Available online
European Journal of Advances in Engineering and Technology, 2024, 11(8):137-140

Research Article ISSN: 2394 - 658X

Enhancing Sales and Support Efficiency with Integrated
Communication Tools in Salesforce: Leveraging Dialpad or
InContact
Kiran Konakalla

Kiran.Konakalla7@gmail.com

ABSTRACT

Efficient communication between sales representatives and customer support agents is crucial for optimizing
customer interactions and closing deals. The integration of communication tools like Dialpad and InContact with
Salesforce and Salesforce Mobile App can significantly enhance the efficiency of sales and support teams. This
paper explores how these tools can be configured to streamline communication, improve customer information
retrieval, and automate activity logging, including call transcription and SMS tracking. Real-time use cases
demonstrate the practical benefits of these integrations. This paper explores configuration changes, practical
applications, and Al-powered features like voice-to-text transcription to illustrate how these tools transform
operational efficiency.
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INTRODUCTION
In the modern business environment, seamless communication between sales representatives, customer support
agents and customers is essential for driving efficiency and improving customer satisfaction. Tools like Dialpad and
InContact offer advanced capabilities that, when integrated with Salesforce and its mobile app, can enhance the
effectiveness of sales and support teams. This paper examines how these integrations facilitate efficient customer
communication, streamline data retrieval, and automate activity logging. Real-time use cases provide strong
examples of how these integrations address common challenges and improve operational performance.

MAIN BODY
Problem Statement
Sales representatives and customer support agents often face challenges in managing customer interactions due to
disjointed communication tools and inefficient tracking methods. Manual activity logging and the need to switch
between different applications can lead to errors, missed opportunities, reduced productivity and takes more time.
Ensuring that customer information is up-to-date and accessible during interactions is crucial for effective support
and successful sales engagements. Integrating CTI tools like Dialpad and InContact with Salesforce addresses these
issues by providing a unified platform for managing calls, messages, and other interactions.
Solution
Integrating Dialpad or InContact with Salesforce and its mobile app offers a comprehensive solution to enhance
communication efficiency and streamline activity tracking. The key components of this solution include:
1. Integration Configuration:
o Dialpad Integration:
m Installation and Setup: Download the Dialpad app and configure it within Salesforce Mobile App. Link Dialpad
with Salesforce by entering your phone number to confirm the login. This setup enables making and receiving calls
directly from the Salesforce mobile app, even without a Wi-Fi connection.
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m Salesforce Configuration: In Salesforce, navigate to Setup — App Manager — Salesforce Mobile App —
Configure. Add Dialpad as a connected app, ensuring it has access to necessary Salesforce objects and fields for
syncing call data and customer information.

m Call Logging: Configure Dialpad to automatically log both inbound and outbound calls. Set up call logging to
create activity records in Salesforce, capturing details such as call duration, call outcome, and associated notes.

o InContact Integration:

m Installation and Setup: Download the InContact app and configure it similarly by linking it with Salesforce.
Ensure that InContact is set up to handle customer calls and messages seamlessly within the Salesforce
environment.

m Salesforce Configuration: Integrate InContact with Salesforce by configuring it as a telephony integration. This
involves setting up InContact as a connected app and mapping call and message data to Salesforce objects such as
Case and Contact.

m Activity Tracking: Configure InContact to track SMS messages and call recordings. Enable automatic creation
of activity records for SMS and call interactions, including transcription of voice calls using Al-powered features.

2. Al-Powered Transcription:

o Voice-to-Text Conversion: Dialpad and InContact offer Al-powered transcription features that convert voice
conversations into text. This functionality can be configured to automatically transcribe calls and attach the
transcripts to the respective activity records in Salesforce.

o Configuration Steps: In Salesforce, navigate to Setup — Voice & Call Integration — Dialpad Settings. Enable
the transcription feature and set up rules for attaching transcripts to activity records. Similarly, configure InContact
settings to enable call transcription and link transcripts to Salesforce records.

3. Enhanced Data Access and Retrieval:

o Customer Information: Integration allows sales reps to retrieve customer information based on phone humbers
or email addresses entered in Dialpad or InContact. This is achieved through real-time data syncing between the
communication tools and Salesforce, ensuring that reps have up-to-date customer information during calls.

o Configuration: In Salesforce, configure the Dialpad and InContact apps to pull customer data from Salesforce
objects like Contact, Lead, and Account. Set up lookup fields to match phone numbers and email addresses with
existing records.

4. Automated Activity Logging:

o Call and Message Tracking: Both Dialpad and InContact integrate with Salesforce to automatically log calls,
SMS messages, and recordings. This eliminates the need for manual tracking and ensures that all interactions are
captured accurately.

o Configuration: Set up automation rules in Salesforce using Process Builder or Flow to create activity records for
incoming and outgoing calls and messages. Configure triggers to update records with call outcomes, notes, and
other relevant details.

5. Scheduling and Meeting Management:

o Meeting Scheduling: Integration allows sales reps to schedule meetings directly from Salesforce using Dialpad
or InContact. This feature synchronizes with Salesforce calendars and enables reps to manage their schedules more
efficiently.

o Configuration: In Salesforce, enable calendar integration settings to allow Dialpad and InContact to create and
manage meeting events. Set up synchronization between Salesforce calendars and communication tools to ensure
accurate scheduling.

REAL-TIME USE CASES
1. Sales Representative Efficiency
e Scenario: A sales representative, John, is on the go and needs to follow up with a prospective client. Using the
Salesforce mobile app integrated with Dialpad, John can make a call directly from her mobile device. The app
automatically retrieves and displays the client’s information based on the phone number dialed. During the call,
Dialpad transcribes the conversation in real-time, providing John with a text record of the discussion.
e Outcome: John can review the transcription and update the Salesforce record with key points from the call
without needing to manually log details. This streamlined process reduces the risk of errors and ensures that client
interactions are accurately recorded.
2. Customer Support Agent Interaction
e Scenario: A customer support agent, Mike, receives an urgent call from a client regarding a technical issue. The
call is routed through InContact, which is integrated with Salesforce. Mike receives the client’s information and
case history in real-time, allowing him to address the issue promptly. The call is recorded and transcribed
automatically, with the transcription attached to the case record in Salesforce.
e Outcome: Mike can review the transcription to ensure all details are captured accurately. The integration with
InContact helps Mike provide efficient support and maintain comprehensive records of customer interactions.
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3. Managing Sales Activities and Follow-ups

e Scenario: Jen, a sales manager, needs to track the performance of her team’s calls and follow-ups. Using
Salesforce reports integrated with Dialpad, she can view metrics such as call volume, call outcomes, and
transcription data. This information helps Jen analyze the effectiveness of her team’s outreach and identify areas for
improvement.

e Outcome: Jen uses the insights from the reports to provide targeted coaching to her team and refine sales
strategies. The integration provides valuable data that helps drive better decision-making and improves overall sales
performance.

4. Automated Task Creation and Follow-ups

e Scenario: A client leaves a voicemail with a detailed request, which is transcribed by Dialpad. The transcription
triggers an automation rule in Salesforce that creates a follow-up task for the appropriate sales representative. The
task includes a summary of the voicemail and any action items.

e Outcome: The sales representative receives the task in Salesforce and can promptly follow up with the client.
The automation ensures that no client requests are overlooked and helps maintain timely communication.

CONFIGURATION CHANGES AND CODE SAMPLES
Dialpad Integration Configuration:
// Apex class for Dialpad integration
public class DialpadIntegration {
@AuraEnabled
public static void logCall(String callld, String phoneNumber, String callOutcome,
String notes) {
// Create a new task record in Salesforce for the call
Task newTask = new Task(
Subject = 'Call with ' + phoneNumber,
WhatId = null, // Link to related Salesforce object
Description = notes,
CallType = callOutcome,
ActivityDate = System.now()
)
insert newTask;
}

}
InContact Integration Configuration:

// Apex class for InContact integration
public class InContactIntegration {
@AuraEnabled
public static void logSMS(String smsId, String phoneNumber, String message,
DateTime receivedTime) {
// Create a new task record in Salesforce for the SMS
Task newTask = new Task(
Subject = 'SMS from ' + phoneNumber,
WhatId = null, // Link to related Salesforce object
Description = message,
ActivityDate = receivedTime
);
insert newTask;
}
}
Voice-to-Text Transcription Configuration:
// Apex class for handling transcriptions
public class VoiceToTextTranscription {
@AuraEnabled
public static void saveTranscription(String transcriptionId, String
transcriptText) {
// Create a new record to store the transcription
Transcription__c newTranscription = new Transcription__c(
Transcription_Id__c = transcriptionId,
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Transcript_Text__c = transcriptText
)

insert newTranscription;

CONCLUSION

The integration of communication tools like Dialpad and InContact with Salesforce and its mobile app provides
significant advantages in enhancing the efficiency of sales representatives and customer support agents. Real-time
use cases demonstrate how these integrations streamline communication processes, improve customer information
retrieval, and automate activity logging. The practical benefits of these integrations include reduced manual effort,
improved data accuracy, and enhanced overall productivity. By leveraging Al-powered features such as voice-to-
text transcription, businesses can achieve more effective and responsive customer interactions, leading to better
outcomes and increased success.
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