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Preface 
 
This product guide is divided into chapters; each chapter describes a specific topic. 
Certain typographical conventions are used throughout this product guide. See below: 
 

¶ All commands you enter via keystrokes appear in bold (e.g., Press Enter or 
Press Ctrl-I). 

¶ All text commands you enter into text boxes or other command line typing appear in 
italics (e.g., type active). 

¶ All pull down menu options, figure references, and table references appear in italics 
in the menu order to select (i.e., Choose File> Open). 

¶ There are three types of special text that are designed to reveal supplemental 
information: Note, Warning, and Caution. See below. 

 
A NOTE provides additional, helpful information. This information may tell you how 
to do a certain task or just be a reminder for how-toôs given in previous sections  
 

 
A WARNING provides information about how to avoid harm to your system 
(i.e., do not delete your company). 
 

 
A CAUTION provides information about how to avoid malfunction or unwanted 
Results (i.e., When using the IN logic always separate text with a single quote). 
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Installation 
 
 

Objectives   
After completing this chapter you will:    

¶ Understand the hardware and software requirements for installing the Promero Contact Center 

CTI Adapter   

¶ Be able to install the Promero Contact Center CTI Adapter 

 
 

Requirements 
 

Hardware Requirements 

Pentium 500 MHz processor or above 

256 MB Ram 

20 MB Disk Space Minimum 

 
   

Software Requirements 

Windows XP or higher 

Internet Explorer 6 or higher 

Microsoft .NET Framework 3.0 or higher 

Developer, Enterprise or Unlimited version of 
Salesforce.com 
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INSTALLATION PROCESS  

Navigate to the URL: http://www.promero.com/CCA_CTI_integration.asp 
Click on the link name CTI Connector above the image in the center of the page.  
 
 
 
1 Download the 

Promero 
Contact Center 
CTI Adapter 
Adapter and 
save it to your 
computer.  

 
 

 
2 Once 

downloaded, run 
the installer file 
by clicking on it 
and follow the 

prompts:  

 

 
 

http://www.promero.com/CCA_CTI_integration.asp
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3 Click  Next  

 

 
 

4a Select the Default 
install location. 
Click  Next  

  

 

 
 

4b Or 
Click Browse to 
select a different 
Installation 
Folder:  
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4c Browse to your 
desired Installation 
Folder,  

Once you have 
selected your 
Installation Folder, 

Click Next. Next  

 
 

(NOTE your directory structure will probably appear differently 
than the example shown).  

 
 

5. Click NEXT  
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 The installation 
will begin 

 
 

6 Upon completion 
of installation, 
Click Finish  

 

 
 
 

 
Congratulations! The installation is complete. 
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Logging In 
 
Objectives  
 
After completing this chapter you will be able to:  
¶ Login to Promero Contact Center CTI Adapter  

¶ Update the Agent Telephone  

¶ Manage Agent Status  

 
You must log in to the Promero Contact Center CTI Adapter as well as Salesforce.com 
to make and accept contact center interactions, or configure your contact center system 
preferences. You must have Internet Explorer to launch the Promero Contact Center 
CTI Adapter Adapter.   
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Starting the CTI Adapter 
 
 
1 Login To 

SALESFORCE.COM  
 
Navigate to 
http://Salesforce.com 
and log in to your 
account 

 
 
 

2 Enter your User 
Name  
Enter Your 
Password  
Click Login  
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 You are now Logged 
in to your 
Salesforce.com 
account  

 

 
 
 

 Login to Promero 
Contact Center CTI 
Adapter.  
 
Click on one of the 
Links created during 
the install to initialize 
the CTI Adapter   
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 Promero Contact 
Center CTI Adapter 
initializing 

 
 
 

 1. Enter your 

Company Alias  

2. Enter your User 

Name  

3. Enter your 

Password  

4. Click Login 
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You are now logged 
in and ready to use 
the Promero Contact 
Center CTI Adapter 

 

 
 
You are now logged in and ready to use the Promero Contact 
Center CTI Adapter. 
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Logging Out 
 
Objectives  
 
After completing this chapter you will be able to:  

¶ Logout out of the Promero Contact Center CTI Adapter  

¶ Close the application  

You must log out of the Promero Contact Center CTI Adapter in 2 steps.  
 
1. In the agent status drop down menu, select log out.  

 
 
2. In the system tray, right click on the  SalesForce Call Center Adapter and click exit.   
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Set the Agentôs Telephone 
 

(Before you make your first call, you will need to set your phone number to work 
with  

Salesforce CTI adapter.)  
 

If you work from multiple locations (such as from the contact center, from your 
home, and from a different office location), then you must configure your telephone 
settings each time that you change locations.  

You can access the contact center from a variety of locations. To receive calls at 
your present location, select the type of phone system your company uses to route 
calls, and then enter your personal extension number for that system. You will not need 
to change these settings again as long you do not access the contact center from any 
other location. However, if you work from multiple locations (such as from the contact 
center, from your home, or from a different office location), you must configure 
Interaction Manager each time that you change locations. 
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To Set an Agentsôs Telephone number 
After you have logged into Salesforce.com and the Promero Contact Center CTI 
Adapter:  

 
1 Right Mouse Click  

Promero Contact 
Center CTI 
Adapter Indicator 
in the system tray 
area  
 

 
 
 

2 Click Set phone 
typeé. 
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3 Type the Agentôs 
Phone Number 
(NOTE the agent 
telephone number 
cannot contain 
spaces, dashes or 
parenthesis).  
 
Click OK 

 
 
You are now setup to use your phone with the CTI Adapter.   
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Agentôs Status 
 
This section explains the importance of your status, how and when to change your 
status. 

 
Your status in the 
Promero Contact 
Center CTI Adapter 
Adapter  

 

The Promero Contact Center CTI Adapter Adapter sends 
interactions to agents with an Available status.  

 (NOTE: Always refer to your Agent Status to monitor your 

status so that you are available to 
receive interactions.)  

The Promero Contact Center CTI Adapter adapter tracks the 

time from when you receive an interaction to when you accept 

it. Furthermore, you have a maximum amount of time, which is 

the call time-limit, to answer an interaction. The call time-limit is 

set by your system administrator. If you do not accept an 

interaction within your call time-limit, the Promero Contact 

Center CTI Adapter adapter changes your status to Not 

Available, and returns the interaction to the queue for the next 

available agent. 

 (CAUTION: Interaction Manager will not send you any 

more interactions until you manually change your 

status back to Available).   

 
 

Controlling your status You can control your status and your availability for accepting or 
refusing incoming interactions. For example, if you want to leave 
your station for lunch, a break, or if you need time after a recently 
concluded interaction, you can make yourself temporarily 
unavailable for new interactions. Generally, your status 
automatically returns to Available when you finish an interaction. 
However, sometimes you might want to manually Select > 
Available to change your status. For example, if you are away 
from your desk and your status is still Available, the Promero 
Contact Center CTI Adapter adapter might offer you an 
interaction. If you do not accept the interaction in the allowable 
time, the Promero Contact Center CTI Adapter adapter changes 
your status to Not Available and offers the interaction to another 
agent. 
 

 (NOTE: Interaction Manager routes calls only to agents 
who are Available) 
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By selecting different statuses, you can control your work load in the following ways: 
 
 
Available. Select Available to let 
Interaction Manager know that you are 
ready to receive a new interaction.  

 

 
 

Not Available. Select Not Available to 
tell Interaction Manager not to give you 
any more calls (For example, if you want 
to leave your station for lunch, a break)  

 

 
 

Logout. Select Logout to Logout out of 
the Promero Contact Center CTI Adapter 
adapter and end your session.  
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Calls 
 

Objectives  

After completing this section you will be able to:  

¶ Make an Outbound call  

¶ Place a call on hold  

¶ Make a Click to Talk call  

¶ Receive an Inbound call  

¶ Make a Predictive call  

¶ Transfer a call  

¶ Make a conference call  

¶ Log a call  
 

This section of explains the basic phone interactions (such as receiving calls, 
transferring calls,  placing a caller on hold, ending a call, and so on). This chapter 
includes the following topics:  

¶ Placing Calls 

¶ Placing a Caller on Hold 

¶ Ending a Call 

¶ Click to Dial 

¶ Predictive Dialing 

¶ Accepting Calls 

¶ Call Transfers 

¶ Conference Calls 

¶ Call Logging 
 
You can make and receive two basic types of phone calls: 
 
Automatic Call Distributor (ACD) Calls. This type of call occurs when a person dials a 
number associated with your contact center, and the call is routed to you. ACD calls 
include: 
 

¶ A customer who calls and is routed to your phone  

¶ Predictive Calls   
 

Non-ACD Calls. This type of call occurs when the person is making a direct call to 
your phone number. Non-ACD calls include: 
 

¶ Direct Inbound Calls: calls that come from outside the company directly to 
your phone. 

¶ Direct Outbound Calls: calls that you make to numbers outside the company. 
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Outbound Dialing 
 
To make a manually dialed outbound call: 
 
1. Click Line 1 to open the Dial Pad 

 
 

2. Using the Dial Pad, or the keypad on 
the keyboard, enter the number you 
wish to dial 

 
 

3. Click Dial 

 
 






























