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Bria for Salesforce Introduction for Bria for Salesforce

Introduction for Bria for Salesforce

Bria for Salesforce® is an add-on to your Salesforce setup that allows you to leverage
your existing PBX or VoIP/SIP services to place calls directly from Salesforce. Bria for
Salesforce collects call-related data in Salesforce for analytics.

After a sales administrator integrates Bria into their Salesforce setup, each end user
downloads the Bria Stretto client on their computer, and logs into a CounterPath login
and provisioning server called Stretto. Both Bria and Stretto work with Salesforce to
place calls and capture call-related data.

Naming conventions

Bria, Bria Stretto, and Bria for Salesforce are used throughout the document.

« Bria for Salesforce: The Bria for Salesforce add-in.
« Bria: The installation of Bria running in Salesforce, the Bria Sidebar.
« Bria Stretto: The Bria Stretto client that is separate from Salesforce.

« Stretto: The CounterPath login and provisioning server.

About this guide

This guide is intended for a sales administrator who is responsible for the setup,
configuration, and maintenance of their organization's Salesforce applications. This
guide explains how to configure Bria for Salesforce, how to manage users, how to

customize Bria for Salesforce, and how to build reports using call-related data captured
by Bria for Salesforce.

To learn the features available to end users after integrating Bria for Salesforce, read the
Bria for Salesforce User Guide.

To learn how to use the Bria Stretto client from an end user's perspective, read the Bria
Stretto User Guide.
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Supported Salesforce Editions

Bria for Salesforce works with the Professional Edition, the Enterprise Edition, and the
Unlimited Edition.

Bria for Salesforce supports the Lightning Experience and the Salesforce Classic user
interfaces.

Devices

Bria for Salesforce provides the use of up to five devices per user. If a user has a work
computer and a home computer, the device count is two because they are different
machines.

CounterPath offers Bria Stretto clients on Windows, Mac, iOS, and Android. Only Bria
Stretto for Windows and Bria Stretto for Mac support Salesforce integration. The mobile
clients do not capture call information and save it in Salesforce.

Prerequisites

In order to use Bria for Salesforce, your organization requires:

« A subscription to a SIP service or a SIP-compliant PBX
« A subscription to Salesforce for each user

« A subscription to Bria for Salesforce for each user

CounterPath Corporation 2
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The Lightning Experience

You can use Bria for Salesforce in Salesforce Classic or in the Lightning Experience.
This section describes the Bria for Salesforce administration tasks using Bria for
Salesforce in the Lightning experience.

To learn how to administer Bria for Salesforce in Salesforce Classic, see Salesforce
Classic.

The Lightning Experience topics

Configuring Bria for Salesforce

Managing Bria users

Switching a user to the Lightning experience
Switching a user to Salesforce Classic
Customizing Bria for Salesforce

Activities and call logs

Reports and Dashboards

Configuring Bria for Salesforce - Lightning

Initial configuration

To complete the initial Bria for Salesforce configuration, you must be a Salesforce
admin.

The initial configuration consists of the following steps:

1. Admin: Install the Bria for Salesforce package from the Salesforce AppExchange®.

2. Admin: Assign available Bria for Salesforce licenses to Salesforce users.
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3. Admin: Configure your organization's PBX in the Bria Admin page in Salesforce.

4. Admin: Enable users to use the Bria for Salesforce add-in. This step creates a Bria
Stretto login account. Bria Stretto/CounterPath send users an email with their Bria
Stretto login credentials.

5. Admin: Assign the Bria for Salesforce permission set to users.

6. Users: Log in to Bria Stretto and Salesforce.

Information required

Information about your PBX/SIP service is required for the initial configuration. If you are
not familiar with PBX/SIP services, talk to your IT department to obtain the required
information.

Alternatively, you can email the IT personnel during configuration and they can complete
the PBX/SIP service set up.

The following information is required for your PBX/SIP server:

o SIP domain
« Proxy
« Voicemail number

« Your SIP username, password, and authorization name (if used by the SIP server)
Installing the BriaLightning package
The Bria for Salesforce package is found on the Salesforce AppExchange.

To download the Bria for Salesforce package
1. Log in to Salesforce as a Salesforce admin.

2. Click Setup in the Salesforce user interface header.
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I
-"

Ec Setup

Edit Page

3. Search for appexchange and click AppExchange Marketplace.

Q, appexchange|

v Apps

AppExchange Marketplace

4. Search for Bria.
5. Click Get It Now.

6. Follow the prompts to install Bria. Choose the Install for All Users option.

Assigning Bria for Salesforce licenses

Before Salesforce you can use the Bria for Salesforce add-in, they need to have a Bria
for Salesforce license assigned.

To assign a Bria for Salesforce license
1. Log in to Salesforce as a Salesforce admin.

2. Click Setup on the Salesforce user interface header.

- TY)

—
| =
L

=
-"

o Setup

Edit Page
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3. Search for packages and click Installed Packages.

Q, packages|

v Apps

Installed Packages

4. Click Manage Licenses for the BriaForSalesforce package.

Installed Packages

Action

Uninstall [{Manage Licenses| % BriaForSalesforce

Package Name

5. Click Add Users.

Package Details

BriaForSalesforce

Back to Previous Page

Help for this Page @&

Package Name  BriaForSalesforce
Status  Active

Expiration Date  14/11/2018

Publisher  CounterPath Corporation

Allowed Licenses 20

Used Licenses 14

AlBlc|D|E[F[G[H[I[J[K|LIMIN[O|P|@|R|S|TIU|V W

X[ Y| Z | Other | Al

Action  Full Name +

Licensed Users Add Users | | Remeve Multiple Users
e

A list of Available Users appears.

6. Selectyour user.

If you do not see your user in the list, click more.

Users  Select Shown Deselect Shown Deselect All | Add All Users

Action Full Name + Role

el =]
EERAE WS

L cEz
[ oEa
Fimges, b [ 1)

Active  Profile
v System Administrator
v System Administrator
System Administrator
v System Administrator

System Administrator

Show me] ¥ morerecords per st page

Your user shows in the Selected Users list.

7. Click Add.

CounterPath Corporation
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Selected Users

Add | | Cancel

You have a Bria for Salesforce license assigned to them.

Configuring your PBX/SIP server

The Lightning Experience

After installing Bria for Salesforce, set up Bria for Salesforce so that it can connect with
your PBX/SIP server.

To configure your PBX/SIP server

1. Log in to Salesforce as a Salesforce admin.

2. Click the App Launcher and click Bria Admin.

sss| Sales Home
The Bria Hub opens.

3. Complete the Company Details.

Bria for
Salesforce Selup

Manage Users

Call Qutcome
Lists

Activities

Company Details

Domain and Admin User Details

Compan Admin User
Name

umZ CounterPath Corpor admin@506demo.ct

Domain Email
506demo.com ynicholson@counte!

To get started, first register your company’s domain. Your Stretto domain must be
unique and must consist of enly alphanumeric characters.

£ You cannot modity your Stretio domain name after the registration process
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Company Name: Populated from Salesforce.

Domain: The domain for Bria Stretto login. Typically, your organization's
domain used for email, such as counterpath.com from
yasmin.brown@counterpath.com. Keep it short - all end users need to enter
this domain name when logging into the Bria Stretto client. The domain name
must be unique in the Stretto server hosted by CounterPath; your value will
not be accepted if other organizations already use the domain name.

Bria Group Administrator ID: Generated by CounterPath for your
organization. This is a group account that can be shared by all administrators
in your organization. This account may be used later for accessing Stretto.

Bria Group Email: An email address for the group admin account at your
organization. CounterPath emails this address when the group admin access
to Stretto is available.

4. Configure your PBX settings.

If you are not familiar with the PBX configuration, choose No and enter an email
address of the Telecom administrator in your organization. The Telecom
administrator receives an email with a link to populate PBX configurations.

« Domain: This is the SIP domain for your PBX/SIP service provider such as
Asterisk or Broadworks.

« Proxy: Outbound proxy for SIP traffic. The value can be a host name or an IP
address. A port number can be added after a colon (:) such as
aaavoipprovider.com:5070.

« Voicemail: A number to listen to voicemail, such as 600.

What are your PBX or Telecommunications Settings ?

Are you the Telecom Administrator? SIP Server Seftings

@ Yes Domain

aaavoipprovider.com

5. Click Update.

The Adding First Bria user screen appears.
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Adding the first Bria user

Once you have configured Bria to connect with your PBX, you can add your first Bria

user - you.

To add the first Bria user

1. Select Account Enabled to start subscribing to Bria. When you enable this option,

a Bria Stretto account is created for you.

Account Enabled (]

SIP(PBX) Account Settings

Sip User Name
Yasmin.Brown

Sip Authorization
Name
Recording Settings

Display Recording |
Feature

Reset Bria Login | Updale User Sefings
v

Default

Sip Display Name

Sip Password

Recording Folder

2. Fill outthe SIP(PBX) Account Settings:

« Sip User Name: A username for the SIP service. Typically the username
portion of the SIP account (Yasmin.Brown from
Yasmin.Brown@aaavoipprovider.com)

« Sip Authorization Name: Provide this information only if your SIP server
requires it. Typically, each user has a unique authorization name.

» Sip Display Name: The name that appears on caller ID when you make a
Bria call. The display name is determined by you.

« Password: A password to register to the SIP server. This is typically provided

by your VoIP provider.
3. Click Update User Settings.

An email is sent with your Bria credentials from Bria/CounterPath to the email account

associated with Salesforce.

Assigning the Bria for Salesforce permission set

After setting up the PBX/SIP server, you need to be assigned the appropriate Bria

permission set.

CounterPath Corporation
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To assign the Bria permission set

1. Log in to Salesforce as a Salesforce admin.

2. Click Setup on the Salesforce user interface header.

R | B & =
A [om ra
Setup
Edit Page

3. Search for permission and click Permission Sets.

CQ, permission

Users

4. Click Bria for Salesforce PermissionSet Administor.

New || |2}

| Action Permission Set Label T Description

] Clone Bria P: Stangar Bria Standard

Ale|c|pDlE|F|G[H|1|J[K|LIM|N|Q|P|Q|R|8|T|U|V|W|[X|Y|Z]|Other AW

] Clone Bria PermissionSet Administ... Bria PermissionSet Administrator  Salesforce

License

Salesforce

5. Click Manage Assignments.

Permission set

Bria PermissionSet Administrator

@, Find Settings % || [Clone | Manage Assignments

Video Tutorial | Help for this Page &

6. Click Add Assignments.

Assllgneﬂ Users . . -
Bria PermissionSet Administrator

« Back to: Permission Set

alBlc|DlEIF|G|H|I[J[K[LIM|[N|O|P[Q|R|S

Help for this Page &

Tiulv|w|x|v| z|other AN

Add Assignments| | Remove Assignments

CounterPath Corporation
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7. Selectyour user and click Assign.

If you do not see your user, click more.

Assign Users Help f Page @
All Users
View: [AlUsers ¥ | Egit| Crests Mew Wiew Previous Page
A o " Liminlolrlalr(s T Iulv wx A
Assign] [Cancel
[] Action FullName t Atas  Username LastLogin Role Active Profie Managa-
Eﬂ" [To - i CEC n

211202017
s45pM  CEC

O et s ey g s 02/06/2017

R - 02/03/2018
| | Edit el T el G- - 1214 PM CEOQ

1102017
O edit Df e el el ok oo 63apn  CEC

e F e

The Bria permission set is assigned to you.

Installing the Bria Stretto client

Now that your user has been created, you can log in to Salesforce and download the
Bria Stretto client. After downloading the client, log in to Bria Stretto with the credentials
emailed by CounterPath/Stretto.

To install the Bria Stretto client
1. Log in to Salesforce.

2. Click Download in the Bria Sidebar.

{a Bria is not running!

Doninad, kaanch he Look fr B4 S¥eTio in
Eda instalaton e Applicaiion direciony
FCNI02 N Sllow e and st e
s2iD drecions Applicaion
More Info

3. Install and start the Bria Stretto client.

4. Log in with the credentials you received by email.
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Select both Remember sign in information and Sign in automatically.

Welcome to Bria Stretto!
Please sign in using your Bria Stretto
credentials.

aphillips@zippyphone.com
aseee

| Remember sign in information
+ Sign in automatically

Sign in as invisible

The Bria for Salesforce add-in is ready to use in Salesforce.

Tip: Add the Bria Admin tab to your default display for easier access.

Managing Bria users - Lightning

The Salesforce admin needs to enable Bria for Salesforce and add the PBX/SIP
credentials for each Salesforce user. Once Bria for Salesforce is enabled for the user, a
Bria Stretto account is automatically created by CounterPath and the Bria Stretto
credentials are sent to the user via email. The user logs into the Bria Stretto client and
the Bria Stretto client registers with the PBX.

Enabling Bria for Salesforce incurs the subscription fee for each user. As an Salesforce
admin, you can suspend a user if the user no longer need to use Bria for Salesforce.
When a user is suspended from Bria for Salesforce, the user can continue to use
Salesforce without the Bria for Salesforce add-in.

Bria User Configuration

You can review the list of Salesforce users and see whether they are active Bria users.
You can enable or suspend Bria for Salesforce for a user, as well as reset their Bria
Stretto password from the users list.

Bria User Configuration fields

Salesforce User Name: Read only. This field is populated by Salesforce. If a team

CounterPath Corporation 12
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member is not listed here, the user probably has not been added to Salesforce. Add the
user to Salesforce the usual way, and then come back to this page.

Bria Login: The login username for Bria Stretto clients. This field is empty until Bria is
enabled for the user. Once the Bria user has been enabled, CounterPath creates the
username and password.

Active Bria User: If this field is empty, Bria has not been enabled for the user or Bria has
been suspended for the user. If this field is selected, Bria is enabled for this user.

Enabling Bria for users

In order for Salesforce users to use Bria for Salesforce, Bria for Salesforce has to be
enabled for the user.

User configuration consists of the following steps:

1. Admin: Assign available Bria for Salesforce licenses to Salesforce users.

2. Admin: Enable users to use the Bria for Salesforce add-in. This step creates a Bria
Stretto login account. Bria Stretto/CounterPath send users an email with their Bria
Stretto login credentials.

3. Admin: Assign the Bria for Salesforce permission set to users.

4. Users: Log in to Bria Stretto and Salesforce.

Information required
For each user, the following information is required:

o The SIP username, password, and authorization name (if used by the SIP server)

CounterPath Corporation 13
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Assigning Bria for Salesforce licenses

Before Salesforce users can use the Bria for Salesforce add-in, they need to have a Bria
for Salesforce license assigned.

To assign a Bria for Salesforce license
1. Log in to Salesforce as a Salesforce admin.

2. Click Setup on the Salesforce user interface header.

T am - .4
M@ ?ae @

I
,

3. Search for packages and click Installed Packages.

Q, packages|

v Apps

Installed Packages

4. Click Manage Licenses for the BriaForSalesforce package.

Installed Packages

Action Package Name

Uninstall [|Manage Licenses | ¥ BriaForSalesforce

5. Click Add Users.
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Package Details Help for this Page &
BriaForSalesforce

Back to Previous Page

Package Name  BriaForSalesforce Publisher  CounterPath Corporation
Status  Active Allowed Licenses 20
Expiration Date  14/11/2018 Used Licenses 14

AlBICIDIEIFIGIHIIJIKILIMINIOIP[QIRISITIU|IVIWIX|Y|Z]Other AN

Licensed Users Add Users | [| Remove Multiple Users

Action  Full Name + Role Active  Profile

A list of Available Users appears.
6. Select the users you want to add the Bria for Salesforce license to.

If you do not see the user you want in the list, click more.

Users  Select Shown Deselect Shown Deselect All | Add All Users

ction Full Name * Role Active  Profile
v T L= v System Administrator
i| s e v System Administrator
Pis B CES System Administrater
By P 2] v System Administrator

| Py, s e 1s System Administrator

Show merecords per list page

The selected users show in the Selected Users list.

7. Click Add.

Selected Users
Action Full Name

@ e

@ Ehammigey S
v gy N

Add | | Cancel

The Salesforce users have a Bria for Salesforce license assigned to them.

Adding Bria users

After you assign a license to a user, you can add them as a Bria user.

To add Bria for a user

1. Log in to Salesforce as a Salesforce admin.

2. Click Bria Admin.
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[ Q searcnsaiestorce B2 @®

381 Sales  Home [BraAdmin| Chatter Leads v Contacts v Accounts v Opportunities v More w s

The Bria Hub opens.
3. Click Manage Bria Users.

Bria for Salesforce
Company Details

Call Outcome Lists

Activities Domain and Admin User Details

A list of all Salesforce users appears.

4. Selectthe user you want to enable Bria for and click Add/Update User(s).

asmin.brown@demo.com yasmin.brown@demao.com v
1

Add/Update User(s) | Cancel

The Settings for username section appears below the list of users.
5. Fill out the user's settings.

« Account Enabled: Select to start subscribing to Bria for this user. A Bria
account is created for the user.

« Call Outcome list: Use the drop-down list to choose the default list for call
outcome options for the user. End users can update their User Settings to
change the default list for call outcomes as well. See Customizing Bria for
SalesforceBria for Salesforce for more information on configuring Call
Outcome options.

« SIP(PBX) Account Settings: The SIP information for each user. If you are
unfamiliar with SIP, get the information from the IT support.

« Sip User Name: A username for the SIP service. Typically the
username portion of the SIP account (Yasmin.Brown from
Yasmin.Brown@aaavoipprovider.com)
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« Sip Authorization Name: Provide this information only if your SIP
server requires it. Typically, each user has a unique authorization
name.

« Sip Display Name: The name that appears on caller ID when you make
a Bria call. The display name is determined by you.

« Password: A password to register to the SIP server. This is typically
provided by your VolIP provider.

« SIP Server Override Settings: Complete this section if you want to assign a
different SIP account than the one you configured for your organization. For
example, if Yasmin works in Europe, enter the European VolP service
information for her account instead of the corporate PBX, which is in North
America.

Update User Setlings
v

Account Enabled [ Default

SIP(PBX) Account Settings

Sip User Name Sip Display
Name:

yasmin.brown ‘Yasmin Brown

Sip Authorization Sip Password
Name

SIP Server Override Settings

Domain Proxy

Voicemail

6. Click Update User Settings.

The user receives an email from CounterPath with their Bria login information. To see
the latest information in the Bria Users list, you may need to refresh your browser or click
Refresh under the Bria Users list.

Assigning the Bria for Salesforce permission set

After setting up the PBX/SIP server, users need to be assigned the appropriate Bria
permission set.

To assign the Bria permission set
1. Log in to Salesforce as a Salesforce admin.

2. Click Setup on the Salesforce user interface header.
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I
-"

Setup

Edit Page

3. Search for permission and click Permission Sets.

Q permission

“ lsers

4. Click either the Bria for Salesforce PermissionSet Administor or the Bria
PermissionSet Standard User depending on the permissions you want to assign

New | |[€2 AlB|c|D|E|F|G|H[1|J|K|L[M|N|O|P|Q|R|S|T|U|v|wW|xX|Y|Z|Other Eam
] Action Permission Set Label Description License

Bria F Salesforce

5. Click Manage Assignments.

Perr[\\asiwn Set . ) .
Bria PermissionSet Administrator

@, Find Settings.. % | | | Clone | Manage Assignments

Video Tuterial | Help for this Page &)

6. Click Add Assignments.

Assigned Users Help for this Page &

Bria PermissionSet Administrator

« Back to: Permission Set

alglc|DIEIFIGIHIIIJIK[LIMINIOIP[QIRISITIU|V|W|X|Y|Z]|Other lAN

Add Assignments| | Remove Assignments

7. Select the users you want to add the permission set to and click Assign.

If you do not see the users you want to add the permission set to, click more.
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Assign Users
All Users

View: [aliUses v | Edi| Create New Vew <Previous Fage | Nexi Page»

s Username Lastlogin Role Active Profi

[T a—— e v
— o LI

1 e e e AT N
e - v v
tma B J

Show me[¥ morefrecords per it page

Cancel

The Bria permission set is assigned to the users.

Installing the Bria Stretto client

The Lightning Experience

Now that the users have been created, users can log in to Salesforce and download the
Bria Stretto client. After downloading the client, users need to in to Bria Stretto with the

credentials emailed by CounterPath/Stretto.

To install the Bria Stretto client
1. Log in to Salesforce.

2. Click Download in the Bria Sidebar.

¢ Bria is not running!

DRPaninad, Fanch e Lok for Ena Siefoin
Edia insialiaion e Application dirciey
package and sollow he and st e
2D drecions Applicaion
More Info

3. Install and start the Bria Stretto client.

4. Log in with the credentials you received by email.

Select both Remember sign in information and Sign in automatically.

CounterPath Corporation
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Welcome to Bria Stretto!
Please sign in using your Bria Stretto
credentials.

aphillips@zippyphone.com
asess

V| Remember sign in information
+ Sign in automatically

Sign in as invisible

The Bria for Salesforce add-in is ready to use in Salesforce.

Adding or removing users

When a team gets a new sales representative, the Salesforce admin typically creates a
Salesforce account for the person. The newly created Salesforce account appears in the
Bria Users list. Enable Bria for the new user.

When a sales representative leaves the job, the Salesforce admin typically deletes the
person's Salesforce account. If the user is deleted from Salesforce, you do not need to
do anything in the Bria Hub. The Bria subscription ends for the user when the user is
deleted from Salesforce.

Suspending users

When you suspend a user from Bria for Salesforce, the user can continue to use
Salesforce without the Bria for Salesforce add-in. The user no longer sees the Bria
Sidebar within Salesforce and is unable to place call directly from Salesforce.
Bria/CounterPath send the user an email when their Bria for Salesforce account is
suspended.

To suspend a user from Bria
1. Log in to Salesforce as a Salesforce admin.

2. Click Bria Admin.

. \ Search alesorce @2 e @®
—— Acouris i

138 Sales  Home

§
3
9
<
<
<

Opportunities v More v s

The Bria Hub opens.
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3. Click Manage Bria Users.

Bria for Salesforce
Company Details

Activities Domain and Admin User Details

A list of all Salesforce users appears.

4. Select the user you want to suspend Bria for and click Add/Update User(s).

asmin.brown@demo com yasmin.brown@demo.com '

1

Add/Update User(s) | Cancel

The Settings for username section appears below the list of users.

5. Clear Account Enabled.

Update User Seftings

Default

AccountEnabled [

SIP(PBX) Account Settings

Sip User Name Sip Display
Name

yasmin_brown ‘Yasmin Brown

Sip Authorization Sip Password
Name

SIP Server Override Settings.

Domain Proxy

Voicemail

6. Click Update User Settings.

The user can no longer use Bria within Salesforce. To see the latest information in the
latest information in the user list, you may need to refresh your browser or click Refresh
under the Bria Users list.

Resetting Passwords
End users with Bria for Salesforce typically have three passwords:

« Salesforce password: Password to log in to Salesforce.com

» Bria password: Password to log into the Bria Stretto client
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« SIP/PBX password: Password to register to the organization's PBX

Salesforce Password

Changing the Salesforce password does not affect Bria. No extra action is required for
the user or the sales administrator in order to continue using Bria for Salesforce.

Bria Password

The password for logging into Bria Stretto clients is generated by the CounterPathStretto
server and emailed to the individual end user. If the end user forgets the Bria password,
the sales administrator can reset the password.

To reset the Bria password
1. Log into Salesforce as a Salesforce admin.

2. Click Bria Admin.

. Y search salesforce %[ 268 @
33 Sales  Home [BriaAdmin] Cratter Leads v Contacts v Accounts v Opportunities v More w s

The Bria Hub opens.
3. Click Manage Bria Users.

Bria for Salesforce
Company Details

Activities Domain and Admin User Details

A list of all Salesforce users appears.

4. Selectthe user you want to reset the password for click Add/Update User(s).

asmin.brown@demo com yasmin.brown@demo.com '

1

Add/Update User(s) | Cancel

The Settings for username section appears below the list of users.
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5. Click Reset Bria Login.

6. Advise the end user to log in to the Bria Stretto client using the new password.

The Bria login password is reset and the end user receives an email with the new
password.

SIP/PBX password

Only change the SIP password when required by your PBX/VolIP provider. If the SIP
password is changed, the sales administrator must change the password for the end
users from the Bria Admin tab.

To update the SIP/PBX password
1. Log in to Salesforce as a Salesforce admin.
2. Click Bria Admin.

) \ TR IY:)

258 Sales Home

£
3
Q
<
<
<
<
<
~

The Bria Hub opens.
3. Click Manage Bria Users.

Bria for Salesforce
Company Details

Call Outcome Lists

Activities Domain and Admin User Details

A list of all Salesforce users appears.

4. Selectthe user you want to update the SIP/PBX password for and click
Add/Update User(s).

aEmln.brown@demo com yasmin.brown@demo.com v

4

Add/Update User(s) | Cancel

The Settings for username section appears below the list of users.
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5. Type the new password in SIP Password.

6. Click update User Settings.

7. Advise the end user to log out of the Bria Stretto client and log back in using their
Bria Stretto password, not the new SIP/PBX password.

The SIP/PBX password is updated for the end user.

Note: The SIP/PBX password is not the password the end user enters on the Bria Stretto login
screen. End users simply need to log out and log back in to Bria Stretto.

Switching a user to the Lightning experience -
Lightning

To switch a user back to the Lightning experience, the Salesforce admin use has to
change a user's call center from Bria to BriaLightning. The Bria Sidebar is only available
in the either Salesforce Classic or the Lightning experience. Once the Lightning
Experience is enabled, you can switch back to Salesforce Classic, but Bria is not
available in the view.

After assigning users to the Bria Call Center, the Salesforce admin has to enable Open
CTI softphone for BriaLightning and assign user profiles that can access BriaLightning.

Finally, Open CTI Softphone needs to be added to the Utility Bar.

To change from the Bria to the BriaLightning Call Center
1. Log on to Salesforce as a Salesforce admin.

2. Click Setup in the Salesforce user interface header.

Noe?de @
s
Ry Setup

7

Edit Page
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3. Search for call centers in Quick Find and click Call Centers.

Q, call centers|

Feature Settings
* Service

+ Call Center

Call Centers

4. Click Bria in All Call Centers.

All Call Centers Help for this Page @

A call center ponds to a single computer-telephony i ion (CTI) system already in place at your
organization. Salesforce.com users must be assigned to a call center before they can use any Call Center features

Import
Action  Name + Version Created Date Last Modified Date
Edit| Del 3171012017 5:41 PM 31/10/2017 5:41 PM
Edit| Del Brialightning 23/03/2018 1:09 PM 23/03/2018 1:09 PM

5. Click Manage Call Center Users.
Call Center Users Manage Call Center Users Call

Call Center Users by Profile

o

enter Users Help

Standard User 1
System 1

Administrator

Total 2

6. Select the users you want to remove from the Bria Call Center and click Remove
Users.

Add More Users | Remove Users|
Full Name Alias Username Role  Profile
| | ek A Ml bbb e e ‘System Administrator
O | P b sl i S5 System Administrator
@ | Ry bt [ - T TR 00 system Administrator
e ST T 160 System Administrator

7. Click on All Call Centers.
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10.

11.

Call Center

Bria

Click BriaLightning in All Call Centers.

Help for this Page &

All Call Centers

A call center

P a single computer-telephony i ion (CTI) system already in place at your
organization. Salesforce com u

sers must be assigned to a call center before they can use any Call Center features

Import

Action  Name Version Created Date Last Modified Date
Edit| Del Bria 311012017 5:41 PM 31/10/2017 5:41 P
23/03/2018 1:08 PM 23/03/2018 1:09 PM

Edit | Del

Click Manage Call Center Users.

Call Center Users Manage Call Center Users Call Canter Users Help |2

Call Center Users by Profile
Standard User 1
System 1
Administrator
Total 2

Click Add More Users.

Call Center Help for this Page @

BriaLightning: Manage Users

All Call Centers » BriaLightning » Manage Users

View: |All v | Create New View
AlB|C|DIE[F|G[H|I[J|K[LIM[N|O|P|[Q[R|S|T|U|V|W]|X|Y]|Z|OCther [AN

Add More Users || Remove Users

Username Role  Profile

Action  Full Name * Alias

Either click Find or enter search criteria and click Find.

Call Center Help for this Page @

BriaLightning: Search for New Users

All call Centers » BriaLightning » Manage Users » Search for New Users

Set the search criteria below and then click Search to find salesforce.com users who should be enabled as call
center agents. Users already enabled as call center agents are excluded from the search resutts

--None-- v --None-- v AND
—None-- v | |--None-- v AND
--None-- v --None-- v AND
—None-- v | |--None-- v AND
~None- v| [~None-- v

Filter By Additienal 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: 23/03/2018
« For datefime fields, enter the value in following format- 23/03/2018 7:27 PM

CounterPath Corporation
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Only users that do not have a call center assigned to them appear in the list.

12. Select the users you want to add and click Add to Call Center.

Add to Call Center | Cancel
Alias Username Role Profile
Mhie  pikridw koo o System Administrator
e bl i 05 System Administrator
[ - T TR CE0 System Administrator
(-1 L G T W% System Administrator

The new users show in Bria: Manage Users. The users can switch back to the Lightning
Experience and use the Bria Sidebar.

Call Center Help for this Page @

BriaLightning: Manage Users

All Call Centers » BriaLightning » Manage Users

View: [All v] Create New View
A/B/GID/E|/FIGHIIJ|KILIM|N|O|/P|Q/R|S|T/U|V W X|Y|Z)|Other | AN

ole  Profile

(] Action Full Name * Re
CEO  System Administrator

@ | Remove MES B8N
[ | Remove il i
O | Remove . Eisll

Standard User
CEO  System Administrator

Enabling Open CTI Softphone

The first time the Salesforce admin switches a user to the BriaLightning call center, the
Salesforce admin must also enable Open CTI Softphone for BriaLightning and assign
user profiles that are able to use the BriaLightning app.

To enable Open CTI Softphone for BriaLightning
1. Log in to Salesforce as a Salesforce admin.

2. Click Setup in the Salesforce user interface header.

e Ee @
rd
it~ |

Edit Page

3. Search for App Manger and click App Manager.
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The Lightning Experience

4. Click APP TYPE to sort apps by the Classic or Lightning experience.

5. Select Edit in the drop down beside a Lightning Experience App you want to add
the Bria Sidebar to. Repeat this step for all of the Lightning Experience Apps

where the Bria Sidebar should be available.

v APPTYPE 4 » VISIBLE ... v

Lightning o
Classic
Edit

Classic

[T ]

6. Click Utility Bar in APP SETTINGS.

APP SETTINGS

App Details & Branding

App Options

Utility Bar

Select Items

Assign to User Profiles

7. Click Add and click Open CTI Softphone.

Utility Bar Items Add

open CT]]

L]

¥ Standard (1)

Open CTI Softphone

8. Edit the Properties for Open CIT Softphone. We also recommend using a Panel

Width of 210 and a Panel Height of 500.

CounterPath Corporation
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PROPERTIES
Open CTI Softphone

w Utility Item Properties
*Label o

Bria

Icon o
L call X

Panel Width o

210

Panel Height o
500

Load in background when app opens o

9. Click Save.

10. Click Assign to User Profiles in APP SETTINGS.

APP SETTINGS

App Details & Branding
App Options
Utility Bar

Select Items

Assign to User Profiles

11. Using Add and Remove, move all profiles you want to give access to BriaLighting
to Selected Profiles and move all profiles you do not want to give access to
BriaLightning to Available Profiles. Click Back when you are done.

Users that are in both the BriaLightning Call Center and are in one of the Selected
Profiles can use the Bria Sidebar in the Lightning Experience. Users click Phone (or the
Label you entered) on the Utility Bar to expand and use the softphone.
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"E Sales Home  Opportunities leads s~ Tasks Files

Ac

Lead
lal Sam Patel

449374

‘Working - Contacted Closed - Not Convert...

ACTIVITY CHATTER DETAILS

. Bria =

Recent Activity
Jeannie Lee

49372

Today 4-58 PM 108 Yi¢ Expand All

Sam Patel

49374

Today 4'57 PM 34s
hings moving, add a task or set up a meeting

%, Phone

Adding more user profiles to Open CTI Softphone

The Lightning Experience

You may want to add more existing user profiles or newly created user profiles to the
BriaLightning app. You need to add these user profiles to Open CTI Softphone.

To add user profiles to the BriaLightning app
1. Log in to Salesforce as a Salesforce admin.

2. Click Setup in the Salesforce user interface header.

CounterPath Corporation
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o2 de @®
4

Edit Page

w

. Search for App Manger and click App Manager.

N

. Click APP TYPE to sort apps by the Classic or Lightning experience.

o1

. Select Edit in the drop down beside the Lightning Experience App you want to add
user profiles to.

v APPTYPE 4 » VISIBLE ... v

e c
Classic
Edit

Classic

D

. Click Assign to User Profiles in APP SETTINGS.

APP SETTINGS

App Details & Branding
App Options
Utility Bar

Select Items

Assign to User Profiles

7. Using Add and Remove, move all profiles you want to give access to BriaLighting
to Selected Profiles and move all profiles you do not want to give access to
BriaLightning to Available Profiles. Click Back when you are done.

The additional user profiles have been assigned to the BriaLightning app. Users that are
in both the BriaLightning Call Center and are in one of the Selected Profiles can use
the Bria Sidebar in the Lightning Experience. Users click Phone (or the Label you
entered) to expand and use the softphone.

CounterPath Corporation 31



Bria for Salesforce The Lightning Experience

"E Sales Home  Opportunities leads s~ Tasks Files  Aci

[ e | Lead
< |
sl Sam Patel
Phone(2) ¥
49374
‘Working - Contacted Closed - Not Convert...
ACTIVITY CHATTER DETAILS
. Bria =
Recent Activity
Jeannie Lee
49372
Today 4:58 PM 108 e Expand All

Sam Patel

49374

Today 4'57 PM 34s
hings moving, add a task or set up a meeting

+ Today |*

%, Phone

Switching a user to Salesforce Classic -
Lightning

To switch a user back to the Classic experience, the Salesforce admin use has to
change a user's call center from BriaLightning to Bria. The Bria Sidebar is only available
in the either Salesforce Classic or the Lightning experience. Once Salesforce Classic is
enabled, you can switch back to the Lightning Experience, but Bria is not available in the
view.

To change from the BriaLightning to the Bria Call Center
1. Log on to Salesforce as a Salesforce admin.

2. Click Setup in the Salesforce user interface header.
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@ ? e @
A — ’
Lod Setup
- |
Edit Page

3. Search for call centers in Quick Find and click Call Centers.

Q, call centers|

Feature Settings
< Service

«  Call Center

Call Centers

4. Click BriaLightning in All Call Centers.

All Call Centers telp for this Page @

A call center corresponds to a single computer-telephony integration (CTI) system already in place at your
organization. Salesforce.com users must be assignad to a call center befors they can use any Call Center features

Import
Action  Name + Version Created Date Last Modified Date
Edit| Del Bria 31/10/2017 5:41 PM 31/10/2017 5:41 PM
Edit | Del 23/03/2018 1:09 PM 23/03/2018 1:09 PM

5. Click Manage Call Center Users.
Call Center Users Manage Call Center Users Gall Genter Users Heip (2

Call Center Users by Profile
Standard User 1
1

System
Administrator
Total 2

6. Select the users you want to remove from the BriaLightning Call Center and click
Remove Users.
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Full Name Alias Username Role  Profile

Bl B Fadr el el

Eoomry blar [ ]

Dt g M MESe b i n System Administrator
= System Administrator
System Administrator

50 System Administrator

7. Click on All Call Centers.

Call Center

BriaLightning
x BriaLightning

8. Click Bria in All Call Centers.

All Call Centers Help for his Page @

A call center ponds o a single computer-isleph on (CTI) system already in place at your
organization. Salesforce.com users must be assigned to a call center befare they can use any Call Center features

import
Action Version Created Date Last Modified Date
Edit De\ 311012017 5:41 PM 31/10/2017 5:41 P
Edit| Del BriaLightning 23/03/2018 1:09 PM 23/03/2018 1:09 PM

9. Click Manage Call Center Users.

Call Center Users by Profile
Standard User 1

1
Administrator

Total 2

Call Center Users Manage Call Center Users Cal Center Users Help

10. Click Add More Users.

Bria: Manage Users

All Call Centers » Bria » Manage Users

View: |All v | Create New View

Call Center Help for this Page &

AlB[CIDIEIF|G|H[IJ[K|LIM|IN[O|P[Q[RIS|T[U|V|W|X]|Y|Z|Other Al

Add More Users | Remove Users.

Action  Full Name 1 Alias Usemame Role  Profile

11. Either click Find or enter search criteria and click Find.

CounterPath Corporation
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Call Center
BriaLightning: Search for New Users

All Call Centers » Brialightning » Manage Users » Search for New Users

Help for this Page &

Set the search criteria below and then click Search to find salesforce com users who should be enabled as call
center agents. Users already enabled as call center agents are excluded from the search results

—None— v [~None-- v
—None— v | [--None-- v
—None- v| | ~None-- v
—None-— v| [~None— v
“None-- v| | ~None-- v

Filter By Additional Fields (Opfional).

« For date fields, enter the valus in following format: 23/03/2018
= For dateflime fields, enter the value in following format: 23/03/2018 7.27 PM

AND
| anp
AND
AND

« You can use “or" fiters by entering muttiple items in the third column, separated by commas

The Lightning Experience

Only users that do not have a call center assigned to them appear in the list.

12. Select the users you want to add and click Add to Call Center.

Add to Call Center | Cancel

| | Full Name Alias  Usemame Role
) |l e Mhim  pitkridw Eacibney o
ERr bk bl il =T

J | N ] [=Fi] T S T

@ | Ry b SR AL S S =i}

Profile
System Administrator
System Administrator

System Administrator

G0 System Administrator

The new users show in Bria: Manage Users. The users can switch back to Salesforce

Classic and use the Bria Sidebar.

Bria: Manage Users

All Call Centers » Bria » Manage Users

View: | All v | Create New View

Call Center Help for this Page &

AlB[CG|D[E[F[G[H[I[J[KILIM|N[O|P[@|R|S|T|U|V|W|X|Y|Z] Oter AN

Add More Users| | Remove Users

| Action Full Name + Alias Username: Role Profile
J | Remove SHIES ST B e CEQ  System Administrator
7] | Remove . {ur ] o T ] ‘Stancarg User

7 | Remove ‘i, Lkl Racn o A i e CEO  System Administrator

Customizing Bria for Salesforce - Lightning

Bria for Salesforce offers various options that can be customized for the end user.

o Call outcome lists
o Email templates

« Call recording preferences

Follow-up preferences
DTMEF dial scripts

CounterPath Corporation
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« Bria visibility
o Quick transfer

The sales administrator is responsible for configuring call outcome lists and email
templates. End users pick an outcome list and may pick an email template from the ones
configured by the sales administrator. For the remainder of end user customizable
options, see the Bria for Salesforce User Guide.

Call outcome lists

The Bria Sidebar has a field that the sales representative populates during or after a call
to capture the result of the call.

This information is logged in reports and if populated correctly, it can make reports more
powerful and meaningful to your business.

The sales administrator can predefine outcome lists and options for a group. The sales
administrator can assign one list for sales representatives according to their role when
enabling Bria. End users can switch between lists but they cannot change the options

within the list.

To customize a Call Outcome List
1. Log in to Salesforce as a Salesforce admin.

2. Click Bria Admin.

. Q Search alesforce [ 268 (S
L3l fol (o)
383 Sales  Home [BiaAdmin] Cratter Leads v Contacts v Accounts v Opportunities v More v v

The Bria Hub opens.

3. Click Call Outcome lists. Existing call outcomes and the details of each list are
displayed.
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Call Outcome List Management

Call Outcome List Management opens and display the existing Call Outcome lists
and the details for each list.

4. Click the Call Outcome List that you want to modify. The options for the list update
in List Detail.

5. To add a new item to the List Detail, type it in the field below List Detail and click
+.

Call Qutcome List List Detail

Sales Development Outcomes ol Call Outcome in Notes
Default Contact Evasive
Inbound Lead Outcomes Contact Supportive
Opportunity Updates Left Voice Mail

[ o answer e E

To delete an item from the List Detail, click the item in the list to select it and click -.

Call Outcome List List Detail

Sales Development Outcomes 2 Call Outcome in Notes -
Default
Inbound Lead Outcomes Contact Supporiive

Oppertunity Updates Left Voice Mail

i

The Call Outcome List is updated.

To add a Call Outcome List
1. Log in to Salesforce as a Salesforce admin.

2. Click Bria Admin.

CounterPath Corporation 37



Bria for Salesforce The Lightning Experience

* @2 el

The Bria Hub opens.

3. Click Call Outcome lists. Existing call outcomes and the details of each list are
displayed.

Call Outcome List Management opens and display the existing Call Outcome lists
and the details for each list.

4. Click Call Outcome lists. Existing Call Outcome Lists and the List Details are
displayed.

e o Setup

Call Outcome List Management

W
Actiites

Call Outcome List Management opens and display the existing Call Outcome lists
and the details for each list.

5. Type the name for the new list below Call Outcome List and click +.
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Call Outcome List List Detail
Sales Development Outcomes g Call Outcome in Notes
Default Contact Evasive
Inbound Lead Outcomes Contact Supportive
Opportunity Updates Left Voice Mail

|‘ Marketing Team Outcomes | + | =

6. Add a new outcomes to the List Detail by typing the outcome it in the field below
List Detail and click +.

Call Outcome List List Detail

Default

Inbound Lead Outcomes
Marketing Team Quicomes
Opportunity Updates

Sales Development Outcomes

| Left voicemail ‘ + | -

The Call Outcome List and each List Detail are added.

To delete a Call Outcome List
1. Log in to Salesforce as an Salesforce admin.
2. Click Bria Admin.

The Bria Hub opens.

3. Click Bria for Salesforce Setup. Existing call outcomes and the details of each list
are displayed.

Call Outcome List Management

CounterPath Corporation
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4. Click the Call Outcome List you want to delete and click -.

Call Qutcome List

List Detail

Sales Development Outcomes
Default
Inbound Lead Outcomes

Opportunity Updates Left Voice Mail

Call Outcome in Notes
Contact Evasive
Contact Supportive

T

The Call Outcome List is deleted.

The Lightning Experience

w/ One Call Outcome list per sales role

analytics.
Call Qutcome
Call Qute..
« Call Succ..
g Coid Call.
® Do Nat Ca..
& Leftvoic.
Qualified..
Tauching ..
Warming Up
0 100 200 300
Record Count
Assigned
W Ashley Parker M Bruce Klagenberg
B Diego Rodriguez B Mark Ford
Rahul Patal B Rajan Godara
Yasmin Brawn

(.

You might want multiple lists customized for your team if your team has
sales representatives working on different roles. For example, John
only calls new leads while Janice talks to qualified leads to discuss
certain topics. The expected outcomes from the calls are different.
Team members determine what call outcomes to capture using Bria.
The call outcomes can be viewed using reports and dashboards for

Email templates

The Bria Sidebar offers one-click follow-up buttons for emailing a contact or a lead. The
default email template is customizable by both the Salesforce admin and each

CounterPath Corporation
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Salesforce user.

The Bria Email Templates folder

A new email folder is created after you install the Bria package to your Salesforce setup.
The Bria email folder contains a few predefined email templates. You can customize the
existing predefined templates or you can add new email templates.

Make sure there is at least one template available for use in the Bria email folder. The
templates available for use are shown as options for each sales representative.

To manage Bria Email Templates
1. Log into Salesforce as a Salesforce admin.

2. Click Setup on the Salesforce user interface header.

o2 &e @
A 4
of Setu
o [ = |
Edit Page

3. Search for email templates and click Email Templates.

Q, email templates

~  Email

Email Templates

4. Click New Template, Edit, or Del and edit the template using the standard
Salesforce procedures to create, edit, or delete email templates.
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Folder | Bria Email Templates v | Editl Create New Folder

A|B|C|D|E|[F|G|H|I[J|K|[LIM|N|O|P|Q|R[S|T|U

New Template

Action Email Template Name + Template Type Available For Use

Edit | Del |+, Sales Presentation Text

Sales: New Customer
Email

Edit | Del Text v

Description

Email to
new
customers

The Lightning Experience

The Bria Email Templates folder is updated with the changes you made.

Activities and call logs - Lightning

A call made with Bria is logged as a task in Salesforce. A call log appears in:

« The Activity section in various Salesforce pages such as Contacts, Leads,

Accounts, and Opportunities.
o The Activities listin the Bria Admin

« Reports and dashboards

Activity History for a particular

Contact/Lead/Account/Opportunity

tab.

The Activity History section provides all the calls made for that particular person.

Loga Cai| MailMerge| | Send an Email View All Aty History Help (2
ue Date CalDuration CallResult  CailType Time Intiated Timestamp
ound - (504) 655: : Left Voice 102772015
Edit | Del Gy v 102772015 YasminB  10128/2015 10:10 AM 1giket Outbound 1444793323 313 sy
E6it|Del Outbound - T785555680 y/ 10/132015 YasminB 1012712015 801 AM 65 —None—  Outbound 1444763323 10132015
E6it| Del Inbound - 417785656560/ 10/9/2015  Yasmin B 10272015801 AM 20 Inbound 1442085960 92015 406
Edit|Del Outbound - 7785559371 v/ 10722015 YasminB 101922015 3:50 PM 160 Oubound 1442850969 1022015
Eatipel Qbound v 9232015 YasminB 9232015 336 PM 16 _None_  Outbound 1442856066 222201533
Edit | Del Inbound - +17785659371 v/ 97212015 YasminB  9/21/2015 1020 AM 2 Inbound 1442855960 212015

Activity History for your team

You can view a list of call-related activities for your entire team rather than just for a

specified sales representative.

To view team call-related activities

1. Log in to Salesforce as an Salesforce admin.
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2. Click Bria Admin.
» ~TIEYY.

Sales  Home [BraAdmin]| cratter Leads v Contacts v Accounts v Opportunities v More v s

The Bria Hub opens.

3. Click Activities. A list of all Salesforce users appears.

|
Manage Bria Users Company Detalls
Call Qutcome Lists
Domain and Admin User Details

4. Use the standard Salesforce procedures to filter, view, edit, and delete activities.
5. Click Update.

The Bria Hub shows a list of Activities.

Reports and dashboards - Lightning

CounterPath provides various reports and dashboards. It is up to your organization to
determine who can access which reports and dashboards.

To view reports and dashboards
1. Click Reports or Dashboards on Salesforce menu.

2. Click on the Bria report or dashboard file or folder you want to view.

Reports
All Folders
3 ftems - Sorted by Folder Name

REPORTS

31/10/2017 5:41 PM

31/10/2017 5:61 PM

M Sales KPI Dashboard 31/10/2017 5:61 PM

Public Reports
All Reports
FOLDERS
Created by Me

Shared with Me

All Folders

The selected folder or file is displayed.
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Custom Reports

In the Salesforce Report Builder, you can customize existing reports or create new ones.
Most data captured by Bria can be found under the following sections:

« Activity Information

o Leads

« Contacts

Opportunities

« Accounts

Captured call data

Bria captures various call-related information and integrates it in Salesforce.com for
reports. The following is an overview of the data captures by Bria.

For each call:

« Call type: Whether a call is inbound or outbound

» Callerand Callee

« Phone number

o Call duration (in seconds)

« Time of day the call is made

« Call outcome: Populated by each sales representative using the Bria Side Bar

« Comments: Populated by each sales representative using the Bria Side Bar
For each contact or lead

« Firsttime and last time the person was contacted using Bria
« Total number of inbound and outbound calls
« Total talk time using Bria

« Time to respond to lead: The time between when a lead is created in Salesforce
and the lead is contacted for the first time using Bria
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Note: Editing a dashboard that was created in Salesforce Classic will turn it into a Lightning
Experience dashboard. Users will not longer be able to edit the dashboard in Salesforce
Classic.
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Salesforce Classic

You can use Bria for Salesforce in Salesforce Classic or in the Lightning Experience.
This section describes the Bria for Salesforce administration tasks using Bria for
Salesforce in Salesforce Classic.

To learn how to administer Bria for Salesforce in the Lightning experience, see The
Lightning Experience.

Salesforce Classic topics

Configuring Bria for Salesforce

Managing Bria users

Switching a user to the Lightning experience
Switching a user to Salesforce Classic
Customizing Bria for Salesforce

Activities and call logs

Reports and Dashboards

Configuring Bria for Salesforce - Classic

Initial configuration

To complete the initial Bria for Salesforce configuration, you must be a Salesforce
admin.

The initial configuration consists of the following steps:

1. Admin: Install the Bria for Salesforce package from the Salesforce AppExchange®.

2. Admin: Assign available Bria for Salesforce licenses to Salesforce users.
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Salesforce Classic

3. Admin: Configure your organization's PBX in the Bria Admin page in Salesforce.

4. Admin: Enable users to use the Bria for Salesforce add-in. This step creates a Bria
Stretto login account. Bria Stretto/CounterPath send users an email with their Bria

Stretto login credentials.

5. Admin: Assign the Bria for Salesforce permission set to users.

6. Users: Log in to Bria Stretto and Salesforce.

Information required

Information about your PBX/SIP service is required for the initial configuration. If you are
not familiar with PBX/SIP services, talk to your IT department to obtain the required

information.

Alternatively, you can email the IT personnel during configuration and they can complete

the PBX/SIP service set up.

The following information is required for your PBX/SIP server:

o SIP domain
« Proxy

« Voicemail number

« Your SIP username, password, and authorization name (if used by the SIP server)

Installing the Bria for Salesforce package

The Bria for Salesforce package is found on the Salesforce AppExchange.

To download the Bria for Salesforce package

1. Log in to Salesforce as a Salesforce admin.

2. Select AppExchange from the drop-down menu in the Salesforce user interface

header.

1)
salesforce i‘

Search

Search } }Sﬂup Help

3. Search for Bria.
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4. Click Get It Now.
5. Follow the prompts to install Bria. Choose the Install for All Users option.

Assigning Bria for Salesforce licenses

Before Salesforce you can use the Bria for Salesforce add-in, they need to have a Bria
for Salesforce license assigned.

To assign a Bria for Salesforce license
1. Log in to Salesforce as a Salesforce admin.
2. Click Setup on the Salesforce user interface header.

3. Search for packages and click Installed Packages.

: packages . ! |

Expand All | Collapse All

Build
B Create

FPackages

Installed Packages

4. Click Manage Licenses for the BriaForSalesforce package.

Installed Packages

Action Package Name

Uninstall [|Manage Licenses | ¥ BriaForSalesforce

5. Click Add Users.
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Package Details
BriaForSalesforce

Back to Previous Page

Package Name  BriaForSalesforce Publisher  CounterPath Corporation
Status  Active Allowed Licenses 20
Expiration Date  14/11/2018 Used Licenses 14

AlBICIDIEIFIGIHIIJIKILIMINIO|IP|@|RISITIUIVIW

Licensed Users Add Users | [| Remove Multiple Users

Action  Full Name + Role Active  Profile

A list of Available Users appears.

6. Select your user.

If you do not see your user in the list, click more.

Users  Select Shown Deselect Shown Deselect All | Add All Users

Action Full Name Role Active  Profile

T =il v System Administrator
EARH Y M v System Administrator
P, i 44 System Administrator

ey g 4 System Administrator

Fagy= lige [ System Administrator

Show merecords per list page

Your user shows in the Selected Users list.

7. Click Add.

Selected Users

Add | | Cancel

You have a Bria for Salesforce license assigned to them.

Configuring your PBX/SIP server

Salesforce Classic

After installing Bria for Salesforce, set up Bria for Salesforce so that it can connect with

your PBX/SIP server.

To configure your PBX/SIP server

1. Log in to Salesforce as a Salesforce admin.

2. Click + and click Bria Admin.
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o

sSeach Al

Advanced Search..

ﬂ Recycle Bin

) Limitto items | own

No records to display S Bria Admin

CIEES o0

[ Got Use the links below to quickly navigate to a tab. Alternatively,

View: [aiTaos v
L] Accounts

App Launcher

“\, Campaigns Tell me more!

f Cases

The Bria Hub opens.

3. Complete

Bria for
Salesforce Selup
Manage Users

Call Qutcome
Lists

Activities

the Company Details.

Company Details

Domain and Admin User Details

Company Admin User
Name CounterPath Corpor Name admin@506demo.ct

Email
506demo.com ynicholson@counte!

To get started, first register your company’s domain. Your Stretto domain must be
unique and must consist of enly alphanumeric characters.

| £ You cannot modity your Stretio domain name after the registration process

- Company Name: Populated from Salesforce.

Salesforce Classic

- Domain: The domain for Bria Stretto login. Typically, your organization's

domain used for email, such as counterpath.com from

yasmin.brown@counterpath.com. Keep it short - all end users need to enter
this domain name when logging into the Bria Stretto client. The domain name
must be unique in the Stretto server hosted by CounterPath; your value will
not be accepted if other organizations already use the domain name.

« Bria Group Administrator ID: Generated by CounterPath for your
organization. This is a group account that can be shared by all administrators
in your organization. This account may be used later for accessing Stretto.
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« Bria Group Email: An email address for the group admin account at your
organization. CounterPath emails this address when the group admin access
to Stretto is available.

4. Configure your PBX settings.

If you are not familiar with the PBX configuration, choose No and enter an email
address of the Telecom administrator in your organization. The Telecom
administrator receives an email with a link to populate PBX configurations.

o Domain: This is the SIP domain for your PBX/SIP service provider such as
Asterisk or Broadworks.

« Proxy: Outbound proxy for SIP traffic. The value can be a host name or an IP
address. A port number can be added after a colon (:) such as
aaavoipprovider.com:5070.

« Voicemail: A number to listen to voicemail, such as 600.

What are your PBX or Telecommunications Settings ?

Are you the Telecom Administrator? SIP Server Settings

@ Yes Domain

=R aaavoipprovider.com

5. Click Update.
The Adding First Bria user screen appears.

Adding the first Bria user

Once you have configured Bria to connect with your PBX, you can add your first Bria
user - you.

To add the first Bria user

1. Select Account Enabled to start subscribing to Bria. When you enable this option,
a Bria Stretto account is created for you.
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Reset Bria Login | Updale User Sefings
v

Account Enabled [ Default
v efau

SIP(PBX) Account Settings

Sip User Name Sip Display Name
‘Yasmin.Brown

Sip Authorization Sip Password
Name

Recording Settings

Display Recording [ Recording Folder
Feature

2. Fill outthe SIP(PBX) Account Settings:

« Sip User Name: A username for the SIP service. Typically the username
portion of the SIP account (Yasmin.Brown from
Yasmin.Brown@aaavoipprovider.com)

« Sip Authorization Name: Provide this information only if your SIP server
requires it. Typically, each user has a unique authorization name.

» Sip Display Name: The name that appears on caller ID when you make a
Bria call. The display name is determined by you.

« Password: A password to register to the SIP server. This is typically provided
by your VoIP provider.

3. Click Update User Settings.

An email is sent with your Bria credentials from Bria/CounterPath to the email account
associated with Salesforce.

Assigning the Bria for Salesforce permission set

After setting up the PBX/SIP server, you need to be assigned the appropriate Bria
permission set.

To assign the Bria permission set
1. Log in to Salesforce as a Salesforce admin.
2. Click Setup on the Salesforce user interface header.

3. Search for permission and click Permission Sets.
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permission

Expand All | Collapse All

Administer

B Manage Users

Click Bria for Salesforce PermissionSet Administor.

wew | |12 AlelciplelF|e nlt|J|kILIMIN|o|P|@|R|SITIuU|v|WIX|Y|Z]|Other HEWI
| Aetion Permission Set Label T Description License

[J Clone Bria PermissionSel Administ.... Bria PermissionSet Adminisiralor Salesforce
] Clone Bria P: Standar Bria Standard Salesforce

Click Manage Assignments.

Permission Set Video Tuterial | Help for this Page @)

Bria PermissionSet Administrator

Q Find Settings. # || |Clone | Manage Assignments

Click Add Assighments.

Assigned Users . Help for this Page &
Bria PermissionSet Administrator

« Back to: Permission Set

alglc|DlEIF|G[HII[J[K[LIM|N|[O|P[@|R[SITIU|V|W|X|Y|Z]|Other [AN

Add Assignments| | Remove Assignments

Select your user and click Assign.

If you do not see your user, click more.
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Assign Users Help o Page @
All Users
View: [AlUsers ¥ | Edit| Create New View <Previous Page | Next Page>
2 o H Limin[o|Plalr|s|T ulv w|x An
Assign | [Cancel
|| Action FullName t Alias Username LastLogin Role Active Profile Manager
Eﬂ“ [P L LSRR CEO n
? 2111202017
U Edit o o S S Sl 44’SPM CEG

02/06/2017

[ it [ - = -
O | Edit ] P T 339 PM

o —— . 02032018
0 | Edit e fal e i . i - i ot cea
: 1102017
O Edit D e e el 634 |~ CEQ
e e

The Bria permission set is assigned to you.

Installing the Bria Stretto client

Salesforce Classic

Now that your user has been created, you can log in to Salesforce and download the
Bria Stretto client. After downloading the client, log in to Bria Stretto with the credentials

emailed by CounterPath/Stretto.

To install the Bria Stretto client
1. Log in to Salesforce.

2. Click Download in the Bria Sidebar.

Dowanioad, kunch e Lioci #0F EAQ S¥ED0 in
Eria installation e Appiication direciory
package and sollow e and stm me
SEID IPECTONE Applicaion
More Info

3. Install and start the Bria Stretto client.

4. Log in with the credentials you received by email.

Select both Remember sign in information and Sign in automatically.
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Welcome to Bria Stretto!
Please sign in using your Bria Stretto
credentials.

aphillips@zippyphone.com
asess

V| Remember sign in information
+ Sign in automatically

Sign in as invisible

The Bria for Salesforce add-in is ready to use in Salesforce.

Tip: Add the Bria Admin tab to your default display for easier access.

Managing Bria users - Classic

The Salesforce admin needs to enable Bria for Salesforce and add the PBX/SIP
credentials for each Salesforce user. Once Bria for Salesforce is enabled for the user, a
Bria Stretto account is automatically created by CounterPath and the Bria Stretto
credentials are sent to the user via email. The user logs into the Bria Stretto client and
the Bria Stretto client registers with the PBX.

Enabling Bria for Salesforce incurs the subscription fee for each user. As an Salesforce
admin, you can suspend a user if the user no longer need to use Bria for Salesforce.
When a user is suspended from Bria for Salesforce, the user can continue to use
Salesforce without the Bria for Salesforce add-in.

Bria User Configuration

You can review the list of Salesforce users and see whether they are active Bria users.
You can enable or suspend Bria for Salesforce for a user, as well as reset their Bria
Stretto password from the users list.

Bria User Configuration fields

Salesforce User Name: Read only. This field is populated by Salesforce. If a team
member is not listed here, the user probably has not been added to Salesforce. Add the
user to Salesforce the usual way, and then come back to this page.
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Bria Login: The login username for Bria Stretto clients. This field is empty until Bria is
enabled for the user. Once the Bria user has been enabled, CounterPath creates the
username and password.

Active Bria User: If this field is empty, Bria has not been enabled for the user or Bria has
been suspended for the user. If this field is selected, Bria is enabled for this user.

Enabling Bria for users

In order for Salesforce users to use Bria for Salesforce, Bria for Salesforce has to be
enabled for the user.

User configuration consists of the following steps:

1. Admin: Assign available Bria for Salesforce licenses to Salesforce users.

2. Admin: Enable users to use the Bria for Salesforce add-in. This step creates a Bria
Stretto login account. Bria Stretto/CounterPath send users an email with their Bria
Stretto login credentials.

3. Admin: Assign the Bria for Salesforce permission set to users.

4. Users: Log in to Bria Stretto and Salesforce.

Information required
For each user, the following information is required:

o The SIP username, password, and authorization name (if used by the SIP server)

Assigning Bria for Salesforce licenses

Before Salesforce users can use the Bria for Salesforce add-in, they need to have a Bria
for Salesforce license assigned.
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To assign a Bria for Salesforce license

1.
2. Click Setup on the Salesforce user interface header.

3. Search for packages and click Installed Packages.

4. Click Manage Licenses for the BriaForSalesforce package.

Log in to Salesforce as a Salesforce admin.

: packages ! |

Expand All | Collapse All

Build
B Create

FPackages

Installed Packages

Installed Packages

Action Package Name

Uninstall [|[Manage Licenses| % BriaForSalesiorce

5. Click Add Users.

Package Details Help for this Page &)

BriaForSalesforce

Back to Previous Page

Package Name  BriaForSalesforce Publisher  CounterPath Corporation
20

Status  Active Allowed Licenses

Expiration Date  14/11/2018 Used Licenses 14

AlBICIDIEIFIGIHIIJIKILIMIN/OIP[QIRISITIU|V|WI|X|Y|Z]Other AN

Licensed Users Add Users | [| Remove Multiple Users

Action  Full Name + Role Active  Profile

A list of Available Users appears.

Select the users you want to add the Bria for Salesforce license to.

If you do not see the user you want in the list, click more.
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7.

The Salesforce users have a Bria for Salesforce license assigned to them.

Users  SelectShown Deselect Shown Deselect All | Add All Users

ction Full Name Role Active  Profile
b =] o System Administrator
L v System Administrator
Pl B EEZ System Administrator
Bpmmgy P (¥ . v System Administrator
Foga= las (e 22 System Administrator

Show me] ¥ morerecords per st page

The selected users show in the Selected Users list.

Click Add.

Selected Users

Adding Bria users

After you assign a license to a user, you can add them as a Bria user.

To add Bria for a user

1.

Log in to Salesforce as a Salesforce admin.

2. Click Bria Admin.

18
salesforce k‘fﬁ Search.. Search

| Home Chatter Leads Accounts Contacts Opportunities

The Bria Hub opens.

3. Click Manage Bria Users.

Bria for Salesforce
Company Details

Call Outcome Lists

Activities Domain and Admin User Details

CounterPath Corporation
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Salesforce Classic

A list of all Salesforce users appears.

4. Selectthe user you want to enable Bria for and click Add/Update User(s).

asmin.brown@demo com yasmin.brown@demao.com v

1

Add/Update User(s) | Cancel

The Settings for username section appears below the list of users.

5. Fill out the user's settings.

« Account Enabled: Select to start subscribing to Bria for this user. A Bria
account is created for the user.

« Call Outcome list: Use the drop-down list to choose the default list for call
outcome options for the user. End users can update their User Settings to
change the default list for call outcomes as well. See Customizing Bria for
Salesforce for more information on configuring Call Outcome options.

« SIP(PBX) Account Settings: The SIP information for each user. If you are
unfamiliar with SIP, get the information from the IT support.

Sip User Name: A username for the SIP service. Typically the
username portion of the SIP account (Yasmin.Brown from
Yasmin.Brown@aaavoipprovider.com)

Sip Authorization Name: Provide this information only if your SIP
server requires it. Typically, each user has a unique authorization
name.

Sip Display Name: The name that appears on caller ID when you make
a Bria call. The display name is determined by you.

Password: A password to register to the SIP server. This is typically
provided by your VolIP provider.

« SIP Server Override Settings: Complete this section if you want to assign a
different SIP account than the one you configured for your organization. For
example, if Yasmin works in Europe, enter the European VolIP service
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information for her account instead of the corporate PBX, which is in North
America.

Update User Setfings
v

Account Enabled ) Default
- efaul

SIP(PBX) Account Settings

Sip User Name Sip Display
Name

yasmin_brown ‘Yasmin Brown

Sip Authorization Sip Password
Name

SIP Server Override Settings.

Domain Proxy

Voicemail

6. Click Update User Settings.

The user receives an email from CounterPath with their Bria login information. To see
the latest information in the Bria Users list, you may need to refresh your browser or click
Refresh under the Bria Users list.

Assigning the Bria for Salesforce permission set

After setting up the PBX/SIP server, users need to be assigned the appropriate Bria
permission set.

To assign the Bria permission set
1. Log in to Salesforce as a Salesforce admin.
2. Click Setup on the Salesforce user interface header.

3. Search for permission and click Permission Sets.
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permission

Expand All | Collapse All

Administer

B Manage Users

Salesforce Classic

4. Click either the Bria for Salesforce PermissionSet Administor or the Bria
PermissionSet Standard User depending on the permissions you want to assign

New | 1) Alglc|DlEIF|G|H|I|J|KILIMIN|O|P|Q[RIS|TIU|v|wW|X]|Y|Z|Other A
O] Action Permission Set Label + Description License

£ Cione Bria. i Bria Salesforce
J Cione Bria PermissionSet Standard U __ | Bria PermissionSet Standard U .. Salesforce

5. Click Manage Assignments.

Permission set

Bria PermissionSet Administrator

@, Find Settings % || [Clone | Manage Assignments

Video Tutorial | Help for this Page &

6. Click Add Assignments.

Assllgneﬂ Users . . -
Bria PermissionSet Administrator

« Back to: Permission Set

alglc|DIEIF|G[HII[J[K[LIM|N|[O|P[Q|R[SITIU|V|W|X|Y]|Z]|Oter AN

Add Assignments| | Remove Assignments

7. Select the users you want to add the permission set to and click Assign.

If you do not see the users you want to add the permission set to, click more.
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Assign Users
All Users

View: [aliUses v | Edi| Create New Vew <Previous Fage | Nexi Page»

s Username Lastlogin Role Active Profi

[T a—— e v
— o LI

1 e e e AT N
e - v v
tma B J

Show me[¥ morefrecords per it page

Cancel

The Bria permission set is assigned to the users.

Installing the Bria Stretto client

Salesforce Classic

Now that the users have been created, users can log in to Salesforce and download the
Bria Stretto client. After downloading the client, users need to in to Bria Stretto with the

credentials emailed by CounterPath/Stretto.

To install the Bria Stretto client
1. Log in to Salesforce.

2. Click Download in the Bria Sidebar.

¢ Bria is not running!

DRPaninad, Fanch e Lok for Ena Siefoin
Edia insialiaion e Application dirciey
package and sollow he and st e
2D drecions Applicaion
More Info

3. Install and start the Bria Stretto client.

4. Log in with the credentials you received by email.

Select both Remember sign in information and Sign in automatically.
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Welcome to Bria Stretto!
Please sign in using your Bria Stretto
credentials.

aphillips@zippyphone.com
asess

V| Remember sign in information
+ Sign in automatically

Sign in as invisible

The Bria for Salesforce add-in is ready to use in Salesforce.

Adding or removing users

When a team gets a new sales representative, the Salesforce admin typically creates a
Salesforce account for the person. The newly created Salesforce account appears in the
Bria Users list. Enable Bria for the new user.

When a sales representative leaves the job, the Salesforce admin typically deletes the
person's Salesforce account. If the user is deleted from Salesforce, you do not need to
do anything in the Bria Hub. The Bria subscription ends for the user when the user is
deleted from Salesforce.

Suspending users

When you suspend a user from Bria for Salesforce, the user can continue to use
Salesforce without the Bria for Salesforce add-in. The user no longer sees the Bria
Sidebar within Salesforce and is unable to place call directly from Salesforce.
Bria/CounterPath send the user an email when their Bria for Salesforce account is
suspended.

To suspend a user from Bria
1. Log in to Salesforce as a Salesforce admin.

2. Click Bria Admin.

i
salesforce ﬁﬁ Search.. Search

Home Chatter Leads Accounts Contacts Opportunities
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The Bria Hub opens.
3. Click Manage Bria Users.

Bria for Salesforce
Company Details

Domain and Admin User Details

A list of all Salesforce users appears.

4. Selectthe user you want to suspend Bria for and click Add/Update User(s).

asmin.brown@demo.com yasmin_brown@demo.com v
4

Add/Updae User(s) | Cancel

The Settings for username section appears below the list of users.

5. Clear Account Enabled.

Update User Setlings

Default

Account Enabled )

SIP(PBX) Account Settings

Sip User Name Sip Display
Name

yasmin_brown ‘Yasmin Brown

Sip Authorization sip Password

SIP Server Override Settings

Domain Proxy

Voicemail

6. Click Update User Settings.

The user can no longer use Bria within Salesforce. To see the latest information in the
latest information in the user list, you may need to refresh your browser or click Refresh
under the Bria Users list.

Resetting Passwords

End users with Bria for Salesforce typically have three passwords:
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« Salesforce password: Password to log in to Salesforce.com

» Bria password: Password to log into the Bria Stretto client

« SIP/PBX password: Password to register to the organization's PBX
Salesforce Password

Changing the Salesforce password does not affect Bria. No extra action is required for
the user or the sales administrator in order to continue using Bria for Salesforce.

Bria Password

The password for logging into Bria Stretto clients is generated by the CounterPathStretto
server and emailed to the individual end user. If the end user forgets the Bria password,
the sales administrator can reset the password.

To reset the Bria password
1. Log into Salesforce as a Salesforce admin.

2. Click Bria Admin.

Pl
salesforce ﬁ Search.. Search

Home Chatter Leads Accounts Contacts Opportunities

The Bria Hub opens.
3. Click Manage Bria Users.

Bria for Salesforce
Sep Company Details

Call Outgome Lists

Activities Domain and Admin User Details

A list of all Salesforce users appears.

4. Selectthe user you want to reset the password for click Add/Update User(s).
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asmin.brown@demo.com yasmin.brown@demo.com v
il

Add/Update User(s) | Cancel

The Settings for username section appears below the list of users.

5. Click Reset Bria Login.

6. Advise the end user to log in to the Bria Stretto client using the new password.

The Bria login password is reset and the end user receives an email with the new
password.

SIP/PBX password

Only change the SIP password when required by your PBX/VolP provider. If the SIP
password is changed, the sales administrator must change the password for the end
users from the Bria Admin tab.

To update the SIP/PBX password
1. Log in to Salesforce as a Salesforce admin.

2. Click Bria Admin.

18
salesforce kﬁ Search.. Search

Home Chatter Leads Accounts Contacts Opportunities

The Bria Hub opens.
3. Click Manage Bria Users.

Bria for Salesforce
Company Details

Domain and Admin User Details

A list of all Salesforce users appears.
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4. Selectthe user you want to update the SIP/PBX password for and click
Add/Update User(s).

asmin.brown@demo.com yasmin_brown@demo.com v
4

Add/Update User(s) | Cancel

The Settings for username section appears below the list of users.

5. Type the new password in SIP Password.

6. Click update User Settings.

7. Advise the end user to log out of the Bria Stretto client and log back in using their
Bria Stretto password, not the new SIP/PBX password.

The SIP/PBX password is updated for the end user.

Note: The SIP/PBX password is not the password the end user enters on the Bria Stretto login
screen. End users simply need to log out and log back in to Bria Stretto.

Switching a user to the Lightning experience -
Classic

To switch a user back to the Lightning experience, the Salesforce admin use has to
change a user's call center from Bria to BriaLightning. The Bria Sidebar is only available
in the either Salesforce Classic or the Lightning experience. Once the Lightning
Experience is enabled, you can switch back to Salesforce Classic, but Bria is not
available in the view.

After assigning users to the Bria Call Center, the Salesforce admin has to enable Open
CTI softphone for BriaLightning and assign user profiles that can access BriaLightning.

Finally, Open CTI Softphone needs to be added to the Utility Bar.

To change from the Bria to the BriaLightning Call Center

1. Log on to Salesforce as a Salesforce admin.
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2. Click Setup in the Salesforce user interface header.

ing Experience Brandi Hart + Help & Training License Management App ¥

My Profile

e+
Developer Console
Switch to Lightning Experience Help for this Page @

Logout

3. Search for call centers in Quick Find / Search and click Call Centers.

call centers |

Expand All | Collapse All

Build

B Customize
£ Call Center
Call Centers

4. Click Bria in All Call Centers.

All Call Centers Help for tis Page @

Acall center ponds to a single computer-telephony i ion (CTI) system already in place at your
organization. Salesforce. com users must be assigned to a call center befare they can use any Call Center features

import
Action  Name Version Created Date Last Modified Date

Edit | Del 311012017 5:41 PM 317102017 5:41 PM
Edit| Del BriaLightning 23/03/2018 1:09 PM 23/03/2018 1:09 PM

5. Click Manage Call Center Users.
Call Center Users Manage Call Center Users Call Center Users Help (2

Call Center Users by Profile
Standard User 1

system 1
Administrator
Total 2

6. Select the users you want to remove from the Bria Call Center and click Remove
Users.
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Full Name Alias  Username Role  Profile
Dt o B MEBe b i i System Administrator
[ (2% ] oy sl L, = System Administrator

Eoomry blar [ ]

System Administrator

50 System Administrator

7. Click on All Call Centers.

CaII.Center
Bria

E

8. Click BriaLightning in All Call Centers.

All Call Centers Help for his Page @

A call center ponds o a single computer-isleph on (CTI) system already in place at your
organization. Salesforce.com users must be assigned to a call center befare they can use any Call Center features

import
Action  Name Version Created Date Last Modified Dats
Edit| Del Bria 311012017 5:41 PM 31/10/2017 5:41 P

Edit| Del |BriaLightning 23/03/2018 1:09 PM 23/03/2018 1:09 PM

9. Click Manage Call Center Users.

Call Center Users Manage Call Center Users Call Canter Users Help |2

Call Center Users by Profile
Standard User 1

1
Administrator

Total 2

10. Click Add More Users.

Call Center R Help for this Page @
BriaLightning: Manage Users

All Call Centers » BriaLightning > Manage Users
View: |All v | Create New View

AlB|C|DIEIF[G[H[1[J[K|LIM[N|O[P|Q[R[S|T|U|v|W]|X|Y|Z|Other ANl

Add More Users || Remove Users

Action  Full Name * Alias Username Role  Profile

Either click Find or enter search criteria and click Find.
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Call Center X Help for this Page &
BriaLightning: Search for New Users
Al Call Centers » BriaLightning » Manage Users » Search for New Users

Set the search criteria below and then click Search to find salesforce com users who should be enabled as call
center agents. Users already enabled as call center agents are excluded from the search results

~None— v | [~None-— v AND
~None— v | [~None— v | anp
—Mone— v | [--None-- v AND
—None-- v [-None- v AND
~None— v | [~None-— ]

Filter By Additional Fields (Cptional):
« You can use “or" fiters by entering muttiple items in the third column, separated by commas

« For date fields, enter the valus in following format: 23/03/2018
= For dateflime fields, enter the value in following format: 23/03/2018 7.27 PM

Only users that do not have a call center assigned to them appear in the list.

12. Select the users you want to add and click Add to Call Center.

Add to Call Center | Cancel

||| Full Name Alias Username Role Profile

) | ek Ak Mras  chaaits Bl e, o System Administrator
O | b B ol il il b ' S5 System Administrator
@ | Ry b [ - T TR 00 system Administrator
D | ey i B N W54 System Administrator

The new users show in Bria: Manage Users. The users can switch back to the Lightning
Experience and use the Bria Sidebar.

Call Center . Help for this Page &
BriaLightning: Manage Users

All Call Centers » BraLightning » Manage Users
View: | Al v | Create New View

AlB[CG|D[E[F[G[H[I[J[KILIM|N[O|P[@|R|S|T|U|V|W|X|Y|Z] Oter AN

Add More Users| | Remove Users

| Action Full Name + Alias Us: Role Profile

[ | Remove SIS L3 e CEQ  System Adminisirator
[ | Remove i s o Stangard User

7 | Remove ‘i Ccisl e CEO  System Administrator

Enabling Open CTI Softphone

The first time the Salesforce admin switches a user to the BriaLightning call center, the
Salesforce admin must also enable Open CTI Softphone for BriaLightning and assign
user profiles that are able to use the BriaLightning app.

To enable Open CTI Softphone for BriaLightning

1. Log in to Salesforce as a Salesforce admin.
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Switch to the Lightning Experience.

Click Setup in the Salesforce user interface header.

Search for App Manger and click App Manager.

Click APP TYPE to sort apps by the Classic or Lightning experience.

2R T

Select Edit in the drop down beside a Lightning Experience App you want to add
the Bria Sidebar to. Repeat this step for all of the Lightning Experience Apps
where the Bria Sidebar should be available.

v APPTYPE 4 ~ VISIBLE .. v

Lightning ' E]
Classic
Edit

Classic

7. Click Utility Bar in APP SETTINGS.

APP SETTINGS

App Details & Branding

App Options

Utility Bar

Select Items

Assign to User Profiles

8. Click Add and click Open CTI Softphone.

Utility Bar Items Add

open CTI|

%]

w Standard (1)

Cpen CTI Softphone

9. Edit the Properties for Open CIT Softphone. We also recommend using a Panel
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Width of 210 and a Panel Height of 500.

. Bria PROPERTIES

Open CTI Softphone

 Utility Item Properties
*Label o

Bria

Icon o
L call X

Panel Width [}

Load in background when app opens o

10. Click Save.

11. Click Assign to User Profiles in APP SETTINGS.

APP SETTINGS

App Details & Branding
App Options

Utility Bar

Select Items

| Assign to User Profiles |

12. Using Add and Remove, move all profiles you want to give access to BriaLighting
to Selected Profiles and move all profiles you do not want to give access to
BriaLightning to Available Profiles. Click Back when you are done.

Users that are in both the BriaLightning Call Center and are in one of the Selected
Profiles can use the Bria Sidebar in the Lightning Experience. Users click Phone (or the
Label you entered) on the Utility Bar to expand and use the softphone.
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"E Sales Home  Opportunities leads s~ Tasks Files  Aci

g Llead

sl Sam Patel

449374

‘Working - Contacted Closed - Not Convert...

ACTIVITY CHATTER DETAILS

. Bria =
AS IR - B

Recent Activity QO
Jeannie Lee

49372

Today 4-58 PM 108 Yi¢ Expand All

Sam Patel

49374

Today 4'57 PM 34s
hings moving, add a task or set up a meeting

+ Today |*

%, Phone

Adding more user profiles to Open CTI Softphone

You may want to add more existing user profiles or newly created user profiles to the
BriaLightning app. You need to add these user profiles to Open CTI Softphone.

To add user profiles to the BriaLightning app

. Log in to Salesforce as a Salesforce admin.

. Switch to the Lightning Experience.

1
2
3. Click Setup in the Salesforce user interface header.
4. Search for App Manger and click App Manager.

5

. Click APP TYPE to sort apps by the Classic or Lightning experience.

CounterPath Corporation 73



Bria for Salesforce Salesforce Classic

6. Select Edit in the drop down beside the Lightning Experience App you want to add
user profiles to.

v APPTYPE 4+ » VISIBLE .. v

Lightning v E]
Classic
Edit

Classic

7. Click Assign to User Profiles in APP SETTINGS.

APP SETTINGS

App Details & Branding
App Options
Utility Bar

Select Items

Assign to User Profiles

8. Using Add and Remove, move all profiles you want to give access to BriaLighting
to Selected Profiles and move all profiles you do not want to give access to
BriaLightning to Available Profiles. Click Back when you are done.

The additional user profiles have been assigned to the BriaLightning app. Users that are
in both the BriaLightning Call Center and are in one of the Selected Profiles can use
the Bria Sidebar in the Lightning Experience. Users click Phone (or the Label you
entered) to expand and use the softphone.
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"E Sales Home  Opportunities leads s~ Tasks Files  Aci

[ e | Lead
< |
sl Sam Patel
Phone(2) ¥
49374
‘Working - Contacted Closed - Not Convert...
ACTIVITY CHATTER DETAILS
. Bria =
Recent Activity
Jeannie Lee
49372
Today 4:58 PM 108 e Expand All

Sam Patel

49374

Today 4'57 PM 34s
hings moving, add a task or set up a meeting

+ Today |*

%, Phone

Switching a user to Salesforce Classic -
Classic

To switch a user back to the Classic experience, the Salesforce admin use has to
change a user's call center from BriaLightning to Bria. The Bria Sidebar is only available
in the either Salesforce Classic or the Lightning experience. Once Salesforce Classic is
enabled, you can switch back to the Lightning Experience, but Bria is not available in the
view.

To change from the BriaLightning to the Bria Call Center
1. Log on to Salesforce as a Salesforce admin.

2. Click Setup in the Salesforce user interface header.
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ing Experience Brandi Hart + Help & Training License Management App ¥

My Profile

e+
Developer Console
Switch to Lightning Experience Help for this Page @

Logout

3. Search for call centers in Quick Find / Search and click Call Centers.

call centers |

Expand All | Collapse All

Build

B Customize
£ Call Center
Call Centers

4. Click BriaLightning in All Call Centers.

All Call Centers Help for this Page @

A call center ponds to a single computer-telephony i ion (CTI) system already in place at your
organization. Salesforce.com users must be assigned to a call center before they can use any Call Center features.

import
Action  Name r Version Created Date Last Medified Date

Edit| Del Bria 311012017 5:41 PM 31/10/2017 5:41 PM
Edit | Del 23/03/2018 1:09 PM 23/03/2018 1:09 PM

5. Click Manage Call Center Users.
Call Center Users Manage Call Center Users Call Center Users Help '

Call Center Users by Profile
Standard User 1
1

System
Administrator
Total 2

6. Select the users you want to remove from the BriaLightning Call Center and click
Remove Users.
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Full Name Alias Username Role Profile
@ | el M Mg et ki System Administrator
Bl Bk [ ol 5 Al e o = System Administrator
[ | s [ - T K z System Administrator
[er— e A —— BE0  Syslem Administrator

7. Click on All Call Centers.

Call Center

BriaLightning
x BriaLightning

8. Click Bria in All Call Centers.

Help for this Page &

All Call Centers
tter-telephony i ion (CTI) system already in place at your

A call center ponds to a single comps P
organization. Salesforce.com users must be assigned to a call center befare they can use any Call Center features

import
Action Version Created Date Last Modified Date
Edit De\ 311012017 5:41 PM 31/10/2017 5:41 P
Edit| Del BriaLightning 23/03/2018 1:09 PM 23/03/2018 1:09 PM

9. Click Manage Call Center Users.
call Center Users Manage Call Center Users Call Center Users Help 2

Call Center Users by Profile
Standard User 1

1
Administrator

Total 2

10. Click Add More Users.

Call Center Help for this Page &

Bria: Manage Users

All Call Centers » Bria » Manage Users

View: |All v | Create New View
A/B/C|/D/E/FIG/H/IJ/K|ILIM|N|O/P/Q|R|S|T|U V| W|X|Y|Z]|Other ANl

Add More Users | Remove Users.

Action  Full Name 1 Alias Usemame

Role  Profile

11. Either click Find or enter search criteria and click Find.
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Call Center
BriaLightning: Search for New Users

All Call Centers » Brialightning » Manage Users » Search for New Users

Help for this Page &

Set the search criteria below and then click Search to find salesforce com users who should be enabled as call
center agents. Users already enabled as call center agents are excluded from the search results

~None-— v | [~Nane- v
—None— v | [--None-- o]
—None— v [-~None-- ] [
—None-- v [-None- ] |
—None— v | [~None-— v

Filter By Additional Fields (Opfional).

« For date fields, enter the valus in following format: 23/03/2018
= For dateflime fields, enter the value in following format: 23/03/2018 7.27 PM

AND

| anp
| anp

AND

« You can use “or" fiters by entering muttiple items in the third column, separated by commas

Salesforce Classic

Only users that do not have a call center assigned to them appear in the list.

12. Select the users you want to add and click Add to Call Center.

Add to Call Center | Cancel
| Full Name Alias Username Role Profile
) | i e A Wi pilbris Ecibie e o System Administrator
ERE bk il i G S5 System Administrator
@ | Ry b [ - T TR 00 system Administrator
D | i B e e W54 System Administrator

The new users show in Bria: Manage Users. The users can switch back to Salesforce

Classic and use the Bria Sidebar.

Bria: Manage Users

All Call Centers » Bria » Manage Users

View: [All ¥ | Craate New View

Call Center Help for this Page &

AlB[CG|D[E[F[G[H[I[J[KILIM|N[O|P[@|R|S|T|U|V|W|X|Y|Z] Oter AN

Add More Users| | Remove Users

(] Action  Full Name + Mliss  Usemame Role  Profile
7 | Remove MBS L1 B | Mo T [ CEOQ  System Administrator
O | Remove imll.iumr (] Wb T Stangard User

7 | Remove ' Coill i o i s Lt CEOQ  System Administrator

Customizing Bria for Salesforce - Classic

Bria for Salesforce offers various options that can be customized for the end user.

o Call outcome lists
o Email templates

« Call recording preferences

Follow-up preferences
DTMEF dial scripts
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« Bria visibility
o Quick transfer

The sales administrator is responsible for configuring call outcome lists and email
templates. End users pick an outcome list and may pick an email template from the ones
configured by the sales administrator. For the remainder of end user customizable
options, see the Bria for Salesforce User Guide.

Call outcome lists

The Bria Sidebar has a field that the sales representative populates during or after a call
to capture the result of the call.

This information is logged in reports and if populated correctly, it can make reports more
powerful and meaningful to your business.

The sales administrator can predefine outcome lists and options for a group. The sales
administrator can assign one list for sales representatives according to their role when
enabling Bria. End users can switch between lists but they cannot change the options

within the list.

To customize a Call Outcome List
1. Log in to Salesforce as a Salesforce admin.

2. Click Bria Admin.

18
salesforce h Search.. Search

Home Chatter Leads Accounts Contacts Opportunities

The Bria Hub opens.

3. Click Call Outcome lists. Existing call outcomes and the details of each list are
displayed.
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Call Outcome List Management

Call Outcome List Management opens and display the existing Call Outcome lists
and the details for each list.

4. Click the Call Outcome List that you want to modify. The options for the list update
in List Detail.

5. To add a new item to the List Detail, type it in the field below List Detail and click
+.

Call Qutcome List List Detail

Sales Development Outcomes ol Call Outcome in Notes
Default Contact Evasive
Inbound Lead Outcomes Contact Supportive
Opportunity Updates Left Voice Mail

[ o answer e E

To delete an item from the List Detail, click the item in the list to select it and click -.

Call Outcome List List Detail

Sales Development Outcomes 2 Call Outcome in Notes -
Default
Inbound Lead Outcomes Contact Supporiive

Oppertunity Updates Left Voice Mail

i

The Call Outcome List is updated.

To add a Call Outcome List
1. Log in to Salesforce as a Salesforce admin.

2. Click Bria Admin.
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18
salesforce k’ﬁ Search Search

| Home Chatter Leads Accounts Contacts Opportunities

The Bria Hub opens.

3. Click Call Outcome lists. Existing call outcomes and the details of each list are

displayed.

Call Outcome List Management

Call Outcome List Management opens and display the existing Call Outcome lists
and the details for each list.

4. Click Call Outcome lists. Existing Call Outcome Lists and the List Details are
displayed.

Call Outcome List Management

Call Outcome List Management opens and display the existing Call Outcome lists
and the details for each list.

5. Type the name for the new list below Call Outcome List and click +.
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Call Outcome List List Detail
Sales Development Outcomes g Call Outcome in Notes
Default Contact Evasive
Inbound Lead Outcomes Contact Supportive
Opportunity Updates Left Voice Mail

|‘ Marketing Team Outcomes | + | =

6. Add a new outcomes to the List Detail by typing the outcome it in the field below
List Detail and click +.

Call Outcome List List Detail

Default

Inbound Lead Outcomes
Marketing Team Quicomes
Opportunity Updates

Sales Development Outcomes

|| Left voicemail ‘ + | -

The Call Outcome List and each List Detail are added.

To delete a Call Outcome List
1. Log in to Salesforce as an Salesforce admin.

2. Click Bria Admin.

i
salesforce &ﬁ Search.. Search

Home Chatter Leads Accounts Contacts Opportunities

The Bria Hub opens.

3. Click Bria for Salesforce Setup. Existing call outcomes and the details of each list
are displayed.
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Call Outcome List Management

4. Click the Call Outcome List you want to delete and click -.

Call Outcome List List Detail

Sales Development Outcomes A Call Outcome in Notes
Default Contact Evasive
Inbound Lead Qutcomes Contact Supportive

(Opportunity Updates Left Voice Mail

ga

The Call Outcome List is deleted.

4 Y

/ One Call Outcome list per sales role

You might want multiple lists customized for your team if your team has
sales representatives working on different roles. For example, John
only calls new leads while Janice talks to qualified leads to discuss
certain topics. The expected outcomes from the calls are different.
Team members determine what call outcomes to capture using Bria.
The call outcomes can be viewed using reports and dashboards for
analytics.
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J Call Outcome

Call Qute..
Call Succ..
Cald Call..
Do Moot Ca..
Left Vaic..
Qualified..
Tauching ..
Warming Up | ‘ :
L] 100 200 300
Record Count
Assigned
H Ashley Parker N Bruce Klagenberg
H Diego Rodriguaz B Mark Fard

Rakhul Patal B Rajan Godara
Yasmin Brawn

Call Result

A\ J

Email templates

The Bria Sidebar offers one-click follow-up buttons for emailing a contact or a lead. The
default email template is customizable by both the Salesforce admin and each
Salesforce user.

The Bria Email Templates folder

A new email folder is created after you install the Bria package to your Salesforce setup.
The Bria email folder contains a few predefined email templates. You can customize the
existing predefined templates or you can add new email templates.

Make sure there is at least one template available for use in the Bria email folder. The
templates available for use are shown as options for each sales representative.

To manage Bria Email Templates
1. Log into Salesforce as a Salesforce admin.
2. Click Setup on the Salesforce user interface header.

3. Search for email templates and click Email Templates.
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email templates

Expand All | Collapse All

Administer

£ Communication Templates

Email Templates

4. Click New Template, Edit, or Del and edit the template using the standard
Salesforce procedures to create, edit, or delete email templates.

Folder |Bria Email Templates v | Edit| Create New Folder

A|B|C|D|E[F|G|H|I|J|K|LIM|N|O|P|Q|R|S|T|U

New Template

Action Email Template Name + Template Type Available For Use Description

Edit | Del |+, Sales Presentation Text

Email to
new
customers

Sales: New Customer
Sales: New Gustomer v

Edit | Del Email Text

The Bria Email Templates folder is updated with the changes you made.

Activities and call logs - Classic

A call made with Bria is logged as a task in Salesforce. A call log appears in:

« The Activity section in various Salesforce pages such as Contacts, Leads,
Accounts, and Opportunities.

« The Activities listin the Bria Admin tab.
« Reports and dashboards

Activity History for a particular
Contact/Lead/Account/Opportunity

The Activity History section provides all the calls made for that particular person.
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Activity History LogaCall| Mail Merge| ' Send an Email |View All Activity History Help.
Action  Subject Task Due Date  AssignedTo Last Modified DatefTime Call Duration CallResut  CallType Tme niated Timestamp

Qutbound - (504) 555- : 7 Left Voice 102772015
£t Dot 2L 10272015 YasminB 10282015 10:10 AM 16 Lt Outound 1aaa7snzzy 92728
61106l b TSSO/ 10AVIIS Yasmin 10272015501 A 5 —Nove—  oubound 1assecozy IS
Eit | Del Inbound - $17785655560 v/ 1092015 YasminB 102772015 801 AM 20 Inbound 1442955060 12015 406

y 1022015

£t Dol Quibound - TT855590371 v 1022015 YasminB  10/912015 350 PM 160 Outbound 1442859969 1922013

Outbound - . , 9232015 336
Edt|pat Qb V9292015 YasminB 91232015 336 PM R Outbound 1442856965 B

6t D0l Ibound ATISSSAT1 ' SZY201S YaumiaB 9212015 1020 AN 2 nbon taszassoc0 9212018

Activity History for your team

Salesforce Classic

You can view a list of call-related activities for your entire team rather than just for a

specified sales representative.

To view team call-related activities

1. Log in to Salesforce as an Salesforce admin.

2. Click Bria Admin.

i
salesforce &ﬁ Search.. Search

Home Chatter Leads Accounts Contacts Opportunities

The Bria Hub opens.

3. Click Activities. A list of all Salesforce users appears.

Bria for Salesforce Setup

Manage Bria Users

Company Details

Call Qutcome Lists

_ Domain and Admin User Details

4. Use the standard Salesforce procedures to filter, view, edit, and delete activities.

5. Click Update.

The Bria Hub shows a list of Activities.

Reports and dashboards - Classic

CounterPath provides various reports and dashboards. It is up to your organization to

determine who can access which reports and dashboards.
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To view reports and dashboards

1. Click Reports or Dashboards on Salesforce menu.

2. Click on the Bria report or dashboard file or folder you want to view.

Reports & Dashboards

Folders

Q, Find a folder...

All Folders
|| Unfiled Public Reporis
|zm) My Personal Custom Reports
.| My Personal Dashboards

|| Bria Reporis (Insialled Package: BriaForSalesforce)
|zm) Dashboeard {Installed Package: BriaForSalesforce)

.1 Bria DashBoards {Installed Package: BriaForZalesforce)

|| Sales KPI Dashboard (Installed Package: BriaForSalesforce)

|| Account and Contact Reporis
|z=) Opporiunity Reporis

|| Sales Reports

|mm) Lead Reports

|| Suppori Reports

|zm) Campaign Reporis

\cm) Administrative Reports

|| Activity Reports

|| Preduct and Asset Reports
|z Call Center Reporis

| File and Content Reports

The selected folder or file is displayed.

Sample Bria Dashboards

Bria Lead Dashboard

Time Spont by Losd Wesky Load Call Actviy

| fo

’ .

A P T] PR
° I
& & & &

I
£ 7l

o © & ¥
L

yemicmiBmsy?
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Time Spent by Lead

« Source Report: Bria Activities Related to User

« Indicates which accounts the team is spending the most time on.
Weekly Lead Call Activity

« Source Report: Bria Weekly Activity Report

« Indicates how much time spend on calls this week as a team and by individuals.
Call Time to Date

« Source Report: Bria Activity Summary

« Indicates a total call duration per sales representative
Average Time to Respond

« Source Report: Bria Time to Respond to New Lead

« Indicates how quickly leads are contacted once they come in from a lead source.

Lead Responses and Conversations

« Source Report: Bria Time to Respond Buckets

« Indicates a correlation between response time and conversion of leads.
Time of Day for Calls

« Source Report: Bria Hour of Day Calling
« Indicates when and how many calls are made throughout the day.
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Bria Sales Activity Dashboard

Opportunity Activity Analysis Activity Logging Neglected Accounts

ok Ford =Yasmin
Top 15 - Completed - Current FY

Activity Completion

Open vs Completed

Record Count

Opportunity Activity Analysis

« Source Report: Activities by Assigned Oppty

« Indicates who is working on open opportunities
Activity Logging
« Source report: Bria Activity Summary

« Indicates the total call duration of inbound and outbound calls per sales
representative.

Neglected Accounts

« Source report: Important Neglected accounts

« Indicates which accounts the team needs to pay attention to.
Activity Completion

« Source report: Activity Closed Rate

« Indicates who completed how many activities.
Call Made per Rep

« Source report: Activities completed

« Indicates the last time the team worked on open opportunities.
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Calls on Leads

« Source report: Bria DB Last Opportunity Contact

« Indicates the last time the team worked on open opportunities.

Custom Reports

In the Salesforce Report Builder, you can customize existing reports or create new ones.
Most data captured by Bria can be found under the following sections:

« Activity Information

o Leads

« Contacts

o Opportunities

« Accounts

Check the Custom Info folder on the left-side Fields pane in order to locate some Bria-
related fields.

Captured call data

Bria captures various call-related information and integrates it in Salesforce.com for
reports. The following is an overview of the data captures by Bria.

For each call:

« Call type: Whether a call is inbound or outbound
« Callerand Callee

o Phone number
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« Call duration (in seconds)
« Time of day the call is made
« Call outcome: Populated by each sales representative using the Bria Side Bar

« Comments: Populated by each sales representative using the Bria Side Bar
For each contact or lead

« Firsttime and last time the person was contacted using Bria
« Total number of inbound and outbound calls
« Total talk time using Bria

« Time to respond to lead: The time between when a lead is created in Salesforce
and the lead is contacted for the first time using Bria
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Reference

This section provides reference information for Bria for Salesforce.

Lightning
Handling ring groups in Bria for Salesforce

Controlling whether Salesforce creates a new lead for every call

Classic

Handling ring groups in Bria for Salesforce

Controlling whether Salesforce creates a new lead for every call

Handling ring groups in Bria for Salesforce -
Lightning

Due to the design of Bria for Salesforce, inbound call ring groups create the potential for
duplicate call logs of zero seconds on ring group members who ultimately did not
answer the call.

The following best practice to eliminate duplicate call logs in ring groups uses three
Salesforce related techniques:

Creating a custom field
Setting up an auto launched flow

Setting up a process
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It is recommended that you implement this on your developer org first. After it has been
tested on your developer org, you can move it into production.

Setting up a Custom Field in Activities

First, create a custom date/time field which is 55 minutes before the incoming call. You
can customize the value of 55 minutes. The custom field is used when setting up the
process.

Make sure you are logged in as an administrator and are in Setup.

To set up a custom field

1. Search for object Manager in Quick Find and click Object Manager.

Q, object manager

~ Objects and Fields

Object Manager

2. Click Activity in the Object Manager.

< B
al Object Manager

32 Items, Sorted by Labe

LABEL - API NAME DESCRIPTION
Account Account
Activity

3. Click Fields & Relationships.
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SETUP > OBJECT MANAGER
s .
gl Activity

I Details

| Fields & Relationships

Buttons and Links

4. Click New. The New Custom Field wizard opens.

Fields & Relationships 3 Quick Fi ; i
Q Quick Find [New]  Field Dependencies
8 ltems, Sorted by Field Label [mes]
FIELD LABEL s FIELD NAME DATA TYPE CONTROLLING FIE.. INDEXED 4

5. Select Formula as the Data Type and click Next.

6. Type Call Time Back Date in Field Label and press TAB. Field Name auto-
populates. Select Date/Time in Formula Returns Type and click Next.

Step 2. Choose output type Step2of 5

Previous | | Next | Cance!

Fleld Label | Call Time Back Date ] |

Field Name | Call_Time_Back_Date | |i

Formula Return Type

7 None Selected Select one of the data types below

7. Type the formula CreatedDate - (55/1440), type Sets a start time for 55 minutes
before the Activity Creation Date in Description, and click Next.
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Select Field Insert Field
Type Insert Operator ¥
[Activity v |[ Insert Merge Field — -

Call Time Back Date2 (Date/Time) =
|ErastEoDste - (55/140) 3

Description
|se(s a start time for 55 minutes before the Activity Creation Date

Help Text

| I
4

Previous | | Next = Cancel

Note: The number of minutes can be modified to suit your needs.

.

Set the Field-Level Security for Profile that is appropriate for your organization
and click Next.
Select the page layouts that should include this field and click Save.

You have created the custom field that is used in the process builder.

Setting up an auto-launched flow

Setting up an auto-launched flow consists of the following steps:

Creating a new flow

Creating variables in the new flow
Creating a Fast Lookup element
Creating a Decision element
Creating a Fast Delete element

Connecting the elements

Make sure you are logged in as an administrator and are in Setup.

Creating a new flow

Creating a new flow opens the Flow Designer.
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To create a New Flow

1. Search for flows in Quick Find and click Flows.

Q, t‘:ows|

v Process Automation

Flows

2. Click New Flow.

Upload || New Flow
Last Modified Date

The Flow Designer opens.

Creating variables for the flow

In the flow designer, create an SObject Variable and a SObject Collection Variable.
The SObject Variable is used in the Fast Lookup element. The SObject Collection
Variable is used in the Fast Lookup element, the Decision element, and the Fast Delete
element.

To create flow variables
1. On the Resources tab, double-click SObject Variable.

2. Type FirstActivityCall in Unique Name. Set the Input/Output Type to Input and
Output and Object Type to Task.
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SObject Variable X

An SObject variable represents a record for a specified object. Use record lockups or
assignments to set the sObject variable's fields, which can be referenced and updated
throughout the flow,

Urique Name # | FirsActivityCall

Description

Input/Cutput Type [ Input and Output ‘ '| B

Object Type =r-|Tasld ”v ‘

3. Click OK.
4. On the Resources tab, double-click SObject Collection Variable.

5. Type NewCallSearchResult in Unique Name. Set the Input/Output Type to Input
and Output and Object Type to Task.

SObject Collection Variable X

Use sObject collections to group together sObject values, lterate through yeur collection with a
loop.

Unique Name # | NewCallSearchResulf

Description

InputiOutput Type | Input and Output [-] =
Object Type # ‘Task ” - ‘
6. Click OK.

The SObject Variable and the SObject Collection Variable are created.

Creating the Fast Lookup element

The Fast Lookup element is used to determine if there are any incoming calls with a
duration of zero seconds. This sections uses the variables you created in Creating
variables for the flow.

To create the Fast Lookup element

1. From the Palette tab, drag Fast Lookup onto the canvas. The Fast Lookup dialog
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opens.

2. Type Find the unanswered records in Name and type TAB. Unique Name auto-
populates. Change Look up to Task. More fields appear in Filters and
Assignments.

Fast Lookup

Use filters to look up Salesforce records. Assign fields from a single record to an sObject variable or fields from multiple records to an
sObject collection variable

7 General Settings

Name  [Find the unanswered records |

Uniaue Name | Find_the_unanswered_records. | @

Add Description

7 Filters and Assignments

Laok up # that meets the following criteria

3. Create the following filters (use Add Row to add subsequent filters):

Field Bria_PhoneNumber_c Operator: equals Value: {IFirstActivityCall.Bria_
PhoneNumber_c}

Field: CallDurationInSeconds Operator: equals Value: 0
Field: CallType Operator: equals Value: Inbound

Field: CreatedDate Operator: greater than or equal to Value:
{!FirstActivityCall.CreatedDate}

¥ Filters and Assignments

Lookup #[Task | -] thatmeets the following eriteri:

Field Operator Value

[Bria_PhansNumber_c [=] [eouais [0FirsActivityCall Bria_PhoneNu~ |

[Caliburationinseconds [=] [eauais [0 I=]

[Inbound I=]

[~

‘ -

[caimype =] [eouass [~
-

[Createdpate [ =] [ereaterthanor [0FirsActivityCall CreatedDd + |

Add Row

Tip: Start typing the value you want in Field, Operator, and Value. Choose the correct
option from the filtered list that appears.

4. SetVariable to {INewCallSearchResult} and select Assign null to the variable if
no records are found.
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Variable | (INewCallSearchResuli I=]

~ | i | Assign null to the variable if no records are found.

5. Set Fields in Specify which of the record's fields to save in the variable to Id and
click OK.

Specify which of the record’s fields to save in the vanable.

Fields

E =

The Fast Lookup element is created.

Creating the Decision element

If the NewCallSearchResult variable shows calls in it, these related logs need to be
deleted. The decision element determines whether or not there are records in the
NewCallSearchResult.

To create the Decision element

1. From the Palette tab, drag Decison onto the canvas. The Decision dialog opens.

2. In General Settings, type Is the search empty into Name and type TAB. Unique
name auto-populates.

3. Create the following outcomes (use Add Outcomes to add subsequent outcomes):

Name: Yes Unique Name: Yes Resource: {{INewCallSearchResult} Operator: is
null Value: {{$GlobalConstant.True}

Name: No there are records Unique Name: No_there_are_records Resource:
{INewCallSearchResult} Operator: is null Value: {{$GlobalConstant.False}
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7 Outcomes.
Drag to reorder outome execution

EDITABLE OUTGOMES

Yes

No there are records.

Add Outcome.

Operator Value
DEFAULT OUTCOME

[Defaut Outcome]

[NewCatssaerRosy =] (s =l =

Add Congiton | [ Allcondiions must be true (AND) 8]

Tip: Start typing the value you want in Field, Operator, and Value. Choose the correct
option from the filtered list that appears.

4. Click OK.

Creating the Fast Delete element

The Decision element has the No there are records outcome, the Fast Delete element
deletes the related call records.

To create the Fast Delete element

1. From the Palette tab, drag Fast Delete onto the canvas. The Fast Delete dialog
opens.

2. In General Settings, type Delete collection of zero second calls into Name and
type TAB. Unique name auto-populates.

3. In Filters, set Variable to {INewCallSearchResult}.

¥ General Settings

Name ‘ Delete collections of zero second calls |

Unigque Name *‘De\ete_cclledions_dl_zero_second_calls | i
Add Description
¥ Filters
Only sObject variables or collecti iated with del ble objects can be used to delete

records. The sObject variable or sObject values within the collection must include the record
ID.

Variable | {INewCallSearchResult} ” - |

4. Click OK.

The Fast Delete element is created.
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Connecting the elements

The canvas should have three elements on it - Fast Lookup, Decision, and Fast Delete.
The elements need to be connected and then the flow can be saved.

To connect the elements

1. Hover on the Fast Lookup element and click € Set as Start element.

S e
Fast Lookup

& Find the
unanswered r.,

2. Click and drag the diamond at the bottom of Fast Lookup to Decision.

Fast Lookup

Sq Find the
un yered ...

AR -+
Decision
|z the search
empty

3. Click and drag the diamond at the bottom of Decision to Fast Delete.
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Decision
1—; |= the

emphy

search

Fast Dele

. Delete
collect

te

ion of Z...

The Decision Routing dialog opens.

Click OK.

N o o s

Set the Decision Routing to No there are no records.

Click Save. The Flow Properties dialog opens.

Description

Type

Interview Labsl

Flow Properties

Name | Clean Missed Call

Unigue Mame ‘ Clean_Missed_Call

[ Autolaunched Flow

|'| 1

Doesn't require user interaction. Autolaunched flows can be
launched automatically by the system, like with a process or

Apex.

‘ Clean Missed Call {1$Flow.CurrentDateTime}

”'| i

X

8. Click Close. The Clean Messed Call flow opens.

9. Click Activate.
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Type Clean Missed Call in Name and type TAB. Unique Name and Interview
Label auto-complete. Make sure Type is set to Autolaunched Flow.
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Flow Versions

Action Name

Open | Run Clean Missed Call

The Clean Missed Call flow is activated.

Setting up a Process with Process Builder

Create a Process Builder in order to launch the flow. This must be done after you have
created Call Time Back Date custom field and after you have created and activated the
Clean Missed Call flow.

Make sure you are logged in as an administrator and are in Setup.

To create a process builder

1. Search for process builder in Quick Find and click Process Builder.

Q, process builder

v Process Automation

Process Builder

My Processes opens.

2. Click New.

4 Back To Setup ? Help

3. Type Catch Repeat Call Logs in Process Name and type TAB. AP| Name auto-
completes. Set The process start when to A record changes.

4. Click Add Object. Choose Task as the Object, under Start the process select only
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when a record is created and click Save.

START Choose Object and Specify When to Start the Process

Object™

+ Add Object

Task v l

Start the process*

|° only when a record is created |

when a record is created or edited
TRI

Save Cancel
l >
| T

+ Add Action

5. Click Add Criteria. Type New Call to Ring Group in Criteria Name. Under Criteria
for Excluding Actions select Conditions are met.

Criteria Name™
Task
l New Call to Ring Group I

Criteria for Executing Actions *

| © Conditions are met

Formula evaluates to true
+ Add Criteria >

MNo criteria—just execute the actions!

6. Use Field, Operator, Type, and Value to create a condition or a group of
conditions that includes all users in the ring group. Some of the choices you could
use are User ID, User Profile, Department, Division, or User Role.

This example uses Assigned To ID (User) > Alias to get the Field:
[Task].Owner.User.Alias. Operator: Equals Type: String Value: <User Alias in
Ring Group>for each user in the ring group.

Set Conditions
Task b Assigned ToID (User) p |Alias Field" Operator” Type~ Value®
[Task].Owner...Q Equals ¥ | String ¥ | BHart
[Task].Owmer:...Q, Equals v String v  BGreene
+ Add Row

7. Create a condition to for inbound calls. Field: [Task].CallType Operator: Equals
Type: Picklist Value: Inbound.
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I [Task].CallType Q Equals v Picklist v Inbound v I

8. In Conditions, select the option that includes each user and inbound calls. If you
used one condition to include all the users of the ring group, use All of the
conditions are met (AND). If you used more than one condition to include all the
users, you need an OR for each of the users and AND for the call type. This
example uses Customize the logic and the Logic is (1 OR 2) AND 3.

Conditions ™

All of the conditions are met (AND)
Any of the conditions are met (OR)

o Customize the logic

Logic* @

(1OR2) AND 3

9. Click Save.
10. Click Set Schedule in Scheduled Actions.

SCHEDULED ACTIONS

G:l Set Schedule

11. Complete Set Time for Actions to Execute as 1 Hours After and select Call Time
Back Date in Select a date... and click Save.

I ° B Hours hd After hd Call_Time_Back_Date__c - I

12. Click Add Action in the same Scheduled Actions box.
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SCHEDULED ACTIOMS

(V) 1 Hours After Call T...

=+ Add Action

13. Select Flows in Action Type. Action Name and Flow appear. Type Start the
cleaning flow in Action Name and select Clean Missed Calls in Flow. Click Add
Row in Set Flow Variables.

Action Type*

Flows v

Action Name* @

Clean missed calls

Flow* @

Clean Missed Call| v

Select an existing flow. If none exist, create one

Set Flow Variables

Set values for flow variables by entering literal values or referencing field values from a related
record. The values must match the variable’s data type.

+ Add Row

14. Select FirstActivityCall in Flow Variable, Field Reference for Type. Click in Value
and pick Select the Task record that started your process and click Choose. Click

Set Flow Variables
Flow Variable * Type* Value*
FirsActivityCall v Field Referencew | [Task] Q
+ Add Row

15. Click Activate.

View All Processes Clone Edit Properties I

16. Read the Activate Version window and click Confirm if you agree.

Your Process for removing duplicate call logs with a call time of 0 seconds is complete
and active.
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Controlling whether Salesforce creates a new
lead for every call - Lightning

You can control whether a new lead is created for every call.

Make sure you are logged in as an administrator and are in Setup.

To control new leads

1. Search for custom settings in Quick Find and click Custom Settings.

Q, custom setting

w  Custom Code

Custom Settings

2. Click Manage next to Service Settings.

New

Action Label + Visibility Settings Type Mamespace Prefix De
Application : g :
Manage p* Seftings Public  List Eria

Service : . :
¥ Sefings  Tublic  Hierarchy  Bria

User

Seftings Public  Hierarchy Bria

Manage [+

3. To set Bria for Salesforce so a new lead is created for every call, clear Disable
Unknown Call Logging.

To set Bria for Salesforce so a new lead is not created for every call, select Disable
Unknown Call Logging.

¥ Default Organization Level Value

Bria for Salesforce is set to control new leads.
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Handling ring groups in Bria for Salesforce -
Classic

Due to the design of Bria for Salesforce, inbound call ring groups create the potential for
duplicate call logs of zero seconds on ring group members who ultimately did not
answer the call.

The following best practice to eliminate duplicate call logs in ring groups uses three
Salesforce related techniques:

Creating a custom field
Setting up an auto launched flow
Setting up a process

It is recommended that you implement this on your developer org first. After it has been
tested on your developer org, you can move it into production.

Setting up a Custom Field in Activities

First, create a custom date/time field which is 55 minutes before the incoming call. You
can customize the value of 55 minutes. The custom field is used when setting up the
process.

Make sure you are logged in as an administrator and are in Setup.

To set up a custom field

1. Search for activity custom fields in Quick Find / Search and click Activity Custom
Fields.
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activity custom fields

Expand All | Collapse All

Build
B Customize
£ Activities
[ Activity Custom Fields |

2. Click New. The New Custom Field wizard opens.

Activity Custom Fields Fiold Dependencies

Action Field Label APl Name Installed Package Data Type

3. Select Formula as the Data Type and click Next.

4. Type Call Time Back Date in Field Label and press TAB. Field Name auto-
populates. Select Date/Time in Formula Returns Type and click Next.

Step 2. Choose output type Step2of 5
Pre

vious || Next  Cancel

Field Label | Call Time Back Date | |

Formula Return Type

© None Selected
() Checkbox

) Currency

© Date

5. Type the formula CreatedDate - (55/1440), type Sets a start time for 55 minutes
before the Activity Creation Date in Description, and click Next.
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Reference

Select Field Insert Field
Type Insert Operator ¥
[Activity v |[ Insert Merge Field — -

Call Time Back Date2 (Date/Time) =
|ErastEoDste - (55/140) 3

Description
|se(s a start time for 55 minutes before the Activity Creation Date

Help Text

| I
4

Previous | | Next = Cancel

Note: The number of minutes can be modified to suit your needs.

.

Set the Field-Level Security for Profile that is appropriate for your organization
and click Next.
Select the page layouts that should include this field and click Save.

You have created the custom field that is used in the process builder.

Setting up an auto-launched flow

Setting up an auto-launched flow consists of the following steps:

Creating a new flow

Creating variables in the new flow
Creating a Fast Lookup element
Creating a Decision element
Creating a Fast Delete element

Connecting the elements

Make sure you are logged in as an administrator and are in Setup.

Creating a new flow

Creating a new flow opens the Flow Designer.
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To create a New Flow

1. Search for flows in Quick Find / Search and click Flows.

‘ flows| | Q, flows|

Expand All | Collapse All
~ Process Automation

Flows
Administer
B Security Controls

Login Flows
Build
£ Create

B Workflow & Approvals

Flows

2. Click New Flow.

Upload | | New Flow

Flow Name + Description Last Modified By Last Modified Date Run Restriction]

The Flow Designer opens.

Creating variables for the flow

In the flow designer, create an SObject Variable and a SObject Collection Variable.
The SObject Variable is used in the Fast Lookup element. The SObject Collection
Variable is used in the Fast Lookup element, the Decision element, and the Fast Delete
element.

To create flow variables
1. On the Resources tab, double-click SObject Variable.

2. Type FirstActivityCall in Unique Name. Set the Input/Output Type to Input and
Output and Object Type to Task.
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SObject Variable X

An SObject variable represents a record for a specified object. Use record lockups or
assignments to set the sObject variable's fields, which can be referenced and updated
throughout the flow,

Urique Name # | FirsActivityCall

Description

Input/Cutput Type [ Input and Output ‘ '| B

Object Type =r-|Tasld ”v ‘

3. Click OK.
4. On the Resources tab, double-click SObject Collection Variable.

5. Type NewCallSearchResult in Unique Name. Set the Input/Output Type to Input
and Output and Object Type to Task.

SObject Collection Variable X

Use sObject collections to group together sObject values, lterate through yeur collection with a
loop.

Unique Name # | NewCallSearchResulf

Description

InputiOutput Type | Input and Output [-] =
Object Type # ‘Task ” - ‘
6. Click OK.

The SObject Variable and the SObject Collection Variable are created.

Creating the Fast Lookup element

The Fast Lookup element is used to determine if there are any incoming calls with a
duration of zero seconds. This sections uses the variables you created in Creating
variables for the flow.

To create the Fast Lookup element

1. From the Palette tab, drag Fast Lookup onto the canvas. The Fast Lookup dialog
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opens.

2. Type Find the unanswered records in Name and type TAB. Unique Name auto-
populates. Change Look up to Task. More fields appear in Filters and
Assignments.

Fast Lookup

Use filters to look up Salesforce records. Assign fields from a single record to an sObject variable or fields from multiple records to an
sObject collection variable

7 General Settings

Name  [Find the unanswered records |

Uniaue Name | Find_the_unanswered_records. | @

Add Description

7 Filters and Assignments

Laok up # that meets the following criteria

3. Create the following filters (use Add Row to add subsequent filters):

Field Bria_PhoneNumber_c Operator: equals Value: {IFirstActivityCall.Bria_
PhoneNumber_c}

Field: CallDurationInSeconds Operator: equals Value: 0
Field: CallType Operator: equals Value: Inbound

Field: CreatedDate Operator: greater than or equal to Value:
{!FirstActivityCall.CreatedDate}

¥ Filters and Assignments

Lookup #[Task | -] thatmeets the following eriteri:

Field Operator Value

[Bria_PhansNumber_c [=] [eouais [0FirsActivityCall Bria_PhoneNu~ |

[Caliburationinseconds [=] [eauais [0 I=]

[Inbound I=]

[~

‘ -

[caimype =] [eouass [~
-

[Createdpate [ =] [ereaterthanor [0FirsActivityCall CreatedDd + |

Add Row

Tip: Start typing the value you want in Field, Operator, and Value. Choose the correct
option from the filtered list that appears.

4. SetVariable to {INewCallSearchResult} and select Assign null to the variable if
no records are found.
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Variable | (INewCallSearchResuli I=]

~ | i | Assign null to the variable if no records are found.

5. Set Fields in Specify which of the record's fields to save in the variable to Id and
click OK.

Specify which of the record’s fields to save in the vanable.

Fields

E =

The Fast Lookup element is created.

Creating the Decision element

If the NewCallSearchResult variable shows calls in it, these related logs need to be
deleted. The decision element determines whether or not there are records in the
NewCallSearchResult.

To create the Decision element

1. From the Palette tab, drag Decison onto the canvas. The Decision dialog opens.

2. In General Settings, type Is the search empty into Name and type TAB. Unique
name auto-populates.

3. Create the following outcomes (use Add Outcomes to add subsequent outcomes):

Name: Yes Unique Name: Yes Resource: {{INewCallSearchResult} Operator: is
null Value: {{$GlobalConstant.True}

Name: No there are records Unique Name: No_there_are_records Resource:
{INewCallSearchResult} Operator: is null Value: {{$GlobalConstant.False}
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7 Outcomes.
Drag to reorder outome execution

EDITABLE OUTGOMES

Yes

No there are records.

Add Outcome.

Operator Value
DEFAULT OUTCOME

[Defaut Outcome]

[NewCatssaerRosy =] (s =l =

Add Congiton | [ Allcondiions must be true (AND) 8]

Tip: Start typing the value you want in Field, Operator, and Value. Choose the correct
option from the filtered list that appears.

4. Click OK.

Creating the Fast Delete element

The Decision element has the No there are records outcome, the Fast Delete element
deletes the related call records.

To create the Fast Delete element

1. From the Palette tab, drag Fast Delete onto the canvas. The Fast Delete dialog
opens.

2. In General Settings, type Delete collection of zero second calls into Name and
type TAB. Unique name auto-populates.

3. In Filters, set Variable to {INewCallSearchResult}.

¥ General Settings

Name ‘ Delete collections of zero second calls |

Unigque Name *‘De\ete_cclledions_dl_zero_second_calls | i
Add Description
¥ Filters
Only sObject variables or collecti iated with del ble objects can be used to delete

records. The sObject variable or sObject values within the collection must include the record
ID.

Variable | {INewCallSearchResult} ” - |

4. Click OK.

The Fast Delete element is created.
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Connecting the elements

The canvas should have three elements on it - Fast Lookup, Decision, and Fast Delete.
The elements need to be connected and then the flow can be saved.

To connect the elements

1. Hover on the Fast Lookup element and click € Set as Start element.

S e
Fast Lookup

& Find the
unanswered r.,

2. Click and drag the diamond at the bottom of Fast Lookup to Decision.

Fast Lookup

Sq Find the
un yered ...

AR -+
Decision
|z the search
empty

3. Click and drag the diamond at the bottom of Decision to Fast Delete.
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Decision
1—; |= the

emphy

search

Fast Dele

. Delete
collect

te

ion of Z...

The Decision Routing dialog opens.

Click OK.

N o o s

Set the Decision Routing to No there are no records.

Click Save. The Flow Properties dialog opens.

Description

Type

Interview Labsl

Flow Properties

Name | Clean Missed Call

Unigue Mame ‘ Clean_Missed_Call

[ Autolaunched Flow

|'| 1

Doesn't require user interaction. Autolaunched flows can be
launched automatically by the system, like with a process or

Apex.

‘ Clean Missed Call {1$Flow.CurrentDateTime}

”'| i

X

8. Click Close. The Clean Messed Call flow opens.

9. Click Activate.
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Type Clean Missed Call in Name and type TAB. Unique Name and Interview
Label auto-complete. Make sure Type is set to Autolaunched Flow.
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Flow Versions

Action

Name

Open | Run Clean Missed Call

The Clean Missed Call flow is activated.

Setting up a Process with Process Builder

Create a Process Builder in order to launch the flow. This must be done after you have
created Call Time Back Date custom field and after you have created and activated the

Clean Missed Call flow.

Make sure you are logged in as an administrator and are in Setup.

To create a process builder

1. Search for process builder in Quick Find / Search and click Process Builder.

‘ process builder

Build

£ Create

B Workflow & Approvals

Frocess Builder

Expand All | Collapse All

My Processes opens.

2. Click New.

4 Back To Setup

? Help

3. Type Catch Repeat Call Logs in Process Name and type TAB. APl| Name auto-
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completes. Set The process start when to A record changes.

4. Click Add Object. Choose Task as the Object, under Start the process select only
when a record is created and click Save.

START Choose Object and Specify When to Start the Process

Object™

+ Add Object

Task v l

Start the process*

[© onlywhen a record is created |

when a record is created or edited
|

TR
=

+ Add Action

5. Click Add Criteria. Type New Call to Ring Group in Criteria Name. Under Criteria
for Excluding Actions select Conditions are met.

Criteria Name ™ @
Task
l MNew Call to Ring Group I

Criteria for Executing Actions *

| © Conditions are met

Formula evaluates to true

+ Add Criteria

MNo criteria—just execute the actions!

6. Use Field, Operator, Type, and Value to create a condition or a group of
conditions that includes all users in the ring group. Some of the choices you could
use are User ID, User Profile, Department, Division, or User Role.

This example uses Assigned To ID (User) > Alias to get the Field:
[Task].Owner.User.Alias. Operator: Equals Type: String Value: <User Alias in
Ring Group>for each user in the ring group.

Set Conditions

Task b Assigned ToID (User) » Aliag Field™ Operator* Type™ Value™
[Task].Owner...Q Equals ¥ | String ¥ | BHart
[Task].Owner:...Q, Equals v | string v | BGreene

+ Add Row

7. Create a condition to forinbound calls. Field: [Task].CallType Operator: Equals
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Type: Picklist Value: Inbound.

I [Task].CallType @ Equals v Picklist Ad Inbound v -I

8. In Conditions, select the option that includes each user and inbound calls. If you
used one condition to include all the users of the ring group, use All of the
conditions are met (AND). If you used more than one condition to include all the
users, you need an OR for each of the users and AND for the call type. This
example uses Customize the logic and the Logicis (1 OR 2) AND 3.

Conditions *

All of the conditions are met (AND)
Any of the conditions are met (OR)

o Customize the logic

Logic* @

(10R2)AND 3

9. Click Save.
10. Click Set Schedule in Scheduled Actions.

SCHEDULED ACTIONS

@ Set Schedule

11. Complete Set Time for Actions to Execute as 1 Hours After and select Call Time
Back Date in Select a date... and click Save.

I o : B Hours hd After - Call_Time_Back_Date__c - I

12. Click Add Action in the same Scheduled Actions box.
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SCHEDULED ACTIOMS

(V) 1 Hours After Call T...

=+ Add Action

13. Select Flows in Action Type. Action Name and Flow appear. Type Start the
cleaning flow in Action Name and select Clean Missed Calls in Flow. Click Add
Row in Set Flow Variables.

Action Type*

Flows v

Action Name* @

Clean missed calls

Flow* @

Clean Missed Call| v

Select an existing flow. If none exist, create one

Set Flow Variables

Set values for flow variables by entering literal values or referencing field values from a related
record. The values must match the variable’s data type.

+ Add Row

14. Select FirstActivityCall in Flow Variable, Field Reference for Type. Click in Value
and pick Select the Task record that started your process and click Choose. Click

Set Flow Variables
Flow Variable * Type* Value*
FirsActivityCall v Field Referencew | [Task] Q
+ Add Row

15. Click Activate.

View All Processes Clone Edit Properties I

16. Read the Activate Version window and click Confirm if you agree.

Your Process for removing duplicate call logs with a call time of 0 seconds is complete
and active.
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Controlling whether Salesforce creates a new
lead for every call - Classic

You can control whether a new lead is created for every call.

Make sure you are logged in as an administrator and are in Setup.

To control new leads

1. Search for custom settings in Quick Find / Search and click Custom Settings.

custom settings | Q, custom setting

Expand All | Collapse All
»  Custom Code

) Custom Settings
Build

£ Develop

Custom Settings

2. Click Manage next to Service Settings.

New

Action Label + Visibility Settings Type MNamespace Prefix De
Application . ; :
Manage ¥+ Seftings Public  List Eria

Service : : :
By Sl Public  Hierarchy Bria

User

Seftings Public  Hierarchy Bria

Manage

3. To set Bria for Salesforce so a new lead is created for every call, clear Disable
Unknown Call Logging.

To set Bria for Salesforce so a new lead is not created for every call, select Disable
Unknown Call Logging.
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v Default Organization Level Value

Location Company Name
Default User Profile  salesforce Disable Unknown Call
Logging
Domain Disable Trigger on
Tasks
Parent Group Name  SalesForce Source Group Name  salesforce_template

Bria for Salesforce is set to control new leads.
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Troubleshooting

This section describes some of errors an end user might encounter and login issues end
users may have with the Bria Stretto client.

End user errors with the Bria Side Bar

Bria is not running

Doninad, kaanch he Look fr B4 S¥eTio in
Eda irsialaton e Appiication direciey
pCKage and sl e and st e
s2iD drecions Applicaion
More Info

Either Bria is not installed, or Bria is installed but not running.
Solution for end users

Look for Bria Stretto on your computer, start the application and log in. Use the login
credentials the you received by email.

Complete the login to Bria Stretto
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Bria is installed and running, but the user has not logged into Bria Stretto. This means
that no SIP account is registered and Bria cannot be used to make calls.

Solution for end users

Look for Bria Stretto on your computer, start the application and log in. Use the login
credentials the you received by email.

Bria Stretto client issues

Prompt for no license key

End users may get a prompt asking for a license key. This is because the end user's
computer does not have the appropriate root certificate for Bria Stretto, the CounterPath's
login server. This is not actually a problem with your license; it is an issue with the way
Windows obtains root certificates.

Solution

Instruct end users to use Internet Explorer and navigate to
https://ccs3.cloudprovisioning.com/status. This will prompt Windows to download the
correct root certificate onto their computer and should resolve the issue.

Note: Make sure that end users use Internet Explorer. Other browsers will not work.

Devices limit reached

End users are unable to log into Bria Stretto when they reach the device limit of 5. This
happens when a user tries to log into Bria Stretto from the 6th device.

Solution

Contact CounterPath to solve the issue. You, as an administrator, have an option to
increase the device limit, or delete unused devices from the user's records on Stretto.

In the meantime, the end user can log into Bria for Salesforce from the other devices they
have used for Bria for Salesforce.
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Contacting support

You can contact support through a support page in Salesforce. The support page
contains links to documents for both end users and administrators, a knowledge base,
and FAQ.

LUTN Chatter  Bria Admin  squimels  +

Knowledge Base

Search our Knowledge base for answer

m Lontact Form |

Topic could be commented by others 100

™ ==

To contact support - Classic
1. Log in to Salesforce as an Salesforce admin.

2. Click Bria Admin.
Home n

All Tabs
|:Scarchiil r]
I Go! Use the links below to quickly navigate to a tab. Altemnatively
! Limit to items | own - —
Avancad Sesith View: |aiTaos v
L Accounts

“+ Aop Launcher

No records to display

\, Campaigns Tell me more!

g Recycle Bin by Cases

The Bria Hub opens.
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3. Review the Documents, Knowledge Base, and FAQ for the question you are
looking for.

4. If you cannot find what you are looking for, create your own question.
To contact support - Lightning

1. Log in to Salesforce as an Salesforce admin.

2. Click Bria Admin.
[ TR

38 Sales Home

E
3
<
<
<
<
.

The Bria Hub opens.
3. Click on Support.

Resources

4. Review the Documents, Knowledge Base, and FAQ for the question you are
looking for.

o

If you cannot find what you are looking for, create your own question.
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Release notes

This section provides a summary of the changes for each release of Bria for Salesforce.

Version 2.0 (July 2018)

 Lightning ready

Version 1.128 (June 2016)

o Initial release
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