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INTRODUCTION

This integration is intended for b-hive users who use Salesforce

as their CRM and want to gain efficiencies by having inbound and [} 1 l l [
outbound calls tracked automatically in Salesforce. | B | . | - s |
— - . . o=
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broadvoice

+ salesforce




FEATURES REQUIREMENTS

Active Broadvoice b-hive account
The calling party number is matched against Salesforce accounts,

contacts, leads, and cases allowing a user to quickly access the right area User(s) must have an integration-enabled Pro seat

o | | | Active Salesforce account (Professional, Enterprise, and Unlimited)
Calls can be originated from Salesforce records with a single click

Integration users added to Salesforce call center
Identify the outcome of each call using a consistent pick-list

Add notes to each call activity on the fly
Create new leads or cases easily from the embedded app

® O
. . . . . o0
Time, duration, and direction of each call is stored @ @ o ®® ® 0 ¢
¢ o ® 0o ©®©©®®0 0o,

° ° ° . ® ® o o000 @ ¢
link to b-hive call recordings and voicemails within Salesforce oL :
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Broadvoice Integrations

E NAB LI N G B- H IVE U s E Rs Welcome to Broadvoice Integrations! On this page you

have the ability to enable your preferred integration.

Users needing the ability to use the Salesforce integration must be enabled
in the b-hive account by an account admin.

Select an Integration hd

Select an Integration

1. Select the Settings tab

. Select the Integrations tab Broadvoice Integrations

salesforce

. Select Salesforce from Integrations drop-down

Welcome to Broadvoice Integrations! On this page you

have the ability to enable your preferred integration.

~ W N

. Select Inbound /Outbound for all users needing
access

Salesforce ~

5. Copy API Key for later use

Here is your APl key: fb51c570247bb80f3caaféb%2340acfs

[] Incoming Calls [ ] Outgoing Calls User Q, | Search
Amy Anderson
Annie Alexander

n ) Beverly Russell



I Install Broadvoice

By Broadvoice

. 4

22X 2

o Install for Admins Only Install for All Users Install for Specific Profiles...

INSTALLING IN SALESFORCE

The Broadvoice integration can be located in the Salesforce AppExchange.
Once found, follow the below steps for installation.

1. Select Install for Admins Only Approve Third-Party Access

This package may send or receive data from third-party websites. Make sure you trust these

2' C“Ck InSta" websites. What if you are unsure?

3. Grant third-party access and select Continue Website >k Enerypted
api.xbp.io v
login.salesforce.com v
test.salesforce.com v

Yes, grant access to these third-party web sites

Continue Cancel




Then click on the App Launcher icon in the upper left-hand corner
(Lightning) and choose Broadvoice Setup. This will begin a simple wizard.
Walk through the following steps to complete.

1. Click Get Started

2. Paste the API Key located on the b-hive
integrations page

3. Click Authorize

. Q. Search Setu

e Setup Home  Object Manager w
[ Q Broadvoice| €| cTUP
nstalled Packages
N Apps

i o Broadvoice Setup

Complete the sections below to set up the Broadvoice integration.

Get Started

Establish Outbound Connection

Connect your Salesforce org to your Broadvoice account

o You can obtain a Broadvoice API Key from your resources under account settings.

*API Key

fb51c570247bb80f3caafcb92340aef6

Establish Inbound Connection

Authorize Broadvoice to send data to your Salesforce org

v/ Successfully authorized!

Reauthorize
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Setup

Q, app
Mew Salesforce Mobile App
QuickStart
~ Data

Mass Transfer Approval
Reguests

w  Apps

Then you’ll need to add the CTI Softphone to the app your
company uses within Salesforce (Lightning Only)

: App Manager
AppExchange Marketplace
~ Connected Apps

Connected Apps OAuth
Usage

Manage Connected Apps
w~ Lightning Bolt

Flow Category

Lightning Bolt Solutions
~ Mobile Apps

1. Find App Manager in Setup

Lightning Experience on
iPad Browsers {Beta)

~ Salesforce

Salesforce Branding

2. Choose Edit from the drop down to the right

of the app you use

Salesforce Mavigation

il Lightning App Builder

App Settings

Salesforce is rolling out security enhancements that can impact your org.  Beview Security Alsrt

Search Setup

Object Manager

SETUP

14 itemns - Sorted by App Name - Filtered by all appmenuitems - TabSet Type

App Name T ~

1 App Launcher

2 Broadvoice Setup

3 Broadvoice Setup

&4 Community

S Content

& Lightning Usage App
7 Marketing

8 Platform

g Sales

10 Sales

11 Salesforce Chatter
12 Salesforce CMS
13 Service

14 Site.com

B Pages v

Developer Name
AppLauncher
Broadvoice_Setup
Broadvoice_Setup_Classic
Community

Content
LightningInstrumentation
Marketing

Platform

Sales

LightningSales

Chatter

SalesforceCMS

Service

Sites

'  Description

Lightning Experience App Manager

App Launcher tabs

Configure the Broadwoice integration

Configure the Broadvoice integration
Salesforce CRM Communities

Salesforce CRM Content

View Adoption and Usage Metrics for Lightnin...
Best-in-class on-demand marketing automation
The fundamental Lightning Platform

The world's most popular sales force automati...

Manage your sales process with accounts, lead...

The Salesforce Chatter social network, includin...

Manage content and media for all of your sites.

Manage customer service with accounts, conta...

Build pixel-parfect, data-rich websites using th...

MNew Lightning App

~ Last Modifled Date -~

08/03/2017 12:32 PM
12/06/2020 8:14 AM
12/06/2020 8:14 AM
08/03(/2017 12:32 FM
028/03/2017 12:32 PM
08/06/2018 $:31 PM
08/03/2017 12:32 FM
08/03/2017 12:32 PM
08/03/2017 12:32 PM
21/05/2020 1:20 PM
08/03/2017 12:32 PM
15/06/2019 12:29 AM
08/03/2017 12:32 FM

08/03/2017 12:32 PM

App Type v

Classic

Lightning (Managed)
Classic (Managed)
Classic

Classic

Lightning

Classic

Classic

Classic

Lightning

Classic

Lightning

Classic

Classic

WVi...

Edit

Mew Connected App

Select Utility Items B

I Utility Items (Desktop Only)

Utility Items (Desktop Only)

Give your usars quick access to productivity tocls and add background utility items to your app.

Add Utility Item

Add Open CTI Softphone

Mavigation [tems
User Profiles

App Performance (Beta)

Click Save

When complete, click Back in the upper righthanad
corner to return to setup.

POENBEEB

B0 K

Search...

History

List View

Macros

Motes

Open CTI Softphone

Quip Associated Documents
Quip Notifications

Hecent ltems

Report Chart

Visualfarce

* Note: Changing the Softphone Label to ‘b-hive’ or
‘Broadvoice’ can help identify its location for users.

o

Icon

L, call X

PROPERTIES
Open CTI Softphone

~ Utility Item Properties
" Label

Broadvoice

Panel Width

340

Panel Height

480

Start automatically

Save

Cancel

Remaove



. Q, Search Setup E] ? 33] & I:@I

EEE Setup Home  Object Manager

Q call SETUP

Call Centers
~ Feature Settings

v Service
v Bilicanter ~ All Call Centers Help for tis Page @

Il Cen A call center corresponds to a single computer-telephony integration (CTI) system already in place at your organization. Salesforce.com users must be assigned to a call center before they can
use any Call Center features.

=

Directory Numbers

| Import

Softphone Layouts

ENABLING SALESFORCE USERS

Try using Global Search.

Version Created Date Last Medified Date
12/06/2020 8:14 AM 12/06/2020 8:14 AM

You'll need to designate which users you would like to
have access to the Broadvoice CTI. ST

Call Center Users by Profile

Total 0

Manage Call Center Users Call Center Users Halp

1. Select Call Centers under Setup » S e ree ®

3 Setup Home  Object Manager

2. Click on Broadvoice

Call Centers

~ Feature Settings

3 . C | i C k M a n age Ca I I ce n te r U Se rs v Service B All Call Centers » Broadvoice » Manage Users » Search for New Users

-
~ Call Center Set the search criteria below and then click Search to find salesforce.com users who should be enabled as call center agents. Users already enabled as call center agents are excluded from
the search results.

Call Centers
4. Find the users and add them to S ——
Softphone Layouts - —None-— v | | --None-- w AND %
the Call Cent =
e a n er Didn't find what you're looking for? | -None-- v | | --None-- v AND
Try using Global Search. --None-- ~ | | --None-- v

Filter By Additional Fields (Optional):

+ You can use "or” filters by entering multiple items in the third column, separated by commas.
« For date fields, enter the value in following format: 12/06/2020
« For dateftime fields, enter the value in following format: 12/06/2020 9:27 AM

Find
Add to Call Center | Cancel
|| Full Name Alias Username Role Profile
Adamsen, Adam aadam  aa@adamsen.adam Standard Platform User
| Drumm, Erik EDrum  erik.drumm@yiptel.com System Administrator
Eden, Eric geden  eric.eden@yiptel.com Customer Support, North America Standard Platform User

Test. Implementations iteam amanda@yiptel.com System Administrator
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VERIFYING INSTALLATION

To ensure the package has been set up correctly, click Home (Classic)
or launch the appropriate application from the App Manager and click
the phone icon in the bottom left-hand part of the screen (Lightning).
You should see a login screen with a Broadvoice logo.

CREATING CUSTOM VIEWS

As a Salesforce admin, you can create custom layouts as well as
designate which views are available to specific user roles. Available
call fields are: length, type, result, comments, recording URL and
voicemail URL. First search for Object Manager within Setup and
select the Task object then follow these simple steps below:

1. Select Page Layout and click on Task Layout
2. Add a section named Call Details

3. Add the desired call-related fields

4. Click Save

Search

Classic

Q. Search Setup

::E Setup Home  Object Manager

SETUP > OBJECT MANAGER
=
aa Task

Details

Fields & Relationships
Page Layouts

Lightning Record Pages
Buttons, Links, and Actions
Compact Layouts

Field Sets

Object Limits

Record Types

Search Layouts

Search Layouts for Salesforce

Triggers

Validation Rules

Leads Account= Contacts Op portunitiez  Forecasts
Erik Drumm
Frica 20
4 Show Fee
B — broadvoice
Toduy h2/maraoey Log in to your Broadvoice account
WE T BN wisclulisd Tor ]
Jul,
losed « Open
My Tasks e =
Today’s Tasks
Items to Approve Manage A
Mo records 1o display ey, Baago

Lightning

Save v Quick Save | Preview As...* | Cancel 4 Undo || 7 Redo & Layout Properties

BN EEEE N )

' Fields

@, Quick Find| Field Name

Buttons |+ Section

CQuuick Actions |+ Blank Space
Mobile & Lighining Actions :

Expanded Lookups
Related Lists
Report Charts

nnnnnnnnnn

Task Detail

* ® Assigned To Sample Text
% @ subject Sample Text

® DueDate 12/06/2020 9:45 AM
2 Phone 1-415-555-1212
% ® priority Sample Text
|| Call Details

Caller Name  Sample Text
Caller Number 1-415-555-1212
Call Result  Sample Text

S can Type Sample Text

Broadvoice Locati... || caller Number Call Result
Call Duration || caid Call Start
Caller | d i Call Length

aller Name l Call Object Ident... Il Call UUID

[ comments Email Priority R

| Created By Last Modified By Recording

PPPPP | Recurrence Interval |[s

Sta E
Change Record Type | ta w | Edit| De W ow-U reate W
sustom Butte
[
* @ sws  Sample Text
® Name Sample Text
® Related To  Sample Text
5 Email sarah.sample@company.com

Call Start

21 call Length
Recording Url
Voicemail Url

12/06/2020 9:45 AM
Sample Text
www.salesforce.com

www salesforce.com



PROFILE PERMISSION SETS

The CTI package requires user profile access to many fields. For some
organizations, these fields might be restricted based on the configuration of

Salesforce. To easily grant access, you can assign permission sets provided
upon installation of the CTI package.

APl User

The API User Permission Set allows Salesforce administrators or
API Users to link custom elements to your b-hive account. To add,
navigate to Permission Sets in Setup, and assign to the desired user.

Broadvoice User

The Broadvoice CTl Permission Set allows access to missed calls
which is a custom object available with the CTI. To add, navigate to
Permission Sets in Setup and assign to the desired user(s).

. Q. Search Setup E] 9 13‘ '!' i@l

::E Setup Home  Object Manager

Q, permission SETUP

Permission Sets

v Users

Permission Set Groups

- J

- __Permizsinn 5

i . ”_ Video Tuterial | Help for this Page U
Permission Sets Broadvoice CTI API User
v Custom Code ‘ Q, Find Settings... x I | Clone | Manage Assignments

Custom Permissions o i
Permission Set Overview

Description  Assign permissions to APl User responsibleor handling data APIName  Broadvoice _CTI_API_User
Didn't find what you're looking for? and integration traffic between Broadvoice and Whe Salesforce
) : org.
Try Using Global Search. License Namespace Prefix broadvoice
Session Activation Required Created By Erik Drumm. 12/06/2020 8:14 AM

Last Modified By  Erik Drumm, 12/06/2020 8:14 AM

Apps

Assigned Apps
Settings that specify which apps are visible in the app menu

Assigned Connected Apps
Settings that specify which connected apps are visible in the app menu

Object Settings
Permissions to access objects and fields, and settings such as tab availability

Apex Class Access
Permissions to execute Apex classes

Visualforce Page Access
Settings that apply to Salesforce apps, such as Sales, and ~ Permissions to execute Visualforce pages
custom apps built on the Lightning Platform -
Learn More External Data Source Access

Permissions to authenticate against external data sources
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Account
Anna Count &

P LAC I N G c A L I s Account Owner Blliing Address B.Hive Account Mumber Platypus Account =
Erik Drumm I

4 Follow DocuSign

.................................. _—
Navigate to the record you would like to have the call activity logged in o o e 7/
and click the phone icon next to the number you wish to dial. This will — Phone \
o ey . . . Account Record Type .

|n|t|at.e a call to your deV|ces: Answering will then place the call. The e | {,(303) 725-6605
CTI will show you on a call with the number. Here, you can add a call Account Ovner \\

disposition and/or notes for future reference and click Save Details. ——— \ Fax

To add additional notes to a call, simply type the notes and click Save L. Broadvoice

Details again. To bypass call logging, simply click Dismiss Call at the ,

bottom broadvoice _——

R Ona call with (303) 725-6605

in Mumber

RECEIVING CALLS | ) Lead Eat - : l
ﬁ Erik Drumm 4 Follow Convert Edit DacuSign -

Title Company Phone (2) w Ermnal
t.(303) 725-6605

Incoming calls will attempt to match the calling party number with

en - .. C 4 »

records in Salesforce. These records can be contacts, accounts, leads, L Bosdvoie -

or cases. If multiple records are matched, click Select next to the record | broadvoice

you would like to have the call activity saved in. Clicking on the name will

give basic detail so you can select the correct record. Once you select the SR

record, you can add a call disposition and/or notes for future reference ’
and click Save Details. If you need to add further notes to a call before i et e
it is ended, simply type the notes and click Save Details again. To bypass

call logging, simply click Dismiss Call at the bottom. ped——

Aprll |w

* Calls received while on an active call will be designated as ‘missed calls’. e



CREATING NEW RECORDS

broadvoice

You can easily create new leads or cases from inbound calls with
the click of a button. Once the lead or case is created, you can
then add a call disposition and notes to the call activity itself,

Leads

To create a new lead, click New Lead. Lead information
will auto-fill based on the caller ID information if available.
From here, simply add or update contact information,
choose the lead status, and click Create. Once the lead is
created, you can add information related to the specific
call activity for reference later.

Select a record for the call

> B Ima Contact

> 1@*% Erik Drumm
A

> K™ Anna Count

Dismiss Call

Mew Lead

Select

Select

Select

Mew Case

broadvoice

‘. On a call with Erik Drumm — +13037 256605

Create a Lead for the call

First Mame

Erik

* Last Name

Drumm

Company

Broadvoice

Phone

broadvoice

L On a call with Erik Drumm

Create a Case for the call

Subject
Mew Case
Status

Mew

13037256605 Saverity
* Status Medium
ca ses Werking - Contacted Channe
To create a new lead, click New Case. The phone number i
will auto-fill based on the caller ID information if available D Cal | Cance B s

and the channel will pre-fill to Phone. From here, add
the subject and status. Optionally, you can search for an
account or contact to associate the case with. Once the
case is created, you can add information related to the
specific call activity for reference later.

Contact ID
E Ima Contact

Phone

13037256600

Dismiss Call

13






