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Introduction

About RingCentral for Salesforce

RingCentral for Salesforce provides seamless integration between
Salesforce.com and your RingCentral services to enable improved
customer retention, greater agent productivity, and advanced
business processes.

RingCentral

About this Guide

This guide is specifically designed for System Administrators of the
Salesforce.com application. This guide is not intended for end users and
does not provide any information on how to use the application or any
related information. This Administrator guide will show you how to set up
your Salesforce.com instance to enable your users to use RingCentral for
Salesforce within their Salesforce.com interface.
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Installation and Setting up the Call Center

Step 1: Install RingCentral for Salesforce

Install the RingCentral for Salesforce package from the AppExchange here. Click “Get It Now” to start the installation. Installation of this application requires
an administrator login to Salesforce.com.

AppExchange [
w the Salesforce store Q  Search AppExchange LogIn .

Home  Listings by Type Product Collections  Industry Collections % Ohana

ALL APPS > CUSTOMER SERVICE > TELEPHONY

RingCentral for Salesforce YAl =

$34.99 USD per user per month @
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RingCentral for Salesforce enhances your CRM experience by integrating cloud
business communications to improve workforce productivity, increasing call
efficiency, and enhancing customer interaction. Support for Lightning, Classic
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https://appexchange.salesforce.com/listingDetail?listingId=a0N3A00000EORsjUAH

RingCentral for Salesforce | Administrator Guide | Installation and Setting up the Call Center

Log In to AppExchange

To continue, log in with your Salesforce credentials.

By submitting this request, you agree to share your information with Salesforce
and the provider of this listing, RingCentral, Inc..

Listing: RingCentral for Salesforce

Don't have a Salesforce account?

Continue as Guest

Cancel

Figure 2

RingCentral

Where do you want to install this package?

Before you install in a production org, we suggest testing in a sandbox.

Install in a Production Environment
Install where you or your users work, including developer orgs.

Install in Production

Install in a Sandbox
Test in a copy of a production org.

Install in Sandbox

Cancel

Figure 3
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o Review the customization guide for installation and configuration steps.

Package Version
rc_sf_package (5.10.2 / 5.11.0) 5.10.2 /5.11.0
Subscription Organization

Free SKumar & Co
Duration Number of Subscribers
Does Not Expire Site-wide

Username

skumarco777@gmail.com

N I have read and agree to the terms and conditions.

Salesforce.com Inc. is not the provider of this application but has conducted a limited security review. Please click here
for detailed information on what is and is not included in this review.

Cancel Confirm and Install

Figure 4

During installation, you will be asked what subset of users to whom you wish to grant access. It is generally recommended to select Grant Access to All Users,
as this will ensure that Step 2 below will go smoothly; however, users will not actually have access to RingCentral for Salesforce until the administrator adds
them to the Call Center as detailed below.
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222

322

Install for Admins Only Install for Specific Profiles...

=3 -

Figure 5

Wait for the installation to complete.

14,

3¢ Installing and granting access to all Users...

App Name Publisher Version Name Version Number
RingCentral for Salesforce RingCentral, Inc. 5.10.2 511
Figure 6
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Click “Done” when the installation is complete.

o Installation Complete!

Done

Figure 7

After the installation the RingCentral for Salesforce application will be listed as “rc_sf_package” in the installed packages section within the Setup.
(Next page)
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. Q. Search Setup

st Setup v Home  Object Manager

SETUP
Installed Packages

Installed Packages

Q, Quick Find

Setup Home

Lightning Experience

ADMINISTRATION On AppExchange you can browse, test drive, download, and install pre-built apps and components right into your salesforce.com environment, Learn Mare about Installing Packs

Apps and components are installed in packages. Any custom apps, tabs, and custom cbjects are initially marked as "In Development" and are not depleyed to your users. This all

# Llsers components individually using the other features in setup or as a group by clicking Deploy,
» Data Depending on the links next to an installed package, you can take different actions from this page.
S Emnail To remove a package, click Uninstall. To manage your package hcenses, click Manage Licenses.

Installed Packages
PLATFORM TOOLS

Action Package Mamoe Publisher Version Number Namespace Profi Status Allowed Licenses Used Licenses E
< Apps Unéinstall :-l-. ic_s! package RingCeantral 5N =] Active Unlimited 0
e
App Manager Uninstalled Packages
AppExchange Marketplace No uninstalled package data archives

> Connected Apps

Installed Packages

Installed Packages

» Mobile Apps = - -
Action Package Name Publisher Versic
Package Manager
> Feature Settings Uninstall = rc_sf _package RingCentral 5.11
il Ze-hays
> Einstein
> Objects and Fields
Figure 8
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Step 2: Configure the Call Center

Go to Setup > Visualforce Pages, click preview icon next to the OpenCTIlIndex999 page. (Figure 9)

EEE Setup Home  Object Manager

Q, visual

~ Custom Code
Visualforce Components

Visualforce Pages

Didn't find what you're looking for?
Try using Global Search.

SETUP
Visualforce Pages

Visualforce Pages

View: [ 4| &#| Create New View

Visualforce Pages provide a robust and easy to use mechanism to create new and exciting user experience:

Action Label

5emr1ry|@ ¥ adminUI480

Semr]tyI@ ¥ adminUIgag

Security | ] %, Phone Numbers Account 989

Sewr]l‘yI@ 1 Phone Mumbers Contact

Sewr]ty”@ + Phone Mumbers Contact 899
Semr]tyI@ ¥ Phone Numbers L ezd

Security | @ % Phone Mumbers Lead 899

Security I @ + Phone Mumbers SMS Account

Security I @ 1 Phone Numbers SMS Account 998

Security | & % Phone Mumbers SMS Contact
Security I &l % Phone Mumbers SMS Contact 999

Security | @ ¥ Phone Numbers SMS Lead

Security | @ 7+ OpenCTlindex899

OpenCTlIndex899

Click here

ey | (]~ WQlalze
Sewr]ryl@ o | izeQ98
Semrity”@ 7 OpenCTlindexs99

Semr]tyI@ :t: Phone Numbers Account

Figure 9

Name

adminUJI480

sdminUI999

Phone Mumbers Account 999
Phone Mumbers Contact
Phone Mumbers Contact 593
Phone Numbers Lead

Phone Mumbers Lead 998

Phone Mumbers SMS Account

Phone Mumbers SMS Account 999

Phone Mumbers SMS Contact
Phone Mumbers SMS Contact 999
Phone Mumbers SMS Lead
Phone Mumbers SMS Lead 993

Initialize

Initialize998
OpenCTlindex999

Phone Numbers Account

Namesp

resfl
resfl
resfl
resfl
resfl
resfl
resfl
resfl
resfl
resfl
resfl
resfl
resfl
resfl
resfl
resfl
resfl

RingCentral

10
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After the page opens in new tab or window, copy its URL (until # symbol). For example, if full URL is https://redabacus-dev-ed--

rcsfl.na30.visual.force.com/apex/OpenCTlIndex9994#/dialer, you should copy https://redabacus-dev-ed--rcsfl.na30.visual.force.com/apex/OpenCTlIndex999
from here. (Figure 10)

(6] lﬁ Secure https://redabacus-dev-ed--rcsfl.na30.visual,.force.com/apex/OpenCTIIndex9994/dialer

RingCentral

Figure 10

Close the tab and return to Setup Home > Call Centers and click “Continue”.

11
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coe Setup v  Home

Object Manager Vv

Q  call cent

Feature Settings

v Service |
Say Hello to Salesforce Call Center
v Call Center
Call Centers II Connect your telephony system to Salesforce and boost user prodt
y Get Started

Directory Numbers

Softphone Layouts

idn't find what you were looking
r? Search all of Setup instead.

1. Define a call center

o Specify the call center’s name, IP address, port, and any ott

o Enter dialing options for international, long distance, and exI
2. Manage users

o Select the users you want to be members of the call center.
3. Update the call center directory

o Add useful phone numbers beyond the call center user exte
4. Configure softphone layouts

o Select the call details and Salesforce objects that are autom

o Assign a softphone layout to any user profile.

| Don't show me this page again

\ c§ﬂnuo

Figure 11

Select the call center Cloud Phone App and click Edit.

RingCentral

12
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. Q. Search Setup

555 Setup v Home  Object Manager Vv

Q call cent

v Feature Settings

~ Service
All Call Centers
v Call Center ‘
A call center corresponds to a single computer-telephony integration (CTI) system al
Call Centers
Directory Numbers A§'°" Name +
| Cloud Phone App v2
Softphone Layouts De .

Didn't find what you were looking
for? Search all of Setup instead.

L

Figure 12

Paste the URL from OpenCTIlIndex999 page to CTl Adapter URL; then click Save.

RingCentral

13
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EEE Setup ~ Home Object Manager v

Q  call cent

~ Feature Settings

~ Service = Call Center Edit
Cloud Phone App v2
~ Call Center All Czll Centers » Cloud Phone App v2
Call Centers

Call Center Edit

Directory Numbers General Information

| Save ‘ 1cancali

Softphone Layouts

It gCaliC Expr

Display Name I Cloud Phone App v2

Didn't find what you were looking

l CTI Adapter URL httosyircsti.na3s.visual J‘ Paste the CTI Adapter URL here

for? Search all of Setup instead.

Use CTIAPI  true

Softphone Height £50

Softphone Width 300

Salesforce Compatibility Mode Classic_and_Lightning

Dialing Options

Outside Prefix g

Long Distance Prefix 1

International Prefix 01

: Save i 3cancoll

Figure 13

Note: The above is an example of a Salesforce Org where a custom URL redabacus-dev-ed is set. In case you are not using a custom URL, follow the same
steps and make sure the Salesforce POD# in Call Center URL (na30 in this example) matches with Call Center where Salesforce Org resides. Your
Salesforce POD# is specified in the browser address bar after you login to Salesforce. (Shown in Figure 14 below.)

MViex ' [8 Gox (G Tarx {EJEmx ¥ [ b3(x ¥ G tipx {© Rinx © 3 Am

C (O @& Secure https://na35.salesforce.com/setup/forcecomHomepage.apexp?set
as > Login [J Signin [ School [ KM_C654e-201705... # RingCentral for Sale...

W ‘ \ “0 Search... Surcl;

1e Chatter Campaigns Leads Accounts Contacts Opportunities Forecasts

o

Take Salesforce with you wherever yol

Riin uniir hiicinace fram nnv manhila Adavica with tha Qalacfarec

Figure 14

RingCentral

14
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Step 3: Add Users to the Call Center

Go to Setup Home > Call Centers and click “Continue”.

Setup v Home

Q, call cent

Feature Settings
v Service

v Call Center

Object Manager v

! Say Hello to Salesforce Call Center

Call Centers

Directory Numbers

Softphone Layouts

idn't find what you were looking
r? Search all of Setup instead.

Connect your telephony system to Salesforce and boost user prodi

Get Started

-

- Define 2 call center

o Specify the call center's name, IP address, port, and any ott

o Enter dialing options for international, long distance, and ex|
. Manage users

o Select the users you want to be members of the call center.
. Update the call center directory

o Add useful phone numbers beyond the call center user exte
. Configure softphone layouts

o Select the call details and Salesforce objects that are autom

o Assign a softphone layout to any user profile.

N

s W

[ Don't show me this page again

C&tlnue

Figure 15

RingCentral

15
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Select the call center and click on “Cloud Phone App v2”. Please Note the name could be different say “Cloud Phone App” depending on the Salesforce version.

EEE Setup v Home  Object Manager Vv

Q call

* Feature Settings

o ,‘
. Al Call Centers

v Call Center
A call center corresponds to a single

Calllcanters before they can use any Call Center:

Directory Numbers
Action Name *

Softphone Layouts Edit | Del | Cloud Phone App v2

Figure 16

Upon clicking “Cloud Phone App v2” (Figure 17), you will see the Call Center details (Figure 18). It is not necessary to edit this Call Center definition. From
here, you can add users to this Call Center using the “Manage Call Center Users” button, which opens the Manage Users screen (Figures 17, 18).

Note: If your users are added to another call center already; please, first remove them from that call center before you try to add them in Cloud Phone App.

16
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EEE Setup v  Home

Q callce

* Feature Settings
v Service
v Call Center
Call Centers
Directory Numbers

Softphone Layouts

Jidn't find what you were looking
‘or? Search all of Setup instead.

Object Manager Vv

Call Center

Cloud Phone App v2

‘ All Call Centers » Cloud Phone App v2

Call Center Detail

Installation and Setting up the Call Center

Q. Search Setup

| Edit || Delote| | Clone |

General Information
InternalName
Display Name
CTI Adapter URL
Use CTI API
Softphone Height
Softphone Width
Salesforce Compatibility Mode

LightningCallCenterExport

Cloud Phone App v2
https:/ircsfl.na58.visual.force.com/apex/OpenCTlindex989
true

450

300

Classic_and_Lightning

Dialing Options

Outside Prefix 9
Long Distance Prefix 1
International Prefix 01
Call Center Users 'Manage Call Centey Users |
Ny
Call Center Users by Profile
Total 0
Figure 17

RingCentral

17
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Call Center

Cloud Phone App v2: Manage Users

All Call Centers » Cloud Phone App v2 » Manage Users

View: | al| 4| Create New View
(P 5
| Add Mow& Remove Users |
Full Name * Alias Username

No records to display.

Figure 18

SETUP
Call Centers

Call Center

Cloud Phone App v2: Search for New Users

All Call Centers » Cloud Phone App v2 » Manage Users » Search for New Users

Set the search criteria below and then click Search to find salesforce.com users who should be en.

[A--None-- B . _--None-- AND
--None-- g --None-- B AND
--None-- --None-- AND
--None-- --None-- AND
--None-- --None-- B

Filter By Additional Fields (Optional):

- You can use "or” filters by entering multiple items in the third column, separated by commas.
- For date fields, enter the value in following format: 5/14/2018
- For date/time fields, enter the value in following format: 5/14/2018 5:28 PM

| Fing_|

Figure 19

RingCentral

18
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Select the users you wish to add to the call center.

SETUP
Call Centers

Call Center

Cloud Phone App v2: Search for New Users

All Call Centers » Cloud Phone App v2 » Manage Users » Search for New Users

Set the search criteria below and then click Search to find salesforce.com users who should be en

F—None-- { _--None-- AND
--None-- --None-- AND
--None-- --None-- AND
--None-- a --None-- AND

--None-- --None--

Filter By Additional Fields (Optional):

« You can use "or” filters by entering multiple items in the third column, separated by commas.
- For date fields, enter the value in following format: 5/14/2018
- For date/time fields, enter the value in following format: 5/14/2018 5:28 PM

| Fing_ |

——

Figure 20

RingCentral

19
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Setting up SoftPhone Layouts in Salesforce

Step 1: Set up a SoftPhone Layout

From the left-hand side menu, go to Setup > Customize > Call Center > SoftPhone Layouts and click the New button. (Figure 21)

EEE Setup v Home  Object Manager Vv

Q callce SETUP

Softphone Layouts

° Feature Settings

o

v Service

- Softphone Layouts

~ Call Center
A softphone is a customizable call control tool that appears in the sidebar of every salesforce.com page if a user is assigned to a call center and
Call Centers design custom softphone layouts and assign them to call center users based on their user profile.

Directory Numbers m | Softphone Layout Assignment |
G

Name * Default Created By Alias Last M
Softphone Layouts No records to display.
Jidn't find what you were looking
‘or? Search all of Setup instead.
Figure 21

In the Name field, fill in “RingCentral SoftPhone Layout” and select the Is Default Layout checkbox if you want this layout to be the default for all
users. (Figure 22 below)

20
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RingCentral for Salesforce

SETUP
Softphone Layouts

- b il VL o)) )

Softphone Layout Edit
Each softphone layout allows you to customize the appearance of a softphone for inbound, outbound, and internal calls. Assign softphone layouts to user profiles by clicking
Layout Assignment in the Softphone Layouts page.

| N s B I
Help for this Page &

'C

. Save -’Cancel.

v |5 Default Layout

Select Call Type ([IFTTREEN®

Softphone Layout Help about this section )

Display these call-related fields:
» Caller ID, Dialed Number Edit

Name I RingCentral SoftPhone |

Display these salesforce.com objects:
» Account, Contact, Lead Add / Remove Objects
} If single Account found, display: Account Name Edit
If multiple matches are found, only the Account Name is displayed in Salesforce Classic. In Lightning Experience, all the selected fields are displayed.
Edit

b If single Contact found, display: Name
If muitiple matches are found, only the Name is displayed in Salesforce Classic. In Lightning Experience, all the selected fields are displayed.

Figure 22

21
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Also select the other Softphone layout options.

SETUP

Softphone Layouts

Softphone Layout Edit

Each softphone layout allows you to customize the appearance of a softphone for inbound, outbound, and internal calls. Assign softphone layouts to user

Save | | Cancel

prame | =ntral Sottphone Layou] 1 1s Default Layout

Select Call Type %

\‘
i

Display these call-related fields:
b Caller ID, Dialed Number

Display these salesforce.com objects:
P Account, Contact, Lead

P If single Account found, display: Account Name
If muttiple matches are found, only the Accourt Name is displayed in Salesforce Classic. In Lightning Experience, all the selected fields are displayed

P If single Contact found, display: Mame
If mutliple matches are found, only the Name is displayed in Salesforce Classiz. In Lightning Experience, alf the selecled fields are displayed.

P If single Lead found, display: Name
If mulliple matches are found, only the Name is displayed in Salesforce Classic. In Lighitning Experience, all the selecfed fields are displayed.

Screen Pop Settings

b Screen pops open within: Existing browser window

Figure 23

RingCentral
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In Screen Pop Settings: (Figure 24)

e Inthefirst set, “Screen pops open within”, choose whether you'd like  screen pops to appear in a new window or to overwrite the existing
Salesforce.com window when a new call arrives.

e Forthe second set, “No matching records”, if you'd like a new record to be created if there’s no match on an inbound call, select the Pop to New option
and from the dropdown select the appropriate object you would like to be created when there is an incoming call from a number which does not match
any existing record.

e Inthethird set, “Single-matching record”, select the Pop detail page option.

e Inthefourth set, “Multiple-matching records”, select the Pop to search page.

Now click the Save button on the top.

4

Screen pops open within: New browser window or tab Collapse

" Existing browser window

() New browser window or tab

4

No matching records: Pop to new Contact Collapse

" Don't pop any screen

O Poptonew Contact
" Pop to Visualforce page Q)

Single-matching record: Pop detail page Collapse

4

" Don't pop any screen
O Pop detail page
"\ Pop to Visualforce page @,

w Multiple-matching records: Pop to search page Collapse

" Don't pop any screen
(O Pop to search page

7 Ban tn \ieuslfarra nana @

Figure 24

Click Save to save the Softphone layout
23
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L o 4

A - i 7 B [ zemptl®
AL IV I A Y UL i

Each softphone layout allows you to customize the appearance of a softphone for inbound, ocutbound, and internal calls. Assign softphone layout:

I Save § Cancel

Name | pingCentral SoftPhone | Is Default Layout

Select Call Type v

i|
1

Display these call-related fields:
{Eh" Caller ID, Dialed Number

Display these salesforce.com objects:
P Account, Contact, Lead

b If single Account found, display: Account Name
If multiple matches are found, only the Account Name Js displayed in Salesforce Classic. In Lightning Experience, all the selected fields are dii:

P If single Contact found, display: Name
If multiple matches are found, only the Name is displayed in Salesforce Classic. in Lightning Experience, all the selected fields are dispiayed.

P If single Lead found, display: Name
If multiple matches are found, only the Name is displayed in Salesforce Classic. In Lightning Experience, all the selected fields are dispiayed.

Screen Pop Settings

Figure 25

RingCentral
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Step 2: Assign the Softphone Layout to Users
Go back to the Softphone Layouts page (Figures 26, 27) and click the Softphone Layout Assignment.

SETUP

Softphone Layouts

Softphone Layouts

A softphone is a customizable call control tool that appears in the sidebar of every salesforce.com page if a user is assigned to a call center and

can design custom softphone layouts and assign them to call center users based on their user profile.
\ New [' Softphone Layout Assignment | l

Action Name * Default Created By Alias Created Date
Edit  RingCentral SoftPhone Layout v sS 5/14/2018 5:32 PM

Figure 26

Assign the Softphone Layout to the relevant profiles.

SETUP

Softphone Layouts

Softphone Layout Assignment

Assign a softphone layout to each profile in the list below. Only profiles that include call center

save | |Cancel|

System Administrator (1)  / -- pefault -- 3
Figure 27

Note that according to the Open CTI Developer Guide https://developer.salesforce.com/docs/atlas.en-

Profile

RingCentral

us.api_cti.meta/api_cti/sforce_api_cti_screenpop_lex.htm, “Experience doesn’t support the softphone layout field Screen pops open within when the value is

New browser window or tab. In Lightning Experience, the default Open CTI for Lightning value is Existing browser window .

25
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Launch App in Lightning View

RingCentral

Now as your basic installation and configuration is complete it’s time to launch the RingCentral for Lightning app. The App can be accessed from App Launcher.

App Launcher

v All Apps

Service

Manage customer service with
accounts, contacts, ... More

Content

Salesforce CRM Content m

RingCentral for Lightning

80 a

v AllItems

Before Launching the RingCentral for Lightning app Logout and re-login.

[ Q Find an app oritem

Marketing
Best-in-class on-demand
marketing automation

Sales Console
(Lightning Experience) Lets sales
reps work with ... More

Figure 28

Files  Groups

NS ST
na59.salesforce.com
Settings Log Sut
OPTIONS
Switch to Salesforce Classic @
v  ACCOUN’

Add Username

@2 e @

Community
Salesforce CRM Communities

Service Console
(Lightning Experience) Lets
support agents work w... More

26
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:::  RingCentral for Ligh... Accounts v App Launcher

E, Accounts
= Recently Viewed »

1 itemn - Updated a few seconds ago

ACCOUNT NAME

1 Bells and Whistles Co

Click on the minimized
App to login

%, RingCentral

Figure 30

Click the button and you'll see the RingCentral app. After Sign In, configure the outbound dialing option in setup. Refer to Figures 32 and 33 on the next

page for instructions.

it RingCentral for Ligh... Accounts v Applauncher Calendar v G

Accounts
= Recently Viewed v
0 items + Updated a few seconds ago

ACCOUNT NAME ~w ACCOUNT SITE

L. RingCentral -

RingCentral’

. Rf{y&nml

Figure 31

RingCentral
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f. RingCentral — O pt ions

RingCentral @ (888) 528-7464° 356 [~ You can get to the options by clicking in the gear icon £* in the top navigation bar.
1. Outbound Dialing Option (Figure 1, next page)

» Call with Softphone: With this option selected, when you make an outgoing call, your
RingCentral for Desktop app will be initiated to place the call.

« Connect from a different phone: With this option selected, you'll be asked to enter a phone
number. When you make an outbound call RingCentral will ring you at the phone number you
entered before connecting the called party.

Press 1 to start a call: When you make an outgoing call from your specified phone number,
RingCentral will first call you at your number. When you answer the call, you will have the option
to press 1 before the call is connected to the other party. If this option is not enabled,
RingCentral will call your number and the dialed number simultaneously.

Outbound Dialling Option
© Call with Softphone
(") Connect from a different phone

() Press 1 to start a call

Region

Please set the country and area code for your region. This
will be used for local dialing and phone number

formatting.
Country .
Figure 33
(+1) United States -
Area Code
| B

Figure 32

Note: Setup can be configured by each user based on their preference. Refer to the RingCentral for Salesforce User Guide in the AppExchange listing.
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RingCentral for Salesforce |

Administrator Guide |

Add Open CTI Softphone to Your Lightning App

Launch App in Lightning View

You can add CTl to any of your Lighting apps. Navigate to All Setup > Apps > App Manager.

e

Object Manager

s:: Setup v Home
Q, Quick Find
Setup Home
Lightning Experience
ADMINISTRATION
> Lhsers
1
¥ [Data 2
> Emnail 3
FA
PLATFORM TOOLS
5
' Apps
(=1
App Manager 5
AppExchange Marketplace 8
> Connected Apps 9
Installed Packages 10
11
» Mobile Apps
12
Package Manager
13
» Feature Settings
> Einstein

b

>

Objects and Fields

Frocess Automation

SETUP

13 itens - Sorted by App Name - Filtered by TabSet Type

APP NAME T W
App Launcher
Community

Content

Marketing

Platform

RingCentral for Lightning
Sales

Sales

Sales Console

Salesforce Chatter
Service

Service Console

Site.com

Lightning Experience App Manager

DEVELOPER MNA...
Applauncher
Community

Content

Marketing

Platform

RingCentral

Sales

LightningSales
LightningSalesConsole
Chatter

Service
LightningService

Sites

G, Search Setup

DESCRIPTION w

App Launcher tabs

Salesforce CRM Communities

Salesforce CRM Content

Best-in-class on-demand marketing automation

The fundamental Lightning Platform

The world's most popular sales foree autamation (SFA) solution

Manage your sales process with accounts, leads, opportunities, and more

{Lightning Experience) Lets sales reps work with multiple records on one screen

The Salesforce Chatter social network, including profiles and feeds

Manage customer service with accounts, contacts, cases, and more

(Lightning Experience) Lets support agents work with multiple records across custemer senvice channels ..,

Build pixel-perfect, data-rich websites using the drag-and-drop Site.com application, and manage content...

Figure 34

New Lightning App

LAST MODIFIE..
5/14/2018 5:03 Pv
5/14/2018 5:03 Pv
5/14/2018 5:03 PW
5/14/2018 5:.03 PM
5/14/2018 5:.03 PM
5/17/2018 11:45 AM
511412018 5:03 M
5/17/2018 3:59 PM
511472018 5:03 P\
5/14/2018 5:.03 PM
5/14/2018 5.03 PM
5/14/2018 5:03 PM
5/14/2018 5.03 P

RingCentral

A @

APP TYPE w

Classic
Classic
Classic
Classic
Classic
Lightning (Managed)
Classic
Lightning
Lightning
Classic
Classic
Lightning

Classic

Mew Connected App

< ¢4 8L

AL UL SRR
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Select the Lightning app you wish to add the RingCentral app, and click Edit.

RingCentral

SETUP New Lightning App New Connected App
Lightning Experience App Manager
13 items - Sorted by App Name - Filtered by TabSet Type -
APP NAME 1 DEVELOPER NAME DESCRIPTION LAST MODIFIED ... APP TYPE VISIBLE IN LIGHT...
Community Community Salesforce CRM Com... 2/2/2017 6:43 PM Classic 3
Content Content Salesforce CRM Cont... 2/2/2017 6:43 PM Classic v
Marketing Marketing Best-in-class on-dem... 2/2/2017 6:43 PM Classic v
Platform Platform The fundamental For... 2/2/2017 6:43 PM Classic
RingCentral for Lightning RingCentral 2/2/2017 6:54 PM Lightning (Managed)
Sales Sales The world's most pop.. 2/2/2017 6:43 PM Classic
Sales LightningSales Manage your sales pr... 2/14/2017 7:21 PM Lightning v
Sales Console LightningSalesConsole  (Lightning Experienc... 2/14/2017 5:42 PM Lightning N Edit
Salesforce Chatter Chatter The Salesforce Chatt... 2/2/2017 6:43 PM Classic v
Service Service Manage customer se... 2/2/2017 6:43 PM Classic v
Figure 35
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Open the Utility Bar tab and click Add.

Ring

APP SETTINGS .
Utility Bar

App Details & Branding

App Options Give your users quick access to common productivity tools.

Utility Bar
Utility Bar Items | Add

Select Items

. Phone PROPERTIES

Assign to User Profiles
Open CTI Softphone

v Utility item Properties
*Label

Phone

Icon

L call x

Panel Width

340

Panel Height

480

Load in background when app opens

Figure 36

Remaove
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Select Open CTI Softphone from the available list and click it.

APP SETTINGS
App Details & Branding
App Options

‘ Utility Bar
Select Items

Assign to User Profiles

Utility Bar
Give your users quick access to common praductivity tools.

Utility Bar Itemns Add

Open CTI @ | @the utility bar for this app, add a utility item.

w Standard (1)

Open CTI Softphone

w Custom (0)

fixed footer that opens components in docked panels.

Cancel

Figure 37

Ring
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RingCentral for Salesforce

Click Save then click Done.

Launch the app from App Launcher, and you'll see the RingCentral app in the Utility Bar.

il Lightning App Bullder Br App Settings b Pages v | Sales

APP SETTINGS
App Details & Branding
App Options
‘ Utility Bar
Select Items

Assign to User Profiles

Utility Bar

Give your users quick access to commaon productivity tools,
Utility Bar Items Add

. Phone PROPERTIES

Open CTI Softphone

Remove

w Utility Item Properties
*Label

Phone

Icon i ]

. call x

Panel Width i )

340

Panel Height i )

480

Load in background when app opens i ]

Figure 38

Ring

33



RingCentral for Salesforce | Administrator Guide | Settingup Preset Call Dispositions angCentral

Setting up Preset Call Dispositions

RingCentral for Salesforce includes the capability to provide a list of preset call dispositions to your end users to make logging calls quick and easy. These
dispositions appear in a dropdown list under the Subject area of the call log. (Shown in Figure 38, above)

%, RingCentral — . Q. Search Setup

RingCentral @ (888) 528-7464" 356 [ 32 Setup v Home | ObjectManager v/

- SETUP
i Object Manager
32 Items, Sorted by Label

(408) 510-8642 LABEL a  API NAME DESCRIPTION
Simon S Account Account
00:20 Activity Activity
Log call Asset Asset
Asset Relationship AssetRelationship
Inbound from +14085108642 (1
Campaign Campaign
Call paig| paig
itact) & . .
Email Campaign Member CampaignMember
Send Letter Jone] s Case Case
Send Quote Contact Contact
Other Content Version ContentVersion
Contract Contract
AT D& Company DandBCompany
Duplicate Record Item DuplicateRecorditem
Figure 39
Duplicate Record Set DuplicateRecordSet
Email Message EmailMessage
Event Event
Lead Lead
Figure 40 Macro Macro

These preset dispositions are gathered from the Subject picklist on the Salesforce.com Task object. To edit these dispositions, navigate to Setup >
Object Manager > Activities > Tasks > Fields & Relationships > Subject. (Refer to Figures 39 - 42)



RingCentral for Salesforce | Administrator Guide | Settingup Preset Call Dispositions

::: Service Setup

SETUP > OBJECT MANAGER

S Task

Object Manager v

RingCentral

SETUP

Social Persona

Task

User

User Provisioning Request

S Object Manager

32 ltems, Sorted by Label

Details

| Fields & Relationships

Page Layouts
=1

Lightning Record Pages
Macro Macro

Buttons, Links, and Actions
Opportunity Opportunity

Compact Layouts
Opportunity Product OpportunityLineltem

Object Limits
Order Order

Record Types
Order Product Orderltem

Triggers
Price Book Pricebook2

Validation Rules
Price Book Entry PricebookEntry
Product Product2
Quick Text QuickText
Scorecard Scorecard
Scorecard Association ScorecardAssociation
Seorecard Metric ScorecardMetric

SocialPersona
Task
User

UserProvisioningRequest

Figure 41

Fields & Relationships
22 Items, Sorted by Field Label

Created By

Due Date

Email

Last Modified By
Name

Phone

Priority

Recurrence Interval

Related To

Reminder Set

Repeat This Task

Status

Subject

Figure 42

CreatedByld
ActivityDate
Email
LastModifiedByld
Whold

Phone

Priority

Recurrencelnterval

Whatld

IsReminderSet

RecurrenceRegeneratedType

Status

Subject
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RingCentral for Salesforce

SETUP > OBJECT MANAGER

S Task

Details

[ Fields & Relationships

Page Layouts

Lightning Record Pages

Buttons, Links, and Actions

Compact Layouts
Object Limits
Record Types
Triggers

Validation Rules

Adding new or editing picklist values here (Figure 43) will instantly modify the dispositions available (in Figure 39) to users.

Fields & Relationships

22 Items, Sorted by Field Label
Created By

Due Date

Email

Last Modified By

Name

Phone

Priority

Recurrence Interval

Related To

Reminder Set

Repeat This Task

Status

Subject

Figure 43

Administrator Guide | Setting up Preset Call Dispositions

CreatedByld
ActivityDate

Email
LastModifiedByld
Whold

Phone

Priority
Recurrencelnterval
Whatld
IsReminderSet

RecurrenceRegeneratedType

Status

Subject

RingCentral
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Share Report Folder with Users

Go to the Reports tab in Salesforce.

? $ .!. (c Reports

All Folders

1 item - Sorted by Folder Name
Contacts v  Contracts v  More w

WETANRN\S//7] RERCIRIS FOLDERNAME ¢
Dashboards
- Recent =
Files EwW Import = BB Cloud Phone Report
| Created by Me
Groups ra
Private Reports
Home
M hd Public Reports
Leads -
All Reports
Opportunities
FOLDERS
Orders
Created by Me
People
Shared with Me
Products
All Folders
Reports
Tasks Figure 45

Llser Provisioning Reauests

Figure 44

Find the “Cloud Phone Report” folder by clicking on “All Folders” on the left menu as shown in Figure 45.

RingCentral
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Click on the dropdown on the right of the “Cloud Phone Report” and click Share. (Figure 46)

FOLDER NAME 4

M Cloud Phone Report

CREATED BY LAST MODIFIED BY CREATED ON
srikumar S srikumar S 5/17/2018 11:45 AM
Favorite
Share
Rename
Delete
Figure 46

In new modal window, select the Users or Roles you want to share the reports with; then click Done and Close.

Share Folder

Share with

Users

Names Access

Search Users... Q Can view

~ Who can access

Q

E srikumar S
Users

Can manage

Figure 47

RingCentral
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RingCentral

AdminUl is a VisualForce page created for administrators to make organization-wide changes to RingCentral for Lightning app settings. The

page is: /apex/rcsfl_adminUI999.

For example, if your Salesforce instance home page is https://ap2.salesforce.com/home/home.jsp your adminUl URL would be
https://ap2.salesforce.com/apex/rcsf_adminU1999. You'll be prompted after you enter the URL to: Please press ‘Initialize’ to go the AdminUI.

% Cloud Phone Settings

Auto Save Setting
Pop matching Salesforce entity record on call | ringing
() Auto create calllog on  ringing =

| Save

Associate Call Log with Person Account

Associate call log with Person Accounts using |_Related to field.

|. Save ]

Log Customization

* The field types supported in call log are Lookup Relationship, Date, Picklist, Text and Text Area.

Available Fields Selected Fields

Due Date Only Add Subject Up
Priority * MName ID

Type @ Related To ID E]
RC Logging Type Remove Description Down
Recording Information -,

key u] [L]

) Auto-select call log object in ‘Related To'/ ‘Name'

~ With this checked the app will auto-select the object user navigates to in Salesforce in 'Related To"Name'

Save

Figure 48

On the Cloud Phone Settings page you can access the
following:

Auto Save Call Log Setting

Besides the Screen Pop Settings you made in Setup Home >
Softphone Layout, in this section you can further define when
to do the screen pop: whether to pop when an inbound call is
ringing or when it's answered.

Also you can define whether to auto-create call logs and when
to log them. This setting will override the settings the user
does on the app > Settings page.

Note: This setting will override the settings the user does on
the App > Settings page.

Log Customization

Add/remove call log fields by using the left/right arrows and
order the selected call log fields by using the up/down arrows.
Click Save button when call log settings are as expected and
refresh the page. The call log Ul of the RingCentral for
Salesforce app should render these fields in the exact order
they are listed in the Selected Fields box.

Note: the field types supported in Call Log are Lookup
Relationship, Date, Date/Time, Picklist, Text and Text Area.

The section “Associate calls with person account” is hidden by
default. If you want to show it you are required to be partners
of Salesforce and just open a case asking Salesforce Support to
enable person account by providing Organization ID. Go to
Settings > Company Information and use “Salesforce.com
Organization ID” field.

Note: The field types supported in Call Log are Lookup Relationship,
Date, Date/Time, Picklist, Text and Text Area.
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With Auto-select call log object in ‘Related To’ / ‘Name’ checked, the app will auto-select a matching record in ‘Related To’ /’Name’.

If the user navigates away to view some other record, the record the user views will override the previous auto-selected value in ‘Related To’ //Name’. The
user could manually select a record in ‘Related To’ /’/Name’ dropdown; the app will not change what the user manually selects even if he/she navigates to
some other record details page.

The section “Associate calls with person account” is hidden by default. If you want to show it you are required to be partners of Salesforce and just open a
case asking Salesforce Support to enable a person account by providing Organization ID. Go to Settings > Company Information and use “Salesforce.com
Organization ID” field.

Person Account Settings
You are able to configure person account settings in “Associate calls with person account” section on adminUIl page.

The section “Associate calls with person account” is hidden by default. If you want to show it you are required to be partners of Salesforce and just open a
case asking Salesforce Support to enable person account by providing Organization ID. Go to Settings > Company Information and use the “Salesforce.com
Organization ID” field. (Figure 49)

Integrations (BETA) ﬁ SETUP
il com pany Information
SETTINGS
~ Company Settings Organization Detail Edit | | Deactivate Org|
Business Hours !ﬂl Organization Name  SKumar & Co Phone
= Primary Contact  srikumar S Fax
> Calendar Settings Division Default Locale  English {United States)
Address Us Default Language  English
Company Information Fiscal Year Starts In January Default Time Zone (GMT-07:00) Pacific Daylighl Time
Activate Multiple Currencies Currency Locale  English (United States) - USD
Critical Updates Newsletter ./ Used Data Space 296 KB (6%) [View)
Admin Newslatte Used File S
Data Protection and Privacy min TV sod File Space 13 KB (0%) [View]
Hide Motices About System APl Requests, Last 24 Hours 0 {15,000 max)
Fiscal Year Maintenance
15c Hide Motices About Systam Streaming AP| Events, Last24 0 (10,000 max)
Downtime Hours
Holidays Restricted Logins, C:'rrenl:. 0 (0 max)
Language sett-mgs [ Salesforce.com Organization 1D Q0Df4000003khEA ‘1
Organization Edition  Developer Edition
My Domain Instance  MNASS
Created By  srikumnar S, 5/14/2018 5.03 PM Modified By  srikumar S, 5/14/2018 5:12 PM
> Identity . .
Edit | | Deactivate Org

Figure 49
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Call Recording

RingCentral

To allow users in your organization to access their RingCentral call recordings from within Salesforce, please go to Object Manager > Task > Page Layout

(Figures 50, 51)

Object Manager

32 Items, Sorted by Label

= o =
Order Product

Price Book

Price Book Entry
Product

Quick Text

Scorecard

Scorecard Association
Scorecard Metric

Social Persona

Task

User

Figure 50

~ =
Orderltem

Pricebook2
PricebookEntry
Product2

QuickText

Scorecard
ScorecardAssociation
ScorecardMetric
SocialPersona

Task

User
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$3s Setup ~ Home  Object Manager

SETUP > OBJECT MANAGER
8 Task

Page Layouts O, Quick Find Mew  Page Layout Assignment
1 Items, Sorted by Page Layout Name

Details

Fields & Relationships
PAGE LAYOUT MAME s CREATED BY MODIFIED BY

| Page Layouts Task Layout srikumnar S, 5/14/2018, 5:03 PM srikumar S, 5/17/2018, 6:30 PM v

Lightning Record Pages

Edit

Buttons, Links, and Actions
Delete

Compact Layouts

Object Limits

Record Types

Triggers

Figure 51

Click ‘Edit’ for the page layout you want to configure.and move the ‘Call Recording’ field to the Task Detail section, as shown in Figure 52, below.
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Administrator Guide |

Call Recording

ask Lay Custom Console Components Mini Page Layout Minl Console View | Video Tutorial Help for this Page @

Q@_Quick Find| Fioid Namo %

Highlights Panel

Customize tho highlights panel for this page layout...

+EiSection | Call Object ident... checkbox Date__time formula-date Name Priority [Repeat This Task | Subject

*ElBlank Spaco | Call Ri 9 [ Due Dato Geolocation Phone Public RoquiredPick “Task Subtypo
Assigned To Call ult Created By Emall hello__a phone E@ requiredText tostFiold

Call Duration Call T§pe Date__1 formula-chockbox  Last Modified By  PickList_c Related To Status Type |

Quick Actions in the Salesforce Classic Publisher *
New Task Log a Call New Event Edit Comments Change Date Change Status Change Priority
Salesforce1 and Lightning Experience Actiogs '
Actions in this section are predefined by Salesforce. Yoy can the predefined actions to seta d list of actions on Salesforce and Lightning Experience pages that use this layout. If you customize the actions in the Quick Actions in the
Salesforce Classic Publisher section, and have saved te fayout, then this section inherits that set of actions by default when you click to override.
Task Detail Standard Buttons _ - Custom Buttons
|Edit| Delete 'Delete Serles  Create Follow-Up Task Create Follow-Up Event
| Task Information (Header visible on edit only)
* © Assigned To Sample User * © Status Sample Stas
£ Call Object Sampie Call Object iden © Name Sample Contact
Identifier
* © Subject Sample Subject © Related To Sample Contract
© DucDate 1/26/2016 11:56 PM £ Emall sarah.sample@company.com y
£ Phone 1-415-555-1212 I 5 callType Sample Call Type o9
* © Priority Sample Priority £ Call Duration 58,659
* © hello_a wwwsalesforce.com

B S VR

Figure 52

RingCentral
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Add RingCentral Call and SMS Options to Salesforcel
Follow the steps below to add Call with RingCentral and SMS with RingCentral options to Account/Contact/Lead details tab in the Salesforce1 app.

As an example, below are steps to add the options to the Accounts Page Layout.

Create New Actions

Go to App Setup > Customize > Accounts > Buttons, Links, and Actions > New Action. (Figures 53, 54)

EEE Setup v Home

SETUP
S Object Manager

32 Items, Sorted by Label

Account

Activity
Asset

Asset Relationship

AP

Object Manager |V

J NAorN A | ”

I NAME

Account
Activity
Asset

AssetRelationship

Figure 53

Add RingCentral Call and SMS Options to Salesforcel

RingCentral

SETUP > OBJECT MAMAGER
&8 Account

Details
Fields & Relationships
Page Layouts

Lightning Record Pages

Buttons, Links, and Actions

Compact Layouts

Buttons, Links, and Actions
17 Items, Sorted by Label

LABEL NAME
Accounts Tab Tab

Add to Call List CreateCallList
Billing Billing

Figure 54

DESCRIPTION

2, Quick Find

TYPE

Detail Page Link

Mew Action Mew Button or Link

CONTENT SQURCE OVERRIDDEN

Standard page A
Standard page A
URL v
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Select ‘Custom Visualforce’ as Action type and select ‘Phone Numbers Account999 [Phone_Numbers_Account999] in the Visualforce Page dropdown list,
then enter ‘Call with RingCentral’ as Label, and click Save. (Figure 55)

Enter Action Information

Object Name
Action Type

Visualforce Page

Height

Standard Label Type
Label

Name

Description

Icon

Account

| Custom Visualforce

Phone Numbers Account 999 [resfl__Phone_Numbers_Account_999]

i
I 250px

--None--

Add RingCentral Call and SMS Options to Salesforcel

' save | Cancel

A 2
v 1

A -
v 1

| call with RingCentral
| call_with_RingCentral

# Change Icon

Figure 55

RingCentral
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Repeat the above step and select ‘Phone Numbers SMS Account999 [Phone_Numbers_SMS_Account999] in Visualforce Page dropdown list, enter ‘SMS

with RingCentral’ as Label, click Save. (Figure 56)

Add RingCentral Call and SMS Options to Salesforcel

Enter Action Information

Object Name
Action Type

Visualforce Page

Height

Standard Label Type
Label

Name

Description

lcon

Account i
Custom Visualforce ;

Phone Numbers SMS Account 999 [rcsfl_Phone_Numbers_SMS_Account_999]

i
| 250px
--None--

| SMS with RingCentral

‘ Save Cancel

A s
v 1

| sMs_with_RingCentral

Vz

# Change Icon

| Save Cancel

Figure 56

RingCentral
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Add Actions to Salesforcel

Go to Setup > Object Manager > Accounts > Page Layouts > Page Layout Assignment. (Figures 53, 57). Select the Page Layout you want to change and click
Edit.

SETUP > OBJECT MANAGER
e Account
Details Page Layouts Q. Quick Find New  Page Layout Assignment
4 Items, Sorted by Page Layout Name
Fields & Relationships
PAGE LAYOUT NAME ~ CREATED BY MODIFIED BY
Pa ts
ge Layou Account (Marketing) Layout srikumar S, 5/14/2018, 5:03 PM srikumar S, 5/14/2018, 5:03 PM v
Lightning Record Pages
Account (Sales) Layout srikumar S, 5/14/2018, 5:03 PM srikumar S, 5/14/2018, 5:03 PM v
Buttons, Links, and Actions
Compact Layouts Account (Support) Layout srikumar S, 5/14/2018, 5:03 PM srikumar S, 5/14/2018, 5:03 PM v
bject s Account Layout srikumar S, 5/14/2018, 5:03 PM srikumar S, 5/17/2018, 6:26 PM v
Record Types
Edit
Related Lookup Filters
Delete
Search Layouts
Figure 57

From Salesforcel & Lightning Actions list drag the actions Call with RingCentral and SMS with RingCentral to the Salesforce1 and Lightning Experience
section. Click Save. (Figures 58, 59)
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'Save v Quick Save Preview As..*  Cancel  Undo /3 Redo | [m Layout Properties

Fields @, Quick Find|Salesforce1 Action Name | %

Buttons Call Check Integration... Get Contacts Log a Call New Contact [ New Lead | Hew
Custom Links Call with RingCen... Delate Include Offiine [lloblla Smart Actions | New Event ] New Note Poll

Quick Actions Change wner Edit Link [ New Account | New Event New Opportunity Pos
Salesforce1 & Lightning Change Rdgord Type | File |Log a call | New Case | New Group ][Naw?aslc | Que
Actions - =

Expanded Lookups

Account Sample

Highlights Panel

Customize the highlights panel for this page layout...

Quick Actions in the Salesforce Classic
Publisher i

Post File New Task New Contact Log a Call New Note New Opportunity New Event
Link Poll Question Send Email
Salesforce1 and Lightning Experience
Actions
Post File New Task New Contact Log a Call New Note New Opportunity New Event
Link Poll Question Send Email ard Type Edit Send an Email Check Integration Status
Include Offline View Account Hierarchy Submit for Approval Change Owner Delete Sharing Get Contacts
Call Send Text Send Email View Website Call with RingCentral
Figure 58
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Save v | Quick Save Preview As..¥ Cancel Undo "3 Redo [ Layout Properties

 Fields Q_ Quick Find[Salesforcm Action Name ] x
Buttons New Contact [ New Lead J New Task Send an Email Sharing View Website
Custom Links ns || New Event | New Note Poll Send Email SMS with RingCentral
Quick Actions ﬁ New Event New Opportunity Post Send Email Subnfit for Approval
Salesforce1 & Lightning | New Group || New Task | Question Send Text ViewfAccount Hier...
Actions
Expanded Lookups

Account Sample

Highlights Panel

Customize the highlights panel for this page layout...

Quick Actions in the Salesforce Classic

Publisher !
Post File New Task New Contact New Case Log a Call New Note New Opportunity New Event
Link Poll Question Send Email

Salesforce1 and Lightning Experience

Actions !
Post File New Task New Contact New Case Loga Call New Opportunity New Event
Link Poll Question Send Email Change Record Type Edit Check Integration Status
Include Offline View Account Hierarchy Submit for Approval Change Owner Delgle Sharing Get Contacts
Call Send Text Send Email View Website Call with RingCentral SMS with RingCentral -

Figure 59

RingCentral
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Buttons are added. Go to Salesforcel and check an account’s details; there will be Call with RingCentral and SMS with RingCentral options. (Figure 60)

() Release to Refresh

E Yuki Chen
.+« (480) 5359717
FEED DETAILS RELATED

Contact Owner
Yuki_2 Chen

Name
Yuki Chen

Account Name

Department

Y
O O O

Call with Ri,,, SMS with Ri... Phone Nu.,, Post Show More

Figure 60
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Troubleshooting

Q: RingCentral for Salesforce is not visible for
some profiles. What is the problem? Does
RingCentral for Salesforce require any special
permission?

A: RingCentral for Salesforce does not require
any special permissions and it should work for
all out-of-the-box profiles. First, ensure that

the relevant users have been added to the Call
Center as given here in Step 2 of the Call Center
setup above.

It is also possible that there is a custom
component in the sidebar layout and the
JavaScript in those components is interfering
with RingCentral for Salesforce.

To resolve this issue, temporarily remove all
customizations that have been applied to the
sidebar component. Once you see RingCentral
for Salesforce rendered properly, add your
custom components back one by one so you
can pinpoint which bit is creating the issue.
Once you find the component causing the
problem, contact the developer of that
component to fix the issue.

Q: Users don’t see a new tab or window
opening on incoming calls. What’s wrong?

A: Please ensure that the pop-up is not blocked
by browser settings or by some other pop-up
blocker software installed on your desktop.

Troubleshooting

Q: I would like to disable this feature for now.

A: You can do this by removing the users from
RingCentral for Salesforce Call Center profile.

Q: What browsers does the app support?

A: The following browsers are supported by
the App:

e Internet Explorer 11 + (Windows 7, 8 or
higher)

e |E Edge 38+ (Windows 7, 8 or higher)
e Firefox 52+ (Windows, Mac)
e Chrome 56+ (Windows, Mac)

Q: Onlogging into RingCentral for Salesforce,
users are getting this error message: “Your
RingCentral edition does not support
Salesforce Integration - please call your
RingCentral account representative to upgrade
your RingCentral edition.” What does that
mean?

A: Not all RingCentral editions have the ability
to use this feature of Salesforce integration. You
may have to upgrade your account to be able to
use this feature. Please contact your
RingCentral representative to get more
information.

RingCentral

Q: Some of my users are getting a message
saying “Insufficient Privileges” where the
RingCentral integration should be.

A: These users require access to the RingCentral
Visualforce page in their profile. To enable this
access, go to the user’s profile. You'll find a
section called Visualforce Page Access. Ensure
that the page OpenCTlIindex999 is included for
this profile.

Q: Click To Dial is not working for some or all of
my users. How do | fix it?

A: First, go to App Setup > Call Center >
Customize Call Centers and verify that the CTI
Adapter URL is pointing at:
/apex/OpenCTlIndex999

If it is not pointing at the URL above, then
change it to that URL and see if that fixes the
issue.

If the issue is still not fixed, ensure your users
don’t have other apps that are handling click-to-
dial calls, like InsideSales_PowerDialer.
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