Euphoria ::

‘ Creating Webhooks for Salesforce Integration I

Euphoria Documentation for
Salesforce



EUuphoria

What is the Purpose of this doCUMENT ...ttt essessessessssassassnssnssnssnssssssnsas 3
Salesforce Account Configuration and Workspace SELUP......c.cccceerecreererreecrensessenceesaessasesessasssassssssasssassssssasssas 3
REgiSter SalesTOrCe ACCOUNTS.. ...ttt ettt ettt ettt ae b b ebess bt ebsas s ebessasesesessasesesenn 3
Create the Organisations DETAILS. ...ttt s s ssssssesesessnsnens 4
W ItELIST AULNOIISATION ...ttt s a st s b beb b ebebebebebebesebebebebatatatas 9
TMS Integration Centre - Webhook Creation............cciceereeccerrsecreessessneseessessassssssasssassssssasssassssssssssassssssasssassasssas 13
Internet SEttings ALLOW fOr REAIFECLS.........ou ettt ettt s et s et n s b taanas 14
Integration Center: How to Create an INtegration GroUP.......ciceieeiieieieeese sttt sesssennns 15
How to Create the Add This Contact WEBNOOK..........ccieiicccecceeeee et nees 17
How to Create an Account LOOKUP WEBNOOK..........eeee ettt aeae 25
How to Create the Open Salesforce WebhooK................. s 30
How to Create the Contact Lookup by Phone Number Webhook (Linked to Open Salesforce)................ 34
How to Create the Alternative Contact Lookup by Phone Number Webhook (Linked to Open
= [ ET=) o] ol ) OO T OO OO U USRS 39
How to Create the Alternative Contact Lookup by Name Webhook (Linked to Open Salesforce)........... 44
How to Create the Add Activity to Contact WebhoOoK............oieeeee e 49
How to Create the Webhook (Linked to Add ACHIVItY)..........ooooi s 57
Configuration of WebhooKS iN QUEUES........cccriieeeie ettt sesse s st ss st ssssssssesesesssasanes 62
Webhooks [N Use iN AQENT WOIKSPACE. ...ttt sttt s s s bbbttt et e bebe e e babessssssasassnsnans 65
Contact Lookup by Phone Number Webhook (ON ANSWEL) ...ttt 66
Alternative Contact Lookup by Phone Number WebhooK....................cooo oo, 67
Alternative Contact Lookup by Name WebRhOOK............ccooiiiiiiiiiiieee e 69
FXo [0 B I o 1153 @7 o gl =Ted q VA= o] Uo o ) CH S SSR 71

Get Contact Webhook with Activity) (On DiSposition).............oooooiiiii e, 73



EUuphoria

What is the Purpose of this document?

This document explains what is needed when creating Webhooks for the Euphoria TMS to interact with a
Salesforce account.
For the webhooks to work in the Euphoria Agent Workspace, the user will need to go through 4 set-up
phases.

e Salesforce Account Configuration and Workspace Setup

e Ensuring Internet Settings Allow for Redirects

e Creation of the Webhooks in TMS

e Adding the created Webhook to a queue or Campaign.

Salesforce Account Configuration and Workspace Setup

A user can only link the Webhooks from the Euphoria TMS to Salesforce if they have access to Salesforce.
Thus, the first step is to create a Salesforce account. If the user already has a Salesforce account, follow
the Create the Organisations Details steps to ensure that the Euphoria platform is able to access the

user’s Salesforce account.
Register Salesforce Accounts.

For any assistance with the steps for Salesforce, contact an agent to assist on the Salesforce Contact Page

A trial Salesforce account will not allow the TMS webhooks to activate. A paid business account will be
needed. Alternatively, a Developer account can be activated. Go to developer.salesforce.com/signup.

(When creating a password, do not use any special characters.)

Create a business account using the Salesforce steps. (A Salesforce consultant can assist with this when

setting up the account). Below is an example of how the Business presence will look on Salesforce.

S S ———
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It's Better in Lightning

Move to Lightning E
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Create the Organisations Details

Note: The domain URL “euphoriatelecoms-dev-ed.develop.my.salesforce.com” used in this documentation
and pictured below is an example of a customer domain seen in the URL section of a browser. Each user
will have their own unique domain, which is used in creating API calls, and will be referred to as the
Salesforce Classic Customer URL. (This is the Salesforce Classic domain name, not the Lightening Domain
Name)
e If not already on the Classic Salesforce page, select the o profile icon on the right, and then
e Switch to Salesforce Classic.

1
|&|£—.~?$4

Bed  Stuart Backlund
- euphornatelecoms-dev-ed.develop.my.salesf...
Settings  Log Out

L

DISPLAY DENSITY
 Comfy

Compact

OPTIONS

Switch to Salesforce Classic @ |

Add Usemame

° SelectOSetup in the top right corner of the screen.

&% Switch to Lightning Experience Stuart Backlund - i Setup Help APl Call Collection -

e Scroll down to o Build in the left menu item pane. Click on theo Play button next to create.
This will open the create options. Selecto Apps from the side menu. This will open the Apps

page.

»| Customize

Custom Labels

Interaction Log Layouts
Objects

Big Objacts

Pickiist Value Seis
Packages

Report Types

Tabs

Semvice Cloud Launch Pad
Action Link Templates
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e From the Apps page, scroll down to OConnected Apps. Connected Apps act as the API
endpoint for external calls to Salesforce. A user can have multiple connected apps within their

Salesforce Organisation. Clicko New to create a new connected application. This will open the

New Connected App page.

ey %=

Action Connected App Name

Edit | Manage ET Test

Edit | Manage Euphoria Connected App

e Complete the eform, providing the information as required under the Basic Information header:
o Connected App Name: The system being integrated with: TMS
o APl Name: Name to display on the Connected Apps section.
o Contact Email: User’s work email address.
o Contact Phone: Company phone number.

o Logo, Icon and Info URL: Optional information about the TMS is not required.

e Under the API (Enable OAuthSetting) heading, enable the o Enable OAuthorisation Settings
tick box. This will open the section with the available OAuth Scopes.
o Inthe Callback URL text box, °type the Salesforce Classic Customer domain URL. This
is where the user will be redirected after authentication from the third party. (See

explanation above)

Example URL httpﬁ:HSl:llesfnrce_l:ustnmer_dnmuin.cnm

o Inthe Available OAuth Scope select box, selecte Full Access (for the time being). Select
o Add. Scroll to the bottom of the page and click o Save.
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MNew Connected App

9 Basic Information

Connected App Mame | Euphorla THS |
AiMame [ Euphorla_TMS |

Contact Email  [mygmailaddross @euphoriaco.za |
ComsctProns (0971234485 |

Logo Wmage URL |

H—I.H.J|w |
CRoode ong f o BAMC 0008

info URL  [Optional |

- AP (Enable OAuth Settings)
Enable DAuth Settings HJ

E nable for Device F m

Calbachk UR o I D

Use degetal nagnatures

Selecied OAuth S
S Available DAuth Scopes

cess confenl resources (content)
Coss custom permissions (custom_pemmissions)

cess the Salesforce API Platform (sfap_api)

Cess the identity URL service (i profile, email address. phone)
cess unique user identifiers (openid)

anage Data Cloud Calkculated Insight data (cdp_calculated_insight_apd)
Manage Data Cloud Identity Resolution (cdp_identityresolution_api)
Manage Data Cloud Ingestion AP| data (cdp_ingest_api)
Manage Data Cloud profile data (cdp_profile_api)

A Canvas App Sentings

Carrvan

o

Note: Creating a connected application takes approximately 10 minutes to initialise after it has

been saved.

e Press continue, and a new screen will open on the application details. Selecte Manage
Consumer Details to view the Authorization token information. This information will ONLY show
once; therefore, it is essential to copy and save to a safe space as it will be used during the creation

of Webhooks in the third Party.

w API (Enable QOAuth Settings)
Consumer Key and Secmﬂmmm! I
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e When Manage Consumer Details is selected, a verification window will appear. Enter the o

Verification code that has been sent to your email address and press Verify.

You recently attempted an action in Salesforce. salesforce

Action: Access a Connected App

Browser: Chrome Verify Your Identity
Operating System: Windows 10

Username: stuart@euphoria 3K You're trying to Access a Connected App. To make sure

your Salesforce account is secure, we have to verify your

To ensure your account's security, we need fo verify your identity. igentity.

Enter the verifcation code we emailed to

Verification Code; 20X XXX T,

e

Verification Code

If you didn't recently attempt this action in Salesforce, or you doni
=

Resend Code

e The page will open and display two values that are needed when creating webhooks in the TMS.

Save these in a safe place. These two values are:

o Consumer Key Consumer Detalls
E-'ﬂ-'lﬁ!' A GEpR itk ¥ 00T AWOmKOC a0 THDL
o Consumer Secret coen
[Contumer Secret | 2DBCFIEBDIVFABBOIIZE IBRAE BATZ IBBSE 1CASDE
Topy

e Once the Key and Secret are saved, a reset of the Authorisation token needs to be done in order to
ensure security. To do this, select the ouser name in the top right corner and then oMy

Settings.

':Lf’ Switch to Lightning Experience Stuart Backlu% Setup
» My Profile
My Setlings

Developer Console

Switch to Lightning Experience
Logout
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e On the My Settings page, Selecto Personal, and thene Reset My Security Token. The Reset
My Security Token window will open. Select theo Reset Security Token button.

Quick Find Q

My Settings

& Personal

Personal Information
Change My Password
Language & Time Zone
Grant Account Login Access

My Groups

Reset My Security Token

When you access Salesforce from an IP address that isn't trusted for your company, and you use a deskiop
token is also resed

d el
.ﬂ After you reset your token, you can't use your old token in APl applications and deskiop chents

Reset Security Token

? Reset My Security Token

e This will send an email with the new token. Save this email as this token will be needed when

creating the Integration Group.

Reset My Security Token

Check Your Email

1

i
ﬁ ¥¥e sent a new security token to the email address for your account, stuart backiund@euphoria.coza.

Your new Salesforce securit

support@salesforce.com <support@salesfc

wme -

We've sent you a new Salesforce security tokel
token with APl or deskiop clients that require it

Usermname: stuarti@euphoria.sandbox
Security token (case-sensitive): ghivajspalSg®y
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Whitelist Authorisation

This step is necessary for the secondary level of security.
e Select oSetup in the top right corner of the screen.
1

L} Switch to Lightning Experience Stuart Backiund = Help AP Call Collection -

e Scroll downin e Administer in the left menu item pane. Click on theo Play button next to
Security Controls. This will open the options. Select o CORS from the side menu. This will open

the CORS page. This page lists origins that are allowed for cross-origin resource sharing.

)——

Release Updates

+| Manage Users

+| Manage Apps

+| Manage Territories

*| Company Profile

*| Data Classification

*| Privacy Center

qg Security Controls

Health Check
Sharing Setlings
Field Accessibility
Password Policies
Session Settings
Login Flows
Network Access
Named Credentials
File Upload and Download

4 ecurity
Q=

° ClickoNew to add to the list of allowed Third Parties. This will open the page to add the Third
Party URL.

Allowed Origins List E

Action Origin URL Pattern +

Edit | Del https:/{tms.eupheria.co.za
Edit| Del  https:f/euphoriacoza
Edit | Del https:{ [tms.coza
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e Addthe oTMS URL https://tms.euphoria.co.za and press OSave.

CORS Allowed Origin List Edit Cancel

Origin URL Patierm thps:ﬂtms.auphnrin.cu.zi I

e Select o CORS from the left side menu again to refresh the page.

B Security Controls
Health Check
Sharing Settings
Field Accessibility

Security
@ CORS

e Select OEd/’t on the Cross-Origin Resource Sharing (CORS) Policy Settings

Cross-Origin Resource Sharing (CORS) Policy Settings

Enable CORS for OAuth endpoints

e Enable the CORS for OAuth endpoints ocheckbox. Select°5ave to apply the change.

%natﬂe CORS for OAuth endpoints

e Select eOAuth and OpenlID Connect Settings from the left side menu.

B Security Controls
Health Check
CORS
|dentity Connect
OAuth Custom Scopes

QAuth and OpenlD Connect
Settings

# Event Monitoring
* Platform Encryption



https://tms.euphoria.co.za
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e Ensure Allow OAuth Username-Password Flows, Allow OAuth User-Agent Flows and Allow

Authorization Code and Credentials Flows are all switched on.e Refresh the Salesforce page.

ﬂ OAuth and OpenlD Connect Settings

OAuth and OpenlD Connect Flows

@

en

e The last part of the autorisation is to ensure the connected app is allowed access. Scroll down in
o Administer in the left menu item pane. Click on thee Play button next to Manage Users.
This will open the options. Select o Profiles from the side menu. This will open the Profiles
page. This page lists the different user types in Salesforce.

dminister

Relegse Updates
Manage Users

Usars

Mass Email Usars
Roles

Permiscion Sets
Permission Set Groups

User Management Setlings
QFmﬁles

Public Groups
Clueues

f
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e Scroll down to the System Administrator line, and press o Edit.

Profiles

"All Profiles v] Edit | Delete | Create New View

New Profile| ¥ )

[[] Action Profile Name + User License

] Edit] Clone Exiernal Apps Login User External Apps Login

[gmgdit | Clone Standard r Salesforce

@Clone System Administrator Salesforce

[ Edit| Clone Work.com Only User Work.com Only

1-M of 41 =] 0 Selected >/ < 4 Prey Nexth B

e On the profiles page enable @YOUR connected app to ensure that the webhook has access into
Salesforce. Scroll down to the bottom of the page and press °Save.

Profile Edit

System Administrator

Set the permissions and page layouts for this profile

Profile Edit Save | Save & New  Cancel

Name  System Administrator
User License  Salesforce Custom Profile

Custom App Settings Connected App Access
Visil Visible
All Tabs (standard__AlTabSet) ET Test
Analytics Studio (standard__Insights)

Euphoria Connected App

Connected App Access
ET Tes E Euphoria TMS =
Euphoria Connected App 0 Euphoria TMS Integration 0
Euphoria Salesforce Apl D Euphoria TM5 Salesforce C
Euphoria 5F 0O Euphoria TMS Test 0
Euphoria Telecoms Salesforce D APIs C ion for Post E

E Save & New  Cancel
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TMS Integration Centre - Webhook Creation

The Euphoria API (Application Programming Interface) is a web service that can interact with other
systems to achieve several tasks. Some of these tasks may be actions the system can perform, such as
dialling a number or retrieving certain information for use in another system like a CRM application

(hereafter referred to as the “target system”).

To achieve any level of integration between systems, both may need the ability to interact via API, so find

out what APIs the other system can offer before embarking on an integration project.

Note: System webhooks usage is restricted to extensions with agent functionality enabled.

Integration Centre
The Integration Centre has two primary uses:
1. To send data to another system, this may be information such as numbers, call duration, attending
agent or even call outcomes.
2. To query and retrieve information from the other system, often based on information available in

the call, such as the number calling in or supplied by an agent, such as a reference/ticket number.

To converse with the other system, the Integration Centre allows the creation of “webhooks”. A webhook
is essentially a way to talk to an API on the other system for processing (whatever that may involve),

meaning it needs to understand (and be configured for) how the API on the other system expects to

interact.

To create webhooks, creating the ground rules for communication in the Integration Group is necessary.
Most often, these include parameters like authentication, and the particulars should be available in the

other system's documentation.

For any of the below webhooks to work, the agent must be logged in to their Salesforce Account, and
the TMS browser settings need to allow Salesforce redirects to open. The next section will indicate

how to check the browser settings.
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Internet Settings Allow for Redirects.

In order for some of the Webhooks to trigger and open the Salesforce pages, browser settings need to be

checked for Google Chrome. This is the recommended Browser.

e On a browser window that has the TMS open, Select the OSettings icon or lock icon. Select

o Site Settings to go to the permissions page.

< C M

tms.euphoria.co.za

[ Bemard [ Euphd
tms.euphoria.co.za

€] Connection is secure

Microphone
Notifications
Pop-ups and redirects

Reset permissions

3 Cookies and site data

Site settings

i About this page

Leam

® Settings

= You and Google

El  Autofill and passwords

sage
@ Privacy and security
3.8KB - 1 cookie Delete data

Performance

o - -
@ Appearance Permissions Reset permissions

Search engine
M  Images Allow (default)
E]  Default browser 3
[}  Pop-ups and redirects Allow
(1) On startup

Below are the steps to learn how to create a group. Once a group has been created, webhooks can be
created. This document will cover the creation of 8 Webhooks. Add This Contact, Add This Contact with
Account (Account Lookup), Contact Lookup, Alternative Contact Lookup by Name, Alternative Contact

Lookup by Number, Add Activity and Get Contact Webhooks.
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Integration Center: How to Create an Integration Group.

e Go to the TMS URL: https://tms.euphoria.co.za/

o Choose the desired account. A user needs access to the menu ltem in order to complete the below
steps. This menu item access is either in a Super User account or a manager account.
e Click onthe OAPI & Integration Center menu item. Click on the o Integration Center

sub-menu item.

P¥- APl & Integration

Integration Center
APl Manager

AP1 Monitoring

e Clickon 0+Add New to add an integrations Group.

Integration Groups

Start typing to search...

3

» & Demo

e Give the group the name o Salesforce (The name will represent the group under which all
webhooks fall). Select the 9 OAuth2 authentication type. OAuth stands for Open Authorization.
It is an open standard for access delegation, commonly used to allow third-party applications to
access resources on a user's behalf without exposing their credentials. Select the
o Global authentication level. Global is a single set of credentials used for all interactions with

the target system.

Add Integration Group

Salesforce Username

Saleforce password

Client Key

Client Secret

o Jcomn



https://tms.euphoria.co.za/
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When a Global authentication level is selected, add the Client Salesforce username and
Password. This is the same username and Password that is mentioned in the Create the

Organisation Details section.

a. Username: Salesforce username.
b. Password: A combination of a Salesforce password and New Security Token value which is

emailed to you from Salesforce i.e. (Password and New Token value together).

Password Token Value
Examplef Apple Sﬂﬂmimu y twt C2 0000xx REQ 'I'?xxuxnl

e Addthe oConsumer Key And Consumer Secret: As explained in Create the Organisation Details
section. Scroll down and add YOUR o Salesforce Classic Domain URL. Click oSave to

create the group.

Salesforce

my salesforce user name (stuadf84@euphoria. salesforoe)

¢5&Efor¢e password and security token (Apple 5 xooox@k B D oo B sjeci )

Chant Kay [oplicnal)

Cligril Sachid (Optional)

amain Ui (oplicnal)

Apthonzation: "Basic  ~ bloal [API_KEY] «"x
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How to Create the Add This Contact Webhook

The Webhook will allow agents to add the current caller to their Salesforce contact list. This webhook will
be seen as a button in the Agent workspace and will be selectable during a call. This function is
dependent on a company account lookup webhook, as a contact will need to be linked to a company in
Salesforce. In order to do this, the company ID is required as one of the webhook parameters. For
purposes of illustration, an example company ID will be taken from the Salesforce demo instance to aid in
the testing of this webhook’s initial setup; this will not be required when this is in production, as further
steps are taken below in this document to assist with this. This ID needs to be saved as it will be used in

the testing and configuration step. If this is the first time on Salesforce, create a new account.

To locate the Company Account ID:

e In Salesforce, selecto Switch to Lightning Experience to access the company and contacts

pages. If sent to a page other than the Home page, speak to a Salesforce consultant.

nfﬁ Switch to Lightning Experience I Stuart Backlund ~ Setup Help APl Call Collection ~

e Selectthe eAccounts tab and click on an account to open it.o (If no account is created, add

an account first)

sss  Sales Home  Opportunities ~  Lleads ~  Tasks »  Files

LT

2
accounts s

Accounts
= Recently Viewed v ¥

1 item « Updated a few seconds ago

[] Account Name v

ACME supplies

e The Account ID will be in the URL. o Copy and save it for when it's needed in the test values.

4
€« 2 C M 23 euphoriatelecoms-dev-ed.develop.lightning.force.com/lightning/r/AccountjU018d00000mmsqdAAA view?0.source =alohaHeader

[0 Bemard [J Euphoria

. I Q, Search.
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The webhook can be created now that the Account ID is copied and saved.

e Click onthe oAPI & Integration Center menu item. Click on theolntegration Center

sub-menu item.

- APl & Integration

Integration Center
APl Manager

API Monitoring

e Select the eSalesforce Group. Select the drop-down arrow next too Actions and then oAdd
Webhook.

Dashboard Integration Center x

Integration Groups Action%
Start typing to search... |%dd Webhook

W test

» & 3ProjectsGroup

» & Contacts

» W Salesforce

e Give the webhook ao name: Used to identify the webhook, it is helpful to make this descriptive.
Select the AJAX Post Webhook Type. Select the o JSON Webhook Data Type. Select the
o Show Request Result Response Type, which indicates how the result should be handled.

Webhook Details

.

d This Contact Salesforce

AX Post w
SON ~
how request result w

hitps./feuphoriatelecoms-dev-
ed. develop my salesforce com/services/dataiv59 0/scbjects
IContact/



EUuphoria

e Add the Salesforce Classic Customer Domain URL that the webhook needs to access. The first part

of the URL is the company URL; the second part is the page that needs to be accessed.

10 Part1 Part 2

Example LIRI.:lhttps:f [salesforce _customer_domain.com/services/data/v59.0/sobjects{Contact/

Webhook Details

Add This Contact Salesforce

AJAX Post ~
JSON v
Show request result ~

5:/[feuphoriatelecoms-dev-
ed develop.my.salesforce com/services/dataiv59. 0fsobjects
IContact/

Add parameters:

Dynamic Parameters are added when the request parameter button is selected. These variables
are found in the target system’s APl documentation, and the capitalisation as per the document is
important.

https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api

_objects_contact.htm

e Selectthe o + Add Request Parameter button. Then drag and drop a eDynamic Parameter
into a value box. This will need to be done five separate times to have all the required Dynamic
Parameters for the webhook. After each drag and drop of an Agent Input parameter, a Prompt

pop-up will open. These labels are what the agent will see when the value is requested.


https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api_objects_contact.htm
https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api_objects_contact.htm
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Webhook Details Dynamic Parameters

]

tart typing to search..

| #. Number-No Pmlhl—

# Dynamic
# Agent Input 1

Show request result e | -
# Agentinput2  |———

hitps: feuphorialelecoms-oey- N
ed develop.my salesforce com/services/dataiv59. 0Vsobjects #. Agent Input 3

IContact/
# Agent Input 4

Add This Contact Salesforce

AJAX, Post w

JSON w

& Agent Input 5

Parameter Mame

=3 # Auth API Key
q FParamotor Value J .‘

# Auth Username

& Auth Password

Paramalar Maime

=
Paramatar Valse ﬂ s
s

Paramater Nams

Faramater Value ‘1

Faramater Mamea

Faramalar Valua
J I

FParamatar PRarmda

Pararmaler Walus | *

“Md Roguaest Parsmmoeten | I
Test/Configure m

o 06 0 o

e An Agent Input type allows for an agent to type in a value when this webhook runs, like in this
case to specify the contact details. This will open the Agent Input label prompt. These labels are
what the agent will see when the value is requested. The labels must say Name, Surname, Phone

Number, Email, and Company Account ID to find the correct Company in Salesforce.e

gent input Label

Cor [ core
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e Add the parameter name as explained in the Salesforce APl document as seen below.

For a new contact, the user needs to add parameters for the First Name, Last Name, Phone
Number, Email and Company ID. The company ID is classified as an Account |d in Salesforce and

was saved in the first steps.

e Name: FirstName ?muama
e Parameter Value: {AGENT_INPUT_1} [AGENT_INPUT_1}

o Name: LastName

e Parameter Value: {AGENT_INPUT_2} {AGENT_INPUT_2}

LastMame

A
hone

o Name: Phone
{CALL_NUMEER_NOPREFIX}

e Parameter Value: {CALL_NUMBER_NOPREFIX} y

o %mail
e Name: Email [AGENT_INPUT_3)
e Parameter Value: {AGENT_INPUT_3} Fei

o Accountld

e Name: Accountld {DYNAMIC_PARAMETER)

e Parameter Value:{DYNAMIC_PARAMETER}

=+ Add Request Parameter
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e Click °Save to create the webhook. The webhook will close. Open the webhook again and
select the @ Test and Configure button.

Webhook Details

Add This Contact Salesforce

AJAX Post w
JSON w
Show reguest result v

hitps feuphoriatelecoms-dey-
ed develop my salesforce comfservices/dataiv59 OVsobjects

IfContact/
FirstName
@
IAGENT _INPUT_1}
LastName
(-]
[AGENT_INPUT_2}
-
Phone
: (]
{CALL_MNUMBER_MNOPREFIX]}
i
Email
(=]

[AGENT_INPUT_3}

Configure
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e A pop-up window opens requesting a test value. Add the °Test Values requested and
Press eApply. For Account ID, use the saved details from Salesforce as explained above. These
test values are only requested in this step to ensure that a result is given. The Agent will not need

to add test values in the normal usage of the webhook.

Testing Values »
—FirstName -
“Agent ut T YlSamh ]
—LastName

* Agent Input 2: |{Johnson

Phone

“ Number-No Prefix: [0971234567 ‘

Email

“ Agent Input 3: ||sara123@email.com
Accountld
" Dynamic: ||0018d00000mmsgdaAA

o | G

e A Result page will open with the information requested by the webhook. Select the result options
the agent should see. SelecteAgent View and press o Apply to see the results the same

way the agent would.

Add Contact Salesforce
I &
0038d00000u3WFPAA2

i Agent View ”
Y spiy )| cance

The result of adding a contact can be viewed in the contacts list view on the Salesforce contacts page, as

well as on a results page in the TMS.

o Ex

(Ll
- Sales Home  Opportunities v Leads s  Tasks ~  Files Accounts s Contacts s (

Contacts
Recently Viewed v ¥

50+ items » Updated a minute ago

[ Name ~ | First Name | Last Name “ | Account... v | Acco... v | Phone ~ @ Email v
1 | (] sarahJoh... Sarah Johnson ACME sup... 0971... saral23@e...
2 [] DarenKii... Darren Kline 0823... darrenk@g...
3 [] Travis Re... Travis Reddy ACME sup... 0823... travisr@gm...
4 [] KelvinHo... Kelvin Hobbes 0734... kelvinh@g...
5 [] FrankSmall Frank Small ACME sup... 0823... frankies@g...



(4
BUSINESS
PHONE
SOLUTIONS

o Once the result shows correctly, change the response type in the webhook to eSimple success
or failed message. This will allow a pop-up message to show when the contact has been added

successfully or a failed message when it has not. Click eSave again to apply the change.

Webhook Details

Add This Contact Salesforce

AJAX Post v
JSON w
imple success or failed msg -

hitps:fleuphoriatelecoms-dey-
ed.develop.my.salesforce.com/services/dataiv59.0/sobjects

IContact/
FirstName
=]
[AGENT_INPUT_1}
e
LastName
=]
TAGENT_INPUT_2}
e
Phone |
=
{CALL_NUMBER_MNOPREFIX}
Email

{AGENT_INPUT_3}

n

Test/Configure L Save |
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How to Create an Account Lookup Webhook

The Account Lookup Webhook will be used to access Company information from Salesforce. This is
necessary when adding a contact to Salesforce. The webhook will be linked to the Add this Contact

webhooks. Once the Company account has been selected, the Add This Contact webhook will activate.

To create the webhook, follow steps 1 - 5 as per the How to Create the Add This Contact Webhook.

e Give the webhook a ename: Used to identify the webhook, it is helpful to make this descriptive.
Select the oAJAX Get Webhook Type. Select the OJSON Webhook Data Type. Select the
o *Show Multiple Requests only Type, which indicates how the result should be handled.

Webhook Details *Note: When testing the webhook, select Show

Request Result. This will open a result page,

even when there is only one result, allowing the

selection of viewable fields which will be covered

SON ¥ in later steps.

Show multiple results only v

hitps:/feuphoriatelecoms-dev-
ed develop.my salesforce comfservices/dataivs9. 0Vquery/

e Add the Salesforce Classic Customer Domain URL that the webhook needs to access. The first part

of the URL is the company URL, and the second part is the page that needs to be accessed.

o Part1 Part 2

Example URL| https:[[Salesforce _customer_domain.com|services/data/v59.0/query/

Webhook Details

Account Lookup

AJAX Get w
JSON W
Show multiple results only v

ttps:/feuphoriatelecoms-dev-
ed.develop.my.salesforce.com/services/dataivs9.0/query/
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Add parameters:

Dynamic Parameters are added when the request parameter button is selected. These variables
are found in the target system’s AP| documentation, and the capitalisation as per the document is
important.
https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api

_objects_accountshare.htm

e Select the o + Add Request Parameter button. Drag and drop the correct parameter into the
e parameter value box. This will open theeAgent Input label prompt.

Webhook Details Dynamic Parameters

Start byping to search...

Account Lookup

S ——
AJAX Get o # Call Duration
JSON w # Call SIPID

Show request result w # Iniial Call SIP 1D

# Agent Input 1

hitps:feuphorniatelecoms-dev-
ed develop.my salesforce comisernvices/dataivsg 0/query

# Agent Input 2
# Agent Input 3

# Agent Input 4

Farameler Mamea

= # Agent Input 5
FParameter Value

?-I- Add Request Parameter

gent input Label

#x Enfer emad addrass

[ TestConbgure | Save | oK ] Concel

e This label is what the agent will see when the value is requested. The label must say o
Company Name to find the correct Company in Salesforce. (Account is Salesforce are considered

companies, therefore it will be one of the account names)

ent input Label

ompany Name



https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api_objects_accountshare.htm
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e Add the parameter name as explained in the Salesforce APl document as seen below.

e Name: Accounts

e Parameter Value: {AGENT_INPUT_1}

[ Accounts |

l [AGENT_INPUT_1}

+ Add Request Parameter

° Clicke Save to create the webhook. The webhook will close. Open the webhook again and
select the o Test and Configure button.

Webhook Details

Account Lookup

AlJAX Get w
JSON v
Show request result v

hitps:f/euphoriatelecoms-dev-
ed.develop.my salesforce. comisenvices/dalaivs9.0lquery

Accounts

[AGENT_INPUT_1}

4 Add Request Parameter

7 — 16

Test/Configure | Save

e A pop-up window opens requesting a test value. Add anOAccount Name of a company that
can be found in Salesforce and press °Apply. This test value is only requested in this step to
ensure that a result is given. The Agent will not need to add test values during regular webhook

usage.

Accounts
* Agent Input QACME Supplied Il

B
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o A eResult page will open with the information requested by the webhook. For some webhooks,

the result page will have many columns of information, but not all of the information will be

needed by an agent. Therefore it is important to limit what the agent sees. To do this select the

°tick box next to the column of information the agent should see. Click on eAgent View and

presseApply to see the results the same way the agent would.

Unfiltered

Dashboard Integration Center

A? Result X

- Account Lookup

29

() Attributes & P
Show 0018d00000mmsqdAAA
=
_| Agent View
Apply || Cancel
Filtered
Dashboard Integration Center X Result

3

ACME supplies

Account Lookup
Eid &
0018d00000mmsqdAAA

Agent View

[l Hame &
ACME supplies

| Apply || Cancel |

e Select thee Id link chain icon to link another webhook to the Account Lookup Webhook. Select the
e Add This Contact Webhook. Press eApply. This will allow the agent to add the person on the

call as a contact in Salesforce under a selected company. (Go back to the integration Centre page to the

created webhook)

Dashboard Integration Center * Result
ccount Lookup
Id &
Salesforce/Add This Contact Salesforce v |
Agent View
28

Name &
ACME supplies

Cancel
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e Change the name of the webhook from Account Lookup to e Add This Contact with Account, as that

is what the agent will see in the agent workspace. Select Save.

Webhook Details

| Add This Contact with Account ‘

Sample of agent workspace.

Dashboard LV *

IWROEO Z

© Line 1: 1 0971234455 [00:00:04]

Calls Successful Calls Unsure Calls Failed Numbers Failed Contacts
J 16 !‘ 1 15 I. 0 I’ 0

Call Information
Outbound Queue: Video Creator Test | & View Contact By Number and Add Activity ] ¢ Add This Contact with Account || & Get Contact by Name
Queue
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How to Create the Open Salesforce Webhook

The Open Salesforce Webhook will be used to open a contact’s profile in Salesforce with either their
number or name. It is created to link with the Contact Lookup, Alternative Contact Lookup by Name and
Alternative Contact Lookup by Number webhooks to ensure that the correct Salesforce page opens. This

webhook will not be added to a queue or seen in the Agent Workspace.

In order to create and test this webhook, the user will need the Contact ID (not to be confused with the
Company Account ID). This ID will be used during the Test and Configure stage of the webhook creation
but will not be needed during the normal use of the webhooks in the Agent Workspace. To locate the

Contact ID, follow the below steps:

e In Salesforce select oSWitch to Lightning Experience if not already in this space.

qf} Switch to Lightning Experience I Stuart Backlund ~ Setup Help APl Call Collection ~

o Select theo Contacts tab, and select anyo contact in the list to open it.

& i

A

L L1} ol
sss  Salag Home  Opportunitiss s Leads Tasks Filas Accounts ~ | Contacts s

L L

E Contacts
Recently Viewed v
0= items » Updated a féw seconds agoe

MName s | First Name » | Last Name » | Account ... » | Account Site

[ qituan‘. Backlund Stuart Backlund ACME sup...

e The Contact ID will be in the URL. OCopy and save it for when it's needed in the test values.

"

€« > C m 2% euphoriatelecoms-dev-ed.develop.lightning.force.com/lightning/r/Conta Sd00000mALYvAAKS 2w
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To create the webhook, follow steps 1 - 5 as per the How to Create the Add This Contact Webhook.

e Give the webhook ao name: Used to identify the webhook, it is helpful to make this descriptive.
Select the Browser Window Webhook Type. Select the eJSON Webhook Data Type.
Select the Show Request Result Response Type, which indicates how the result should be
handled.

Webhook Details

Dpen Salesforce

7 Erowser Window

9 how request result ~

hittps: feuphoriatelacoms-dev-
ed develop lightning force comAightning/r/Contact

e Add the Salesforce Lightening Customer Domain URL that the webhook needs to access. The first
part of the URL is the company URL, the second part is the page that needs to be accessed in

lightening.
Part1 Part 2

Example URL{ https:/[Salesforce _customer_domain.com[lightning/r/Contact/

Webhook Details

|Dcer‘ Salesforce I
Browser Window w
JSON w
Show request result w

ttps /ieuphorialelecoms-dev-
ed develop_lightning_force comAightning/riContact/
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Add parameters:

Dynamic Parameters are added when the request parameter button is selected. These variables
are found in the target system’s AP| documentation, and the capitalisation as per the document is
important.
https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api

objects_contact.htm

e Select the o + Add Request Parameter button. Drag and drop the correct parameter into the

parameter value box.e

typing to Search..

|Ppen Salesforce

W rnaened SR B R

Browser Window w F Call Duration
JSON b # Number

Show request result w # Number-No Prefix
hitps feuphoriatelecoms-day- Va3 Dynamic

ed develop. lightning force. comiightning/riContact/

# Agent Input 1
# Agent Input 2

# Agent Input 3
Farameter Mame

(- # Agent Input 4
arameter Value ‘1

o & Agent Input &

# Auth AP Key

q—i—ﬁdd Request Parameter
# Auth Usemame

Test/Configure m # Auth Password

e Add the parameter Name as explained in the Salesforce APl document as seen below.

e Name:Id

e Parameter Value: {DYNAMIC_PARAMETER}

Q.

{DYMNAMIC_PARAMETER}

+ Add Request Parametar


https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api_objects_contact.htm
https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api_objects_contact.htm
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° Click°Save to create the webhook. The webhook will close. Open the webhook again and
select the ofest and Configure button,

Webhook Details

Ibcen Salesforce I
Browser Window w
JSON -
Show request result w

hitps Meuphonatelecoms-dev-
ad develop_lightning force comMlightning/riContact

Id

(DYMAMIC_PARAMETER)

+ Add Request Parameter

e A pop-up window opens requesting a test value, Add a oContact Id from Salesforce and press
o Apply. This test value is only requested in this step to ensure that a result is given. The Agent

will not need to add test values in the normal usage of the webhook.

Testing Values »

1
é " Dynamic: |0038400000mCuCMAAK

e The Salesforce Contact page will open for the requested test value.

« (= c ] 23 euphoriatelecoms-dev-ed.develop.lightning.force.com/lightning/r/Contact/0038d00000mALY vAAK view

[ Bemard [ Euphoria

. Q, Search..

EEE Sales Home  Opportunities w  Leads ~  Tasks ~  Files ~v  Accounts ~  Contacts w  Campaigns Dashbc

Contact
E Mr. Stuart Backlund



EUuphoria

How to Create the Contact Lookup by Phone Number Webhook (Linked to Open

Salesforce)

The Webhook is one of 3 webhooks that allows an agent to have a look if the caller has a profile in
Salesforce and to view their information. This Webhook will automatically trigger at the beginning of a
call. If the caller is a Salesforce contact, or the agent calls a Salesforce contact, their profile information

will show. The second and third Webhooks will be used to search for a caller during the call.

To create the webhook, follow steps 1 - 5 as per the How to Create the Add This Contact Webhook.

e Give the webhook ao name: Used to identify the webhook, it is helpful to make this descriptive.
Select the AJAX Get Webhook Type. Select the JSON Webhook Data Type. Select the
o *Show Multiple Result Response Type, which indicates how the result should be handled.

Webhook Details

% *Note: When testing the webhook, select Show
ontact Lookup By Phone Number
A% Bt - Request Result. This will open a result page,
e - even when there is only one result, allowing the
gnow multipie results only » selection of viewable fields which is covered

in later steps.

hilps feuphoriatelecoms-dev-
ad develop.my salesforce com/services/data/vs9.0/query/

Show request result w

e Add the Salesforce Classic Customer Domain URL that the webhook needs to access. The first part

of the URL is the company URL, and the second part is the page that needs to be accessed.

O Part 1 Part 2

Example URL} https://Salesforce _customer_domain.com[services/data/v59.0/query/

Webhook Details

Contact Lookup By Phone Number

AJAX Get v
JSON w
Show multiple results only w

ps:fleuphoriatelecoms-dev-
ad.develop.my.salesforce.com/services/data/ivse. 0/query/
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Add parameters:

Dynamic Parameters are added when the request parameter button is selected. These variables
are found in the target system’s AP| documentation, and the capitalisation as per the document is
important.

https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api

_objects_contact.htm

o Selectthe o + Add Request Parameter button. Drag and drop the correct parameter into the

parameter value box.e

Start ty to search...
Contact Lookup By Phone Mumber | ! Y] t0 Search
AJAX Get v # Number

# Number-No Prefix
JSON w

# Dynamic
Show multiple results only w

# Agent Input 1
https:/leuphoriatelecoms-dev-
ed.develop.my.salesforce.com/services/dataivs9.0/query/ 4 Agent Input 2

# Agent Input 3
# Agent Input 4

Fhone # Agent Input 5

{CALL_NUMBER_NOPREFIX} # Auth AP Key

# Auth Usemame

Ehdd Request Parameter | #. Auth Password

Test/Configure m

e Add the parameter name as explained in the Salesforce APl document as seen below.

e Name: Phone

e Parameter Value: {CALL_NUMBER_NOPREFIX}

Phane

{CALL_NUMBER_MNOPREFIX}

+ Add Request Parameter


https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api_objects_contact.htm
https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api_objects_contact.htm
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° Click°Save to create the webhook. The webhook will close. Open the webhook again and
select the oTest and Configure button.

Webhook Details

‘ Contact Lookup By Phone Number

AJAX Get w
JSON w
Show multiple results only L

https./feuphornatelecoms-dev-
ed.develop my.salesforce.com/services/data/vs9 Oiquery/

Phone ‘

{CALL_NUMBER_NOPREFIX}

B

| 4+ Add Request Parameter

16 ———— 14

Test/Configure L Save

e A pop-up window opens requesting a test value, Add a o Phone number of a contact in
Salesforce and presso Apply. This test value is only requested in this step to ensure that a

result is given. The Agent will not need to add test values during regular webhook usage.

Phone
|- —
" Number-No Prefoc: Rua71234566
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o A °Result page will open with the information requested by the webhook. For some
webhooks, the result page will have many columns of information, but not all of the information
will be needed by an agent. Therefore it is important to limit what the agent sees. To do this select
the Otick box next to the column of information the agent should see. Click oneAgent View
and press °Apply to see the results the same way the agent would.

Unfiltered
Dashboard Integration Center X? Result x
Contact Lookup By Phone Number
Show 0038d00000vKgYZAAD Marizane Brummer marizanemal@gmail.com

20
¥| Agent View
il

| Cancel

Filtered

Dashboard Integration Center X Result X

Contact Lookup By Phone Number

Id & Name & Email &
0038d00000vKgYZAAD Marizane Brummer marizanemal@gmail.com

Agent View

| Apply || Cancel |

e Selectthe eld link chain icon to link another webhook to the Contact Lookup Webhook. Select the
eOpen Salesforce Webhook. Press eApply. This will allow the Contact Lookup webhook to open

a Salesforce result when one is available.

Dashboard Integration Center X Result X

Co@ct Lookup By Phone Number

esmmrwopen S "l Brummer marizanemal@gmail.com

Name ¢ Email

Agent View

Apply | Cancel
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o Once the result shows correctly, change the response type in the webhook toa Show Multiple
Results Only. This will allow a single result to open directly on Salesforce, and a multiple result to
open on a result page where one of the options can be selected. Click e Save again to apply the

change.

Webhook Details

Contact Lookup By Phone Number
AJAX Get w

JSON v

ﬁow multiple results only v

hitps:/feuphoriatelecoms-dev-
ed.develop.my.salesforce com/services/data/v59.0/query/

Phone

(CALL_NUMBER_NOPREFIX}

+ Add Request Parameter

Test/Configure

e For singular results, a Salesforce page will open. (Web Browsers might be slow to respond, refresh

the TMS page if need be.)

ass . H
ev Sales Home  Opportunities leads »  Tasks w Files ~  Accounts »  Contacts

Contact
E Marizane Laubscher [

itle Account Name Phone (2} w Email
0971234455 mfhgsjdhb@kejsfkes.com

e If multiple contact profiles are available, a result page will open where the Id field is clickable. This

will then open the contact in Salesforce.
Dashboard Integration Center X Result X

Contact Lookup By Phone Number

Id & Name &
| 0038d00000vKhEQAAK| Marizane Laubscher
0038d00000vKgYZAAD Marizane Brummer

Agent View

| Apply || Cancel
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How to Create the Alternative Contact Lookup by Phone Number Webhook

(Linked to Open Salesforce)

The Alt Contact Lookup by Phone Number Webhook allows agents to look for a caller's contact profile

and opens the page in Salesforce to view their information. This will be seen as a button in the Agent

workspace.

To create the webhook, follow steps 1 - 5 as per the How to Create the Add This Contact Webhook.

e Give the webhook ae name: Used to identify the webhook, it is helpful to make this descriptive.
Select the oAJAX Get Webhook Type. Select the OJSON Webhook Data Type. Select the
o *Show Multiple Result Response Type, which indicates how the result should be handled.

Webhook Details

*Note: When testing the webhook, select Show
It Contact Lookup By Phone Number |

Request Result. This will open a result page,
AX Gel -
even when there is only one result, allowing the

SON v
selection of viewable fields which will be covered

@huw multiple results only w
in later steps.

hitps.//euphoriatelecoms-dev-
ed develop my salesforce com/services/dataivs9. 0/query

Show request result o

e Add the Salesforce Classic Customer Domain URL that the webhook needs to access. The first part

of the URL is the company URL, and the second part is the page that needs to be accessed.

(10 Part1 Part 2

Example URL} https://Salesforce _customer_domain.com[services/data/v59.0/query/

Webhook Details

Alt Contact Lookup By Phone Number

AJAX Get v
JSON v
Show multiple results only w

ttps./feuphoriatelecoms-dev-
ed develop. my salesforce com/services/data/ivs9.0/query/
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Add a parameter:
Dynamic Parameters are added when the request parameter button is selected. These variables
are found in the target system’s AP| documentation, and the capitalisation as per the document is

important.

https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api

_objects_contact.htm

e Select the o + Add Request Parameter button. Drag and drop the desired parameter into
the e parameter value box. This will open the Agent Input label prompt.

Webhook Details Dynamic Parameters

Start typing to search...
Alt Contact Lookup By Phone Mumber | yping

WY A et WA R

AJAX Get b # Call Duration
JSON e # MNumber

Show multiple results only ~ # Number-No Prefix
hitps:/leuphoriatelecoms-dev- # Dynamic

ed develop.my salesforce com/services/dataivsa. 0iquery/

# Agent Input 1

# Agent Input 2
# Agent Input 3
© S—pryerrmypoTT

y: # Agent Input &

Fhone

GENT_INPUT_1}

q'l" Add Request Parameter |

ml input Label

u Ented amall address

CresConigrs | S ——

e This label is what the agent will see when the value is requested. The label must say o

Contact Number to find the contact in Salesforce.

Contact Number

L ok | cancel



https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api_objects_contact.htm
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EUuphoria

e Add the parameter name as explained in the Salesforce APl document, as seen below.

o Name: Phone

e Parameter Value: {AGENT_INPUT_1}

 C- |

{AGENT_INPUT_1}

+ Add Request Parameter

e Click QSave to create the webhook. The webhook will close. Open the webhook again and
select the o Test and Configure button.

Webhook Details

Alt Contact Lookup By Phone Number

AJAX Get w
JSON ~
Show multiple results only w

https./leuphoriatelecoms-dev-
ed.develop.my.salesforce com/services/dataiv59.0/query/

| FPhone

‘ JAGENT_INPUT_1}

+ Add Request Parameter

e A pop-up window opens requesting a test value, Add a oPhone number of a contact in
Salesforce and press o Apply. This test value is only requested in this step to ensure that a

result is given. The Agent will not need to add test values during regular webhook usage.

Testing Values

Pho
9“9’“ Input 1: (0971234455

10—

L Apply || Cancel
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° Ae Result page will open with the information requested by the webhook. For some webhooks,
the result page will have many columns of information, but not all of the information will be
needed by an agent. Therefore it is important to limit what the agent sees. To do this select the
o tick box next to the column of information the agent should see. Click on eAgent View and

press e Apply to see the results the same way the agent would.

Dashboard Integration Center x T Result x
Alt Contact Lookup By Phone Number
3 n il

Show 0038d00000vKhEqAAK Marizane Laubscher mfhgsjdhb@kejstkes.com

Show 0038d00000vKgYZAAD Marizane Brummer marizanemal@gmail.com

2z

L] Agent View

23

| Cancel

e Selectthe eld link chain icon to link another webhook to the Alt Contact Lookup By Phone Number
webhook. Select the 6 Open Salesforce Webhook. PresseApply. This will allow the Alt

Contact Lookup By Phone Number webhook to open a Salesforce result when one is available.

Dashboard Integration Center X Result X

Altgontact Lookup By Phone Number
1]

Name & Email &
IR ST < Laubscher mfhgsjdhb@kejsfkes.com
UUIOUUUUUUVRAY TLAAU marizane Brummer marizanemal@gmail.com

Agent View
26
Apply [| Cancel
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o Once the result shows correctly, change the response type in the webhook to eShow Multiple
Results Only. This will allow a single result to open directly on Salesforce, and a multiple result to

open on a result page where one of the options can be selected. Click @Save again to apply the

change.

Webhook Details

Alt Contact Lookup By Phone Number
AJAX Get v

JSON w

ﬂ\ow multiple results only v ‘l

hitps.ffeuphoriatelecoms-dev-
ed. develop. my salesforce com/services/dataivs9.0/guery/

Phone |

{AGENT_INPUT_1}

| + Add Request Parameter

Test/Configure | Save

e For singular results, a Salesforce page will open. (Web Browsers might be slow to respond, refresh

the TMS page if need be.)

aee — -
osw Sales Home  Opportunities ~  Lleads ~  Tasks »  Files ~  Accounts »  Contacts

E Contact )
Marizane Laubscher [

itle Account Mame Phone (2} w Email Contact Owner

ABC Company 0971234455 mfhgsjdhb@kejsfkes.com 3 Stuart Backlund &

e If multiple contact profiles are available, a result page will open, where the Id field is clickable.
Clicking this will open the contact in Salesforce.

Dashboard Integration Center x Result x

Alt Contact Lookup By Phone Number

d & Mame & Email &
|0038d00000vI01EqMK| Marizane Laubscher mfhgsjdhb@kejsfkes.com
0038d00000vKgYZAAD Marizane Brummer marizanemal@gmail.com

Agent View

| Apply | Cancel
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How to Create the Alternative Contact Lookup by Name Webhook (Linked to Open
Salesforce)

The Alt Contact Lookup by Name Webhook will allow agents to search for a contact that exists in
Salesforce with a full or partial name. The results will show any and all names related to the letters that
have been requested on a results page. If multiple contacts are shown in the results sections, the agent

will be able to select a contact and delve into their details further on Salesforce.

This webhook will be seen as a button in the Agent workspace and will be selectable. This is useful as not

all calls that the agent makes or receives will be related to contacts in Salesforce.

To create the webhook, follow steps 1 - 5 as per the How to Create the Add This Contact Webhook.

e Give the webhook a o name: Used to identify the webhook, it is helpful to make this descriptive.
Select the oAJAX Get Webhook Type. Select the OJSON Webhook Data Type. Select the
o *Show Multiple Result Response Type, which indicates how the result should be handled.

Webhook Details

*Note: When testing the webhook, select Show
It Contact Lookup By Mame
7 TR - Request Result. This will open a result page,
Yson » even when there is only one result, allowing the
om _ selection of viewable fields which will be covered
Ehow multiple results only ~

hitps:/iauphoriatelecoms-dev- in later steps.
ed develop.my salesforce comiservices/dataivsa, 0/query

Show request result “w

e Add the Salesforce Classic Customer Domain URL that the webhook needs to access. The first part

of the URL is the company URL, and the second part is the page that needs to be accessed.

@ Part1 Part 2

Example URL] https://Salesforce_customer_domain.com/services/datafv59.0/query/

Webhook Details

Alt Contact Lookup By Name

AJAX Get w
JSON ~
Show multiple results only w

ps./leuphoriatelecoms-dev-
ed.develop.my.salesforce. com/services/dataivs9.0/query/
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Add parameters:
Dynamic Parameters are added when the request parameter button is selected. These variables
are found in the target system’s AP| documentation, and the capitalisation as per the document is

important.

https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api

_objects_contact.htm

e Selectthe o + Add Request Parameter button. Drag and drop the correct parameter into the
parameter value box. eThis will open the eAgent Input label prompt.

Webhook Details ‘ Dynamic Parameters

Start typing to search...

Alt Contact Lookup By Name
# Agent Extension

AJAX Get w
# Ext. Number
JSON v . . .
# Call Direction
Show multiple results only v # Caller ID
https:Meuphoriatelecoms-dev- # Call Date & Time
ed. develop my salesforce comiservices/dataivs9 Mgquery/
# Call Date
# Call Time
Mama | +. # Agent Input 1
e # Agent Input 2

AGENT_INPUT_1}

?I-Add Request Parameter ]
Test/Configure m

e This label is what the agent will see when the value is requested.

ent input Label

ontact Nama



https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api_objects_contact.htm
https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api_objects_contact.htm
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e Add the parameter name as explained in the Salesforce APl document as seen below.

e Name: Name

e Parameter Value: {AGENT_INPUT_1}

Q-

{AGENT_INPUT_1}

+ Add Request Parameter |

e Click o Save to create the webhook. The webhook will close. Open the webhook again and
select the oTest and Configure button,

Webhook Details

Alt Contact Lookup By Name

AJAX Get ~
JSON w
Show multiple results only ~

hitps:/feuphornatelecoms-dev-
ed.develop.my.salesforce.com/services/datafivs9.0/query/

Mame

{AGENT_INPUT_1}

<4 Add Request Parameter |

16 15

Test/Configure Save
L gure ||

e A pop-up window opens requesting a test value, Add a o Name, or the start of a name of a
contact in Salesforce and press OApply. This test value is only requested in this step to ensure

that a result is given. The Agent will not need to add test values during regular webhook usage.

Testing Values

Na
a'a&umt Input 1: [simon |
18
Apply | Cancel
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° Ao Result page will open with the information requested by the webhook. For some
webhooks, the result page will have many columns of information, but not all of the information
will be needed by an agent. Therefore it is important to limit what the agent sees. To do this select
the e tick box next to the column of information the agent should see. Click on °Agent View

and press e Apply to see the results the same way the agent would.

Dashboard Integration Center x E Result x

Alt Contact Lookup By Name

— EN 20 o o
O s & T

Show 0038d00000u3AQ4/ Simon Chambers simon@gmail.com 08354671
Show 0038d00000OVIFVNA Simon LeBon simon@gmail.com 08278231

21

L] Agent View

Apply ||| Cancel

e Selectthe Id link chain icon to link another webhook to the Alt Contact Lookup By Name webhook.
Select the Open Salesforce Webhook. Presse Apply. This will allow the Alt Contact Lookup

By Name webhook to open a Salesforce result when one is available.

Dashboard Integration Center X Result x

Alt Contact Lookup By Name

FirstName ¢ LastMame
hambers
qﬁalesfurcafﬂpan Salesforce v |
UUJ0OUVUUUUVITVIIAAY Sl L'EBﬂn

Agent View

25

I Cancel
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o Once the result shows correctly, change the response type in the webhook to e Show Multiple
Results Only. This will allow a single result to open directly on Salesforce, and a multiple result to
open on a result page where one of the options can be selected. Clicke Save again to apply the

change.

Webhook Details

Alt Contact Lookup By Name
AJAX Get v

JSON -

&how muiltiple results only v I

hitps:/fauphoriatelecoms-dev-
ed develop.my salesforce. com/services/data/vs9. 0/query/

Mame

{AGENT_INPUT_1}

+ Add Request Parameter |

ar

Test/Configure Save |

e For singular results, a Salesforce page will open. (Web Browsers might be slow to respond, refresh

the TMS page if need be.)

HH Sales Home  Opportunities Lleads ~  Tasks w Files ~ Accounts »  Contacts w
see

Contact
E Simon Chambers (&

tle Account Name Phone (2) w Emai Contact Owner
0971234566 simon@gmail.com Stuart Backlund 1

Related Details

e If multiple contact profiles are available, a result page will open, where the Id field is clickable.

Clicking this will open the contact in Salesforce.

Dashboard Integration Center X Result X

Alt Contact Lookup By Name

Id & FirstName & LastName &
0038d00000u3AQ4AAM [Simon Chambers
0038d00000VIFVNAAD  Simon LeBon

Agent View

Apply | | Cancel
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How to Create the Add Activity to Contact Webhook

The Add Activity Webhook will be used to add the call activity to a contact's history in Salesforce. The
webhook will be linked to the View Contact By Number and Add Activity webhook and will not be seen in

the Agent Workspace.

In order to create and test this webhook, the user will need the Contact Account ID (not to be confused
with the Owner Account ID), which is a contact’s ID in Salesforce. This ID will be used during the Test and
Configure stage of the webhook creation(This is the WholD parameter) but will not be needed during the

normal use of the webhooks in the Agent Workspace. To locate the Owner ID, follow the below steps:

e In Salesforce select OSwitch to Lightning Experience if not already in this space.

qi} Switch to Lightning Experience I Stuart Backlund - Setup Help API Call Collection ~

e Select the OContacts tab, and select anyo contact in the list to open it.

L i

L L1} ol
sss  Salag Home  Opportunitigs Leads Tasks Filés Accounts ~ | Contacts s

L L

Contacts

Recently Viewed v #
S0= items « Updated a few seconds ago

Mame +~ | First Name -« | Last Name ~- | Account ... » | Account Site

[ qituart Backlund Stuart Backlund ACME sup...

e The Contact ID will be in the URL. OCopy and save it for when it's needed in the test values.

o

€« > C M 2 euphoriatelecoms-dev-ed.develop.lightning.force.com/lightning/r/Conta Sd00000mMADYVAAKY 2w

Now that the Contact Account ID is copied and saved, the webhook can be created.
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To create the webhook, follow steps 1 - 5 as per the How to Create the Add This Contact Webhook.

e Give the webhook a ename: Used to identify the webhook, it is helpful to make this descriptive.
Select the OAJAX Post Webhook Type. Select theOJSON Webhook Data Type. Select the
e Show Request Result Response Type, which indicates how the result should be handled.

Webhook Details

(? Add Activity Salesforce |

q AJAX, Post ~
a JSON L

q Show request result ~

hitps /feuphonalelecoms-dev-
ed develop. my salesiorce comiservices/dataiv59. 0isobjects
Masks

Test/Configure m

e Add the Salesforce Classic Customer Domain URL that the webhook needs to access. The first part

of the URL is the company URL, the second part is the page that needs to be accessed.

O Part 1 Part 2

Example URL{https:/[Salesforce _customer_domain.com|services/data/v59.0/sobjects/Task/

Webhook Details

Add Activity Salesforce

AJAX Post A
JSOM £
Show request result ~
hitps:ileuphoriatelecoms-dev-

?rz:;r\rem.mv.saleﬂuroe.cnnuservmsmamsg.u-sonjeus

e ioonigue ] Sov

Add parameters

Dynamic Parameters are added when the request parameter button is selected. These variables

are found in the target system’s API documentation, and the capitalisation as per the document is

important.

https://developer.salesforce.com/docs/atlas.en-us.object reference.meta/object reference/sforce api

objects_activityhistory.htm


https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api_objects_activityhistory.htm
https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api_objects_activityhistory.htm
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e Selectthe o + Add Request Parameter button. Then drag and drop a ° Dynamic Parameter
into a value box. You will need to do this three separate times to have all the required Dynamic
Parameters for the webhook. Two of the webhooks are static and do not need Dynamic

Parameters.

Waebhook Datauls Dyname: Paramaters

Skart byping to search...
Abgd Aoty Salesforos '
& Ext, Numbar

Aud A Post w &

) # Call Direction
JEOM L # Callgr 1D
Cho not show Mesponsse W # Call Date & Time
hitps. euphon atel ecoms-dew & Call Date
ed develop rmy. salesforce com/services'data’v55 OVscbiects
Task: & Call Time

& Caller ID Name
& Caller ID Number

q Paf amalid Valug 'q # Call Duration

Call Unsque ID

FParamatiod Name

e
s

# Agent Notes

[# Cal Dsposson |
Paramatir Nama

o * Can Dyuicoma
ﬂ P VR #
‘ : Queue

& Number

¥ X NN
N
1
3

ﬁ NHumbear-Mo Prafox

< [#: Crynamac

# Agent input 1

# Agent input 2

Parameter Nama # Agentinput 3

) ) - e # Apgent input 4

& Agent input §

°| + Add Regquest Paramater | & Aartr A1 Wy
#FAuth Username
m # Aumh Password
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e Add the parameter name as explained in the Salesforce APl document as seen below.

e Name: Subject*(Static Value) Tublect
C

e Parameter Value: Call all

*Contains the subject of the task or event.

e Name: Status (Static Value) tatus

e Parameter Value: Completed Completed

e Name: Whold (Read as “Who ID”)

e Parameter Value: {DYNAMIC_PARAMETER} | "o
{DYNAMIC_PARAMETER}

*The Whold represents a human, such as a

lead or a contact. Wholds are polymorphic.

Polymorphic means a Whold is equivalent to a contact’s ID or a lead’s ID

o

e Name: CallDurationinSeconds*

allDurationinSeconds

e Parameter Value: {CALL_DURATION} {CALL DURATION}

*Call duration measured in seconds and el

will never contain a decimal example: 12 and not 0:12

e Name: CallDisposition*
e Parameter Value: {CALL_DISPOSITION} - {CALL_OUTCOME}
*Call Disposition can be a combination of the Disposition and the Outcome or just the

disposition. This depends on the client's preference.

QallDisn-usitiun

{CALL_DISFOSITION] - {CALL_OUTCOME}
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e Click °Save to create the webhook. The webhook will close. Open the webhook again and
select the o Test and Configure button.

Webhook Details

Add Activity Salesforce

AJAX Post ~
JSON -

Show request result ~

https://leuphoriatelecoms-dev-
ed.develop.my.salesforce com/services/data/vs59, 0/sobjects

[Task/
Subject
e
Call
A
Status
e
Completed
]
Whold
(-]
{DYNAMIC_PARAMETER}
I
CallDurationinSeconds

{CALL_DURATION}

18 18

Test/Configure || Save

e A pop-up window opens requesting test values, Add the eAccount Owner ID as saved in the
beginning of this webhook creation, add the call duration in Seconds and a Disposition. Presso
Apply. This test value is only requested in this step to ensure that a result is given. The Agent will

not need to add test values during regular webhook usage.

Testing Values

" Dynamic: |p058d000007RImYAAS |

- CallDurationinSeconds
* Call Duration: |12 |

|- CallDisposition
* Call Disposition: jﬁ.lccess ]
* Call Qutcome: |Active Lead |

M
Apply || Cancel
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o A Result page will open with the information requested by the webhook. (The Disposition and Call

Duration might not Automatically display; thus, follow the additional information steps below)

Dashboard Integration Center X Result X

Add Activity Salesforce

Cd & Success [C] Errors &
00T8d00001ZV7CXEAT true

] Agent View

| Apply || Cancel

The results of adding a phone call can be viewed on the Salesforce Tasks page.

Tasks s Fils w  Accounts v Contacts »  Campaigns ~ Dashboards v Reports »  Chatter Groups v  Calendar » People » Cases \v Forecasts BusinessBrands ~  *Users v X Vs

o Task
= call + Completed [ Edit Comments Change Date Create Follow-Up Task ‘ v]
Name Related To

MArizane Brummer

Details Related

Assigned To Status
3 Stuart Backlund £ Completed 4
Subject Name
Call s Marizane Brummer s

Due Date Related To

Priority
Normal s

Call Duration

167
Call Result
Lead successfull *

Additional Information

The Disposition and Call Duration might not Automatically display; thus, these two options need to be

enabled in Salesforce.

e On theoTask page, select theo settings icon and then o Edit Object. This will open a new

page.

o

sse
22x Sales Home Oppornunities  w Leads Files ~r ACCOUNTS  wr People Cases wr Forecasts

- . . Tack
= Recently Viewed » * | - | = call
50+ iters » Updated T minutes ago m- c
Name
| Q. search this list |

MArizane Brummer

Recently Viewed 4 | I

call Mizane Brummer Details Related
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e Select theOFields & Relationships option on the left menu bar. Click on theo Call Duration

Field Label to enable the Call Duration to be seen. The next few steps will follow the Call

Duration, but are exactly the same for Call Result.

W Setup  Home  ObjectManzger v

I rSET Y-

Detals Fields & Relationships
23 hems, Sorted by Field Label
Fields & Relationships |
FIELD LABEL 4 FIELD NAME DATA TYPE CONTROLLING FIELD
Page Layouts Assigned To Ownerid Lookup(User, Calendar, Group)
a
Lightning Record Pages CallDurationinSaconds Number(3, 0)
Call Object Identifier Call0byect Tedf255)
5
Call Type Callype Pickist

On the Call duration page, select the oView Field Accessibility button.

Task Field

Call Duration

Back to Task Fields
Edit | | Set Field-Level Security i View Field Accessibility |
L

Field Label  Call Duration
Data Type  Number(3, )

Field Information

INDEXED

v

e The field accessibility page will open, SelectOCa[l duration in the drop down menu. This page

allows the user to view Task field accessibility for a particular field and change it.

Field Accessibility

Task

This page allows you to view Task field accessibility for a particular field

Field accessibility for Field [ -- Choose One - v|
-- Choose One -- ~

cotrmad Te
‘l f m
a e entmer

Call Result

Call Type

Comments
Completed Date/Time
Creatad Ry
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e Select theoRead Only cell in the text table next to the Standard User. This will open the
Access Settings for the Task Field Call Duration page.

Fitld Acoessibility

Task

This page allows you to view Task field accessibility for a particular field

Field accessibility for Field |Cﬂ|l Duration VI

S
Chck on 3 ol in the table below 1o change the field's accessibility.

Profiles Figld Access
Analytics Cloud Integration User Read-Only
Analytics Cloud Security User Read-Only
Solution Manager Resd-Only
Standard Platform User Lgad-Onky
p——— \& ey
System Administrator Besd-Only
Work.com Only User Bead-Only
Profiles Field Access

e Check the o Visible Check box and click o Save.

-
2 Object Manager

Access Settings for Task Field

Call Duration

| The Call Duration field is currently Read-Only for the Standard User profile

0
Lﬂ Cancel

Profile Field Visible
Standard User Cail Duration v

Field-Level Security:

Page Layout:

® Remove or change editability of the Call Duration field on the Task Layout page layout
() Chooza a diffarent page Iayaut for the Standard User profile

Use the checkboxes below to change the page layout settings for the Call Duration field on the Task Layout page layout.

Page Layout Field ible
Task Layout Call Duration
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How to Create the Webhook (Linked to Add Activity)

The Get Contact Webhook will allow agents to add the call activity to a cli

partial phone Number. If a singular client profile is located the activity will

ent in Salesforce with a full or

automatically add to their

profile when the call is dispositioned. If multiple contacts are found, the results page will open and a client

profile can be selected. The call activity will then be added to that client's

profile and the results page will

close. The Add activity Webhook will be linked to ensure that the call activity is added to the correct

contact profile.

To create the webhook, follow steps 1 - 5 as per the How to Create the Add This Contact Webhook.

e Give the webhook ae name: Used to identify the webhook, it is

helpful to make this descriptive.

Select the oAJAX Get Webhook Type. Select the OJSON Webhook Data Type. Select the
o*Show Multiple Result Response Type, which indicates how the result should be handled.

*Note: When testing the webhook, select Show

et Contact With Activity

Request Result. This will open a result page,

even when there is only one result, allowing the

8 B "
selection of viewable fields which will be covered

9 Ehow multiple results only b

in later steps.

hitps./feuphoriatelecoms-dev-

ed develop.my.salesforce comiservices/dataivs9. 0/query
Show request resul

t

e Add the Salesforce Classic Customer Domain URL that the webhook needs to access. The first part

of the URL is the company URL, the second part is the page that needs to be accessed.

Part 2

(10 Part 1

services[data/v59.0/query/

Example URL https:HSuIasfnrca_custnmar_dnmuin.num

Webhook Details

Get Contact With Activity

AJAX Get v
JSON ~
Show multiple results only w

ps:/lauphoriatelecoms-dev-
ed develop my salesforce com/services/datanvs9.0/query
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Add parameters:

Dynamic Parameters are added when the request parameter button is selected. These variables
are found in the target system’s AP| documentation, and the capitalisation as per the document is
important.

https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api

_objects_contact.htm

e Select theo + Add Request Parameter button. Drag and drop the correct parameter into the

parameter value box.e
Webhook Details Dynamic Parameters

Start typing to search...
Get Contact With Aclivity

# Number
AJAX Get ~

# Number-No Prefix
JEON ~

# Dynamic
Show multiple results only w

# Agent Input 1
https:/leuphoriatelecoms-dev-
ed develop.my.salesforce comiservices/dataivs9.0/query Vo .ﬂ.geni Input 2

# Agent Input 3
# Agent Input 4

Phone # Agent Input 5

{CALL_NUMBER_NOPREFIX} || # Auth AP| Key
&

# Auth Username

QO-Md Request Pararnetqr] # Auth Password

Test/Configure m

e Add the parameter Name as explained in the Salesforce APl document as seen below.

o Name: Phone

e Parameter Value: {CALL_NUMBER_NOPREFIX}

=F'Th

{CALL_NUMEBER_NOPREFIX}

ona

+ Add Request Parameter


https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api_objects_contact.htm
https://developer.salesforce.com/docs/atlas.en-us.object_reference.meta/object_reference/sforce_api_objects_contact.htm
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° Click°Save to create the webhook. The webhook will close. Open the webhook again and
select theo Test and Configure button,

Webhook Details

Get Contact With Activity ‘

AJAX, Get W
JSON w
Show multiple results only ~

hitps./feuphoriatelecoms-dev-
ed.develop.my.salesforce.com/services/data/vs9.0/query

Phone

{CALL_NUMBER_NOPREFIX)

+ Add Request Parameter

16

lTEr:;If('.'m:l'lgum | S

e A pop-up window opens requesting a test value, Add a @ Phone number of a contact in
Salesforce and press o Apply. This test value is only requested in this step to ensure that a

result is given. The Agent will not need to add test values in the normal usage of the webhook.

Testing Values

Phone
1B ee————
" Number-No Prefix: Ru971234564

17
Apply Cancel
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° Ao Result page will open with the information requested by the webhook. For some
webhooks, the result page will have many columns of information, but not all of the information
will be needed by an agent. Therefore it is important to limit what the agent sees. To do this select
the °tick box next to the column of information the agent should see. Click oneAgent View
and press°Apply to see the results the same way the agent would.

Unfiltered
Dashboard Integration Center * ‘ Result ®
Get Contact With Activi
S T
Show 0038d00000wdul9AAA Steven Salt ekusdfh@gmail.com
L] Agent View

H

Cancel

e Selectthe e Id link chain icon to link another webhook to the Get Contact with Activity. Select the
e Add Activity Webhook. Press Apply. This will allow the Get Contact with Activity

webhook to add a call task to a contact when the caller is a Salesforce client.

Dashboard Integration Center x Result »
Get Contact With Activity
=
5 a [ Hame & [ Email &
q*:‘alnsfurmmdd Activity Salesforce | ekusdfh@gmail.com

Agent View

Apply || Cancel



EUuphoria

e Once the result shows correctly, change the response type in the webhook toeShow Multiple
Results Only. This will allow a single result to send a task directly to the correct contact in
Salesforce, and a multiple result to open on a result page where one of the contacts can be

selected. Clicke Save again to apply the change.

Webhook Details

Get Contact With Activity |
AJAX Get ~

JSON

w
how multiple results only v ||

https.//euphornatelecoms-dev-
ed.develop my.salesforce.com/services/datanvsg.0/query

Phone

{CALL_NUMBER_NOPREFIX}

+ Add Request Parameter

Test/Configure

e For singular results, the activity will add to the contact’s task list. If multiple contact profiles are

available, a result page will open, where the Id field is clickable. Select the e Contact Id to add
the disposition to their task Llist.

Dashboard Integration Center X Result b 4
Get Contact With Activity
Id & Name &
8d00000MCUCMAAK] Jason Smith
0038d00000u3AQ4AK Jason Smith

Agent View

Apply Cancel

e A second result page will open, showing that the activity has been added successfully.
Dashboard X Result b4 Result 4

Add Activity Salesforce

Success

true
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Configuration of Webhooks in Queues

Once a webhook has been created, it can be added to a queue or campaign.

e Clickon theo PBX Manager menu item. Click on the e Queues sub-menu item.

sk PBX Manager

Inbound Routes

IVR Menus

Hunt Lists
2 Queues
Conference Roc

Mailboxes

Feature Codes

Voice Recordings

Music On Hold
PBX Settings

Pause Codes

o Choose the desired queueo. When testing an outbound queue, add the webhook to THAT
queue. Select the OWebhooks tab. Ensure the Agent is part of the selected queue.

Dashboard Integration Center x Queues X
.
<SArch ARvalabie Queues &MG Webhook
+~ PortingOutbound Name Event Behaviour Action
& Maizane Salesforce Test/Add this Contact with =
— Porting Lyl Account In Call Always Fire 2 Edit || @ Delete
& Maizane Salesforce Test/Contact Lookup On Answer  Always Fire (& Edit || @ Delete

= Support Lvl1
+~ Telesales

= Test Salesforce Frank

?-— Video Creator Test Queue o

e Click theeAdd Webhook button.

Basic Details Members Webhooks

5 & Add Webhook
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o Choose the desired Webhook and itsebehaviour.

Add ? X

* Webhook: |Salesforce/View Cont... v |
* When To Fire: |In Call (Button) +
* Webhook Behaviour: |Always Fire v |

e A form will show requesting three values from the dropdown lists provided
o Webhook: the webhook name
o When To Fire: what event should trigger the webhook to fire
o Webhook Behaviour: Under what condition/behaviour the webhook should fire
Note: There is no need to configure the Add Activity, Account Lookup or Open Salesforce webhooks as

they are linked in the integration centre.

Contact Lookup By Phone Number Add ? X

e Select Contact Lookup By Phone Number

* Webhook: Salesforce/Contact Lo... +

* When To Fire: wer -
e Select On Answer Button o |Ondsare
" Webhook Behaviour: Always Fire »

e Select Always fire

Alt Contact Lookup By Phone Number
Add ? X

e Select Alt Contact View Contact

* Webhook: Salesforce/Alt Contac...
* When To Fire: | In Call (Button) »

e Select In Call Button

* Webhook Behaviour: | Always Fire »

e Select Always fire

*It allows the agent to search for a different contact

by number whilst on a call if needed, for example, if

the caller asks the agent to see if their spouse has a profile.
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Alt Contact Lookup By Name
e Select Get Contact By Name
e Select In Call/button
e Select Always fire
*It allows the agent to search for a different contact

by name whilst on a call if needed.

Add This Contact with Account to Salesforce
e Select Add This Contact with Account
e Select In Call Button

e Select Always fire

Get Contact with Activity
e Select Get Contact with Activity
e Select On Disposition

o Select Always fire

° Clicko Apply to save the changes.

Add ?

* Webhook: Salesforce/View Cont...
* When To Fire: |In Call (Button) +
* Webhook Behaviour: |Always Fire »

‘e

* Webhook: | Salesforce/Alt Contac...
* When To Fire: |In Call (Button) +
* Webhook Behaviour: | Always Fire »

Add

* Webhook: |Salesforce/add This C... v
* When To Fire: |In call (Button) v

* Webhook Behaviour: |always Fire v

o

Add

* Webhook: |Szlesforce/Get Conta...
" When To Fire: |On Disposition
* Webhook Behaviour: | Always Fire «

These same steps will be applied when adding webhooks to a campaign.




EUuphoria

Webhooks In Use in Agent Workspace

From an agent's point of view, to use webhooks, the user must be logged into the TMS system as an

agent, and be logged into their Salesforce account.

e |og into the TMS system as an Agent. This can be done either at the login screen or by changing
the o Account type.

2 \ideo Creator
% Euphoria Telecom % Fully Operational @ Help

| Bearch for an account |

; * Euphoria Telecom
PBX Admin | Account: Euphoria

i @ Video Creator Manager
aid Manager | Account: Euphoria

0 Video Creator Extension
User Extension | Extension: 203 | Account Euphoria

(’ Video Creator (Demo)

User Extension | Extension: 325 | Account Euphoria

e Select the o Agent Menu ltem, and then theOAgent Workspace Sub-menu item.

e Once logged into the workspace, with the phone idle, select the Odial icon to make a call.

Dashboard Agent Workspace X

-l|:|[] Idle J

During a call, the Webhooks will show as buttons as set up. If all 3 Webhooks have been added to

the queue, three buttons should appear on the page.
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Contact Lookup by Phone Number Webhook (On Answer)

The purpose of this webhook is to know if the caller is a Salesforce client and has a profile.

e The webhook will fire and automatically use the dialled number as a parameter in calling the
webhook.. This is not a button that can be seen in the Agent Workspace. If a caller does not have a

Salesforce account, a No Records message will show on a results page.

Dashbhoard Agent Workspace X Result X

Contact Lookup By Phone Number

No Records

e If one contact is linked to the number the Salesforce Contact Page will open on a separate

browser tab.
)
EEE Sales Home  Opportunities s~ Lleads »~»  Tasks Files Accounts s Contacts s

E Contact
Simon Chambers [

tle Account Name Phone (2) = Email Contact Owner
0971234566 simon@gmail.com Stuart Backlund 1°

Related Details

e If multiple contacts are linked to the number, the results page will open. Select a contact Id to

open the contact in Salesforce.

Dashboard Integration Center x Result x

Contact Lookup By Phone Number

Id & Name &
0038d00000vl(thMK| Marizane Laubscher
0038d00000VKgYZAAD Marizane Brummer

Agent View

‘ Apply | | Cancel
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Alternative Contact Lookup by Phone Number Webhook

The purpose of this webhook is to view a contact’s information who is not the caller, and see if they have a
profile in Salesforce. An example of this would be when the caller asks the agent to check if their spouse if

a client and if they have a Salesforce account.

e Select theeAlt Contact Lookup by Phone Number button.

Dashboard Agent W x Result b

ool Call in Progress J MY 4= ° ___________

© Line 1: 0971234455 [00:08:01]

e

Calls Successful Calls Unsure Calls Failed Numbers Failed Contacts
"’ 10 I‘ 0 9 !' 0 I' 0

Call Information

?utbqound Queue: Video Creator | ¢ Add This Contact with Account | @ Alt Contact Lookup By Name‘ré?AIt Contact Lookup By Phone Number ‘l
est Queue

o A pop-up will request a number. Enterea number and pressOApply.

View Contact By Number b4 View Contact By Number

Contact Mumber 0971238899

| oy ] Canco

e If a caller does not have a Salesforce account, a No Records message will show on a results page.

Dashboard Agent Workspace X Result X

Alt Contact Lookup By Phone Number

No Records
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e If one contact is linked to the number the Salesforce Contact Page will open on a separate

browser tab.

LLL] " - o &
ass Sales Home Opportunities Leads -~ Tasks Files Accounts s Contacts

Contact

Méﬁiane Laubscher E

[ ra— i

e Account Name Bhone (2) w E

ABC Company 0971238899 mfhgsjdhb@kejsfkes.com # Stuart Backlund g

o,
=]

e If multiple contacts are linked to the number, the results page will open. Select a contact Id to

open the contact in Salesforce

Dashboard Integration Center X Result x

Alt Contact Lookup By Phone Number

Id & Name & Email &
IOO38d00000thEqAAKI Marizane Laubscher mfhgsjdhb@kejsfkes.com
0038d00000vKgYZAAD Marizane Brummer marizanemal@gmail.com

Agent View

| Apply | Cancel
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Alternative Contact Lookup by Name Webhook
The purpose of this webhook is to search for a Contact in Salesforce by their name and show them in a
pop-up Salesforce page.

e Select theeAlt Contact By Name button.

Dashboard Agent Workspace x Result x

<l Call in Progress J M Y o« = ° S |)‘

© Line 1: 0971234455 [00:08:01]

Calls ‘ Successful Calls Unsure Calls !. Failed Numbers I’ Failed Contacts
10 ! 0 9 0 0

— Call Information

Outbound Queue: Video Creator | @ Add This Contact with AccounT?&Aﬂ Contact Lookup By Name II & Alt Contact Lookup By Phone Number |
Test Queue

e A pop-up will request a name. Enteroa name and press oApply.

Open Saleforce Contact by Name Open Saleforce Contact by Name

Contact Name

N o ] e

e If a caller does not have a Salesforce account, a No Records message will show on a results page.

Dashboard Agent Workspace x Result *

Alt Contact Lookup By Name

Mo Records
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e If one contact is linked to the number the Salesforce Contact Page will open on a separate

browser tab.

oo

EEE Sales Home  Opportunities Lleads ~  Tasks w Files ~  Accounts s~  Contacts

E Contact
Simon Chambers

Title Account Mame Phone (2) + Email Contact Owner
0971234566 simon@gmail.com Stuart Backlund 5

Related Details

e If multiple contacts are linked to the number, the results page will open. Select a contact Id to

open the contact in Salesforce

Dashboard Integration Center ® Result X

Alt Contact Lookup By Name

Id FirstName LastName
0038d00000u3AQ4AAM |Simon Chambers
0038d0000OVIFVNAAOD  Simon LeBon

| Apply | Cancel |
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Add This Contact Webhook

These webhooks aim to add a new contact from the Agent Workspace to Salesforce.

e Select thee Add This Contact with Account button.

Dashboard Agent Workspace % Result X

il Callin Progress J L « = ° W4
© Line 1: 0971234455 [00:08:01]

Calls Successful Calls Unsure Calls A Failed Numbers I Failed Contacts
10 l‘ 0 9 ’ 0 ’ 0
— Call Information
Outbound Queue: Video Creator ?&Add This Contact with Account ] | & Alt Contact Lookup By Name | | & Alt Contact Lookup By Phone Number |
Test Queue

o A pop-up will request an Account Name. Enter theoCompany name that the contact should be
associated with and presso Apply.

Add IS 0 d A 0

Add This Contact with Account

Enter Account Name abc

B

The webhook will fire and return account information for the name entered from Salesforce. The
value returned pre-populates the eAccount Id field in the Add Contact webhook. The linked

webhook will fire automatically and open a eform for the agent to complete the required fields,
which are Name, Last Name and Email address. Select oApply to save the information.

Dashboard W x Result X

Add This Contact with Account

F

ReC Company]

i
POUlSdD[JUCIDwYUthAG

Add This Contact Salesforce

Iﬁcmm-

Jackle

slkglas@Jhdiges).com

L e
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Note: The phone number and account values are pre-populated from the dialled number and account

information already retrieved.

o A results tab will open And show the new Contact Id.
Dashboard Agent Workspace x Result x

Account Lookup
Id Name

0018d00000mmsqdAAA ACME supplies

Add Contact Salesforce
Id
0038d00000vIFNhAAG
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Get Contact Webhook with Activity) (On Disposition)
The purpose of this webhook is to add a call activity to the caller account if they have one in Salesforce at
the end of the call when it is dispositioned. As this webhook is activated on disposition, it will not open if

the Disposition section is not enabled on a queue. See_Feature Article on Queues for more information.

2 Video Creator
Euphoria . 2 vides Creato @Y
Dashboard Queues x
(@ DID Manager earch Available Queys Basic
Manager = PM Inbound
Geseripn
S T D
| idec Creator Test Queue @ = y—
— Video Creator Test QueuelN e
= WabhookQueue Connections and ring strategy

Service Level Agreement

Dispositions

Failed Contact Status Options:

B apply

e \When the call ends, select thee disposition and itsooutcome. If one contact is linked to the

number, the disposition will trigger the webhook to add the outcome as a task to the caller's

contact account. If a disposition is not added, or timed out, the webhook will not trigger,

TMS Salesforce

Tasks ~  Files »  Accounts v  Contacts

How did the call go?

Wrapup Time (0 Min 55 Secs) Task
g Call
"W Failed T 2 Unsure ||| sl Success
ﬂall did not go through v] Mame Related To
Koos Koekemoer

CRM Tag

Call Motes

Details Related

Assigned To

3 Stuart Backlund
Subject

call

Due Date

Priority

Call Duration

a5

Call Result
Unsure - Call did not go through



https://support.euphoria.co.za/support/solutions/articles/3000115781-tms-feature-pbx-manager-queues
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e If the caller was not a client in Salesforce, or added as a client to Salesforce, a results page will
open with a No Records message

Dashboard x Result x

Get Contact With Activity

Mo Records

e If multiple contacts are linked to the number, the results page will open. Select theo Contact Id

to add the disposition to their task list.

Dashboard ! * Result x
Get Contact With Activity
id Name
?ﬂmﬂdﬂﬂﬂﬂﬂvl&mﬁﬂk Marizane Jack
0038d00000vKKEYAAD MArizane Brummer

e A second result page will open, showing that the activity has been added successfully.
Dashboard X Result b4 Result 4

Add Activity Salesforce

Success

true



