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About This Guide

Cloud One BCS supports to integrate with Zoho CRM, which allows your Zoho CRM users to
get all the call details right in their CRM entries while keeping the voice traffic in Cloud One
BCS. We provide 2 flexible options, with integration settings and features available
determined by your Zoho CRM edition. Thistopicis intended to provide you with the
requirements, key features, and terminologies related with the integrations.

CRM API integration (Zoho Free Edition)

This method is designed for Zoho CRM free edition users, enabling integration with PBX
systems. It ensures seamless interconnection and interaction between Zoho CRM and the
PBX to support features listed in the Zoho CRM Integration Guide (via API). When
integrating via API, all calls initiated from Zoho CRM must be handled via Simu Connect UC
Clients, which is required for managing specific processes to ensure the proper functioning
of all supported telephony features.

Requirements
Item Requirement
Zoho CRM Free, Standard, Professional, Enterprise, or Ultimate edition
Note:
The integration is ONLY supported for Zoho CRM
application, and is NOT supported for other related
Zoho applications, such as Zoho One, Zoho Mail, Zoho
Recruit, etc.
PBX Server Version 84.21.0.66 or later.
Key features

The integration of Cloud One BCS with Zoho CRM via API pro- vides the
following key features:

« Click to Call: Users can launch calls by a single click on the detected
numbers from Zoho CRM via Cloud One Simu Connect Web Client.
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7] Note:

This featurerequires users to install 'Cloud One Simu Connect for
Google' Chrome extension and set up Linkus Web Client to work
with the Chrome extension.

« Call Popup: Automatically bring up the contact's profile on the web
browser when users (with their Simu Connect Web Client or Simu
Connect Desktop Client logged in) receive / answer an inbound call
from a CRM contact, or finish a call with a CRM contact. In addition,
users are able to manually open the contact's profile from the call
window during a call with a CRM contact.

« Call Journal: All the call activities get logged automatically to Zoho CRM
when the user ends calls with CRM contacts.

« Contact Synchronization: Synchronize CRM contacts to an associated
PBX phonebook when receiving inbound calls from / or initiating out-
bound calls to Zoho CRM contacts.

« Contact or Lead Creation: A new contact or lead can automatically or
manually be created in CRM for unknown inbound calls or outbound

calls.

« Call Recording Playback: Zoho users can see and play recordings stored
in the PBX from corresponding call log in Zoho interface.

Terminologies

The following table lists the terminologies of the Zoho CRM integration.

Term

Zoho Administrator

Zoho User

PBX Extension

Zoho Account

Zoho Contact

Zoho Lead

Description

The master that can access all the data and manage all the users in
Zoho CRM, such as CEO, senior executive, senior administrator, etc.

The corporate staff who can only access specific data based on assigned
permissions (roles), such as sales manager, FAE, efc.

The extension number for each staff. The staffs can register the extension
on a phone or on Simu Connect clients, and use the extension to make
and receive calls.

The companies or departments within a company with which you have
business dealings. Single or multiple contacts can be associated with an
account.

The people in an organization with whom your company has business
communications in pursuit of business opportunities.

Leads are the unqualified contacts or sales opportunities in your
business. They are the raw details gathered about

individuals or representatives of organizations collected from various
campaigns.



https://www.cloudone.co/cloud-one-simu-connect-softphone
https://www.cloudone.co/cloud-one-simu-connect-softphone
https://help.yeastar.com/en/p-series-cloud-edition/yeastar-linkus-for-google-user-guide/yeastar-linkus-for-google-overview.html
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PhoneBridge integration (Zoho Paid Edition)

This method is designed for Zoho CRM paid edition users, utilizing Zoho PhoneBridge to
integrate with Cloud One BCS. It ensures seamless interaction between Zoho CRM and the
PBX, enabling all the features outlined in the Zoho CRM Integration Guide (via PhoneBridge).
All user operations are managed directly within the Zoho interface, eliminating the need to
switch to third-party platforms. This integration offers an intuitive and unified user
experience.

Requirements

Item Requirement

Zoho CRM « CRM Edition: Standard, Professional, Enterprise, or
Ultimate edition
*« CRM Plus

Note:

The integration is ONLY supported for Zoho CRM
application, and is NOT supported for other related Zoho
applications, such as Zoho Mail, Zoho Recruit, etc.

PBX Server Version 84.18.0.102 or later.

Key features

The integration of Cloud One BCS with Zoho CRM via PhoneBridge provides the
following key features:

« Click to Call: Users can launch calls directly with the call button on Zoho
CRM interface, without having to jump to other platforms.

« Call Popup: Automatically bring up the contact's profile on the pop-up
window when users receive / answer an inbound call from a CRM con-
tact, or finish a call with a CRM contact. In addition, users are able to
manually open the contact's profile from the call window during a call
with a CRM contact.
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« Call Journal: All the call activities get logged automatically to Zoho CRM
when a user ends calls with CRM contacts.

« Contact Synchronization: Synchronize CRM contacts to an associated
PBX phonebook when receiving inbound calls from / or initiating out-
bound calls to Zoho CRM contacts.

« Automatic Contact or Lead Creation: A new contact or lead can
automatically or manually be created in CRM for unknown inbound
calls or outbound calls.

- Play Call Recording: Zoho users can see and play recordings stored in
the PBX from corresponding call log in Zoho interface.

Terminologies

The following table lists the terminologies of the Zoho CRM integration.

Term Description

Zoho Administrator | The master that can access all the data and manage all the
users in Zoho CRM, such as CEO, senior executive, senior
administrator, etc.

Zoho User The corporate staff who can only access specific data based
on assigned permissions (roles), such as sales manager, FAE,
efc.

PBX Extension The extension number for each staff. The staffs can register

the extension on a phone or on Simu Connect clients, and use
the extension to make and receive calls.

Zoho Account The companies or departments within a company with which
you have business dealings. Single or multiple contacts can be
associated with an account.

Zoho Contact The people in an organization with whom your company has
business communications in pursuit of business opportunities.

Zoho Lead Leads are the unqualified contacts or sales opportunities
in your business. They are the raw details gathered about
individuals or representatives of organizations collected from
various campaigns.




Zoho CRM Integration (via CRM API)

Integrate Cloud One BCS with Zoho CRM

This topic describes how to integrate Cloud One BCS with Zoho CRM.

Prerequisites

« Only an Administrator of a Zoho CRM account can enable the Zoho CRM integration.

Procedure

« Step 1. Get the PBX authentication information

« Step 2. Register the PBX with Zoho CRM

« Step 3. Make Authorization Request to Zoho CRM

« Step 4. Associate Zoho CRM users with PBX extensions

Step 1. Get the PBX authentication information

1. Loginto PBX web portal, go to Integrations > CRM.
2. Click Zoho, then select your Zoho CRM edition.

Choose Your Zoho CRM Edition

Before the integration, please select your Zoho CRM edition. The integration settings and
features available are determined by the edition of your Zoho CRM.

Zoho Free Edition

Entry-level integration limited by Zoho

Supported features: Click-to-call with Chrome Extension, contact
synchronization, auto call journal, etc.

Zoho Paid Edition

Deep integration. More seamless experience

Supported features: Zoho-native click-to-call, call pop-ups with business
card view, instant call follow-ups, call recording playback, and more, right
within Zoho CRM

X Cancel

3. In Network section, select the URL from the Homepage URL drop-down list.
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Note:
The Homepage URL is the web page URL of your PBX, Zoho CRM will
communicate with the PBX with the selected URL.

Aredirect URl according to the selected Homepage URL is automatically generated in
the Authorized Redirect URI field.

https://docs test.yeastarcloud.com LC] =

4. Take note of the Homepage URL and the redirect URI as you will use them later on
Zoho CRM.

Step 2. Register the PBX with Zoho CRM

1. Log into the Zoho API Console, click GET STARTED.

51 API Console

Welcome to API Console!

The Zoho API Console provides you with QAuth credentials
to help you build applications using Zocho APIs.

Get your QAuth credentials to start building applications.

GET STARTED

2. On the Choose a Client Type page, select Server-based Applications.


https://api-console.zoho.com/
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2 0W@ AP| Console

Choose a Client Type

Client-based Applications

Applications that are built to run
exclusively on browsers
independent of web servers.

CREATE NOW

Mobile-based Applications

Applications that are built to run
on smartphones and tablets.

CREATE NOW

Server-based Applications

Web-based applications that are
built to run with a dedicated HTTP
Server.

CREATE NOW

Non-browser Applications

Applications that run on devices
without browsers such as smart
TVs and printers.

CREATE NOW

3. Onthe Create New Client page, enter the PBX information to register as a Zoho CRM

client.
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Create New Client

Client Type

Server-based Applications

Client Name
my phx

Homepage URL
hitps://docs test yeastarcloud.com

Authorized Redirect URIs
https://docs test yeastarcloud com/integration/. ..

CREATE

« Client Name: Set a client name.

- Homepage URL.: Paste the PBX Homepage URL.

« Authorized Redirect URI: Paste the PBX authorized redirect URI.
4. Click CREATE.

A Client ID and a Client Secret are generated.
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My Pbx
S Y

Client Details Client Secret Settings

Client ID
1000

Client Secret

641fb
5. Take note of the Client ID and Client Secret, as you will need them later.
Step 3. Make Authorization Request to Zoho CRM

1. Loginto PBX web portal, go to Integrations > CRM.

2. Click Zoho.
3. In Authorization section, fill in the following API authorization information.

Authorization
*

*

https:/faccounts.zoho.com https://crm.zoho.com

* Account Server Address: Enter the CRM Account Server URL.

Note:

The default URL https://accounts.zoho.com applies in many cases,

but you may need to change the domain URL according to the location
where you signed up your Zoho account. For example, if your Zoho ac-
count is signed up in Europe, you need to change the URL tonhttps://

accounts.zoho.eu.



https://help.zoho.com/portal/en/kb/accounts/manage-your-zoho-account/articles/data-center-for-zoho-account
https://help.zoho.com/portal/en/kb/accounts/manage-your-zoho-account/articles/data-center-for-zoho-account
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« Zoho CRM Address: Enter the Zoho CRM URL.

Note:
The default URL nttps://crm.zoho.com applies in many cases, but you
may need to change the domain URL according to the location where
you signed up your Zoho account. For example, if your Zoho account is
signed up in Europe, you need to change the URL tohttps://crm.zo-

ho.eu.

» Client ID: Paste the Zoho API Client ID.
» Client Secret: Paste the Zoho API Client secret.
4. Click Save.

A new browser page will be launched to request for Zoho CRM data access
permission.

5. Inthe authorization page, select the checkbox of the disclaimer, then click Accept to
allow the PBX to access data in your Zoho account.

my pbx
my pbx would like to access the following information.
o
Yeastar
To Fetch data using CRM Object Query Language COQL
Perform CRUD operations on the modules
Group scope to perform CRUD operations on metadata

Full access to Read, Create, Update and Delete user data in your organization

manage org data

| allow my pbx to access the above data from my Zoho account.,

Accept Reject

® 2021, Zoho Corp. All rights reserved.


https://help.zoho.com/portal/en/kb/accounts/manage-your-zoho-account/articles/data-center-for-zoho-account
https://help.zoho.com/portal/en/kb/accounts/manage-your-zoho-account/articles/data-center-for-zoho-account
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You are redirected to the PBX configuration page, a pop-up window displays the
authentication result.

Authentication

() Authentication Succeeded. You can associate Zoho users
and the extensions and enjoy other advance features

6. Click OK to confirm.

The Status field will display Connected, indicating that the Zoho CRM integration is
successfully set up.

@ Connected

2. Associate Automatically

Step 4. Associate Zoho CRM users with PBX extensions

1. Onthe CRM integration page, click Q besides Zoho User to obtain the latest Zoho

CRM user list.
Zoho User |C Extension / Extension Group
o)
Philli Huff - philli@example.com 2
David Harris - david@example.com 2
Kristin Hale - Kristin@example.com 2

Leo Ball - leo@example.com 2

2. Associate the Zoho users with PBX extensions.

Associate automatically

If users bind the same email address to their Zoho accounts and PBX
extensions, you can implement automatic association of their Zoho ac-
counts and PBX extensions.



Zoho CRM Integration Guide | 2 - Zoho CRM Integration (via CRM API) | 12

e Connected

2 Associate Automatically

ZohoUser O Extension / Extension Group
Philli Huff - philli@example.com 2
David Harris - david@example.com The Zoho users and PBX extensions that share the 2

same email address will be matched and
associated automatically. Do you want to
Kristin Hale - Kristin@example.com continue? 2

Leo Ball - leo@example.com X Cancel 2

a. Click the Associate Automatically button.
b. Onthe pop-up window, Click OK.

Associate manually

If users bind different email addresses to their Zoho account and PBX
extension, you need to manually associate the user's Zoho account and
PBX extension.

® Connected
2 Associate Automatically
Salesforce User O Extension / Extension Group
Philli Huff - philli@example.com £
DavidHall ~ Add Members X £
Kristin H £
defaut Al Extencions P Phillip Huff .
Leo Ball < Default_All_Extensions 2
Ashley
All A Y x
Y
®| (@) Philip Huft
o Ashle
oA y
K Krisin Hale
w Wayne Willies
H Haley Smith
A Alice

a. Inthe Extension / Extension Group field beside the Zoho user,
click Z.
b. In the pop-up window, select the desired user's extension(s).
c. Click Confirm.
3. Click Save.
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Result

« Theintegration of Cloud One BCS and Zoho CRM is set up.
» Associated Zoho CRM users can make or receive calls with their PBX extensions.

What to do next

« Set up Contact Synchronization from Zoho CRM
« Set up Lead or Contact Creation for Zoho CRM
« Set up Call Popup

» Use Zoho CRM Integration

Set up Contact Synchronization from Zoho CRM

After integrate with Zoho CRM, you can enable a one-way contact synchronization on PBX
to sync the Zoho CRM Contacts to a specific PBX phonebook.

Prerequisites
The Zoho CRM integration is completed.

Procedure

1. Log into PBX web portal, go to Integrations > CRM.

2. On the CRM integration page, turn on Synchronize Contacts Automatically.

3. In the Synchronize Contacts From drop-down list, select the types of contacts to be
synchronized from Zoho CRM.

synchronize Contacts Automatically

*

Contacts Leads Accounts

Contacts v

Leads
&

Accounts v
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4. Inthe Synchronize to Phonebook drop-down list, select an existing empty phone-
book or create a new phonebook to store the contacts that will be synchronized from
Zoho CRM.

Note:

The contacts can only be synchronized to an empty phonebook.

[Create New] CRM_Synchronization

5. Onthe Always Query CRM option, decide whether to search contacts in the CRM re-
altime.

Always Query CRM
When enabled, PBX will query CRM in real time for contact information and support real-time dial search for CRM contacts in the Linkus client
When disabled, CRM will only be queried if no matching information is found in the PBX company contacts, and the real-time dial search for CRM contacts in the Linkus client will

also be disabled.
Note: Enabling "Always Query” will increase API credit consumption. Please monitor your quota. For details about CRM platform API quotas, refer to the official documentation.

« If enabled, PBX will query CRM in real time for contact information, and support
real-time dial search for CRM contacts in the Simu Connect clients of the
associated ex- tension users.

« If disabled, PBX will only query CRM whenthere is no matching information
found in the PBX company contacts.

Note:
> Enabling this feature will increase APl usage, so make sure to
monitor your quota accordingly.
> Thereal-time search is not supported when masked number is
enabled.

6. Click Save.

Result

On Contacts > Phonebooks, the associated phonebook comes with a label of “* .

Phonebook Name Total Contacts Operations
default_all 1 Z W

CRM_Synchronization CRM 0 ©®


https://help.yeastar.com/en/p-series-cloud-edition/administrator-guide/system-preferences.html#system-preferences__masked-number
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When users receive an inbound call from the specified type of Zoho CRM contact, or place
an outbound call to the contact, PBX will search for the contact's information, and
automatically synchronize the matched contact's information from the CRM to the
associated phonebook in Cloud One BCS.

Note:

« This is a one-way sync to Cloud One BCS, therefore the associated phonebook
and the synced contacts are read-only.

« If the information of synchronized contacts is updated in Zoho CRM, the
change will be automatically synchronized to PBX in 30 minutes.

o Troubleshooting:
Why did PBX fail to synchronize the existing contacts in Zoho CRM?

Set up Lead or Contact Creation for Zoho CRM

After integrate with Zoho CRM, you can set up automatic or manual lead or contact
creation. If enabled, a new contact or lead can be created on the CRM when the user
receives a call from an unknown number or places a call to an unknown number. This
feature helps you to build your contact database efficiently and ensures all contact
information is captured.

Prerequisites

The Zoho CRM integration is completed.

Procedure

1. Loginto PBX web portal, go to Integrations > CRM.
2. On the CRM integration page, turn on Create New Contact.
3. In Create Contact or Lead drop-down list, select the type(s) of contacts to be created.


https://help.yeastar.com/en/p-series-cloud-edition/faq/crm-integration-faq.html#crm-integration-faq__zoho-crm-faq
https://help.yeastar.com/en/p-series-cloud-edition/faq/crm-integration-faq.html#crm-integration-faq__zoho-crm-faq
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Contacts

Contacts
&

Leads

« Contacts: Save the unknown number as a Contact.
 Leads: Save the unknown number as a Lead.
4. Inthe Create Method section, select the desired creation method according to your
needs.
« If you want the system to automatically create contacts in the CRM based on
specified types of calls, do as follows:
a. Select Automatically.
b. Inthe Call Type drop-down list, select when will a contact be automatical-
ly created in the CRM.

Inbound % Qutbound * |

Inbound @ Vv

Outbound v

o Inbound: Inbound call from an unknown number that doesn't match
a Contact, Lead, or Account already in the CRM.

> Outbound: Outbound call toan unknown numberthat doesn't
match a Contact, Lead, or Account already in the CRM.
« If you wantto allow associated extension users to manually create contacts in

the CRM during a call, select Manually.
5. Click Save.

Result
« If automatic creation is configured, when a call is placed to a unknown number or a

call is received from a unknown number, a new contact or lead will be created in Zoho
CRM.

| Note:
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The name of an auto-created contact or lead has a prefix of fatitomatic New
Contact by the number.

Automatic New Contact -5503308

55033087 Q.

« If manual creation is configured, the associated extension users can manually add an
unknown number as a new contact or lead on the CRM.

5503302 | 5503302 E2 Call Notes

Add Contact to CRM X

*

William

5503302

00:00:17 SV Cancel

e

Note:

If the Contact Synchronization featureis enabled, the new created contact or lead will
also be synchronized automatically into the phonebook in Cloud One BCS

Set up Call Popup

After the integration with Zoho CRM, a web browser tab displaying CRM contact's
information will be automatically launched when a CRM user receives an inbound call from
a CRM contact by default. You can configure the call popup to be automatically triggered by a
specified call event, or be manually opened during a call.
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Prerequisites

The Zoho CRM integration is completed.

Procedure

1. Log in to PBX web portal, go to Extension and Trunk > Extension.

2. Click £ 1o edit the extension associated with a CRM user.

3. Inthe Simu Connect Clients tab, scroll down to your desired Simu Connect
client, then select the checkbox of Open Contact URL Using System-
Integrated CRM.

4. Inthe Popup Method section, decide the method of call popup.
« If you want the system to automatically open the CRM contact details page, do
as follows:

(® Automatically (Only for Incoming Calls)

Ringing
Answered

Ope
Call End

a. Select Automatically (Only for Incoming Calls).
b. Inthe Trigger Event drop-down list, set when the call popup will be
automatically triggered.

> Ringing: A call popup will be triggered when a user receives an in-
bound call from a CRM contact.

> Answered: A call popup will betriggered when a user answers an
inbound call from a CRM contact.

> Call End: A call popup will be triggered when a user finishes a call
with a CRM contact.

« If you want the associated extension user to manually open the contact's URL
during a call with a CRM contact, select Manually.
5. Click Save.
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Result

« If automatic call popup is configured, when the specified trigger event occurs on an
inbound call from a CRM contact, a new browser tab will be launched to show the con-
tact's information from the CRM.

@ Martin Pritchett (Contact) - Zc X +

i% Yeastar Linkusfor.. — (=} X

<« C @& complus.zoho.com/yeastarcalling/index.do/cxapp/crm/org753101054/tab/Contaci

=3 Home Leads Contacts Accounts Deals Activities Reports Analytics P

@ Martin Prltchett - Commercial Press (Sample)

< ﬂ & AddTags
1 Related List I( Overview j‘ Timeline Martin Pritchett
Notes
Aftachments Contact Owner Evelyn Hong
Deals Email Martin@gmail.com
Open Activities Phone \ 55033087

Closed Activities 10+

Maobile
Invited Meetings -~

Department sale Mute Hold More  End Call
Products

Cases
« If manual call popup is configured, the associated extension users can click the cru
label on the call window to manually open the contact's details page during a call with the
CRM contact.

William Smith | 5503302 | B2 Call Notes

William Smith
00:02:24 '“
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Note:

The pop-up web page might be blocked by the browser. In this case, users needto
click on the blocked icon at the search bar, allow the pop-up window and website

redirection, then click Done.

Dn[}g g
X
Pop-ups blocked:

+ https://crm.zoho.c...s/4941851000001 098002 ’

® Always allow pop-ups and redirects from
https:/,

) Continue blocking

.

Set up Call Journal to Zoho CRM

After the integration, you can set up call journal to automatically log all the call activities to
Zoho CRM when an associated user ends calls with CRM contacts.

Prerequisites
The Zoho CRM integration is completed.

Procedure

1. Log into PBX web portal, go to Integration > CRM.

2. On the CRM integration page, turn on Call Journal.
3. Configure the call log information according to your needs.

Extension Call

Call: {{.Time}} {{.Call_Log_Status}} from {{.Call_From}} to {{.Call_To}} {{. Talk_Duration}} p

®@The supported variables include {{. Time}}, {{.Call_Log_Status}}, {{.Call_From}}, {{.Call_To}}, and {{. Talk_Duration}}, among others. For a complete list, please refer to the user manual.

 Subject: The subject of the call log.
 Description: The description of the call log.
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Note:
The contents can be composed of variables. For the supported variables, see
XML Descriptions for Integration Template - Call Journal Scenario Variables.

4. Configure the following settings according to your needs.

Setting Description

Play Call If enabled, the CRM users who associated with extensions on PBX can
Recording directly view and play call recordings stored on the PBX within the CRM
system.

Note:

When users click to play call recording in the CRM, the system
will request recording file from the PBX. For details on how the
CRM platform protects the privacy of recording data, please
contact CRM provider.

Disable Display If enabled, for queue and ring group calls, the PBX will only synchronize

Missed Call the call logs to the CRM of the agent who answers the call, while missed
Records in call logs for the same call are not synchronized to the CRM of agents who
Unanswered did not answer.
Agents
5. Click Save.
Result

« When the associated users ends a call with a CRM contact, the PBX will automatically
synchronize the call logto CRM with the pre-defined subject and description.

Phillip Huff
« Edi >
g Overview Timeline

Closed Activities ColumnView v |

(2 Closed Tasks O ) Closed Meetings 0 % ClosedCalls 2

12/08/2025 10:19

Call 810:19:26 AM Incoming Call from Phillip
Hutf<01013000101234> to ... Read M

08 10:16:42 AM Incoming Cal from Automatic New
Contact 010130001

« If you have enabled the call recording playback feature, Zoho CRM users can view and
play the corresponding call recordings within the CRM.


https://help.yeastar.com/en/p-series-cloud-edition/integrations/xml-descriptions-for-integration-template.html#crm-integration-template-xml-description__section_rr5_jth_r2c
https://help.yeastar.com/en/p-series-cloud-edition/integrations/xml-descriptions-for-integration-template.html#crm-integration-template-xml-description__section_rr5_jth_r2c
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Phillip Huff
.

& ClosedTasks 0 £ Closed Mastings o % Closed Calls 2

% Phillip Huff - Contacts
& Related Calls & A Togs

nnnnnn

Use Zoho CRM Integration

This topic shows the usage of the key features that can be achieved after integrating Cloud
One BCS and Zoho CRM.

Click to Call

Prerequisites

Install 'Cloud One Simu Connect for Google' Chrome extension and set up Simu
Connect Web Client to work with the Chrome extension.

Procedure

Users can click the detected phone numbers on the Zoho CRM web page, a
call is then sent out directly via a PBX extension.


https://help.yeastar.com/en/p-series-cloud-edition/yeastar-linkus-for-google-user-guide/yeastar-linkus-for-google-overview.html
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i+ Yeastar Linkus for.. = ] X

=2 Home Leads Contacts Accounts Deals Activities @

v All Contacts ~
Martin Pritchett

Canvas View: Contacts-Canvas ~

’ @ Martin Pritchett
. 550?’?08) Qb Martin@gmail.com
u | C.::ESSZZUS with Linkus Web Client F

Call Popup

Prerequisites

Keep at least one of the following clients logged in:

« Simu Connect Desktop Client
« Simu Connect Web Client

Note:
If users close web browser or Linkus Web Client tab, they can
NOT receive calls. To avoid this, users can install Chrome
extension 'Cloud One Simu Connect for Google', which allows
for the call pop- up browser tab even when web browser is

closed.

Procedure

When Zoho users receive / answer an inbound call from a CRM contact, or
finish a call with a CRM contact, a new browser tab will automatically be
launched to show the CRM contact's information. Additionally, users can manually
open the contact's information from the call window during the call.

Note:

For more information about the settings, see Set up Call Popup.



https://help.yeastar.com/en/p-series-cloud-edition/yeastar-linkus-for-google-user-guide/yeastar-linkus-for-google-overview.html
https://help.yeastar.com/en/p-series-cloud-edition/yeastar-linkus-for-google-user-guide/yeastar-linkus-for-google-overview.html
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Automatic call popup Manual call popup

Note:
The pop-up window might be blocked by the browser. In this case,
users need to click on the blocked icon at the search bar, allow the

pop-up window and website redirection, and then click Done.

EEL\s g
X
Pop-ups blocked:

« https://crm.zoho.c...s/4941851000001098002 '

® Always allow pep-ups and redirects from
https:/;

(O Continue blocking

Call Journal

After the Zoho CRM integration, all outbound calls, incoming calls, and missing call records
will be logged to CRM automatically, which helps users to keep track of every conversation.

« Users can log into the Zoho CRM, go to the Closed Activities section in a contact de-
tail page to view the call logs.
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Phillip Huff
€ Edit >
Q: ==3

Closed Activities

(4 Closed Tasks 0 ) Closed Meetings 0 % ClosedCalls 2

- If you have enabled the call recording playback feature, Zoho CRM users can view and
play the corresponding call recordings within the CRM.

. o Phillip Huff ==

& radTags
Related List A Overview
Closed Activities.

[ Closed Tasks 0 £ Closed Mestings 0 & Closad Calls 2

 Related Calls

g Phillip Hut

qe Philip Huft

nnnnnn

For more information, see Set up Call Journal to Zoho CRM.

Contact Synchronization

Either inbound calls from Salesforce contacts or outbound calls to the contacts will trigger a
CRM contact lookup. If there exists the same number in CRM, the matched Zoho CRM con-
tact will be synchronize to an associated PBX phonebook, and the synchronized contact is

read-only.
For more information, see Set up Contact Synchronization from Zoho CRM.
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Contacts / Phonebooks / Edit ( CRM_Synchronization )

Members

*

Contact Name Mobile Business Operations Y

Martin Pritchett 5503308

Contact or Lead Creation

A new contact or lead can be created automatically or manually in CRM when the Zoho user
receives a call from an unknown number, or when the user makes a call to an unknown
number.

For more information, see Set up Lead or Contact Creation for Zoho CRM.

Automatic New Contact -5503308
55033082 Q\Q

Disable Zoho CRM Integration

You can disable the Zoho CRM integration on Cloud One BCS at any time when you want to
pause the CRM integration.

Procedure

1. Loginto PBX web portal, go to Integrations > CRM.
2. Turn off the Enable Zoho Integration switch on the top.

Enable Zoho Integration

U

3. Click Save.
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Result

« The Status field displays Disabled.

- The CRM integration configurations are retained and can be used directly the next
time it is enabled.

Disconnect Zoho CRM Integration

When you want to integrate with another CRM account, you need to disconnect the current
CRM integration first.

Procedure

1. Login to PBX web portal, go to Integrations > CRM.
2. At the top-right corner, click Cancel Integration.

?
\Q Available v ° @ Johnson Emilyv
¥
\' - ey .
‘, X Template Management | ® Cancel Integration
b
!
_\ \ "'\ ) H‘"ﬁ '\, e s b TN - T ‘L-tu__.l__ bt conen

3. Click OK in the pop-up window.
Result

« The Zoho CRM integration is disconnected.
« All the CRM integration settings are cleared.

« The synchronized phonebook and contacts are retained on the PBX and can be edited
now.



Zoho CRM Integration (via PhoneBridge)

Integrate Cloud One BCS with Zoho CRM via
PhoneBridge

This topic describes how to integrate Cloud One BCS with Zoho CRM via PhoneBridge.

Requirements

PBX Server

« Plan: Cloud One P-Series Enterprise Plan (EP) or Ultimate Plan (UP)
- Firmware: Version 84.18.0.1020r later

Zoho CRM

« CRM Edition: Standard, Professional, Enterprise, or Ultimate edition
« CRM Plus

Note:
The integration is ONLY supported for Zoho CRM application, and
is NOT supported for other related Zoho applications, such as Zoho

Mail, Zoho Recruit, etc.

Prerequisites
« Make sure that your Zoho account has administrative privilege.

« Make sure that your Zoho account is registered with one of the following Zoho data
centers:
o US: https://accounts.zoho.com/
o Europe: https://accounts.zoho.eu/
o India: https://accounts.zoho.in/
o Australia: https://accounts.zoho.com.au/
o China: https://accounts.zoho.com.cn



https://accounts.zoho.com/
https://accounts.zoho.eu/
https://accounts.zoho.in/
https://accounts.zoho.com.au/
https://accounts.zoho.com.cn/
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Note:
> To confirm your data center location, please visit Zoho: Know Your Dat-
acenter.

o If your account is registered with a different data center, you can opt for
Zoho CRM integration via APl instead.

Procedure

« Step 1. Install Cloud One App from Zoho Telephony Marketplace
« Step 2. Authenticate the integration on Cloud One PBX
« Step 3. Associate extensions with Zoho Users

Step 1. Install Cloud One Simu Connect App from Zoho Telephony
Marketplace

1. Log in to your Zoho account with administrative privilege, go to Setup > Channels >
Telephony.

Channels

Email

Telephony

Business Messaging

Notification SMS
Webforms
Social

Chat

Portals

2. On the Telephony MarketPlace page, search for Cloud One.


https://www.zoho.com/know-your-datacenter.html
https://www.zoho.com/know-your-datacenter.html
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3. Select the app, then click Instal
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Webforms
Social
Chat

Portals

Customization

v

Automation

Process Management
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Integrate Zoho Products with top-rated business phone systems designed for SMBs

Boost your sales and support process with Zoho Products for Yeastar PBX System. Instantly enjoy one-click dialing, call pop-ups, auto call logging right inside Zoho

Products and embrace extra mobility and rich UC&C features with Yeastar all-in-one VoIP solution that’s easy to use and manage.

Dfficial Released in Yeastar PBX System
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Official Release

Fuel Your Business Growth with Yeastar and Zoho Integration
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4. In the pop-up window, choose Zoho users to associate with PBX extensions, then click

Install.
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Setup Yeastar

Choose the users who use Yeastar @ All Users
(O Specific Users

« All Users: Grant all Zoho users to access integration features.

« Specific Users: Manually choose which Zoho users are allowed to access
integration features.

Note:

Only activated users with permission for Zoho PhoneBridge can be
associated with PBX. You can go to Setup > Security Control > Profiles
to view or edit profile permissions as needed.

G CRM Home leads Contacts Accounts Deals Tasks  Meetings Calls  Reports  Services

Setup Profiles
Profile is a set of permissions dealing with module access and Operations, SEtUp CUSIOMIZAtioNs, aNd ACCESS 10 Various apps. You can provide
Q different set of permissions o Various users
+ General a Mew Profile

w Security Control
—— Profile Name Profile Description Craatod By Modifiad By
Roles and Sharing Administyytog This profile will have all the permissions. ... More
Zoho Mail Add-on Users @ This profile will have all the permissions e... More
Compliance Settings

Territary Management o « Profile: Administrator

Trusted Domain

Price rules View, Create, Edit, Delete:

Support Access
Setup Permissions . X X

single Sign-On(SAML) O crm setup system.guidedselling View, Create, Edit, Delete
Security Policies Email & Templates crm.cpa.settings.qvdc.label @ View, Edit
Active Directory Sync Automation

Grouped View (@)
Login History Webform
Audit Log Data Adriifistsation Zoho

» Channels = Zia
po a e Phone Bridge
Others

Extension Permissions
ha Mobil A
Zoho Zoho Mobile Apps Access
Others -
Developer Permissions

The Cloud One App is successfully installed.

Note:

If you want to change the Zoho users allowed for accessing integration features,
go to the Cloud One App and clicking on Modify.
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= .0 . Yeastar
Uninstall
‘ ® Integrate Zoho Products with top-rated business phone systems designed for SMBs

@® One more step is pending. You would need to go to the Yeastar interface to enable this integration for the below users. Click here to know how to do the same.

Yeastar is installed for all users in this organisation Modify

Step 2. Authenticate the integration on Cloud One PBX

0 Important:
During this step, please DO NOT log out of your Zoho account.

1. Loginto PBX web portal, go to Integrations > CRM > Zoho, then select Zoho Paid
Edition.

Choose Your Zoho CRM Edition

Bofora the integration, please select your Zoho CRM edition. The integration settings and
features available are detarmined by tha edition of your Zoho CRM.

Zoho Free Edition
LI 7

‘Supported features: Click-to-call with Chrome Extension. contact
synchronization, auto call joumal, ete.

Zoho Paid Edition

to-call call
card view, instant callfollow-ups, call recording playback, and more, right
within Zoho CRM.

2. On Zoho integration page, complete the following settings.

a. Inthe Settings section, do as follows:
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Integrations / CRM / Zoho

Please make sure your Zoho CRM has installed the Yeastar app from the Zoho Telephony Marketplace before you proceed with the following integration settings.
You can access the Zoho Telephony Marketplace via the menu in Zoho CRM: Setup > Channels > Telephony.

Settings

https://docs.test.yeastarcloud.com e https:/accounts.zoho.com

- Homepage URL.: Confirm the domain name of your PBX.
» Account Server Address: Select the Zoho Data Center URL
corresponding to the region where your account is registered.

b. Click Save.
3. On the authorization page, review the access to be granted to the App, select the

checkbox of the disclaimer, then click Accept.

ZoHoO

Yeastar

Yeastar would like to access the following information.

& CRM

yeastar

Full access to Read, Create, Update and Delete resources in a module
Manage metadata

Full access to Read, Create, Update and Delete user data in your organization
manage org data

Full access to ZohoCRM notifications

@ PhoneBridge

Zoho CRM - yeastar

Allow to log your calls inside Zoho

To View the information associated with the caller/callee

| allow Yeastar to access the above data from my Zoho account..

© 2024, Zoho Corporation Pvt. Ltd. All Rights Reserved.
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The system will automatically complete the authentication process. Once finished, a
window pops up to indicate the authentication result, as shown below.

Authentication X

©@ Authentication succeeded. Associate Zoho users with PBX
extensions now to enjoy rich integration features.

v OK

Step 3. Associate extensions with Zoho Users

1. Onthe CRM integration page, click Q beside Zoho User to obtain the latest Zoho

CRM user list.
2, Associate Automatically
Zoho User | QG Extension
Hang Evelyn - evelynhong@yeastar.com [Mone]
Phillip Huff - philliphuff@gmail.com [Mone]
Jason Mraz - jasonmraz@gmail.com [None]

2. Associate Zoho users with PBX extensions.

Associate automatically

If users bind the same email address to their Zoho accounts and PBX
extensions, you can implement automatic association of their Zoho ac-
counts and PBX extensions.

a. Click Associate Automatically.

b. In the pop-up window, click OK.

c. Click Save.
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Associate manually

If users bind different email addresses to their Zoho account and PBX
extension, you need to manually associate users' Zoho account and PBX
extension.

a. Inthe Extension drop-down list beside the Zoho user, select the
desired user's PBX extension.

b. Click Save.
Result

« Theintegration of Cloud One BCS and Zoho CRM is set up.
» The associated Zoho users can make or receive calls with their PBX extensions.

What to do next

» Set up Contact Synchronization from Zoho CRM
« Set up Lead or Contact Creation for Zoho CRM
 Set up Call Journal to Zoho CRM

Set up Contact Synchronization from Zoho CRM

After integrate with Zoho CRM, you can enable a one-way contact synchronization on PBX
to sync the Zoho CRM Contacts to a specific PBX phonebook.

Prerequisites

The Zoho CRM integration is completed.

Procedure

1. Login to PBX web portal, go to Integrations > CRM.

2. On the CRM integration page, turn on Synchronize Contacts Automatically.

3. Inthe Synchronize Contacts From drop-down list, select the types of contacts to be
synchronized from Zoho CRM.
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Synchronize Contacts Automatically

Contacts »x  Leads x  Accounts x

Contacts vy
Leads @ v
Accounts vy

4. Inthe Synchronize to Phonebook drop-down list, select an existing empty phone-
book or create a new phonebook to store the contacts that will be synchronized from
Zoho CRM.

Note:

The contacts can only be synchronized to an empty phonebook.

[Create New] CRM_Synchronization

5. Onthe Always Query CRM option, decide whether to search contacts in the CRM re-
altime.

Always Query CRM

When enabled, PBX will query CRM in real time for contact information and support real-time dial search for CRM contacts in the Linkus client.
When disabled, CRM will only be queried if no matching information is found in the PBX company contacts, and the real-time dial search for CRM contacts in the Linkus client will

also be disabled.
Note: Enabling "Always Query” will increase API credit consumption. Please monitor your quota. For details about CRM platform API quotas, refer to the official documentation.

« If enabled, PBX will query CRM in real time for contact information, and support
real-time dial search for CRM contacts in the Simu Connect clients of the
associated ex- tension users.

« If disabled, PBX will only query CRM when there is no matching information
found in the PBX company contacts.

Note:

> Enabling this feature will increase APl usage, so make sure to
monitor your quota accordingly.

> Thereal-time search is not supported when masked number is
enabled.



https://help.yeastar.com/en/p-series-cloud-edition/administrator-guide/system-preferences.html#system-preferences__masked-number
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6. Click Save.

Result

On Contacts > Phonebooks, the associated phonebook comes with a label of “® .

Phonebook Name Total Contacts Operations
default_all 11 Z
CRM_Synchronization CRM 0 ®

When users receive an inbound call from the specified type of Zoho CRM contact, or place
an outbound call to the contact, PBX will search for the contact's information, and
automatically synchronize the matched contact's information from the CRM to the
associated phonebook in Cloud One BCS.

Note:

« This is a one-way sync to Cloud One BCS, therefore the associated phonebook
and the synced contacts are read-only.

- If the information of synchronized contacts is updated in Zoho CRM, the
change will be automatically synchronized to PBX in 30 minutes.

o Troubleshooting:
Why did PBX fail to synchronize the existing contacts in Zoho CRM?

Set up Lead or Contact Creation for Zoho CRM

After integrate with Zoho CRM, you can set up automatic or manual lead or contact
creation. If enabled, a new contact or lead can be created on the CRM when the user
receives a call from an unknown number or places a call to an unknown number. This
feature helps you to build your contact database efficiently and ensures all contact
information is captured.

Prerequisites

The Zoho CRM integration is completed.


https://help.yeastar.com/en/p-series-cloud-edition/faq/crm-integration-faq.html#crm-integration-faq__zoho-crm-faq
https://help.yeastar.com/en/p-series-cloud-edition/faq/crm-integration-faq.html#crm-integration-faq__zoho-crm-faq
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Procedure

1. Login to PBX web portal, go to Integrations > CRM.

2. On the CRM integration page, turn on Create New Contact.

3. In Create Contact or Lead drop-down list, select the type(s) of contacts to be
created.

Contacts

Contacts
&

Leads

« Contacts: Save the unknown number as a Contact.
 Leads: Save the unknown number as a Lead.
4. Inthe Create Method section, select the desired creation method according to your

needs.
« If you want the system to automatically create contacts in the CRM based on

specified types of calls, do as follows:
a. Select Automatically.
b. Inthe Call Type drop-down list, select when will a contact be automatical-
ly created in the CRM.

Inbound % Qutbound * |

Inbound @ vV

Outbound

> Inbound: Inbound call from an unknown number that doesn't match
a Contact, Lead, or Account already in the CRM.
> Outbound: Outbound call toan unknown numberthat doesn't
match a Contact, Lead, or Account already in the CRM.
« If you wantto allow associated extension users to manually create contacts in
the CRM during a call, select Manually.

5. Click Save.
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Result

« If automatic creation is configured, when a call is placed to a unknown number or a
callis received from a unknown number, a new contact or lead will be created in Zoho

CRM.
Note:
contact by the number.

Automatic New Contact -5503308

55033087 ¢,

The name of an auto-created contact or lead has a prefix of fatitomatic New

« If manual creation is configured, the associated extension users can manually add an

unknown number as a new contact or lead on the CRM.

5503302 | 5503302 E2 Call Notes

Add Contact to CRM

*
William

*

5503302
00:00:17

=

Note:

X Cancel

If the Contact Synchronization feature is enabled, the new created contact or lead will
also be synchronized automatically into the phonebook in Cloud One BCS.
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Enable Call Recording Playback in Zoho CRM

After the integration, call logs can be automatically synchronized to Zoho CRM when an as-
sociated user ends calls with Zoho CRM contacts. You can set up to enable playing the call
recordings of the corresponding call logs directly within Zoho CRM.

Prerequisites

The Zoho CRM integration is completed.
Procedure

1. Log into PBX web portal, go to Integration > CRM.
2. In the Call Journal section, select the checkbox of Play Call Recording.

When users click to play call recording in the CRM, the system will request recording
file from the PBX.

Note:

For details on how the CRM platform protects the privacy of recording data,
please contact CRM provider.

Call Journal
Play Call Recording

If enabled, you can play call recordings directly within the CRM system. When you click to play a recording in the CRM, the system will request the recording file from the PBX. For
details on how the CRM platform protects the privacy of recording data, please contact your CRM provider.

3. Click Save.

Result

The Zoho CRM users who associated with extensions on PBX can directly view and play call
recordings stored on the PBX within the CRM system.
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Disable Zoho CRM Integration

You can disable the Zoho CRM integration on Cloud One BCS at anytime when you want to

pause the CRM integration.

Procedure

1. Loginto PBX web portal, go to Integrations > CRM.

2. Turn off the Enable Zoho Integration switch on the top.

Y

3. Click Save.

Result

Enable Zoho Integration

« The Status field displays Disabled.
« The CRM integration configurations are retained and can be used directly the next

time it is enabled.
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Disconnect Zoho CRM Integration

When you want to integrate with another CRM account, you need to disconnect the current
CRM integration first.

Procedure

1. Login to PBX web portal, go to Integrations > CRM.
2. At the top-right corner, click Cancel Integration.

?
\Q Availablev o 9 Johnson Emilyw
»
» . - .
‘f X Template Management | & Cancel Integration
i
!
_‘\-"‘\4 '_‘—-u."\-n..,___, - . s e

3. Click OK in the pop-up window.

Result

« The Zoho CRM integration is disconnected.
« All the CRM integration settings are cleared.

« The synchronized phonebook and contacts are retained on the PBX and can be edited
now.



