QX Integration with Vtiger CRM

Abstract: Epygi has implemented integration of the QX IP PBX with Vtiger CRM. This guide describes
how to configure the QX IP PBX with Vtiger CRM and how to use the Epygi CRM Connection for Vtiger

web application to control and automatically update the information for CRM contacts upon receiving
inbound calls from customers on the QX IP PBX.

Please Note: This document contains confidential and proprietary information owned by Epygi Technologies, LLC. Any copying, use or disclosure of
the document or the information contained herein without the written permission of Epygi Technologies, LLC. is strictly prohibited.
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1 Introduction

Epygi provides integration between the QX IP PBX and Vtiger CRM, implemented via the Epygi REST
APl for CRM. This integration allows to view, automatically create and update the information for Vtiger
contacts upon receiving inbound calls from customers on the QX. It is achieved via the Epygi CRM
Connection for Vtiger web application (see chapter 5).

The CRM integration is a licensable feature for the QX, so a license key should be purchased to make
the CRM integration functional on the QX on a simultaneously-connected user basis.

After license activation on the QX, the CRM Users configuration page and the Epygi CRM Connection
for Vitiger web application will be accessible for QX users. Click the Applications — Epygi CRM
Connection link from QX login page or enter the following line http://Aox.xxx.xxx.xxx/crmconnect in the
address bar of the browser to open the Epygi CRM Connection for Vtiger web application, where

XXX XXX XXX XXX is the IP address or host name of the QX.

Please Note:
e The described configuration is generic for all Epygi IP PBXs of QX and UC line, namely for
QX20, QX50, QX200, QX500, QX3000, QX5000, QXISDN4+, ecQX and UC20, UC80
(henceforth QX).
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e The QX configuration details are beyond the scope of this document. For detailed information
on how to configure the QX and how to activate the licensable features on the QX refer to the
documents under the References section.

2 Requirements and Prerequisites

e QX running the FW version 6.3.26 and higher

e CRM Integration license purchased and installed on the QX

e CRM user(s) configured on QX.

e Viiger version 7.2.0 and higher

e User account for the Vtiger (username and access key)

e URL of the Vtiger CRM web site

e (Google Chrome, Opera, Microsoft Edge and Mozilla Firefox are recommended WEB browsers
to use with the CRM Connection web application.

e The QX and the PC running CRM Connection should be visible to each other. If user is
connecting to the QX via the WAN interface, ensure a filtering rule is enabled on the QX firewall
for the PC. The CRM Connection will use port 8181. Creating a rule is not required if the
firewall on QX is disabled or set to Low level.

3 \Vtiger Configuration

Please Note: all listed data below regarding the user accounts for Vtiger are just examples.

Login to your Vtiger account

Go to the top right icon (User Profile) @ and click on it
Click on the Gear Icon (“My References”)

Copy the Username and Access Key as highlighted below
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Please note. This information (Username and Access Key) must be copied in the CRM Connection
page on the QX when configuring CRM user (agent) for the CRM Connection application.

Please note. The Vtiger CRM with the preconfigured user account and with default settings will
support the following main features:

o If aninbound call from an external number matches a contact in the CRM database, it will
trigger the contact pop-up in your CRM Connection web application. You can then request to
view or edit the information for the Contact using the View Contact Info option.

o [faninbound call from an external number does not match any contact, you can add the caller
as a new contact using the Add Contact option.

IMPORTANT: To be able to create/update Vtiger Contacts from CRM Connection application, the
profile of the Vtiger user's Role needs to have View, Create and Edit permissions for the Contacts
module in Vtiger CRM. To verify what Profile the user belongs to, and that what the Profile’s
permissions are in Vtiger CRM, click on the Roles menu item, navigate to the user's role and verify
"Assign Profiles". Then click on the Profiles menu item, select the profile in question, click on
"OTHER MODULES" and verify the statuses for View, Create, Edit, and Delete. If the Create or Edit
permissions are not set for the user's profile, he cannot create a new record in Vtiger, and
accordingly, CRM Connection application will provide appropriate Error when user tries to create
or update Contact.
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4 QX Configuration

Described below is a piece of configuration to be completed on the QX just for the Vtiger integration.
For more details on the QX configuration and settings refer to the guides listed under the References
section, also available at the Epygi support portal.

Login to the QX as admin and go to the: Extensions —> CRM Connect —> CRM Users management
page.

iServ by Epygl

Hostname: UC807440

CRM Users —

& Extensions

Interfaces Total users count: 0
Telephony

S User Name Login Vtiger CRM Salesforce CRM Extensions

Maintenance No items in fist.

Add a user by filling in the fields as shown below:

o User: the name of the user/agent that allows monitoring inbound calls to the QX via the CRM
Connection web application.

o Username and Password: the web authentication parameters to be used by the user/agent to
login to the CRM Connection WEB application.

e Monitored Extensions: inbound calls to these QX extensions which will be monitored by the
CRM Connection application.

o Match at least N number of characters: the minimal number of digits Epygi REST API will
query Vtiger to match a Contact/Lead for the CRM Connection. Queries with a smaller number
of digits will be ignored, so no Vtiger records will be matched for the CRM Connection.

o Match Exactly: if checked, only CRM records exactly matching the called phone number will
be returned. Otherwise, records with partially matched phone numbers will be returned.

o Select CRM: Set this value to Viiger. Note: Currently Epygi supports only Vtiger and Salesforce
but is working on integration of other CRMs as well.

o URL: URL of your Vtiger web site.

o Username and AccessKey: credentials to authorize Epygi REST API over Vtiger CRM.
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Custom Mandatory Fields: After you save your newly created user account, you can edit it, and at
that time new field will appear on user’s account screen - Custom Mandatory Fields. To be able to
create/update Viiger Contacts, Epygi CRM Connection needs information about mandatory fields
defined in your Vtiger CRM. Epygi REST APl is smart enough to automatically determine those
mandatory fields, which you see in your Vtiger CRM marked with red asterisk (*). However, if in Viiger
there are custom validation rules applied, defining fields as mandatory, which may not be detected by
the API — you need to define those custom mandatory fields here.

For that, from the list of Contact fields select those, which your Vtiger CRM requires to be filled, when

you create or update a Contact record in your Vtiger CRM. This will form the list of Custom Mandatory
Fields.

If you have multiple CRM Connection users linked to the multiple Vtiger accounts, you need to
provide the same set of Custom Mandatory Fields for all of them in the CRM Connection GUI.
Pressing Save will link the CRM Connection user to Vtiger CRM account. The connection status is
provided in the CRM Connect Status menu.
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5 How to use the CRM Connection

Epygi's CRM Connection is a web application integrated with Epygi REST API for CRM, designed to
support the CRM users to control and monitor incoming calling sessions on QX and update the Vtiger
contacts.

Click the Application>Epygi CRM Connection link from QX login page or enter the following line
http:// XXX Xxx.xxx.xxx/crmconnect/#!/login in the address bar of the browser, where xxxX. 00 XK. XXX iS
the IP address or host name of the QX.

Login to CRM Connection using the web authentication credentials for the CRM user.

Epygi CRM Connection

When the QX receives an inbound call to one of the monitored extensions, it checks the Vtiger CRM
system to look up the contact name.

e [f not found, the CRM Connection will indicate the inbound caller as a no match; the CRM user
can now add it as a new contact.

CRM Connection for Viiger

Phaone Date/Time A Contacts Action
9054750241 09V15/2020 (12:16:22) na match Add Contact

Unavailable 09/15/2020 (12:14:16) no maich
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If found, the name of the contact is displayed in the CRM Connection. The CRM user then has a choice
to view all available information for the contact using the View Contact Info button, as well as, update
that information in the Update window.

Vtiger Contact Info for 093537989

FullName:  ashot sargsyan
First Name. ashot
Last Name: sargsyan
Email anush@anush
Phone Type: Office Phone
Office Phone 11105
Mandatory Fid(s): Contact Type
Contact Type:  Lead
Description:

6 References

Refer to the below-listed resources to get more details about the configuration settings used in this guide at the
Epyai Support Portal:

Manual-1l: Administration Guide for QX IP PBXs
Manual-lll: User Guide for QX IP PBXs
Licensable Features on QX IP PBXs

Call Routing on QX IP PBXs

Preventing Unautorized Calls on QX IP PBXs
Users Rights Management on QX IP PBXs

THIS DOCUMENT IS PROVIDED TO YOU FOR INFORMATIONAL PURPOSES ONLY. The information furnished
in this document, believed by Epygi Technologies to be accurate as of the date of publication, is subject to
change without notice. Epygi Technologies assumes no responsibility for any errors or omissions in this document
and shall have no obligation to you as a result of having made this document available to you or based upon the
information it contains.

Epygi is a registered trademark of Epygi Technologies, LLC. All other products and services are the registered
trademarks of their respective holders.
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