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Application Notes for configuring Imperium CRM Connect
(IMCC) for ZOHO CRM with Avaya IP Office R10.1 using
Avaya IP Office TAPI Service Provider - Issue 1.0

Abstract

These Application Notes describe the configuration steps for Imperium CRM Connect for
ZOHO CRM to interoperate with Avaya IP Office R10.1. Imperium CRM Connect for ZOHO
CRM integrates with Avaya IP Office using the Avaya IP Office TAPI Service Provider
connection for call control.

Readers should pay attention to Section 2, in particular the scope of testing as outlined in
Section 2.1 as well as the observations noted in Section 2.2, to ensure that their own use cases
are adequately covered by this scope and results.

Information in these Application Notes has been obtained through DevConnect compliance
testing and additional technical discussions. Testing was conducted via the DevConnect
Program at the Avaya Solution and Interoperability Test Lab.
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1. Introduction

These Application Notes describe the configuration steps for Imperium CRM Connect for ZOHO
CRM to interoperate with Avaya IP Office R10.1. Imperium CRM Connect for ZOHO CRM
integrates with Avaya IP Office using the Avaya IP Office TAPI Service Provider connection for
call control.

Imperium CRM Connect for ZOHO CRM presents to the user information such as caller name
and company information retrieved from the CRM Database and offers “click to open” for CRM
records related to a Caller ID, such as a contact record, opportunities/orders list or a
notes/activity record containing information from previous calls with the customer. It provides
call handling options including: answer incoming call, release call before or after answering,
initiate call, place call on hold, retrieve held call, transfer call to another contact or telephone
number, view call history and list of missed calls.

Imperium CRM Connect (hereby refer to as IMCC in short) for ZOHO CRM uses the Avaya IP
Office TAPI Service Provider driver installed on each Agent Desktop. This allow businesses
client based agent desktop program that works alongside existing systems, or a fully integrated
CTI solution that combines existing systems into one unified desktop interface and extracts and
updates caller information. The CT1 application helps ensure customers are served effectively
and efficiently.

2. General Test Approach and Test Results

This section describes the compliance testing used to verify interoperability of IMCC for ZOHO
CRM with IP Office and covers the general test approach and the test results.

Feature testing covered the ability of IMCC for ZOHO CRM Agent Desktop to gain control of
existing IP Office endpoints and focused on the handling of calls offered to IP Office.

The serviceability testing focused on the ability of IMCC for ZOHO CRM to recover from
adverse conditions such as loss of network connectivity.
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DevConnect Compliance Testing is conducted jointly by Avaya and DevConnect members. The
jointly-defined test plan focuses on exercising APIs and/or standards-based interfaces pertinent
to the interoperability of the tested products and their functionalities. DevConnect Compliance
Testing is not intended to substitute full product performance or feature testing performed by
DevConnect members, nor is it to be construed as an endorsement by Avaya of the suitability or
completeness of a DevConnect member’s solution.

Avaya recommends our customers implement Avaya solutions using appropriate security and
encryption capabilities enabled by our products. The testing referenced in this DevConnect
Application Note included the enablement of supported encryption capabilities in the Avaya
products. Readers should consult the appropriate Avaya product documentation for further
information regarding security and encryption capabilities supported by those Avaya products.
Support for these security and encryption capabilities in any non-Avaya solution component is
the responsibility of each individual vendor. Readers should consult the appropriate vendor-
supplied product documentation for more information regarding those products.

For the testing associated with this Application Note, the interface between Avaya systems and
the Imperium CRM Connect for ZOHO CRM did not include use of any specific encryption
features as requested by Imperium Software Technologies FZCO.

This test was conducted in a lab environment simulating a basic customer enterprise network
environment. The testing focused on the standards-based interface between the Avaya solution
and the third party solution. The results of testing are therefore considered to be applicable to
either a premise-based deployment or to a hosted or cloud deployment where some elements of
the third party solution may reside beyond the boundaries of the enterprise network, or at a
different physical location from the Avaya components.

Readers should be aware that network behaviors (e.g. jitter, packet loss, delay, speed, etc.) can
vary significantly from one location to another, and may affect the reliability or performance of
the overall solution. Different network elements (e.g. session border controllers, soft switches,
firewalls, NAT appliances, etc.) can also affect how the solution performs.

If a customer is considering implementation of this solution in a cloud environment, the
customer should evaluate and discuss the network characteristics with their cloud service
provider and network organizations, and evaluate if the solution is viable to be deployed in the
cloud.

The network characteristics required to support this solution are outside the scope of these
Application Notes. Readers should consult the appropriate Avaya and third party documentation
for the product network requirements. Avaya makes no guarantee that this solution will work in
all potential deployment configurations.
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2.1 Interoperability Compliance Testing

The interoperability compliance test included both feature functionality and serviceability
testing. The feature functionality testing focused on manually making and receiving calls to IP
Office using IMCC for ZOHO CRM Agent Desktop. The tests included:

Handling of incoming and outgoing calls.
Holding and resuming of calls.

Blind transfers calls.

Call Forwarding Unconditional/No Answer
e Call Park and Unpark

e Call Pickup

e Call Abandonment

The serviceability testing focused on verifying the ability of IMCC for ZOHO CRM to recover
from adverse conditions such as disconnecting the Ethernet cable to the Agent Desktop.

2.2 Test Results

All functionality and serviceability test cases were completed successfully. The following
observation was noted during the compliance testing.

e Inconsistency of desktop display with phone for outbound transfer number.

2.3 Support

Technical support can be obtained for Imperium CRM Connect (IMCC) for ZOHO CRM from
the website http://imperiumapp.com/contact.aspx or from the following:

Imperium Software Technologies FZCO
P.O. Box No: 342055, Dubai Silicon Oasis,
Tech Hub 2-240,

Dubai, UAE.

Tel: +9714 3202737

Fax: +9714 3202747

Email: sales@imperiumapp.com
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3. Reference Configuration

The configuration in Figure 1 is used to compliance test Imperium CRM Connect (IMCC) for
ZOHO CRM with Avaya IP Office to gain call control of the various Avaya endpoints as shown
below. ZOHO CRM is a cloud Customer Relationship Management software. The client
component consists of IMCC for ZOHO CRM Agent Desktop software running on each
user/agent that will have a unique connection to IP Office using the Avaya IP Office TAPI
Service Provider driver.

Avaya IP Office Manager

.
/X\\\\_ N 10.1.10.128
ZOHO Simulated ) =
PSTN
N
CRM
Public
Avaya IP Office Server Trunks
(Primary) Avaya IP Office
10.1.10.121 (Expansion) 500 V2
10.1.30.151
| SCN Trunks
: |
| ' TAPI Link
| Avaya 4548GT-PWR |
| TAPI|Link Ethernet Routing Switch
| ﬁ Agent 3 PC
| running CTI
e e e s Connector to
Avaya 9640 Avaya 9508 ZOHO CRM
IP Telephone Digital Telephone
X304 Agent 1 PC X698
running CTI
Connector to
Avaya 9630
£0HO. CRM P Telephone
x305 Agent 2 PC
running CTI
Connector to
ZOHO CRM

Figure 1: Connection of Imperium CRM Connect (IMCC) for ZOHO CRM with Avaya IP
Office R10.1 Server Edition.
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4. Equipment and Software Validated

The following equipment and software were used for the sample configuration provided:

Equipment/Software

Release/Version

Avaya IP Office Server Edition
Primary Server
Expansion Server IP500V2

R10.1.0.0.0 build 237
R10.1.0.0.0 build 237

Avaya 96x1 H323 Deskphone

6.6401

Avaya 96x0 H323 Deskphone 3.27B
Avaya 9508 Digital R55
ZOHO CRM Cloud CRM

Windows 10 Client PCs

Imperium CRM Connect for ZOHO CRM
Agent Desktop

TAPI3 driver

Windows 10 Pro
V2.0

4.2.88

Note: Compliance Testing is applicable when the tested solution is deployed with a standalone
IP Office 500 V2 and also when deployed with IP Office Server Edition in all configurations.
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5. Configuration of Avaya IP Office

Configuration and verification operations on the Avaya IP Office illustrated in this section were
all performed using Avaya IP Office Web Manager. The information provided in this section
describes the configuration of the Avaya IP Office for this solution. It is implied a working
system is already in place. For all other provisioning information such as initial installation and
configuration, please refer to the product documentation in Section 10. The configuration
operations described in this section can be summarized as follows:

e Launch Avaya IP Office Manager
e Display LAN Configuration
e Configuration of an Avaya IP Office User

5.1 Launch Avaya IP Office Manager

From the Avaya IP Office Manager PC, open a browser and browse to https://<IP Office Primary
Server Address:7070. Log in to Avaya IP Office Web Manager as below using the appropriate
credentials to administer configuration.

Avaya IP Office Web Manager

LIser Mame
Password

Select Language English v

Offiine Mode @

@ 2017 Avaya Inc. All Rights Reserved.
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5.2 Display LAN Configuration

In the home screen, the Primary and Expansion Systems are displayed. During compliance
testing, the Primary Server is named as IPOPRI and Expansion System is IPOEXP. The IP
address is displayed in the same row as the server name. These are required for configuration in
later section for the configuration of the TAPI Driver.

AVAYA . . . .
% Solution = Call Management = System Settings = Security Manager =~ Applications

Solution

v
View All (2) Actions « Configure ~ Enter search criteria
@ IPOPRI 10.1.10.121 = v
Online (2) @ IPOEXP 10.1.30.151 = v
Offline (0)
Servers (1)
Expansions (1)
Application Servers (0)
LYM; Reviewed: Solution & Interoperability Test Lab Application Notes 8 of 23
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5.3 Configure an Avaya IP Office User

Select from the top menu Call Management - Extensions and click +Add Extension followed
by the primary or secondary server where the user will be configured. Click OK to confirm.
Enter the extension number into the Base Extension highlighted below. Note that the Extension 1D
will be automatically filled in by the IP Office.

AVAYA
& Solution = Call Management = System Seitings = Secunity Manager = Applications
Extensions Actions = + Add Extension +
H.323 Extension
Show All Search on "Extension 1D, 'Extension’, "Module |F DECT Extension
SIP ‘e i
Extension... Extension Module Port Device Ty... System M... SIP Extension
SIP DECT Extension
IPOPR s 631 BP3 1 fnalogue . TPOEXP
IPOEXP ©On Selected Server
50 BP3 2 Analogue IPOEXP
IPOPR
51 BP3 3 Analogue IPOEXP
Ely IPOEXP
H:3.23 52 BP3 4 Analogus . IPOBXP -
Digital

Shown below is an example of an existing extension 302.

Extension | H.323 Extension 302 (11207)

IPOFRI

Commeon

Basic extension settings Extension ID Base Extension

VOIP

Device Type
Avaya 9640

Confirm Phone Password

302

Phone Password

Caller Display Type

Reset Volume After Calls Location
NO Automatic v
Fallback As Remote VWorker Disable Speakerphone
Auto NO
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Select from the top menu Call Management = Users and click +Add User followed by the
primary or secondary server where the user will be configured. Click OK to confirm. A new
window will appear.

AVAYA . . i
% Solution  Call Management = System Settings = Security Manager =~ Applications
On Selected Server
Show All Search on 'Name’, 'Extension’, 'DID", "System name’ IPOPR
Name Extension « DD Hunt Groups ‘Vioicemail IPOEXP
IPOPR Molser On OK

Select User on the left pane and shown below is an example of an existing user 302. Information
such as the Name, Full Name, Password, Login Code and Extension are filled in or noted.
Note that the example below is setup as a Basic User.

AVAYA i : : -
% Solution = Call Management = System Settings =~ Secunity Manager  Applications 2 ?

User | Agent1 (302)

IPOPRI
User
. ) Name Full Name
Woicemail Agentl Test
Short Codes
Password Unigue Identity
Button Programming
Telephony
Forwarding Extension Account Status
Mobility 302 Enabled
Group Membership Profile
Voice Recording Basic User
Do Mot Disturb
Locale Priority
Announcements -
Select... 5
Personal Directory
Login Code Confirm Login Code
SIP
Menu Programming

Dial In
Source Numbers

Web Self-Administration

Save As Template

Audic Conference PIN

System Phone Rights

None

Receptionist
NO

Enable one-X Portal Services

Cancel

Confirm Audio Conference PIN

Device Type

Enable Softphone

Enable cne-X TeleCommuter
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On the same left pane, select Telephony and click on Call Settings tab to change or note call
settings such as Call Waiting.

AVAYA . . . o
% Solution  Call Management = System Settings  Security Manager  Applications
User | Agent1 (302)
IPOPRI
User Supervisor Settings Multiline Opticns Call Log TUI
Voicemail - . o
Outside Call Sequence Inside Call Sequence
Short Codes Default Ring v Default Ring ~
Button Programming Ringback Sequence Mo Answer Time (sec)
Telephony Default Ring v 15 -
Forwarding Transfer Return Time (sec) Wrap-up Time (sec)
Mobility Off o 2 o
Group Membership Call Cost Mark-up Advertise Callee State To Internal
Voice Recording 100 > Callers
Do Mot Disturb System Default (Off) v
Announcements Busy On Held Off Hook Station
NO NO
Personal Directory
Call Waiting Answer Call Waiting On Hold
=
NO YES
Menu Programming
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6. Installation and Configuration of Avaya IP Office TAPI3
Service Provider

TAPI3 Service Provider is included in the Product & Resources link located on the DevConnect
website for the product name IP Office™ Platform (classified under Unified Communications &
Collaboration - Platform & Infrastructure). Select the latest release which in this Compliance
Testing, which is version 4.2.88. Once downloaded, the install is initiated by running
tapiSetup.exe as shown below under tapi3 directory.

| 1+ = | tapi3
Home Share View
- v 4 <« TAPland DevLink Drivers > R10.1 » ip-office-devlink-and-tapi-installers-4_2 83 » tapi3 w | 0 Search tapi3
~
Mame Date modified Type Size
7 Quick access
B tapisetup 26-0ct-16 3:25PM  Application 13,663 KB

To configure the TAPI Service Provider navigate to Control Panel and right click on Phone
and Modem Options and Open as highlighted below.

[EH All Control Panel ltems - [m]
4 [ » Control Panel > All Control Panel ltems ~ O arch Control Panel 2
Adjust your computer's settings Viewby: Largeicons *
N v . . it Backup and Restore e ve Encry

E Administrative Tools @ AutoPlay :g; (Windows 7) % BitLocker Drive Encryption

-.,g Color Management ‘Qj | Credential Ma nager gy Dateal nd Time @ Default Programs

B Dell Audio g Dell Client System Update ..J" Device Manager 52 Devices and Printers
|®| Ease of Access Center File Explorer Options & File History Flash Player (32-bit)

A Fonts " HomeGroup {/C‘)/ Indexing Options ’_f:‘ Infrared

= ), L Y Intel® Rapid Storage 3 - - 2 v

@ Intel® HD Graphics Technology Internet Optians = | Java

<z Keyboard %}?‘-‘ Language ‘\_'@ Mail (32-bit) «» Mouse

KA Network and Sharing / o | e s | -

iy Center Pen and | Open | Phone and Modem \{Q Power Options

i Create shortcut : ;

f:l' Programs and Features 1:,@ Recovery T Region E‘;‘ EZT?;;\?-:]: nd Desktop

&W Security and Maintenance ) Sound LUT Speech Recognition :.!; Storage Spaces

@ Sync Center L@ System \j_ Taskbar and Navigation @ Troubleshooting

S?J User Accounts i Windows Firewall Ei.;- Windows To Go a Work Folders
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Click on the Advanced tab and highlight Avaya IP Office TAPI3 Service Provider and click
Configure.

2% Phone and Modem X

Dialing Rules Modems

/’; The following telephony providers are installed on this computer:

TAPI Kemel-Mode Service Provider
Unimodem 5 Service Provider

Add... 0 Remove m

Close Cancel Apply
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Enter the IP Office IP address into the Switch IP Address box. Below are the setup for client
using TAPI connection for both primary and expansion server which have different IP Address
as indicated in Section 5.2. Select Third Party and enter the IP Office Administrators password

into the Switch Password box. Ensure WAV Users and ACD Queues are ticked as shown
below.

Avaya TAPI3 configuration *

Switch IP Addiess [10.1.10.121 | ok

Cancel

" Single User

User Mame
User Pazzword

* Third Party

-
v Wit Users
W ACD Queues

Advanced settings

Fing Timeout (5 to 420 zeconds) |5

HAwvaya TAPI3 configuration

Cancel

*
Switch IP Addiess [10.1.30.151 Lo |
" Single User
User Mame
User Password

& Third Party

-
v Wi Users
W ACD Queues

Advanced settings

Fing Timeout [5 to 420 seconds] |5
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7. Configuration of Imperium CRM Connect (IMCC) for ZOHO
CRM

This section provides the procedures for configuring IMCC for ZOHO CRM Agent Desktop.
The configuration of IMCC for ZOHO CRM is typically performed by engineers from Imperium
Software Technologies FZCO including the license and is therefore outside the scope of these
Application Notes. However, a quick outline of the procedure is included in this section. The
procedural steps are presented in these Application Notes for informational purposes.

7.1 Configure Imperium CRM Connect (IMCC) for ZOHO CRM Agent
Desktop connection to Avaya IP Office

Each agent that is running IMCC for ZOHO CRM Agent desktop will have a unique connection
to the IP Office using the Avaya IP Office TAPI Service Provider for call control and to monitor
the caller’s information. The connection for the IMCC for ZOHO CRM Agent Desktop running
on the client PC is configured as follows. Run the Imperium CRM Connect (IMCC) shortcut
on the desktop. This will open the IMCC for ZOHO CRM Agent Desktop window as shown.
Click on the setting icon at the top of the window and select Settings as shown.

CTIConnec...
- Shortcut

CRM CONNECTOR
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Enter the following information.

e Extension This is the IP Office extension number that is to be
monitored.

e Main Prefix This is the number used to dial out from the PBX.

e Country Code This is the country code for example +971 for UAE.

e CRM Connection URL  This is the ZOHO CRM URL.

e License Key This is the license key.

Click on OK at the bottom of the screen once the information is filled in correctly.

SETTINGS -

CRM CONNECTOR

Extension 302 |

Main Prefix | ]

Country Code [+971 ]

CRM Datasource

CRM Db User ID

CRM Db Password

CRM Db Name

CRM Connection URL

https://zoho.com I

License Key | R \|
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8. Verification Steps
This section illustrates the steps necessary to verify that the Imperium Server is connected to the
IP Office correctly in order to receive screen pop information.

8.1 Verify that Avaya IP Office TAPI Service Provider is running
correctly

Open Phone Dialer (Windows program installed on all Windows platforms) on the IMCC for
ZOHO CRM Agent Desktop where TAPI is installed. Click on the Tools menu and select
Connect Using...

&% Phone Dialer — >
File Edit Teoocls Help

Connect Using... [ Speed dial

Dialing Properties..,
- =1

Dia 2
1

ABC | | DEF
1 2 3 4
GHI | [ JkL | (MmO |

4 5 6

PRS | [ TUv | [wxr | &
7 8 9 _
0 # 4

Another box opens as shown below. Open the Line dropdown box and all of the IP Office users
should appear as an available line to use. Click OK.

Connect Using ? X
Line: r\f
IP Office Phone: 302 v
Address:
302 v
lUse Phone Dialer to handle voice call requests from other programs
0K Cancel
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In the box Number to dial enter a valid IP Office extension number as shown below and click
Dial. The Phone Dialer should successfully call the chosen extension number.

File Edit Tools Help
Number to dial:
1305 5
| Dial
ABC DEF
1 2 3
GHI JKL MNO
4 5 6
PRS TUV WXY
7 8 9
0 b3

Speed dial

1

5 Dialing

3 Cumently dialing: 305
4

;

6

E

8
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8.2 Verify 3" Party Call Control using Imperium CRM Connect (IMCC)
for ZOHO CRM Agent Desktop

The section will show the full working solution by demonstrating a call being made and
answered from the IMCC for ZOHO CRM Agent Desktop.

8.2.1 Log in to the Imperium CRM Connect (IMCC) for ZOHO CRM Agent
Desktop

Run the Imperium CRM Connect (IMCC) shortcut on the desktop. This will open the IMCC
for ZOHO CRM Agent Desktop window as shown. Enter the correct username and password
i.e., the IP Office station number and password, and click on Log On.

o x-
CRM CONNECTOR
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8.2.2 Make an outgoing call using Imperium CRM Connect (IMCC) for
ZOHO CRM Agent Desktop

Once logged in, click on the phonebook icon at the top left to show the list of contacts and each
of these contacts can be dialled by right clicking on the name and selecting Call as is shown.

CRM CONNECTOR

E
Full Name Preferred Name Client Preferred Phone Business Phone Maobile Phone |
Gautham M +371529331313
Maran 698 698
Ram 358 302
On the second agents PC this can be seen as an Incoming call.
'Ivn.coming call... n x
-‘( Ram
302
(=( Y ==}, |CRM
- 12:41 PM
e
@ ) dx 13/9/2017 =
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8.2.3 Answer with Activity an incoming call using Imperium CRM Connect
(IMCC) for ZOHO CRM Agent Desktop

An incoming call is presented to the agent as shown below. Hover over to the word CRM as
shown below and the Answer prompt is displayed. Click on the CRM to answer the call.

:'lncming call...

-r Thiru Maran
302
Answer

(+«( & = COp

12:54 PM
) f NG o B

A screen pop showing the customers information is displayed.

Feeds Leads Accounts Contacts Projects see Current Edition - Free [Upgrade

Thiru Maran

Contact Owner Ramnarayanan
Notes =

Emai
Attachments Pl Q

Phone s 302
Deals

$ 302
Open Activities Department
Closed Activitles
Invited Events SHOW DETAILS
Emalls Notes
Campaigns
Soclal
Attachments
Incoming call...
a =+& Thiru Maran
Deals Yad o
(+C
+ Ne e
o G
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9. Conclusion

These Application Notes describe the configuration steps required for Imperium CRM Connect
(IMCC) for ZOHO CRM to successfully interoperate with Avaya IP Office R10.1. All feature
functionality and serviceability test cases were completed successfully with any issues and
observations noted in Section 2.2.

10. Additional References
This section references the Avaya and Imperium Software Technologies product documentation
that are relevant to these Application Notes.

Product documentation for Avaya products may be found at
http://marketingtools.avaya.com/knowledgebase/

Technical documentation can be obtained for Imperium CRM Connect (IMCC) for ZOHO CRM
from the website http://imperiumapp.com/ or directly from the contacts.
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©2017 Avaya Inc. All Rights Reserved.

Avaya and the Avaya Logo are trademarks of Avaya Inc. All trademarks identified by ® and
™ are registered trademarks or trademarks, respectively, of Avaya Inc. All other trademarks
are the property of their respective owners. The information provided in these Application
Notes is subject to change without notice. The configurations, technical data, and
recommendations provided in these Application Notes are believed to be accurate and
dependable, but are presented without express or implied warranty. Users are responsible for
their application of any products specified in these Application Notes.

Please e-mail any questions or comments pertaining to these Application Notes along with the
full title name and filename, located in the lower right corner, directly to the Avaya
DevConnect Program at devconnect@avaya.com.
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