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Cisco Unified CallConnector for Microsoft Dynamics CRM 

Cisco
®
 Unified Communications is a complete IP communications system of voice, video, data, 

and mobility products and applications. It brings together all your voice and data communication 

onto a single network, to help you serve customers better, be more productive, and keep costs 

under control. Cisco Unified Communications brings people together by enabling a new way of 

communicating – where your business moves with you, network security is solid, and information 

is always available... whenever and wherever it is needed. Cisco Unified Communications is part 

of an integrated solution that includes network infrastructure, security, mobility, and network 

management products. Lifecycle services, flexible deployment and outsourced management 

options, end-user and partner financing packages, and third-party communications applications 

complete the solution. 

Cisco Unified CallConnector for Microsoft Dynamics CRM™ (customer relationship management) 

lets you deliver customer information to the computer screen of any customer-facing employee – 

the instant the customer calls. This free middleware application is part of the Cisco Unified 

Communications family. It integrates Cisco Unified Communications Manager Express (formerly 

known as Cisco Unified CallManager Express), Cisco Unified Communications Manager (formerly 

known as Cisco Unified CallManager), and Cisco Unified Contact Center Express with Microsoft 

Dynamics CRM 4.0. It empowers your employees with a complete view of customers, so they can 

deliver more informed, responsive service.  

Cisco Unified CallConnector for Microsoft Dynamics CRM Overview 

! Quick and easy integration with Microsoft Dynamics CRM 4.0. 

! Customer contact information displayed in Extensible Markup Language (XML) for any 

capable Cisco Unified IP Phones within the network – The XML lookup service allows 

lookup of any Microsoft Dynamics CRM contact to view account information with the option 

to dial the contact. Every customer-facing employee, including non-contact center 

employees such as those in accounting or shipping, can view the latest customer 

information to better answer customer inquiries and increase customer satisfaction. 

! Productivity enhancement features for employees, such as screen pops, click-to-dial, and 

call tracking – The call information collected by Cisco Unified CallConnector for Microsoft 

Dynamics CRM allows companies to make better business decisions based on actual call 

metrics pertaining to employees and customers. 

Figure 1 shows the user interface for Cisco Unified CallConnector for Microsoft Dynamics CRM. 

Figure 1.   Cisco Unified CallConnector for Microsoft Dynamics CRM User Interface 
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Features 

Cisco Unified CallConnector for Microsoft Dynamics CRM includes numerous productivity 

enhancement features. The application collects metrics that facilitate intelligent business decisions 

and help users save time on every phone call. Table 1 lists the main features in Cisco Unified 

CallConnector for Microsoft Dynamics CRM 4.0. 

The Cisco Unified CallConnector for Microsoft Dynamics CRM 4.0 is also compatible with the 

hosted deployment model of Microsoft Dynamics CRM 4.0 whether hosted by a Microsoft CRM 

Dynamics Partner or hosted by the Microsoft Live service. 

Table 1. Cisco Unified CallConnector for Microsoft Dynamics CRM Features 

Feature Description 

Click-to-dial Allows clicking to dial from within a Microsoft Dynamics CRM contact record 

Screen pops Provides screen pops of customer contact records or prepopulated phone call activity records 

Call tracking 
Tracks and inserts call-related information automatically into phone call activity records, 
eliminating the need to manually enter call information 

Call duration tracking 
Tracks the actual call duration and inserts the time into the Microsoft Dynamics CRM phone call 
activity record 

Associated customer 
service case pop 

Associates a Microsoft Dynamics CRM customer service case with any incoming call or 
available contact 

Autodetect platform 
Automatically detects integration for Cisco Unified Communications Manager Express or Cisco 
Unified Communications Manager 

Cisco platforms 
supported 

Integrates with Cisco Communications Manager Express 4.0 and later, Cisco Unified 
Communications Manager 4.x, 5.x, and 6.x (including Business Edition), and Cisco Unified 
Contact Center Express 4.0 and later (Enhanced or Premium) versions. 

Microsoft platforms 
supported 

Integrates with Microsoft Small Business Server 2003, Microsoft Windows Server 2003, 
Windows 2000 Professional, and Windows XP 

Table 2 lists the supported deployment sizes for Cisco Unified CallConnector for Microsoft 

Dynamics CRM. 

Table 2. Cisco Unified CallConnector for Microsoft Dynamics CRM 4.0 Supported Deployment Size 

Cisco Platform Number of Supported Cisco Unified IP Phones 

Cisco Unified Communications Manager Express Up to 240 IP phones 

Cisco Unified Communications Manager Up to 250 IP phones 

Cisco Unified Contact Center Express Up to 250 IP phones 

Note:   All Cisco Unified IP Phones require the purchase of a phone technology license, 

regardless of the call protocol being used. 

For More Information Including Download Instructions for Qualified Partners 

Please go to www.cisco.com/en/US/products/ps6713/index.html. 
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