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1 General information \\Asc

1 General information

In the context of this document ASC represents ASC Technologies AG, its subsidiaries, branch
offices, and distributors. An up-to-date overview of the aforementioned entities can be found at
https://www.asctechnologies.com

ASC assumes no guarantee for the actuality, correctness, integrity or quality of the information
provided in the manuals.

ASC regularly checks the content of the released manuals for consistency with the described
hardware and software. Nevertheless, deviations cannot be excluded. Necessary revisions are
included in subsequent editions.

Some aspects of the ASC technology are described in general terms to protect the ownership
and the confidential information or trade secrets of ASC.

The software programs and the manuals of ASC are protected by copyright law. All rights on the
manuals are reserved including the rights of reproduction and multiplication of any kind, be it
photo mechanical, typographical or on digital data media. This also applies to translations.
Copying the manuals, completely or in parts, is only allowed with written authorization of ASC.

Representative, if not defined otherwise, is the technical status at the time of the delivery of the
software, the devices and the manuals of ASC. Technical changes without specified announce-
ments are reserved. Previous manuals lose their validity.

The general conditions of sales and delivery of ASC in their latest version apply.
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2 Introduction

The Salesforce application for ASC can be used to link a recording to Salesforce objects. You
can then use the recordings in different areas within the Salesforce GUI, e. g. in customer pro-
cesses, opportunities, contacts, leads, and accounts.

Depending on the configured authorizations in the ASC System Configuration, you can control
the recording by means of the recording options in the ASC Recorder, allocate the conversa-
tions to the contacts and use them for the management of the customer base. In addition, it is
possible to use the recordings for analysis by means of transcription and keyword spotting.
Within the Salesforce application, you can search for recordings and replay them.
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3 User interface and general functions

1. Log in to the Salesforce application with your ASC user account.
= The window to enter the Credential Settings opens.

This setting must be configured for every user who has been assigned an extension in the Neo
@ application and who is supposed to deploy ASC Recording in the Salesforce application. In
case of missing information, contact your administrator.

ASC User Management

CREDENTIAL SETTINGS

*Username * Password

salesforce | ssssssss

* Dewice Extension * PBX Identifier
40 55
* Device Endpoint * Start Time
https: //salesforce-dev.asc-neo.cloud | Last 30 Days -

+| Show Play with Transcript button

Taggings

Available Taggings Activated Taggings
A
customCPO3 customCPO1
customCPO4 customCP02

customCPO5
customCPO6
customCPO7

customCP08

Fig. 1: Salesforce application - Configure ASC User Management

2. Click on the button Edit to edit the parameters.

Credential Settings
1. Enter the following parameters:

Username Enter the user name of the tenant for which the Salesforce integration
has been set up on the recording server.

Password Enter the password to access the ASC recording server.

Device Extension Enter the extension of the recording server, in the example 40.

PBX Identifier Enter the PBX Identifier which has been configured for the recording

server in the ASC application System Configuration in the PHONEapp
module, in the example 55. If information is missing, contact your sys-
tem administrator.

Device Endpoint Enter the URL that is used to call up the application. You can use the
IP address or an DNS name, in the example https://salesforce-

dev.asc-neo.cloud. If information is missing, contact your system ad-
ministrator.
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Start Time Enter the period of time from which you would like to display conversa-
tions from the application.

The Neo system requires a signed SSL certificate from a root certifying authority; otherwise it

will not be possible to establish a connection between Salesforce and the recording server.
@ The operator of the Neo must have the certificate issued for the respective DNS name and in-

stall it on the recording server with the certificate import tool. The DNS name for the Neo sys-

tem for which the certificate has been issued must be used a end device in the Salesforce con-
figuration.

Play with Transcript

Show Play with Transcript When activating this check box, the button for transcrip-
tion is displayed in your account in the tab ASC Record-
ings. This allows replaying the audio and displaying the
content of a recording as text.

Recordings
NAME PLAY TAGGINGS TOPICS
Rec-000000054 » 4 & 00:00 ———— 00:08 Customer number: anotherTaggingTest Play with Transcript o
Rec-000000040 » 4 & 00:00 0030 Customer number: customerMNumber

Play with Transcript

=1

customCP02: cp02

Fig. 2: Transcription button in the tab Accounts - ASC Recordings

Configure taggings

1. Inthe list Available Taggings, select the required fields and add them to the list Activated
Taggings by clicking on the arrow keys.

2. Click on the button Save to save the configuration.

The displayed available customCP fields depend on the assigned authorization set. If you re-
@ quire additional customCP fields, the administrator must add the authorizations for the corre-
sponding customCP fields for you.

Using the Salesforce application

1. There are different options to use the application; select the tab Accounts, for instance.

Accounts
i

Recently Viewed v ¥ New | Import
| Litems - Updated a few seconds ago Search this list & | B-|C|”
Account Name v | Account Site “ | Phone v | Account Owner Alias ~
1 acc mk v

Fig. 3: ASC Recording - Accounts - List

2. Select the respective account to go to the detail view.
3. Select the tab ASC Recording.
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Details ASC Recarding Related %) Recording Audia

He Recording playirg

AAsC AscRecorder

[ Topics (0

Type 2 tapic narne nd press Enter. aQ

TAGGINGS TOPICS

0202 custornCRON: anotherTagaingTest Play witn Transeript

ot

oo:ze  CustomSPOY; customertumber
customCPROz: gol2

EM[ Available Recordings

DIRECTION DATA START PHONE NUMBER TAGGINGS

INBOUND 27112020, 10:09:59 &9

Fig. 4: ASC Recording - Accounts - Tab ASC Recording

The ASC Recorder offers a recording menu with different functions:

@SC ASC Recorder

Fig. 5: ASC Recorder - icons

NOTICE! Without an active conversation, the icons are disabled.

The available options depend on the configuration and authorizations that the respective user
has been given in the System Configuration of ASC.

Record Records the conversation

Stop Stops the recording

Mute Toggle button mutes or unmutes the recording
Keep Keeps the recording

Delete Discards the recording

Link Links the recording to the currently opened object
Tag Call Tags additional data to the call

If there is a conversation for the logged-in user, the information Conversation Detected is dis-
played.

o Conversation Detected

Fig. 6: Conversation detected

If the Recording Planner in the System Configuration has been configured accordingly, the
recording starts as soon as a conversation is detected.

@S( ASC Recorder

Recording is Active

B -@: -

Fig. 7: Recording is active
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The following options are available to control the recording.

Mute recording
1. Click on the icon Mute to mute the recording.
= The information Recording Muted is displayed.

W ASC Recorder

Recording Muted

g - B8 : -
Fig. 8: Recording muted

2. Tounmute a recording, click on the icon Mute again.

= The information Recording is Active is displayed again.

Stop and start recording
1. Click on the icon Stop to stop the recording.

= The information Recording Stopped is displayed.

@SC ASC Recorder

Recording Stopped

-@ @ -

Fig. 9: Recording stopped

2. To start the recording again, click on the icon Record.

Keep recording
1. Click on the icon Keep to keep the recording on the server.

Delete recording
1. Click on the icon Delete to discard the recording.

Link recording
1. Click on the icon Link to link the recording to the currently opened object.

= Once the conversation has been finished, the name of the linked recording appears in
the section Recordings.

Link subsequently

The list of available recordings also contains recordings which have not yet been linked. The
period from which recordings are supposed to be displayed can be configured in the ASC User
Management. For more information about the configuration refer to the administration manual
for tenants Salesforce integration.

1. Tolink a recording to an object, click on the button Link Recordings at the end of the re-
spective row in the list Available Recordings.

= That way, the recording is linked to the active object.
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Available Recordings

DIRECTION DATA START PHOMNE NUMBER TAGGINGS
INBOUND 27.11.2020, 10:09:59 +49 Link Recordings
Fig. 10: List of all available recordings
Replay recording
Recordings
NAME PLAY TAGGINGS TOPICS
Rec-000000030 > 4 & 00:00 - 02:02 custornCPO1: Kundennummerl23  TestTopic Play with Transcript o
Rec-000000029 > 4 & 00:00 - 00:24 customCPO1: test123 Play with Transcript o

Fig. 11: Replay recording

1. Click on the icon Play to replay the recording.

Load transcript and additional data

If a recording has been linked, you can load the transcript and the additional data of the record-

ing.

1. Click on the button Load Transcript in the top right corner to load the transcript.

2. Click on the button Load Additional Data in the top right corner to load the additional data.

= The additional data appears in the detail view.

0 Recording
Rec-000000030

Recording Name
Rec-000000030

ASC Recording 1d
c19fb61d-ded1-4810-aef7-a134aB866c5b9

Contact

Oppertunity

Topics

TestTopic

Start Time
16.11.2020, 08:52
Direction

INBOUND

Caller Phone Number
anonymous

Called Phone Number
40

~ Tagging Information

Customer number

Fig. 12: Details of the recording

Delete link

Load Additional Data Load Transcript

Owner a Topics (1)

- Type a Topic name and press Enter. Q
Lead
TestTopic X

Account
acc

Case
g Recording Audio

» 4 & 00:00 — 02:02
@ Chat started by

@ Chat ended by

customCP02

An ASC Admin User can delete links between recordings and objects.

1. Toremove a link of a recording to an active object, click on the bin icon at the end of the

line.

= The link is removed from the list. The recording itself is kept; only the link to this object is

deleted.
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Recordings
NAME PLAY TAGGINGS TOPICS
Rec-000000030 > 4 & 00:00 - 02:02 customCPO1: Kundennummerl23  TestTopic Play with Transcript o
Rec-000000029 > 4 & 00:00 — 00:24 customCPO1: test123 Play with Transcript o
Fig. 13: Delete link to object
Add topics
If the system administrator has authorized you to add topics, you can include the menu in your
page layout.
1. Click on the tab ASC Recording.
2. Select the menu item Edit page in the settings at the top right.
&-Asc Al w Search.. (x[+) 24 a :':E
EES ASC Recording ASC User Management  Setup Recordings Leads -~ Accounts Contacts Opportunities $ Setup ra
m :(:é'u: + Follow New Contact Setup for current app e | v
Type Phane Website Account Owner Account Site Industry XL Servica Setup
+49 =
B Developer Console
Details ASC Recording Related Recording it page

No Recording playil £t opject
@SC ASC Recorder

Recordings

NAME PLAY TAGGINGS TOPICS
Customer number: R

Rec-000000030 » 4 & 00:00 - 02:02 TestTopic
Kundennummerl23
Customer number:

Rec-000000029 » 4 & 00:00 — 00:24
test123

< >

Fig. 14: Page layout - ASC Recording - edit page

= The Lightning App Builder appears.
3. Click on the tab ASC Recording in the center window.
4. Select the entry Topics in the list of components.

5. Use drag and drop to move the entry to the required menu in the center window.
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il Lightning App Builder ASCAccountRecordPage
ho}

) Desktop -

Components

Search

- - -
e Quip Document
e Quip Motifications
i} Recent Items

0 Recommendations
Record Detai

Related List - Single
[E] Related List Quick Links
E Related Lists

Related Record
ad Report Chart

[E] rich Text

Tabs

a Trending Topics

E Twitter

Visualforce

Shrink To View v C

Account
acc A

Type Frang
+40960215001223

+ Folow

Detalis Asc Recoralng Relatea

Recoraing Audlo

No Recording playing

yASC asc recorer

Recordings

NAME PLaY GaInGs

Custormes nurmiber

RECODCONONID 4 4, OO0
2 Kundernummes121

Cuntarrer nurmiser

Rec-000000029 » 4 4 0000 test123

avaliabie Recoraings

Na Recording avallable:

7 1 Topics

ToRics

TestTopic Play with Tr

Play with T

Fig. 15: Page layout - ASC Recording - edit page

6. In the title of the Lightning App Builder, you can see the name of the page layout you are in.

7. Click on the button Save at the top right.

= The menu Topics now appears in your customized page layout.

Grant account login access

If you have to open a support ticket, activate account login access to ASC Technologies AG-

Support.

1. Select the menu item Settings above your profile icon.

{asc

:EE ASC Recording

Q, Quick Find

~ My Personal Information
Advanced User Details
Approver Settings

Authentication Settings for
External Systems

Change My Password
Connections

I Grant Account Login Access
Language & Time Zone
Login History

Parsonal Information

ASC User Management Setup

Al v Search..

Recordings s  Leads

ﬂ Grant Account Login Access

Grant Account Login Access

Accounts s

Settings Log Out

DISPLAY DEMSITY
~ Comfy

Compact

To assist with support issues, you may grant your administrator or support personn| OPTIONS

My Username: a.imgrund@asc.qa

Grant Access To

“our Company’s Administrater
Salesforce.com Support

ASC Technologies AG Support !

Save

Switch to Salesforce Classic @

Add Username
Access Duratic.

—MNo Access— ~

1 Week (exp. 03.12.2020) ~

Fig. 16: Grant account login access to ASC Technologies AG-Support

@222 @®

@ System Admin
necqatest-dev-ed my salesforce.com

2. Select the menu item My Personal Information > Grant Account Login Access in the navi-

gation bar.

3. From the drop-down list in the line ASC Technologies AG-Support, select the entry 1 Week
(exp.: xx.xx.xxxx) to grant temporary support for one week.

4. Click on the button Save to save the settings.

Salesforce integration - Neo 7.x Rev. 2
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Log out
1. Tolog out, click on your profile image in the top right corner.

2. Select the option Log Out from the context menu.
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