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Topic Title

Welcome from everyone at Magnetic North Software Ltd.

Magnetic North Software Ltd., with headquarters in Leicester UK, provides a portfolio of
productivity solutions that have been designed to help organisations become more proactive and
effective in their customer interactions.

Capitalising on years of development, support and training experience in the Contact Centre
environment the founders of Magnetic North Software Ltd. have developed a product range that
meets the business requirements of this developing industry.

A Maximise (a Proactive Outbound Productivity Solution) improves operational efficiency for
Customer contact promoting cost saving, increased levels of successful calls, customer
revenues and customer loyalty.

A Optimise (a voice and screen recording solution) enables an organisation to record
telephone calls by schedule, randomly or by Agent request. it allows management teams
to record calls when the organisation (normally a Contact Centre) is at it's busiest and
monitor the quality of those calls at a more convenient time.

Should you be interested in hearing more about Maximise or Optimise please contact Magnetic
North Software Ltd. for further information (http://www.magneticnorth.com).

The foundation of our success is the strength of the relationships that have been forged with
Partners and Customers. We have technically complex, capable, yet remarkably user-friendly
products that we constantly re-evaluate and improve in response to the demands of our
Customers. We endeavour to be innovative and flexible in our working practices, remaining at the
crest of emerging technology and striving for excellence in everything that we do.


http://www.magneticnorth.com/

An Introduction to Click To Call

Click To Call is a tool that can boost the productivity of it's users by enabling them to double click
any phone number listed in Salesforce.com (on-demand Customer Relationship Management), or
a Web page displayed using Microsoft® Internet Explorer®, to directly call that contact.

By removing the need to manually dial telephone numbers calculations suggest that busy users
can save around 14 seconds per call, giving the average user a saving of more than 900 seconds
a day, which is enough time to prospect 3 new accounts or give one 15 minute product demo
over the phone.

Once installed and configured Click To Call works quite simply; it highlights telephone numbers
within Salesforce.com and / or Microsoft® Internet Explorer®. Double-clicking the appropriate
highlighted number connects you to the target contact via one of your six pre-configured
telephone hand sets, reducing the time spent in contact management.

Notes functionality enables you to take notes during the call, automatically populating
Salesforce.com contact history upon call completion. Additionally calls are automatically recorded
providing a record of what was discussed for immediate play back, quality control and dispute
management. SMS messages can also be created and sent, enhancing the communication
options available.

Click To Call comes with free minutes of calling time allowing you to start making use of the tool
immediately; further calling time can be purchased from within the client software. Finally Click To
Call requires no integration to customers phone systems and works with home phone lines,

VolIP lines, mobile phones and direct dial extensions on office phone systems.


http://www.salesforce.com/

Using the Click To Call Reference Help

The Click To Call reference help has been created to aide you in getting started as quickly as
possible. The first three books in the table of contents define installation, configuration and using
Click To Call. Additionally, a number of reference topics are provided in the final book that help to
define the functionality available from each of the user interface panels.

You can access all topics using the table of contents and / or the search functionality.

The Reference Help Window

The Reference Help window is divided into three panes.
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The smallest pane, positioned horizontally along the top of the window and spreading across the
entire width, is the toolbar and provides you with shortcuts to standard help functionality, namely:

A Home, E Instantly return to the first page of reference help.

A Refresh, =, Refresh the reference help.

A Backward, ﬁ Step backwards through the pages of reference help visited in this
session. A session is defined as from opening the help to closing the help.



Forward, W Step forwards through the pages of reference help visited in this session. A
session is defined as from opening the help to closing the help.

Print, E Print the current reference help page.

Add Topic To Favourites, ﬁ Add the current topic to the favourites list. Favourites topics
can be accessed quickly from the Favourites accordion item and are retained between
sessions.

. . . ) =
Quick Search (and quick search editable field), . Search the current help page for the
search string entered in the editable field.

Remove Search Highlighting, . Removes all search highlighting on the current page.
When viewing search results the search string that was entered is highlighted to draw
attention to the relevant area of the page.

Positioned vertically on the left hand side of the window are four accordion items providing
navigation within the reference help, namely:

A

A
A
A

Table of Contents. Lists the books and topics that make up the reference help.
Search. Perform a search of the entire reference help content for keywords or phrases.
Glossary. Provides access to a glossary of frequently used terms.

Favourites. Contains the topics and searches that have been added as favourites.

And finally, taking up the majority of the window real estate is the content display. This is the
area that displays the selected help topic information.

Reference Help Conventions

A

Additional Information. Many topics include an Additional Information section listing other
topics that may be useful to read. Where topics are listed simply as Topic Name this
represents a topic located within the current book and related to the functionality currently
being discussed. Topics listed as Book Name | Topic Name, or Book Name | Book Name |
Topic Name, represent topics located within other books, related to other areas of
functionality.




Installation Checklist

The following checklist defines the steps you need to complete to install, activate and configure
Click To Call:

1. Check that your computer satisfies the prerequisites.
2. Install Click To Call.
3. Create a Click To Call account and activate it.

Additional Information

Prerequisites.
Installing Click To Call.
Account Creation & Activation.




Prerequisites

To be able to install and use Click To Call your PC must satisfy the following minimum
requirements:

A Microsoft® Windows® XP Ser vi ce Pack 2 / MicrosoftE Windows Vi
A Microsoft® Internet Explorer® 6, or higher.
A Microsoft® .NET Framework 2.

Please check that your PC meets these requirements before attempting to install Magnetic North
Software Ltd..

Additional Information

Installing Click To Call.

Installation Checklist.




Installing Click To Call

Having confirmed that your PC fulfils the prerequisites necessary for proper operation, follow the

steps outlined below to install Click To Call.

1. Browse to the location of the Click To Call installation file.

2. Double-click the installation file to begin. The following license agreement page is

displayed.

i@ ClickToCallClient

Agree"”, then "MNext'". Othenwize click "Cancel”.

Fleaze take a moment to read the license agreement now. |f pou accept the terms below, click "l

E)oX]
License Agreement magrnetic

Cancel

EULL e
ENDUSER LICEMNCE AGREEMENT:

PLEASE RELAD THIS CAEREFULLY BEFCOEE YOU OPEMN THE DISE
PACKAGTNG OR COMMENCF TNSTATTATTON OF THFE SOFTWARF: i
(31 Do Mat Agree (%) | Agree

Read through the license agreement. Two options are available to you:

a. If you agree to the terms and conditions detailed within the license agreement select the |
Agree radio button followed by the Next > button, allowing the installation to continue.

b. If you do not agree to the terms and conditions detailed within the license agreement
select the | Do Not Agree radio button followed by the Cancel button. Not agreeing results

in the installation being unable to continue.

3. Having agreed to the terms and conditions detailed within the license agreement the

following Select Installation Folder dialog is displayed.



i® ClickToCallClient

Select Installation Folder n‘%ﬁg

The ingtaller will inztall Click T aCallCliznt ta the fallowing falder.

Toinstall in thiz folder, click "Mest'. Tao install to a different falder, enter it below ar click "Browse'.

Eolder:
C:AProgram Filestkdagnetic Harth\Click TaCalCliznt!, [ Browse. ..
| Disk Cost..
Install Click ToCallClient for yoursef, ar for amyone who uses this computer:
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This stage of the installation enables you to define where the Click To Call program files
should be installed AND whether Click To Call should be installed for all user profiles or

just your own user profile on the target computer.

Use the combination of the Folder field and the Browse... button to define the target folder

where Click To Callprogram files should be installed.

Use the Everyone or Just me radio button to define for whom Click To Callshould be
installed.

Select the Next > button to continue.

An installation confirmation page is displayed.



i@ ClickToCallClient =13

Confirm Installation n‘%ﬁg

The ingtaller iz ready ta install ClickT aCallClient on vour computer.

Chck "Mest" ta start the installation.

Cancel ] [ < Back ] | Mext >

Confirm that you want the installation to begin by selecting the Next > button.

Prevent the installation from beginning by selecting the Cancel button to cancel the install,
or the < Back button to revisit previous installation dialogs and change installation details.

An installation progress dialog is displayed:



i ClickToCallClient

Installing ClickToCallClient magnetic

ClickTaCallClient iz being inztalled.

Pleaze wait..

Cancel

Allow the installation to complete.

6. Finally a Click To Call installation completion dialog is displayed:



i ClickToCallClient

Installation Complete magnetic

ClickTaCallClient haz been succeszsfully installed.

Chck "Cloze" to exit.

Fleaze uze Windows Update ta check for any critical updates to the MET Frameworl.

Select the Close button to complete the installation. Click To Call automatically starts.

Additional Information

Account Creation & Activation.

Installation Checklist.




Account Creation & Activation

Having completed the installation, you must create a user account and subsequently activate the
software before you can freely configure and make use of Click To Call.

Account Creation

1. After the installation has completed Click To Call automatically starts. The Click To Call
client is displayed.

Don't Have a Clid: To Call Account?

User name

Password

Remember Details

Remind Me

Without a user account you are unable to activate or log into Click To Call. Click the Don't
Have a Click To Call Account? hyperlink to continue.

2. The following Settings panel Details tab is displayed enabling you to define your user
account.



Details

User Details
F|r'-"t MName * * Mandatory Field |

Company

L 0]

Country

I Dor't Have a Click To Call Account?

User name

Fassword

Femember Details

nim nf Graat Rrit=in an

Provide the following mandatory details to create a new user account:
A Your forename in the First Name field.
A Your surname in the Last Name field.

A Your primary contact e-mail address in the Email field. As well as being the address to
which your activation code is sent it is also used as your username to log into Click To
Call.

A Confirm your primary contact e-mail address a second time in the Confirm Email field.

A Your choice of password in the Password field. Passwords must be between eight and
fifteen characters in length and include a capital letter and a number.

A Confirm your choice of password in the Confirm Password field.

Optionally provide the following details to flesh out your user account:

A Your company name in the Company field.

>

Your country of residence in the Country field.

A Your preferred billing currency in the Billing Currency field.

3. Finally select the save button, E within the Settings panel Details tab to save and
commit your account details to the new user account creation server.

Account Activation

Having created a new user account Click To Call will automatically log you in however your
account is still not fully activated.



Tip - Notice how the expanding panels located to the sides and bottom of the Click To Call client
are now coloured blue; this indicates that the panels can be expanded.

The process of creating a new user account also triggers an automatically generated e-mail to be
sent to your primary contact e-mail address containing an account activation code.

To enter the activation code:

1. Enter the activation code as provided in the e-mail that has been sent to your primary
contact e-mail address into the Activation Code field.

2. Select the Activate button, -

3. Your account is now activated and you are able to start configuring Click To Call for use.

Tip - If you have not received your automatically generated e-mail containing your activation
code, selecting the Email me my Activation Code hyperlink will trigger a new activation e-mail
to be sent to your primary contact e-mail address.

Additional Information

Configuring Click To Call for Operation.

Installation Checklist.




Configuring Click To Call for Use

With installation, account creation and account activation completed you can now start
configuring Click To Call prior to use.

Configuration can be considered to be three separate areas:

A

A
A
A

Configuring Click To Call operational settings.

Configuring the telephone numbers to which you want connecting calls to be sent.
Adding calling credit.

Topping up calling credit.

Additional Information

Configure Click To Call_Operational Settings.

Configure Your Telephone Numbers.

Add Call Credit.
Topping Up Call Credit.




Configuring Operational Settings

Operational settings enable you to configure how Click To Call integrates with Salesforce.com /
Microsoft Internet Explorer and how it operates.

To configure operational settings:

1. Select the Settings panel (click the expanding panel on the left hand side of the client).
The Settings panel is displayed.

2. Select the Settings tab.

Credit Topup Credit

P .
Details Settings My Mumbers

Record Calls

Show Balloon Tips TEmpty T Emphy - U Empy
SalesForce. Com Integration - '}E -

Enter Mumber

Free Time

3. Click on the coloured panel to change the colour used to highlight telephone numbers that
you can ‘click to call' in Salesforce.com and / or Microsoft® Internet Explorer®.

A colour picker dialog is displayed enabling you to select any suitable colour.
Confirm whether you want to have your calls recorded by using the Record Calls tick box:
Ensure that the box is ticked if you want your calls to be recorded.

Ensure that the box is unticked if you do not want your calls to be recorded.

ISP SN

Confirm whether you want balloon tooltips to be displayed from the Click To Call system
tray icon by using the Show Balloon Tips tick box.

>

Ensure that the box is ticked if you want balloon tooltips to be displayed from the system
tray icon.

A Ensure that the box is unticked if you do not want balloon tooltips to be displayed from the
system tray icon.

6. Confirm whether you want Click To Call to integrate with Salesforce.com by using the
Salesforce.com Integration tick box:



A Ensure that the box is ticked if you want to integrate Click To Call with Salesforce.com.

A Ensure that the box is unticked if you do not want to integrate Click To Call with
Salesforce.com.

7. Save any changes you have made to operational settings by selecting the save button,

Additional Information

Configuring your Telephone Numbers.

Configuring Click To Call_for Operation.



Configuring your Telephone Numbers

Before Click To Call is able to dial the telephone numbers you select you must define the
telephone numbers that you will be dialling from. Up to six telephone numbers can be configured
- with one of those six active at any time - allowing you to configure an office desk phone, a home
phone, a mobile phone etc.

To configure your telephone numbers:

1. Select the Settings panel (click the expanding panel on the left hand side of the client).
The Settings panel is displayed.

2. Select the My Numbers tab.

Topup Credit

Details Settings My Mumbers
My Mumber 1

Mumber

My Mumber 2

Enter Mumber

Free Time

Provide the following details for your first telephone number in the My Number 1 section:
Enter an identification name for the telephone number in the Name field.
Select the location of the telephone number using the country drop-down field.

Enter the telephone number in the Number field.

IS N

Repeat as necessary for numbers two through to six using the My Number 2 through to My
Number 6 sections.

5. Save any changes you have made to operational settings by selecting the save button,

6. Close the Settings panel by selecting the close button, -



Additional Information

Adding Call Credit.

Configuring Click To Call_for Operation.
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Adding Call Credit

As a new Click To Call user you will find five minutes of call time is automatically credited to your
account. To extend the use of Click To Call beyond the first five minutes you must add further
calling credit.

Tip - After the first five minutes of calling credit has been used additional credit is displayed as a
monetary value.

To add more calling credit:

1. Select the Settings panel (click the expanding panel on the left hand side of the client).
The Settings panel is displayed.

2. Select the Credit tab.

P

Credit Topup Credit

Details Settings My Mumbers
Credit Card
CardHolder
Card Mumber
Card Type |VISA
Start Date mm/fyy I:l I;l
Expire Date mmfyy I:l
Cv2 ( 3 digits)

Topup Amount Enter Mumber

==

Provide the following credit card details to set up your credit topup:
A Your name as it appears on your credit card in the Card Holder field.
A Your credit card number in the Card Number field.

A Your card type from the Card Type drop-down list (currently only VISA, Mastercard and
AMEX are accepted).

A The start date of your credit card in the Start Date field.
A The expiry date of your credit card in the Expire Date field.

A Your credit card CV2 code (located on the back of your credit card, printed on the
signature strip) in the CV2 field.

A The amount of credit that you want to top up by using the Topup Amount drop-down list.



A Your credit card billing address in the Address field.

A The zip or postal code (as appropriate depending on your location) for your credit card
billing address in the Zip / Post Code field.

3. Select the Topup button to authorise the credit topup. Assuming there are no problems
with your credit card the topup amount will be added to your existing calling credit.

4. Save any changes you have made to credit settings by selecting the save button, E

5. Close the Settings panel by selecting the close button, -

Additional Information

Using Click To Call.

Configuring Click To Call_for Operation.



Topping Up Call Credit

If you have submitted your credit card details at least once to top up the calling credit amount
available you are also able to choose to topup (or automatically topup) calling credit without
having to resubmit credit card details.

Tip - After the first five minutes of calling credit has been used additional credit is displayed as a
monetary value.

Transaction details from your previous topup are retained within Click To Call and can be reused,
at your discretion, to authorise further topups (rolling or otherwise).

To topup (or setup a rolling topup) the calling credit:

1. Select the Settings panel (click the expanding panel on the left hand side of the client).
The Settings panel is displayed.

2. Select the Topup Credit tab.

Pr————————————

Credi Topup Credt

Details Settings My Mumbers

Repeat Topup

Topup Amount Repedt

Topup desdiption text goes here

Automatic Topup

Automatically top up &l oedit by selected Enter Mumber
amount when 15%left. |
) ) Free Time

Provide the following details to setup your calling credit topup:

A Define the amount by which you want to topup your calling credit by selecting from the
Topup Amount drop-down field. Topup values increment in 5 units of your billing
currency, up to a maximum of 50 units.

A Should you want calling credit to topup automatically ensure that you place a tick in the
Automatic Topup tickbox. Topup will then occur automatically when only 15% of the
original topup amount remains. Every time your calling credit reaches the 15% threshold of
the original topup amount an automatic calling credit topup occurs.

3. Select the Repeat button to authorise your calling credit topup.



4. Save any changes you have made to topup credit settings by selecting the save button,

5. Close the Settings panel by selecting the close button, -

Additional Information

Using Click To Call.

Configuring Click To Call_for Operation.
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Using Click To Call

Having installed and configured Click To Call you can now go ahead and start making use of it to
improve upon your productivity.

Making a Call

To make a telephone call to your target phone number:

1. With the Client running, and your account logged in, making a call is a simple matter of
double-clicking on a telephone number highlighted in Salesforce.com and / or Microsoft®
Internet Explorer®.

Tip - Calls can also be made by right-clicking a highlighted telephone number and
selecting OnDemandCall from the context sensitive menu displayed, or by entering a
number directly into the Click To Call client.
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2. The selected number is loaded into the Click To Call client.



Select the telephone button, , to confirm that you want to make a telephone call.

Confirm the telephone number from which you want to make the call by selecting one of
the six telephone numbers you have configured (in the screen shot above only one
number has been configured, namely the button labelled Office).

Select the dial button, E If balloon tooltips are enabled the Click To Call system tray
icon reports "Call Proceeding".

The telephone you selected to dial from will ring; this is Click To Call calling you. If balloon
tooltips are enabled the Click To Call system tray icon reports "Calling Your Number".
Answer your telephone to make the connection with Click To Call.

Tip - It is when you answer your telephone that you begin to be charged for the call, your
calling credit starts to decrease accordingly.

You will hear silence whilst Click To Call dials your target telephone number. If balloon
tooltips are enabled the Click To Call system tray icon reports "Calling Other Number".

When your target contact answers their telephone the call is connected and you can start
the conversation. If balloon tooltips are enabled the Click To Call system tray icon reports
"Both Calls Joined".

When you have finished the conversation, hanging up your telephone kills the call and
resets Click To Call, allowing you to make another call. If balloon tooltips are enabled the
Click To Call system tray icon reports "Calls Cleared".

Tip - It is when either party hangs up that you stop being charged for the call, your calling
credit stops decreasing.




