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Integration of HUCC into MS Dynamics 365
organization

Steps

You will find below a summary of the steps to follow to integrate HUCC into a MS

Dynamics 365 organization:

1. Install the “Dynamics 365 Channel Integration Framework” plugin, to be able to

add a call center to a MS Dynamics 365 organization.

2. Import the "HUCC_PackageDynamic" .zip file into your MS Dynamics 365

organization, to automatically create the user and phone call custom fields.

The user custom fields, once filled, allow the mapping between the agent created

in Hermes and the user in MS Dynamics 365.

The phone call custom fields are automatically filled with statistics retrieved from

calls.
3. Create and configure a call center.

4. Configure a user in MS Dynamics 365, by filling the custom fields.
These steps are detailed in the following sections.

After completing these steps, the user will be able to see the CTI toolbar in MS

Dynamics 365, and use its features.
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Prerequisites

Before proceeding to the configuration of Ms Dynamics 365, it is mandatory to respect

the following prerequisites.
HUCC
It is necessary to have installed and configured HUCC.
For more information, you can refer to the specific guide.
Hermes
It is necessary to have created:

* anagentin Hermes, with their mail address,

e astationin Hermes.
MS Dynamics 365

It is necessary to have:

* Dynamics 365 9.1 and later,

* created an organization in MS Dynamics 365.
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1 - Install the "Dynamics 365 Channel Integration
Framework” plugin

The “Dynamics 365 Channel Integration Framework” plugin allows to add a call center to
MS Dynamics 365.

To install the “Dynamics 365 Channel Integration Framework” plugin:
1. Log-in to your MS Dynamics 365 organization.

2. Download the "Dynamics 365 Channel Integration Framework" plugin from the

Microsoft AppSource, by clicking on the Get it now button.

= Microsoft | AppSource ore -~ O Search

8 % 7 © ) United States | EN 0

Apps > Dynamics 365 Channel Integration Framework

Dynamics 365 Channel Integration Framework

by Microsoft Dynamics 365
(% Dynamics 365 Sales v Dynamics 365 Customer Service o Dynamics 365 Field Service

Q % 4.0 (4 AppSource ratings)

Pricing Free 7 Save to my list

Qverview Ratings + reviews Details + support

The framework to build immersive communication experiences to interact with Dynamics 365.

The Dynamics 365 Channel Integration Framework is a set of APls (methods, events and protocols) that enables
developers and partners to build immersive communication experiences such that third party communication widgets
running en channel provider/partner cloud can interact with Dynamics 365. Enabling this solution, will allow you to
configure the channel integrations in the Unified Interface apps for your users,

3. Follow the installation steps.

You have installed the "Dynamics 365 Channel Integration Framework" plugin.
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https://appsource.microsoft.com/en-us/product/dynamics-365/mscrm.d365ciframework?tab=Overview

2 - Import the "HUCC" package specific to MS
Dynamics 365

The import of the HUCC_<version_name> package specific to MS Dynamics 365 into
your MS Dynamics 365 organization automatically creates the user and phone call

custom fields.

The user custom fields, once filled, allow the mapping between the agent created in

Hermes and the user in MS Dynamics 365.
The phone call custom fields are automatically filled with statistics retrieved from calls.

To import the HUCC_ PackageDynamic package into your MS Dynamics 365

organization:

1. From your MS Dynamics 365 organization, access Settings > Advanced settings.

The configuration screen is displayed.
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Dynamics 365  Settings ~ | Business Management

Business Management

Which feature would you like to work with?

Goal Metrics
Define and manage the ki

"™ Fiscal Year Settings
SH5] st thesstart date, template, and display options for the fiscal year and fiscal period used for tracking sales goals.

tracis.

goais that your organizat

Facilities/Equipment
cltes and equipment for senvice scheduling. Change information about resource

_—
5
o’

By &t ® §

Business Closures
Creste 3 list of holidays and other times when the business is closed.

Resource Groups
Add new groups and new members to existing groups for service scheduling, Updte group information and delete groups or group
members.

2 quauzs, and manage the membzrship of private queues. Establish criteria for utomatic record erestion

Services
Add new services for

Sales Territories
Craate new sales territories and assian temitary managers. Add and remave members, modify territory information, and delete

& infarmation and ceactivate dsting sery

terrtories

Subjects
Manage the subject hierarchy for your organization's products,

Crezte new sites or office locatio:
sites,

erature, and articles,

fors take place, Add and remove res change site infermation, or delete

Connection Roles
Create, edit, and delete the standard labe's used to define connections bet

Currencies
Add new currenci

es or change the exchange rates for existing currencies, records,

Rollup Queries
Go to your list of Rollup Queries that you can use to gather data about a group of related

Automatic Record Creation and Update Rules
Create and manage rules for automatic record creation and updats

entities.

You can set up rules for elther out-of-the-box entities or custom

2. Inthe banner, click the arrow icon > Solutions.

Settings ~ | | Business Management

Settings

Business Customization System Process Center Application

Customizations E Administration Email Configuration = Processes . Apps
- . 0 .
Activity Feeds Confi... 5 Microsoft Flows
[]

Business Manageme...

Templates Solutions Security

Product Catalog Activity Feeds Rules >

kel
=

System Jobs Dynamics 365 App f...

Service Management E Plug-In Trace Log

Mobile Offline Sales Insights

Document Manage...

Historique des soluti...

fete] Sync Error Auditing

Microsoft AppSource m Data Management
ol
ol

3. Click the & Import icon.

The import wizard opens.
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m Import Solution - Google Chrome

& org483770c1.crm12.dynamics.com/tools/solution/import/SolutionimportWizar... @
Select Solution Package i@ Help

Select the compressed (zip or .cab) file that contains the solution you want to import and
click Mext.

Mo file chosen

Bac MNext Cancel

4. Select the MS Dynamics 365 HUCC package.
5. Click Next.

A window that summarizes the package to be imported opens.

5" Import Solution - Goagle Chrame = O X

& org4806827c.crm2.dynamics.com/tocls/solution/import/SolutionimportWizard.aspx

Solution Information @ Help

Changes applied by importing an unmanaged solution cannot be uninstalled. Do not install this solution if you want to roll back these changes.

Solution Information

Name: Hermes360 Universal CRM Connecteur
Publisher: [vocalcom)
Package Type: Unmanaged

View solution package details

o By enabling this command, you consent to share your data with an external system. Data imported from external systems into Microsoft Dynamics 365 are subject to our
privacy statement that can be accessed here. Please consuft the feature technical documentation for mere information.

Back Import Cancel

6. Click Import.

The package is being imported.
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@ Import Customizations - Google Chrome

@ org483770c1.crm12.dynamics.com/tools/solution/import/imp... Q@

D Importing customizations. Please wait for the operation to complete...

(LTTTTTTTTTTTLLT

Once the import is completed, a confirmation message displays.
7. Click Publish all customizations.

The publication starts: the Publishing customizations... pop-up displays.

m Import Solution - Google Chrome — O X
@ 0rg483770c1.crm12.dynamics.com/tools/solution/import/SolutionimportWizar... @
Importing Solution @ Help
The import of solution: Hermes360 Universal CRM Cennecteur completed with warning. Ribbon
client metadata is being refreshed in the background.
Date Time Type Display Name..] Name Status
. y Fe
09:12:47.72 Dependencie... =g
09:12:33
09:12:33
Publishing customizations...
09:12:33
09:12:33
09:12:33.66 Form Utilisateur systemuser _;/
09:12:26.12 Entity Ribbon Appel téléph...  phonecall Y v
4 4
“ ‘ Page1 ’
Download Log File Publish All Customizations Close
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The publication is completed once the Publishing customizations... popup

closes.
8. Click Close.

You have imported the HUCC_ PackageDynamic package into your

MS Dynamics 365 organization.

The "Summary of the imported custom fields" below section summarizes all the

custom fields that have been created in your MS Dynamics 365 organization.
Summary of the imported custom fields

Below is a table where you can find a summary of the custom fields that have been

imported. They have been added to the Users and Phone call entities.

The user custom fields, once filled, allow the mapping between the agent created in

Hermes and the user in MS Dynamics 365.

The phone call custom fields are automatically filled with statistics retrieved from calls.

Entity Name Description
Corresponds to the agent login, as defined in
Username
Hermes.
Corresponds to the agent's password, as
Password
defined in Hermes.
User
Corresponds to the station assigned to the
Station
agent.
Created
Allows the user to access the CTI toolbar.
agent
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Phone

call

Call ID

Campaign

name

Call start time

Call stop time

Associated

data

Data memo

Indice

Allow to automatically retrieve statistics from
phone calls: ID, campaign name, call start and

stop times, etc.
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3 - Create and configure a call center

To create and configure a call center:

1.

2.

3.

From your MS Dynamics 365 organization, access the Channel integration

framework application.

i ® (W
= <« o Save @’ Save & Close New 2 Flow
@ Home . .
@ w New Channel Integration Framework v1.0 Provider - Unsaved
© Recent
Channel Provider Configuration
2 Pinned ———
Cham Name " Vocalcom Call Center Select Unified Interface Apps for the Channel Select the Roles for the Channel
1% abel * Dynamics Connect

Templates Channel URL " hitpsy//yourdomain/hermes ®

19 Notcsions

D1 Application Tabs Yes
[ Sessions 0
10
Trusted Domain https;//yourdomain ®
Custom Parameters https://yourdomain/hermes...

Click the New button.

The call center creation page is displayed.

New Channel Integration Framework v1.0 Provider - Unsaved

Channel Provider Configuration

Name RS- Select Unified Interface Apps for the Channel Select the Roles for the Channel

No
[1 Application Tabs
= c 101
8 APl Version 10
Trusted D
Cus

Fill the following fields, as described below:

R VOCALCOM MS Dynamics 365 integration - Installation guide

13



* Name: Vocalcom Call Center
This name will be displayed in the CTI toolbar.
* Label: Dynamics Connect
* Channel URL:
Format: https://@DNS@/HUCC/ProxyHermesFront/Standalone/language?

HUCCLoader=https://@DNS@/HUCC/ProxyHermesCRMPIlugins/MsDynamics

/MsDynamics.js
Where:

° @DNS@ corresponds to your DNS/IP server hosting the Hermes

modules,

° language corresponds to the language of the CTI that you want to

display,
For example: en for English language.

° HUCCLoader corresponds to the URL of the script that loads the CRM
configuration (located in the CRMPIlugins folder),

This is the URL that allows the loading of the toolbar.
* Enable Outbound Communication: Yes
* Channel order: 0
* Trusted domain: https://{yourdomain}/HUCC/en

Where “yourdomain” corresponds to your DNS/IP server hosting the

Hermes modules.

For example: https://10.0.2.65/HUCC/en
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* Custom parameters: corresponds to the URL that will allow the loading of
the toolbar with its specific configuration. It differs slightly for Hermes v5 or

Hermes 360:
°  For Hermes version 5:

Format:
https://@DNS@/HUCC/ProxyHermesConfig,ConfigurationCode,Custo
merlID,JSScriptURL

Where:

" @DNS@ corresponds to your DNS/IP server hosting the Hermes

modules,

® ConfigurationCode corresponds to the code of the

configuration block, displayed in the “ProxyConfig.xml".

<Proxy cods="DemoDynamics'>
TUTIPIoEYAST] GEal. vocalcom. com/ProxyHermesWs</UrlEroxyWs>

<UrlPro Backup>https://local .vocalcom. com/P: S</UrlProxyWSBackup>

<UrlProxyJS>https://local .vocaleom.com/ProxyBermesJS</UrlProxyds>

<UrlProxyJSBackup>https://local .vocalcom.com/ProxyHermesJS</UrlProxyJSBackup>
<UrlReadInfosWebService>http://10.0.2.61/hermes360/Supervision/web_service/ReadInfos.asmx</UrlReadinfosi=bServices
<UrlGecConfigiebService>http://10.0.2.61/hermes360/admin/web _service/getconfig.asmx</UrlGetConfighebServices
<ModeLAN>false</ModeLAN>

<HermesVersion>5</HermesVersion>

<BandeauVersion>1.0.7</BandeauVersion>

</Proxy>

® CustomerlD: the value should always be "-1" for Hermes v.5.

®  JSScriptURL: corresponds to the DynamicsAPI script URL. There
can be multiple JS script files URL, separated by commas. It
allows to either implement the UC-CORE API (DynamicsApi.js) or

a custom file.

°  For Hermes360:

AR VOCNLCOM MS Dynamics 365 integration - Installation guide

15



16

Format:
https://@DNS@/HUCC/ProxyHermesConfig,ConfigurationCode,Custo
merlID,https://@DNS@/HUCC/ProxyHermesCRMPlugins/MsDynamics/
DynamicsApi.js

Where:

® @DNS@ corresponds to your DNS/IP server hosting the Hermes

modules,

® ConfigurationCode corresponds to the code of the

configuration block, displayed in the “ProxyConfig.xml”,

<Proxy code="DemoDynamics">

TOTTPToRgWES] ST77T66aT  vocaleon. con/ProxyEermesWS</UrlProxyWs>

<UrlPro Jup>https://local .vocalcom. com P 5</UrlProxyWSBackup>

<UrlFroxyJS-https://local. m/ProxyHermesJS</UrlFroxydss

<UrlProxyJSBackup>https: /UrlProxyJssackup>
<UrlResdInfosWebService>http://10.0.2.61/hermes360/Supervision/web_service/ReadInfos.asmx</UrlRsadInfosWebService>
<UrlGecConfigWebService>http://10.0.2.61/hermes360/admin/web service/getconfig.asmx</UrlGetConfioWebService>
<ModeLAN>false</ModeLAN>

<H 5</Hermes' Version
n>1.0.7</BandsauVersio

</Proxy>

® CustomerlD corresponds to the site ID. In this example: 5.

® DynamicsApi.js: corresponds to the custom JS script file. There
can be multiple JS script files URL, separated by commas. It
allows to either implement the UC-CORE API (DynamicsApi.js) or

a custom file.

4. In the Select Unified Interface Apps for the Channel frame, select the

applications where the CTI toolbar should be visible.

5. In the Select the Roles for the Channel frame, select the roles for which the CTI

toolbar should be accessible.
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Dynamics 365

@ Home
@® Recent

2 Pinned

Channel Provider
Configuration

15 Channelmegration

Templates
12 Notcations
L1 Appiication Tabs

O Sessions

Channel Integration Framework
= Save &’ Save &Close New 2 Flow v
New Channel Integration Framework v1.0 Provider - Unsaved

Channel Provider Configuration

Name * Vocalcom Call Center
Label " Dynamics Connect
Channel URL " https//yourdomain/hermes. ®
Enable Outbound
Communication Yes
Channel Order T o
8 APl Version 10
Trusted Domain httpsy//yourdomain [+
Custom Parameters https://yourdomain/hermes...

Select Unified Interface Apps for the Channel Select the Roles for the Channel

Customer Service Hub_x Customer Service Representative x| | Customer Service Schedule Adminstrator x

Entertext nere

O sekectal Bltems
O Customer Service adrmin center

v Customer Service Hub

O Omaichannel admin center
) Omnichsnnel Adminisration

6. Click on the Save & Close button.

You have created and configured a call center.
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4 - Configure a MS Dynamics 365 user

Configuring a MS Dynamics 365 user means filling the custom fields related to users
that have been imported. Once filled, these fields will allow the mapping between the

MS Dynamics 365 user and the Hermes agent.
To configure a MS Dynamics 365 user:

1. Access the Customer Service administration application.

~ Published Apps (12)

Dynamics 365 Centre d’administration d'Omnicanal

= < Bl showChart () Refresh [ Emailalink | ~ 2 Flow RunReport ~ B Excel Templates @ Export to Excel | v

Home . .
& Omnichannel Users i Editcolumns 7 Edit filters Search this view yel
(® Recent v
2 Pinned o O &  FullName T+ Capacity~  Business Unit v
General settings # Customer Service Trial PVA - readenly 2000000000 org0238571s
Gh ome 100 Cr9013857>e
Customer Service Trial Virtual Agent Customer Service Trial PYA 2000000000 org0238571e

B Queues
4= Workstreams
@ Channels

@ Record routing

3. Fill the custom fields with the information that have been configured in Hermes,

for the associated agent:
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* Username: corresponds to the agent login,

e Password: corresponds to the agent's password (see "Retrieve agent

passwords in Hermes" on the next page),

* Station: corresponds to the station assigned to the agent, and will be pre-

filled in the CTI log-in screen,

* Created agent: enter 1 to allow the user to access the CTl toolbar.

= Home

(O Recent

57 Pinned
My Work
& Dashboards

|Z| Activities

Customers

Accounts

P. Contacts

Sales
QQ Leads
[1 Opportunities.

,@. Competitors.

Collateral

B Quotes

Qrders

Invoices

o w

Products

=]

Sales Literature

Aurélien EREETTE saeq

User -

Summary Details

Administration  Planification  Omnichannel  Related

First Name * Aurélien Get started
Last Name | Capture and manage all records in your timeline,
Nickname —
Title Rédacteur Technique
Primary Email ¥ piEEew@vocalco.. F
Mobile Phone |:|
Main Phone —
HUUC
Username 1009
Password sdgw
Station 9991

Created agent

4. Click the Save & close button.

5. Repeat this procedure for every user.
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You have configured a MS Dynamics 365 user.

Retrieve agent passwords in Hermes

You can retrieve the encrypted passwords of all the agents of a site by calling a web

service.

To retrieve agent passwords:

1. From the server where HUCC is installed, access https://{yourdomain}/{hermes_

admin_path}/Web_service/getconfig.asmx in a browser.

For example:

https://mycompany.net/hermes360/Admin/Web_service/getconfig.asmx

2. Click ListAgent.

The ListAgent opens.

< c @

‘hermes360/admin/Web_service/getconfig.asmx?op=ListAgent

ReadTools

Click here for a complete list of operations.

ListAgent
Test

To test the operation using the HTTP POST protocol, click the “Invoke' button.
Parameter  Value

customerld: |

Invoke

SOAP 1.1

E03T /herme=360/admin/Web_service/getconfig a=zmx HITE/1.1
Host: net

Content-Type: text/xml; charset=utf-g

Content-Length: length

= "htep:/f 1 com/Toolshdmin/Liztigent”

<%xml version="1.0" encoding="utf-8"7>

The following is a sample SOAP 1.1 reguest and response. The placeholders shown need to be replaced with actual values.

p://wne. w3 . org/ 2001/ KMLEChema” amlns:soap="http://schemas.mlscap.org=oap/envelope/ ">

<zoap:Envelope smlnz:x=i="http://wwm.w3.crg/2001/K4L i xmlns:
<=soap:Eody>
<Listigent xmln=="http://vocalecm.com/Tool=idmin/">
tcustomerIdymtring/eustomerlds
«/LiztAgent>
</ =oap:Eody>
<f=0ap-Enveloper
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3. Enter the site ID, in the customerld field.

4. Click Invoke.

All the site agents are displayed. You can find their respective password in the

Password tag.
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Result

After following the steps described above, the user can now see and use the CTI

toolbar.

Dynamics 365 Vocalcom h3

v SetAsDefault (O Refresh All Dynamics Connect > oom

= & B saess

Home . .
“ Sales Activity Social Dashboard v &
@ Recent ~
2 Pinned ™ My Open Opportunities B o My Open Leads 0O B o
My Work
4 Sales Pipeline Leads by Source

& sales accelerator

| % Dashboards VOCALCOM

B Activities

Customers
B Accounts

A contacts

Sales

No data available. S
@ Leads
[ opportunities

No data available.

Collateral

Quotes

B Orders
B invoices Assistant
-

Notifications

[ . o

They have to enter their station number, and click Login, to access the toolbar features.

Dynamics 365 Vocalcom h3¢

= “ | B Savehs s/ SetAsDefault () Refresh All

Home P .
e Sales Activity Social Dashboard
© Recent v
5 Pinned ™ My Open Opportunities O B o My Open Leads O B o
y Open Opp O B y Op: O B “5 Queues
My Work
4 Sales Pipeline Leads by Source =)
9 Sales accelerator =
| % Dashboards ]
Cases.
B Activities
Manual call
Direcuies
Customers
o s campaign .
QA_Manual
B  Accounts oy
S Contacts
Sales
No data available.
@@ Leads

[0 opportunities
R Competitors
No data available.

Collateral

O
)
)
®

B auotes
B orders

B invoices Assistant

elolole
- Jolololo

e os
Notifications

.
8- ¢
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