Synkato for Salesforce

Last Modified on 12/15/2020 9:21 am EST

This article contains steps for installing the Salesforce for Synkato Managed Package outside of the Salesforce
AppExchange for both Lightning and Classic.

Required Components

e Managed Package (link provided by Synkato)
e One of the following force.com experiences:
o Lightning
o Classic
e One of the following communication methods:
o Softphone
= Bolt Softphone version 5.5.3 or higher
o Presence
o Physical handset

o Physical devices supported by Synkato

e Synkato (version 3.1 or higher) configured for Salesforce.

Lightning Experience

Installing the Managed Package
The Managed Package provides the integration means from Synkato to Salesforce.
Note: Salesforce supports Chrome, Firefox, Apple Safari and IE 11+ for installing the Managed Package.

The Managed Package provides the following interactions:

e |nbound Screen Pop

Outbound Click-to-Call

Record Association

Auto Task Provisioning

Call Statistics

The link to install the Managed Package will be provided to you by Synkato.
Complete the following steps to install the Managed Package:

Log in with the Salesforce System Administration Account.

At the following screen, click the radio button for Do not install for the existing component naming conflict

question:



; Install Kerauno
By

o Do not install.

Rename conflicting components in package.

222

Install for All Users

App Name Publisher Version Name

Kerauno Kerauno

Additional Details  View Components

A What if existing component names conflict with ones in this package?

Install for Specific Profiles...

Install Cancel

Version Number

1.2

Select Install for All Users from the 3 install options:

228

Install for Admins Only

222

Install far Specific Profiles...

Read and check the acknowledgement message (if displayed), and click Install:




A. You're installing @ Non-Salesforce Application that is not authorized for distribution as part of Salesforce’s
AppExchange Partner Program. @

n [ acknowledge that I'm installing a Non-5alesforce Application that is not authorized for distribution as part of

Salesforce's AppExchange Partner Program,
@ Cancel

App Mame Publisher Version Name Version Number

Kerauno Kerauno Kerauno 2.0 (Beta 8)

Additional Details View Components

Result: A progress window displays during the installation:

- Installing and granting access to all Users...

App Name Publisher Version Name Version Number

Kerauno Kerauno Kerauno 2.0 (Beta 8)

Additional Details  View Components

Note: This could take up to a few minutes to complete. A message may display indicating the install is taking too
long; an email will be sent when the install is complete.

When the install finishes quickly, the following is displayed. Click Done:



o Installation Complete!
Please review the instructions below to properly configure this app. View in another browser

¥ Kerauno.

Thank you for installing the Kerauno Managed Package for
Salesforce. Please follow the steps in these instuclions to
configure your Kerauno integration.

App Name Publisher Version Name Version Number

Kerauno Kerauno Kerauno 2.0 (Beta 8)

Determining Salesforce & Synkato Instances

Configuring the Server and Instances attributes outlined below is necessary for Salesforce to understand which
Synkato instance you are associated with and for Synkato to understand which Salesforce instance you are

accessing the integration from.

If not automatically directed here once the installation is complete, navigate to Setup > Home > PLATFORM
TOOLS > Apps > Installed Packages.

The Installed Packages screen displays:
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Copy and paste the following text into Notepad or similar editing tool.



Note: Domain names may vary depending on your system:
Synkato Server: {server}.synkato.io
Lightning Domain: {Lightning Domain instance}.lightning.force.com
Visualforce Domain: synkato.{Visualforce Domain instance}.visual.force.com
AdapterPage URL: (Collected later in installation steps)
To identify the Synkato instance, access the Synkato web app. Locate the Synkato Server name in the browser URL.

In this example, the server name is your-instance.

< C 8 https:/ 'your-instance kerauno.io/faddon/salesforce
-] User Panel »

& SALESFORCE INTEGRATION

. Interaction Routing P
@ Szlesforce Credentials @ Salesforce Users  ©f Salesforce Settings €9 Salesforce Instructions

Copy and paste the Synkato Server name in the {server} placeholder in the text editor.
Example:
Synkato Server: your-instance.synkato.io

In Salesforce, locate the Salesforce Server Instance in the browser URL:

In this example, the Server Instance is na85. Copy and paste the Server Instance name in the {Instance}
placeholders.

Example:
Lightning Domain: na85.lightning.force.com

Visualforce Domain: synkato.na85.visual.force.com

Custom Metadata Setting

Metadata settings are required to facilitate communication for the Synkato Salesforce integration.

Navigate to Setup > Home > PLATFORM TOOLS > Custom Code > Custom Metadata Types. ClickManage
Records next to Synkato Setting:



. Search Setup

wse ’
B Setup Home  Object Manager

PLATFORM TOOLS
SETUP

> Apps I E Custom Metadata Types

» Feature Settings

> Einstein

3 Objects and Fields All Custom Metadata Types

» Process Automation

3 User Interface

+ Custom Code

Custom metadata types enable you to create your own setup objects whose records are metadata rather than data. These are typically used to define application
configurations that need to be migrated from one environment to another, or packaged and installed

Rather than building apps from data records in custom objects or custom settings, you can create custom metadata types and add metadata records, with all the
manageability that comes with metadata: package, deploy, and upgrade. Querying custom metadata records doesn't count against SOQL limits.

Help for this Page @

. Del| Manage Records Kerauno Setting
Apex Settings d

Apex Test Execution
Apex Test History

Apex Triggers

Canvas App Previewer
Custom Metadata Types

Custom Permissions

Apex Hammer Test Results Action Label Installed Package

Apex Classes New Custom Metadata Type

Namespace Prefix Visibility  Api Name

Public Kerauno_Sefting__mdt

Record Size Description

206

Click New on the resulting Synkato Settings screen:

SETUP
Custom Metadata Types

Kerauno Settings
View: Creste New View

Help for this Page 0

New
Label T Kerauno Setting Name

Mo records to display.

Namespace Prefix

Populate the New Synkato Settings screen and click Save:

Field Input Description

Label Enter a Synkato Setting Name to be used when it loses focus.
Synkato Setting Name Auto populates once a Label name is provided.

Synkato Server Copy and paste these from the Determining Salesforce and Synkato
Lightning Domain Instances section.

Visual Force Domain Note: These Domain names may vary depending on your system.

Screen Pop Inbound

Screen Pop Outbound

Custom Object 1 Leave these blank unless instructed otherwise.

Custom Object 1 Number Field
Customer Object 1 Phone Field

The saved setting details display once saved:



SETUP
Custom Metadata Types

Kerauno Setting BE et for this Page @
Kerauno Setting Detail Edit | | Delete | | Clone
Labeal Test Protected Component
Kerauno Setting Name Test Namespace Prefix
Kerauno Server  dev2 kerauno.io ‘H
Lightning Domain ©341.lightning.force.com

Visual Force Domain kerauno.cs41.visual force com

Created By Kerauno Management, 3/29/2019 11:04 AM Last Modified By Kerauno Management, 3/29/2019 11:04 AM

Edit | | Delete | | Clone

Set up Call Center(s)

The Managed Package includes a Computer-Telephony Integration (CTI) to Salesforce Call Centers. The
integration facilitates inbound and outbound calls; while capturing call details and notes.

Navigate to Setup > Home > PLATFORM TOOLS > Custom Code > Visualforce Pages.

To identify the URL for the AdapterPage, click the preview icon next toSecurity for the AdapterPage Label:

. Search Setup ? $ a

LL L) S N
ese Setup Home  Object Manager Vv
Apex Triggers
Canvas App Previewer SETUP
Visualforce Pages

Custom Metadata Types

Custom Permissions

Custom Settings
AlBlc|D
Email Services

Developer Console | |New

» Lightning Components

Action Label * Name Namespace Prefix Api Version
Platform Cache Security @ - AccountDocuSignActionLandingPage AccountDocuSignActionl andingPage dsfs 29.0
Remote Access Security | [2] 4, AccountMobilePages AccountMobilePages DSCORGPKG 31.0
Static Resources Edit | Del | Securilr | (] AdapterPage AdapterPage 430
Tools )

Security @ - Add Confent add content tinderbox 19.0
Visualforce Components Security @ ~, Add New Language AdminEnvelopeAddLanguage dsfs 26.0
Visualforce Pages Security @ - Add Document add document tinderbox 26.0

Copy the URL that displays for the AdapterPage in a new browser window and paste it into Notepad or a similar
editing tool:

& Visualforce Pages | Salesforce X ¢ https/focsdlvisualforcecom/ar X

(& 8| https://c.csd1.visual.force.com/apex/AdapterPage

Example:



AdapterPage URL: https//synkato.na85.visual.force.com/apex/AdapterPage

Note: The AdapterPage may not load until everything is fully configured.

Navigate to Setup > Home > Feature Settings > Service > Call Center > Call Centers.

Click the Synkato Integration Lightning hyperlink:
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Call Cartani

The Call Center Detail screen displays. Click Edit:

SETUP
Call Centers

Call Center Help for thiz Page i‘)

Kerauno Integration

All Call Centers » Kersuno Integration

Call Center Detail Edit ||| Delete | | Clone

General Information
InternalName KeraunoclntegrationCTI
Display Name Kerauno Integration
CTl AdapterURL lapexisdapterPage
Use CTI APl tfrue
Softphone Height 300
Softphone Width 500

Salesforce Lightning
Com patibility Mode

Remove the current content in the CTI AdapterURL field and paste the content with the AdapterPage URL that
was copied in the Set up Call Center(s) section. Then click Save:



SETUP
Call Centers

Call Center Edit Help for this Page 0

Kerauno Integration

All Call Centers » Kerauno Integration

Call Center Edit Save | [Cancel

General Information 1 = Required Information

InternalName | KeraunolntegrationCTI J

S play Sans |Kerauno Integration ‘

CTi AdapterURL | 541 |ightning.force.com/ligh

Use CTI API \true

Softphone Height ‘300

|
|
Softphone Width ‘500 }
|

Salesforce A A
Compatibility Mode lnghmmg

Dialing Options

Outside Prefix ‘9 ‘

Long Distance Prefix [1

International Prefix [UI }

Save Cancel

Click Manage Call Center Users to add users to the Call Center:

SETUP
Call Centers

Call Center . Help for this Page 0
Kerauno Integration

All call Centers * Kerauno Integration

Call Center Detail Edit | | Delete | | Clone

General Information
InternalName KeraunolntegrationCTI
Display Name Kerauno Integration
CTl AdapterURL cs41 lightning.force. com/flightning/setup/ApexPages/home
Use CTIAPL  true
Softphone Height 300
Softphone Width 500

Salesforce Lightning
Compatibility Mode

Dialing Options
Outside Prefix 9
Long Distance Prefix 1

International Prefix 01

Call Center Users Manage Call Center Users Call Center Uszrs Help .2

Call Center Users by Profile

Total i}

Click Add More Users:



Note: A user can only be in one Salesforce Call Center at a time (not Lightning and Classic concurrently).

SETUP
Call Centers

Call Center

Kerauno Integration: Manage Users

All Czll Centers » Kerauno Integration » Manage Users

View: [a) ¥ | Create Mew View

Help for this Page 0

AIB|ICIDIEIF|IG|H|I|JIK|ILIMIN|O|P|Q|R|S | T|U |V | WX Z | Other | All
Add More Users | | Remove Users
Full Name * Alias Username Role Profile
Mo records to display.
ABICIDIEIF|IG|H|I|JIKILIMIN|O|P|Q|R|S T|U|V WX Z | Other | All

Use the search filters to identify additional users to add. Popular filters include Full, First, Last, and Username as
shown below:

--None-- v | [contains v | fiohn AND
—None- | [=None-- v AND

First Name !g —None X | AND

Last Name —Mone— hd AND
Username ~Mong— B
Alias

Mickname

Active znn% mumplerrlems lagg'lzrgmgnnlumn, separated by commas:
¢ in following format: 21 1
Last Login walue in following format: 2/25/2019 8-43 &AM
Email *
ma

Phane

Extension

Eax Find
Mobile

Address

Street

City

State/Province

Zip/Postal Code

Country o

Click the checkbox for the appropriate user on the search results screen and click Add to Call Center:

_:F_t_ILName ¥ | | contains v ]ohn AND

-Nane-- v | -None-- v AND
—-Nanz-—- v —MNone-—- A . AMD
—None-— v | —-Mone— v | amD
--Maone-- ¥ | |—~None-- hd

Filter By Additional Fields (Optional):
= You can use “or fillers by entering multiple items in the third column, separated by commas.
g

= For date fields, enter the value in following format: 2257201
= For dateftime fields. enter the value in following format: 27252019 5:43 AM

Find

Add to Call Center| | Cancel

#  Full Name Alias Username

« | Wrighisman. John JWrig john.wiighisman kerauns fest@revelantiech com




App Setting & Utility Enablement

After installing the Managed Package, next configure the Salesforce App Setting and enable the Utility Item.
Navigate to Setup > Home > Apps > App Manager:

. Search Setup ') ¢ -!-

Setup Home  Object Manager

> Users

» Data E :_E'TUI:t . E . A M New Lightning App New Connected App
ightning Experience App Manager

» Email

PLATFORM TOOLS

~ Apps 34 iterns - Sorted by App Name - Filtered by all appmenuitems - TabSet Type o
App Manager
APP NAME T “ DEVELOPER NAME “ DESCRIPTION “ LAST MODIFIED ... v APP TYPE v VL. Vv
AppExchange Marketplace . . -
18 Sales Sales The world's most pop. 9/18/2013 5:21 FM Classic -

C ted A . . . . . . . ' f .

» Connected Apps 19 Service Console Lightningservice (Lightning Experience... 2/11/2017405AM  Lightning v v
Installed Packages 20 Vision-e Scan App Visione_Scan_App 10/17/2018 11:14 AM  Connected (Managed) -

Identify the row containing the Service Console APP NAME with Lightning as the APP TYPE. Click the down arrow
at the end of the row and select Edit:

. Search Setup

Setup Home  Object Manager v

» Users

> Data SE_TUP . . New Lightning App New Connected App
R Lightning Experience App Manager
mail

PLATFORM TOOLS

~v Apps 34 items « Sorted by App Mame « Filtered by all appmenuitems - TabSet Type &
App Manager
APP NAME T “ DEVELOPER NAME ~ DESCRIPTION “ LAST MODIFIED ... v APP TYPE v OVL. Vv
AppExchange Marketplace A . -
18 Sales Sales The world's most pop. 9/18/2013 5:21 PM Classic -

C ted A . . . . N . . r . .

> Connected Apps 19 Service Console LightningService (Lightning Experience..  2/11/2017 4:05 AM Lightning ~ -
Installed Packages 20 Vision-e Scan App Visione_Scan_App 10/17/2018 11:14 AM  Connected (Managed) v

Click Utility Items on the resulting Lightning App Builder screen:

TR Lahtring App Euier @ Appseiie

APP SETTINGS

App Details & Branding

App Details & Branding

App Options Give your Lightning app a name and description. Upload an image and choose the highlight color for its navigation bar.
Utility Ttems App Details App Branding
Navigation Items

*App Name @ Image @ Primary Color Hex Value @
Navigation Rules Service Console . ¥ | #0070D2
User Profiles

*Developer Name @ A, Upload

App Perf Bet . . .
pp Performance (Beta) LightningService

Description @

(Lightning Experience) Lets support agents = Org Theme Options
work with multiple records across

P Use the app's image and color instead of the org's custom theme

App Launcher Preview

Service Console
(Lightning Experience) Lets

support agents work with m

Click Add Utility Item:



Utility Items
Give your users quick access to productivity tools and add background utility items to your app.
Add Utility Item

®  History PROPERTIES "
History

Remove

g Notes
v Utility Item Properties

Label

History

Icon

® clock

Panel Width

340

Panel Height

480

+ | Start automatically

Click Open CTI Softphone:



Add Utility Item

Utility Ttems

C, Search...

Chatter Publisher
Flow

History

List View

Macros

MNotes

Open CTI Softphone
Quip

Recent Items

Report Chart

Rich Text

Llﬁlﬂﬂﬂl NEEDE O

Give your users quick access to productivity tools and add background utility items to your app.

FROPERTIES
History

v Utility Item Properties

Label

History

Icon

@® clock

Panel Width

340

Panel Height

480

+| Start automatically

Remove

Click Save at the bottom of the screen. The Synkato Managed Package with CTI Softphone is now installed.




Utility Items

Give your users guick access to productivity tools and add background utility items to your app.

Add Utility Item

Phone
. PROPERTIES l Remove
Open CTI Softphone
®  History
£ Notes s Utility Item Properties
*Label i
Phone
Icon o
. call X
Panel Width i
340
Panel Height i ]
480
+| Start automatically o

Retrieve Salesforce Token

A Salesforce Admin account is required to retrieve a security token, which is required to access Salesforce via an
API. The token itself is a case-sensitive code associated with your password.

Note: If you have a Salesforce token from installing other Salesforce software, skip these steps.

Click the View Profile icon on the top right of the screen:

e . i . 5 =Y
. All Search Salesforce ﬂ:| 7 @ A |_\4|_:\_/_\

™ .
sss Service Console Dashboards ~

Click Settings:



x B R R NG

@ Kerauno Management
cs4] salesforce.com
Settings | Log Out
DISPLAY DENSITY
7 Comfy
Compact

OPTIONS

Switch to Salesforce Classic @

Add Username

Next select Reset My Security Token on the left side of the screen:

. Al v | O Search Salesforce E] ? !Sl a

Service Console Dashboards v | il 00001008 v X 8 John Dee v X | Q reset-Search v X

& Personal Information v X

Q. Quick Find ﬂ Personal Information

~ My Personal Information

Advanced User Details

Personal Information Helpfor tis Page @

Approver Settings

Authentication Settings for Details 1 = Required Informatian

First Name Anthony
Last Name I Jones

External Systems

Change My Password

Grant Account Login Access Email | Tony jones@user com
u:
Language & Time Zone _SE"'E"‘E management@user com.deva
Login History Phone [(000) 000-0000
Reset My securty Token ]
Security Central 0000000000
> Display & Layout Address
o
> Chatter . -
€ty lIndianapolis
o eminaer s
> Desktop Add-Ons Zip/Postal Code l:l
> Import Country  United States
» Call Center Settings

My Work Information

t, Phone (@ History £ Notes

Click Reset Salesforce Security Token. The new token is sent to the email address associated with the account.

Reset Security Token Help for s Page @

When you access Salesforce from an IP address that isn't frusted for your company, and you use a deskiop client or the API, you need a security token to log in. What's a security token? If's a
case-sensitive alphanumeric code that's fied to your Ah your d is reset, your security token is also reset

ol b
ﬂ After you reset your token, you can't use your old token in API applications and deskicp clients

Reset Security Token

Notes: Salesforce recommends resetting the security token from a trusted network prior to accessing Salesforce
from a new IP address.



Other applications may need to use this Security Token. Therefore, save the token in a secure location. If ever lost,
repeat the steps above to update the Synkato configuration.

Configure Synkato for Salesforce

The last step in the Salesforce for Synkato integration is to configure the Synkato settings. Log in to Synkato and

navigate to Workflow Tools > Salesforce Integration:

Ke rauno = Chat+ Presence

@  User Panel 4

-3 Interaction Routing P

®  Conference Rooms P Active Directory

Dual Server Config Salesforce Integration

Reporting »
System Admin »

System Settings »

|~
&
>
&

n Workflow Tools i

Active Directory

Workflow Tags

Users & Devices 4

AP

Dual Server Config
Salesforce Integration
Workflow Contacts
Workflow Contact Groups
Workflow Forms
Workflow Tags

Webhook Configurations
Condition Configurations

Zoom Integration

Salesforce Credentials Tab
e Click Enable Salesforce API checkbox.
e Click Sandbox Mode (recommended by Synkato) checkbox.
e Populate the Salesforce Username and associated Password (must haveO0O Salesforce Administrator
account credentials).
e Paste the Security Token from the email received.
e Click Test Salesforce Credentials to validate the credentials.

e Upon success, click Save Salesforce Credentials.



& SALESFORCE INTEGRATION

& Salesforce Credentials % Salesforce Users 83 Salesforce Settings

Salesforce Credentials

Enable Salesforce API

Sandbox Mode

Salesforce Username:

Tony jones@user com

Salesforce Password:

Salesforce Token:

AbCd1e2aHlJKLMoparstu3vx

Kerauno Unigue Token: 123456789ab1c2d3ed4 5660978091123

A\ Test Salesforce Credentials | & Save Salesforce Credentials

Salesforce Users Tab

The number of available Salesforce User Licenses displays at the top of the screen:

& Salesforce Credentials 9 Szlesforce Users 46 Salesforce Settings

Salesforce Users

X Save License Settings + Currently Using (0/5) of your Salesforce User Licenses.

Q

= Refresh Salesforce Authentication Tokens

Best Practice: Before selecting users, click the cog icon to review the Salesforce Username and make any needed
corrections. The Salesforce Unique Username in Synkato must match the Salesforce Username in Salesforce.

Example:
Salesforce Username is john_doe_salesforce@example.com

Synkato email is john_doe@example.com

Required action: Update the Salesforce Unique Username to john_doe_salesforce@example.com.

Click Save Salesforce Username anytime changes are made.




Licensed Username: b.cuda@axiatp.com
Mame: Barry Cuda
Click to Dial Number: 2012

Licensed Username: chris.bacon@keraunouc.com
Name: Chris P. Bacon
Click to Dial Number: 2011

Salesforce Unique Username: m
b.cuda@axiatp.com

chris.bacon@keraunouc.com

Reset to Default Username % Save Salesforce Username v

Apply check marks next to all licensed Synkato users to include in the Salesforce Managed Package. Click Save

License Settings when done.

& Salesforce Credentials 3 Salesforce Users | # Salesforce Settings

Salesforce Users

Q
Licensed User
Licensed Username: b.cuda@axiatp.com
Name: Barry Cuda
Click to Dial Number: 2012
Licensed Username: chris.bacon@keraunouc.com

Name: Chris P. Bacon
Click to Dial Number: 2011

X Save License Settings + Currently Using (3/5) of your Salesforce User Licenses.

= Refresh Salesforce Authentication Tokens

{ signifies username validation in Salesforce.)

Salesforce Unique Username: ﬂ
b.cuda@axiatp.com

Salesforce Unique Username: m
chris.bacon@kerauncuc.com

Salesforce Settings tab

An admin can add up to 20 Call Dispositions (call outcomes) that can be accessed and applied within the Salesforce

integration.

Example call dispositions can include, but are not limited to:

Qualified lead

Left a voicemail

Did not call

e Not interested

To add a new disposition, start typing in the open field and click the plus (+) sign when done:




& Salesforce Credentials 48 Salesforce Users  ©f Salesfarce Settings

Salesforce Settings

Call Dispositions (1/20):

Left a voicemail

Show Additional Settings

. Save Salesforce Settings

Click the negative (-) sign to remove an active Call Disposition:

& Salesforce Credentials %8 Salesforce Users 4 Salesforce Settings

Salesforce Settings

Call Dispositions (6/20):
Did not call

Left Message

Hung Up

Marketing Qualified Lead
Not Interested

Test setting

Show Additional Settings

<% Save Salesforce Settings




