered: 336

Mittwoch, 17, Juli 2013 16:08:36.755 - InitArgs_Completed - Send - ByteTransfered: 336

Mittwoch, 17. Juli 2013 16:08:41.484 - ReceiveArgsCompleted - LastOperation: Receive - SocketError: ConnectionReset - BytesTransfered: 0 - receivelen: True
Mittwoch, 17. Juli 2013 16:08:41.496 - ReceiveArgsCompleted - LastOperation: Receive - SocketError: ConnectionReset - BytesTransfered: 0 - receivelen: True

All blue and black entries indicate that the TAPI solution works correctly.

Any errors are listed as red entries.

Donnerstag, 1. August 2013 13:55:04.878 - Nummer 40 als interne Nummer erkannt

Daonnerstag, 1. August 2013 13:55:04.887 - konvertierte Nummer: 40 wird gewahlt

Daonnerstag, 1. August 2013 13:55:04.833 - Outcall SocketConnect - command: connect

Donnerstag, 1. August 2013 13:55:04.903 - Outcall SocketConnect - EventHandler geladen

Daonnerstag, 1. August 2013 13:55:05.893 - InitArgs_Completed - LastOperation: Connect - SocketError: AccessDenied

Daonnerstag, 1. August 2013 13:55:05.927 - Initaras_Completed - SocketError: AccessDenied

Daonnerstag, 1. August 2013 13:55:05.943 - Es konnte keine Verbindung zum Endpunkt: tapi2011:4505 hergestellt werden

Donnerstag, 1. August 2013 13:55:05.950 - Der Hostname wird aus dem Standarddatensatz und dem Standortdatensatz der TapiSchnittstellen-Entitat gelesen.

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

6.1  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
“Tapilnterface 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 “Tapilnterface Admin” role can initiate this porcess immediately by clicking the "Update
telephone numbers" button.

45

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



DONAUBAUER

AKTIENGESELLSCHAFT

7 Updating the CRM TAPI Interface

Please note: For a CRM migration for several CRM versions, it is hecessary 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.

7.1 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.

m & scriiesen 5 Aktionen - @Hilfe ~

7 L8sung: TAPI-Schnittstelle (CTI= Computer-Telefonie-intagration)
@ ## Informationen

Die Komponenten kénnen nicht direkt in einer verwalteten Lsung bearbeitet werden. Wenn die i fiir L fiir das Zulassen von Anpassungen festgelegt werden, kénnen sie im Anpassungsbereich oder von
einer anderen nicht venwalteten Losung aus bearbeitet werden.

L6sung TAPI-Schnittstelle (CTI= C... | Installierte Version:  6,0.3 N
8 o & i DONAUBAUER
, Upgate About
5 Konfiguration AKTIENGESELLSCHAFT
Kompenenten Aligemein
» [ Entitsten \fzenz
(B optionssstze .
npassungen
"2 clienterweiterungen S
@] webressourcen TEEar R
Prozesse Telefon Zeitielder

= Plug-In-Assembiys ]
=] SDK-Machrichtenverarbeit..
@, Dienstendpunkte
[£3 Dasnboards
[=] Bericnte
%8 Verbindungsrolien
] rtikelvoriagen
] vertragsvoriagen
B E-Mail-vorlagen
(3 Seriendruckvoriagen
&7 sicnerneitsrotien

Status: Vorhanden

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

m &3 schliesen FpAktionen + iighilfe ~

7 LGsung: TAPI-Schnittstelle (CTI= Computer-Telefonie-Integration)
@ &% Informationen

Die Komponenten kénnen nicht direkt in einer verwalteten Lésung bearbeitet werden. Wenn die verwalteten Eigenschaften fir Lésungskompanenten fiir das Zulsssen von Anpassungen festgelegt werden, kénnen sie im Anpassungsbersich oder von
einer anderen nicht venwalteten Losung aus bearbeitet werden.

L6sung TAPI-Schnittstelle (CTI= C... [ Installierte Version: 6.0.3 ~

87 informatianen % ‘ DONAUBAUER Aktuelle Version: 6.0.4
Upgate| About

[ Konfiguration P AKTIENGESELLSCHAFT

Kompenenten Aligemein
> By Entitsten e
8 optionssatze
"#| Clienterweiterungen AR
9] webressourcen Rz FEliEr
Z. Prozesse Telefon Zeitfelder

> +23 Plug-In-Assemblys J
=] SDK-Nachrichtenverarbeit...
@, Dienstendpunkte
[£3 Dashboards
[#] Bericnte
$g verbindungsrolien
B Artiketvoriagen
[#] vertragsvoriagen
B E-Mail-voriagen
I3, Seriendrucivoriagen
£z sicherheitsrolien

Status: Vorhanden
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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.

8.1.3

Features:
- Feature 1
- Feature 2

Bugfixes:
- Bugfix A
- Bugfix B

Herunterladen

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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7.2 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).

i CrmTapiConnector Setup = =

Welcome to the CrmTapiConnector Setup Start the installer by clicking the “Next” button
Wizard

The Setup Wizard will install CrmTapiConnector on your
computer. Click Next to continue or Cancel to exit the Setup
Wizard,

1 CRM Tapi Connector Setup - oIEN|

Now, enter the CRM TAPI manager port and the

— . . CRM TAPI Manager server. They have to be

CRM TAPI Manager Port  [4505 AS024534 X X i . L
identical with the versions that already exist in

R et maow el your system. (Installing the TAPI Connector)
Proceed the update by clicking the “Next” button.

Wiarson &1.2

Eadk e Canoel
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Destination Folder

Click Next to install to the default folder or dick Change to choose another,

In this window, select the installation path and
click “Next”

Install CrmTapiConnector to:

IC:\Program Files\Donaubauer\CrmTapiConnector)

Ready to install CrmTapiConnector

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

Click Install to begin the installation. Click Back to review or change any of your
installation settings. Click Cancel to exit the wizard.

Installing CrmTapiConnector

The installation itself may take some seconds or
minutes.

Flease wait while the Setup Wizard installs CrmTapiConnector.

Stopping services
I
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i CrmTapiConnector Setup = =

Completed the CrmTapiConnector Setup The installation is completed with the “Finish”
@ Wizard button.

Click the Finish button to exit the Setup Wizard.

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

A#l CRM Tapi Connectar Donaubauer &G 30.07.2015 J01KB  T.0.4
Adl CRM Tapi Manager Dornaubauer &G 05.05.2015 1L.04mB 704
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7.3 Updating the TAPI Manager

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

Welcome to the CRM Tapi Manager Setup Start the installer,
Wizard

The Setup Wizard will install CRM Tapi Manager on your
computer. Click Next to continue or Cancel to exit the Setup
Wizard,

fesos 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”.

hl.ﬂ:_l’.hn-v.dmmhu'

End-User License Agreement

Accept the EULA.,

Pleaze read the following license agreement carefully

Wichtig!

Bitte lesen Sie vor Installation der Software namens TAPI-
Schnittstelle (CTI = Computer-Telefonie-Integration) fiir Microsoft
Dynamics CRM diese Lizenzbedingungen aufmerksam durch.

Dieser Endbenutzer-Lizenzvertrag (kurz "EULA" = End User
License Agreement) ist ein rechtsgiltiger Vertrag zwischen lhnen
(entweder als natiirlicher oder juristischer Person) und der
Donaubauer Aktiengesellschaft fiir das lhnen gelieferte und im
vorab genannte Software-Produkt. Durch die Installation und

1 gccent the terms in the License Agreement:
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Destination Folder

Click Mext to install to the default folder or dick Change to choose another.

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

Install CRM Tapi Manager to:

IC:\Frogram Files\Donaubauer \CrmTapiManager),

Ready to install CRM Tapi Manager @ Now, the installation starts.

Click Install to begin the installation. Click Back to review or change any of your
installation settings. Click Cancel to exit the wizard.

Installing CRM Tapi Manager

This may take some seconds or minutes.

Please wait while the Setup Wizard installs CRM Tapi Manager.

Stopping services
|
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iz CRM Tapi Manager Setup = =

Completed the CRM Tapi Manager Setup
Wizard

Click the Finish button to exit the Setup Wizard.

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 “Tapilnterface Admin” role can also retrieve the version number by clicking the “Diagnosis

TAPI manager” button.

Ad CRM Tapi Connector Daonaubauer &G
LM CRM Tapi Manager Donaubauer &G

30.07.2015 201KE  7.0.4
05.05.2015 104mB  T.0.4

53

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



DONAUBAUER

AKTIENGESELLSCHAFT

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.

Programm deinstallieren oder &ndern

Wihlen Sie ein Programm aus der Liste aus, und klicken Sie auf "Deinstallieren”, "Andern" oder "Reparieren”, um es zu deinstallieren.

Organisieren v = vy @
MName Herausgeber Installiert am  GroBe Version
M CrmTapiConnector Donaubauer AG 03.07.2013 201KB 5112
A4 CRM Tapi Manager Donaubauer AG 03.07.2013 134 MEB  51.39

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.

- . - o
Aig Microsoft Dynamics CRM v #% | EINSTELLUNGEN v  Ldsungen | v @ Erstellen o
Alle Losungen o
9% Neu X Loschen 25 Importieren [ Exportieren 7] Usersetzungen importieren [, Ubersetzungen exportieren |3 Alle Anpassungen verdffentiichen @ Lasungen von Marketolace abruten
Weitere Aktionen «
Name Anzeigename Version Installiert am 4 | Pakettyp Hersusgeber Beschreibung ]
v cmtapiinterface TAPI-Schrittstelle (CTl= Co...  6.0.4 09032015 Verwaltet Donaubauer AG TAPI-Schnittstelle (CTI= Computer-Telefonie-Integration)...

The TAPI interface is now completey uninstalled in your system.

Aig Microsoft Dynamics CRM v # | EINSTELLUNGEN v  Ldsungen | v @ Erstellen

Alle Lésungen ~ Wech Datensat I3
3% Neu ¥ Loscnen [ importieren  ([§ Exportieren i Uversetzungen importieren 5 Ubersetzungen exportieren | (g Alle Anpassungen verafentlichen @ Losungen von Marketolace abrufen
Weitere Aktionen -
Name Anzeigename Version Installiertam & | Paketiyp Herausgeber Beschreibung ]
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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:

DONAUBAUER

AKTIENGESELLSCHAFT

Wurzener Straf3e 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
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