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An Introduction to Salesforce CTI

Salesforce.com’s Call Center Edition enables an organization to integrate their telephony solution to Salesforce.com to perform routine call center functions such as screen pops, call transfers, outbound dialing etc.  Salesforce.com provides a toolkit to partners such as Cisco, Genesys, Envox, and Skype allowing those partners to build a seamless CTI interface within the Salesforce.com web experience.
The following is a high level view of the system topology:

[image: image7.png]


[image: image8.png]


[image: image9.png]


[image: image10.png]












	1
	Customer calls the company phone number

	2
	Telephony System identifies caller (CLI, ANI or attached IVR data to obtain Caller’s details e.g. Account Number etc.) and communicates this to the CTI Server

	3
	CTI Server communicates this to the locally installed Partner Adapter (which was built with the Salesforce.com CTI Toolkit)

	4
	Call gets routed to agent’s desk or IP phone.  Meanwhile, Adapter performs data dip into Salesforce.com, searching on either the Caller ID or the IVR data.

	5
	Results of search are sent back to adapter, generally in less than a second.

	6
	Adapter pushes call details into browser, popping a record detail page if there was a unique match


To provide the above environment, the customer is required to:

· Confirm that the Telephony System and CTI Server component are supported with the available list of Adapters from Salesforce.com and its partner community (e.g. iLink, Envox)
· Identify resources and potential infrastructure impact of deploying a partner adapter in some instances this can include its own dedicated server

· Install the Salesforce.com Call Center Edition plug-in on each users desktop/laptop
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