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What will be covered in this training?

Salesforce

‘ Part 2: Making and Receiving Calls in Salesforce
‘ Part 3: Recording Your Call Notes

‘ Part 1: Downloading RingCentral and Connecting to



This training will help you answer the following questions:

®* Download the RingCentral App
® Log into the RingCentral App from Salesforce
®* Make and Receive RingCentral Calls — Click-to-Call

® Create and Save Salesforce Call Activities

WHAT? WHO?

WHEN? | WHERE?




Part 1:

Installing and Connecting
Ring Central to
Salesforce



RingCentral VOIP (voice over internet provider)

* RingCentral is a digital phone service that can be used
with a physical phone or a computer application

» Because RingCentral can be used with your computer,
you can access call features and functionality from
your laptop, and in software applications such as

Salesforce Ringcentr a’

» Connecting a phone service like RingCentral to
Salesforce will increasing productivity using native
Salesforce features such as:

O  Click-to-Call — tracking inbound and outbound
calls

In application dial pad

Tracks caller name and number

Quick start Activity tracking

O O O O

Call History log




Downloading RingCentral

®* To get started, you will need to download the Ring Central App to your desktop or laptop
using this link: https://www.ringcentral.com/download.html

® Use the Download for Windows link

® Open your Recent download history in your browser window and run the
RingCentral.exe file

®* Once RingCentral has finished installing, you will be prompted to enter your phone
number, create a password, and to complete additional set-up step.

RingCentral - i
Recent download history @

Download for Mac Downl | for Windows T| RingCentral_\V=20138981069040100.exe 1
430 MB « 48 minutes ago



https://www.ringcentral.com/download.html

Using the RingCentral App

® Once you have downloaded the T ——
RingCentral App, you will be able to use it
to make or receive phone calls, both via the
app or by connecting to Salesforce.

®* The main screen of the app will have a dial
pad. From this screen you can make phone

Contacts Enter a name or number

calls, check voicemail, and see your call ro2 3
history.
4 5 6

® The gear setting in the upper right of the
dial pad or in the lower left corner will open " L
Settings. Here you can record your ‘
voicemail greeting and set up a pin to
retrieve your voicemail.




Connecting RingCentral in Salesforce

® Your Salesforce System
Administrator will have already
connected your Ring Central
phone number to your Salesforce
Account

Ad %= Phone E]

s E RingCentral

® Log into Salesforce and go to your
department Application. You will
see a little phone icon in the lower
left corner of the page

® Click the icon to bring up the
RingCentral login page and Sign In

S~ Tip: Even if you have signed into the

I_:. Phone  (® History
-, . RingCentral app on your computer, you
= will still need to sign in via Salesforce L




Connecting RingCentral in Salesforce

The first time you connect Salesforce and
RingCentral, verify the following settings

® Go to the settings sprocket in the
RingCentral window

Analytics Report

® Open Calling and confirm that it is set to B
“make my calls with Browser” Region
* Then go to Audio and ensure that your Audio [ S e————

Speakers and Microphone are selected.
If your browser automatically blocks

Status ® Available -~

audio permissions, you will be asked to Auto log calls
A”OW aUdIO Auto log notes

* You will also want to turn on "Popup coppmnimzcopn @S
minimized app on ringing calls” finging calls




Part 2:
Making and Recelving
Calls Through Salesforce



Ring Central Dialpad in Salesforce

®* Once you have logged into RingCentral
from inside Salesforce, you will be
presented with the dial pad. You can

minimize the pad so that it is not present [ & e -1
when you are doing your work o ,
* The dial pad will pop up when you receive |
a call, or you can bring it back up into the ) ‘
window by using the phone button at the = e N ¢
bottom of the screen - PRI ;

My Calls Today 5




Using RingCentral in Salesforce
Managing Incoming Calls

® Receiving calls in Salesforce is simple. RingCentral
will automatically open the dial pad when a phone
call comes in

® If the caller is an existing contact in Salesforce,
RingCentral will match the caller's phone number to
the contact record and display the name in the
window

¢ Salesforce will also try to identify any related records
that the caller might be associated with, like the
Account in this example. To review all associated
records, click the arrow next to "Related to"

® By clicking on the Case, Salesforce will automatically
change the Related To record association and start a
call log relating the incoming call to the Case
selected.

%= Phone -
® RingCentral

< Create call log Save
ng Nic Barton 0032

1629 | Missed 1:59 PM
Y

Subject

Inbound from 1629 v
Mame

MNic Barton 3

Related to
Corina Testing Account LLC »

Department

Case Reference ID

v

%« Phone —
] RingCentral
< Related to (+]
Q

Matched (0}
Cther (0)
Associated (3)

Corina Testing Account LLC
Account

Task 3 Production Testing Account
Account

B 00132248
Case

Found from Salesforce (0)

Type keyword and press Enter to search in Salesfo
rce

be sure to Relate the call to a Case and not to an Account. Call notes
assigned to an Account can be read by other IPRO Salesforce Users.

Risk Alert: To ensure your phone call notes are assigned appropriately,




Using RingCentral in Salesforce
Managing Incoming Calls

* If the wrong contact is identified by the
system or no contact is found, select the
arrow next to Name

® A search box will appear so you can search
to associate an existing Contact

®* You can create a new Contact by clicking
the + sign. This will bring up a blank Contact
screen without closing out RingCentral

Y. Phone o
® RingCentral
< Create call log e

(« Nicholas Barton
1629 | Ringing

Subject
Inbound from 1629

Related to

00:12
1:59 PM

Department

L ¥4 _—

t Phone (@ History

% Phone

[ ] RingCentral

< Name 0

Q,

Matched (0)
Other (1}

E Nic Barton
Contact

Found from Salesforce (0}

Type keyword and press Enter to search in Salesfo
rce




Using RingCentral in Salesforce

Placing Outbound Calls

To place an outbound call from
RingCentral, you can use one of two
choices: the dial pad or click-to-call

As previously discussed, to bring up the
dial pad, click the phone icon at the
bottom of the Salesforce page. You can
either enter the phone number or search
a Contact Name to bring up the Contacts
phone number

Click-to-Call is just that, utilizing an auto-
dial between Salesforce and RingCentral
by clicking on a phone number from a
record when it is visible in blue

’
O- If you notice that a phone number in Salesforce is in black, that means you have not logged into
—a RingCentral within Salesforce. Bring up RingCentral and log in

N Title Email

[ Y. Phone

RingCentral

To: Ritha

From:

Salesforce (1) Company (0) P

Ritha Choudhury-Rahman
(516) 208-5410 - Phone

Contact
Ritha Choudhury-Rahman

eeeeee

Phone
516) 209-5410

Account Name

Carina Testing Account LLC

Details Related Files

Contact Owner
B Corina Downey-Konkus £*

s Contact Information

Accoun t Name
Corina Testing Account LLC

Name

Ritha Choudhury-Rahman
Title

Email

Phone

4 L. (516) 209-5410

Phone Extension

ol




Using RingCentral in Salesforce
Placing Outbound Calls

Ritha Choudhury-Rahman

Title Email Phone Account Name Contact Owner

S.(516) 209-5410 Corina Testing Account LLC 3 corina Downe
¢ When you CIiCk the blue phone number’ | Details Related Files
RingCentral will automatically bring up the « e )
call window e funarems
< Create call log v v
®* This will list the outbound call, Contact name, JEEERm oo , wsend
Contact phone number, and provide the X R
option to relate the record to an Account or Oubound o 115162085410~ =
Case )
Ritha Choudhury-Rahman »
ge::::c‘ri 1 associated » ol

Risk Alert: To ensure your phone call notes are assigned appropriately, be sure to relate

& the call to a Case and not to an Account. Call notes assigned to an Account can be read by
other IPRO Salesforce Users.




Part 3:
Recording Your Calli
Notes



Salesforce Phone Call Activity Tracking

* One of the advantages of using RingCentral in C phone \
Salesforce is the automatic start for capturing data _

as a Salesforce Activity o RingCentral
®* Whether the call is Inbound or Outbound, you will < Create call log
be presented with the same pieces of information
. ¢+ Ritha Choudhury-... 00-05
O Subject — Inbound or Outbound (516) 209-5410 | Hung up 455 PM
O Name — Connects to a Salesforce Contact “
O Related To — Select the Case for this Contact Department
O Notes — Detail about the phone call
® To access the Notes during the Call, scroll to the Case Reference ID
bottom of the RingCentral widget. You can start Case Reference 1D
capturing the information during your call in this
space Call Topic
Call Topic

®* When the Note capture is complete, select Save in
the top right corner of the widget

Notes
MNotes

v




Salesforce Phone Call Activity Tracking

Activity Engagement History

=IBL-IRi-18

 Upcoming & Overdue

Mo activities to show.
Get started by sending an email, scheduling a task, and more.

» May - 2025

> Outbound to +15162095410

You logged a call

Mo maore past activities to load.

Activity History (1)

Outbound to +15162095410

Related To:
Task: L
Due Date: 5/12/2025

View All

Filters: all time - All activities - All types ﬂ

Refresh = Expand All = View All

This Month

Today E]

® After saving your call notes, Salesforce will create
the phone call activity and mark it complete.

® If you associated the call with a Case, you can go

to that case and view the Activity in the Activity
History panel



Salesforce Phone Call Activity Tracking
Adding further details

Activity Engagement History I

. . . al-[e -8l
¢ Additional information can be added to the e e B
ACtiVity Filters: All time = All activities « All types

Refresh - Expand All - View All

® Click on the activity itself, highlighted in blue, v Upcoming & Overdue
Mo activities to show.
() On the detailed ACtiVity Iayout you Can add Get started by sending an email, scheduling a task, and more.
agn ~ May - 2025 This Month
additional notes, change the Related To, or - .
agn - Outbound to +15162095410 Today
update any additional data that you were unable ’ | s -
to complete with the quick-start from
. Mo more past activities to load.
RingCentral ”
Activity History (1) (+]
Outbound to +15162095410 E]
?:SIak:TedTo: v
Due Date: 5/12/2025

View all




Salesforce Phone Call Activity Tracking
Adding further details

¢ In thlS example, yOu can i Outbound to + 15162095410 ﬂ
see that the user forgot
to relate the a Ct|V|ty to a Ritha Choudhury Rahman
C ase Details Related

w Task Information

® By editing the activity, a -

@ Corina Downey-Konkus s

user can search for the =
C O rr e Ct C a S e , a S S O Ci at e S commemw

5/12/2025, 3:38 PM Talked about xyz

it to the record, add any
additional Comments as

needed, then hit Save. U?; i «Dl
* The existing Activity will S

now update with the [ p—— |

new information

Tip: Type Control + period to insert quick text.

Talked about xyz

Call Recording

=




Salesforce Phone Call Activity Tracking
Missing Call Activity

® Sometimes a user may forget to hit the Save
button after adding notes in the RingCentral
widget or may be jumping call to call and not
have an opportunity to record details in real

To:  Enter name or numkber

From:

time.
1 2 3
®* When this happens, the details can still be
captured by going to either the My Calls Today 4 5 6
from the dial pad, or the History button in the
bottom tool bar 7 8 9

My Calls Today 5

Phone | ® History




Salesforce Phone Call Activity Tracking
Missing Call Activity

Report: Tasks and Events
My Calls Today

* By selecting the My Calls
Today, you will be directed 2
to a report Of a” your CaIIS Assigned [*]  Subject [*] Date + [v] Status [*] Company/Account [*] Contact =]

fo r th at d ay 1 Corina Downey-Konkus Outbound to +15162095410 51312025 Completed Corina Testing Account LLC Ritha Choudhury-Rahman
2 Corina Downey-Konkus QOutbound to 1629 51312025 Completed Corina Testing Account LLC Mic Barton
o

From the report you should

click on the call subject to B outbound to 5162085410 =]
be directed to the activity
details screen for th at Ritha Choudhury-Rahman
a Ct | VvV | ty ) Details Related

v Task Information

Assigned To Related To

0 Corina Downey-Konkus *

Due Date Name

5/12/2025 ol Ritha Choudhury-Rahman
Completed Date/Time Comments
5/12/2025, 3:38 PM Talked about xyz
Subject Call Recording
Outbound to +15162095410 4

Priority

Normal 4

Status




Questions?

Z salesforce
[PRO =
Be;;tl::g eeeeee IPRO

eeeeeeeeeeeeeeee
realized.

Corporate Headquarters
Search the helpcenter... earc 1979 Marcus Avenue
Lake Success, NY 11042-1072

http:/Apro.org

https://salesforce.ipro.help/hc/en-us
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