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Welcome to the intelli-CTi™ 

Product Tour

Explore how intelli-CTi™ for Dynamics 365 
makes customer calls a breeze.

Manual phone tasks such as call tracking and 
caller recognition are now automatic. 

Remove guesswork from your calls by having 
the likely context of the call ready to simply 

associate for your further records.

See how intelli-CTi™ users make better 
telephone calls.

Share siloed knowledge from your best 
employees and emulate best practice, 

delivering consistently great service to all 
customers.

intelli-CTi  –Connect with your Customers

https://www.intellicti.com/


Inbound Call Handling

About Inbound Call Handling

Tour  Menu

Empowering your Microsoft Dynamics 365 users to instantly take action 

of inbound telephone calls, to efficiently engage with customers in a 

professional and personalized experience.

A core capability of intelli-CTi™ provides fast and reliable caller 

recognition of inbound calls to intelligently identify the calling party and 

automatically associate them with information from Dynamics 365.

The following section outlines the power of intelli-CTi™ inbound call 

handling capabilities within Microsoft Dynamics 365



Inbound Call Handling

Inbound Caller Recognition

intelli-CTi™ seamlessly provides 

contextual information from Dynamics 365 

about the incoming caller. Automatic caller 

recognition is achieved through our unique 

Telephone Number Support (TNS). 
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Inbound Call Handling

Telephone Number Support (TNS)

TNS within intelli-CTi™ will not be 

limited to a single match about the 

incoming call, all possible matches for the 

inbound caller with an existing Dynamics 

365 entity will be displayed.
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Inbound Call Handling

Call Association

On association of the call, intelli-CTi™ will 

screen-pop the agent to the entity in Dynamics 

365.      

A screen pop allows for reduced navigation 

time by navigating directly from intelli-CTi™.
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Inbound Call Handling

Reassociation

If by any chance you associated the 

wrong account, contact or lead, intelli-CTi™ 

allows reassociation to take place to start the 

process again. Fixing the association without 

disruption to the conversation.
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About Outbound Dialing

Improve the experience of Dynamics 365 users with increased calling 

accuracy, throughput and efficiencies gained by the capabilities of 

intelli-CTi™ outbound dialing.

intelli-CTi™ streamlines the making of outbound calls by reduced 

misdialing and removing the need to manually dial telephone numbers.

The following section outlines how intelli-CTi™ enhances the outbound 

calling experience of dialing Microsoft Dynamics 365 entities.
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Outbound Calling

Dynamics 365 Dialer

The intelli-CTi™ entity dialer provides 

information based upon the context in Microsoft 

Dynamics 365. Select the telephone number to be 

dialed, saving time and associating the entity(s) to 

the active call.
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Outbound Calling

Click-To-Dial

Clicking hyperlinked numbers within 

Microsoft Dynamics 365 will make intelli-CTi™ 

dial the number automatically.

Additionally clicking on the dial/phone 

icon in entity records will also perform this 

action in intelli-CTi™.
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About Call Flow Management (Lifecycle)

Actively encourage best practices within your Microsoft Dynamics 365 

users with effective management and control throughout all aspects of 

telephone call interaction.

intelli-CTi™ empowers your users with access to caller contextual data, 

allowing them to easily access and efficiently manage information from 

Dynamics throughout the lifecycle of the call.

The following section outlines how intelli-CTi™ plays an active and 

intrinsic role in managing telephone calls within Microsoft Dynamics 365.
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Call Controls

The intelli-CTi call controls provide quick 

and easy actions on any active telephone call. 

Automatically adjusting the call control buttons 

based on the call(s) state.

At the top of each call control, intelli-CTi 

provides additional information related to the 

call. This includes displaying CLI and DDI 

numbers (if present) with the ability to switch 

between them. Also present is a timer which will 

reflect the current call(s) connected/ring time.

Each call also visually indicates the call direction 

and state. intelli-CTi can handle complex 

multiple call situations with ease.
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Call Flow Management (Lifecycle)

Caller Notes

Details of your conversation with the 

caller can be captured while on the telephone 

by selecting the intelli-CTi™ Show/Hide In-Call 

Notes button on the intelli-CTi™ call panel.

Here you can record details of the telephone 

conversation and additional notes while on 

the phone.
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Call Flow Management (Lifecycle)

Call Assistant – Association View

Once CRM content such as Cases 

and/or Opportunities have been associated 

to the call, these are displayed in the call 

associations section.
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Call Flow Management (Lifecycle)

Call Assistant – Activity View

Selecting the Activity view within the Call 

Assistant provides a list of open Activities for the 

related caller. Each activity can be selected and 

shown in Microsoft Dynamics 365.
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Call Flow Management (Lifecycle)

Call Assistant – Cases View

The Call Assistant provides access to additional 

Dynamics 365 information such as Cases. Cases can 

be selected, created and associated to the current 

call. Each Case can be selected and shown in 

Microsoft Dynamics 365. 
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Call Flow Management (Lifecycle)

Call Assistant – Opportunities View

The Call Assistant provides access to additional 

Dynamics 365 information such as Opportunities. 

Opportunities can be selected, created and 

associated to the current call. Each Opportunity can 

be selected and shown in Microsoft Dynamics 365.
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About Post-Call Processing

Ensure that after every telephone call your users are capturing with ease 

all the relevant customer information right within Microsoft Dynamics 365.  

Distilling notes, history, and managing every follow-up action to build 

stronger future customer engagements.

intelli-CTi™ post-call processing automatically brings together all of the 

relevant touch-points from the call into a single management pane, 

enabling the Dynamics 365 users to quickly and easily capture, manage 

and close off the call.

The following section outlines the efficiencies and true value of 

intelli-CTi™ post-call handling.
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Post-call Processing

Call Wrapup Overview

The initial view of the Call Assistant shows 

the call associations to the current call/caller 

(e.g. Microsoft Dynamics 365 Contact).

Each telephone call is automatically related to 

CRM Activity/History (Phone Call). Notes taken 

during the call are featured within the intelli-

CTi™ Wrapup and can be updated, including 

the subject. Followed by Automatically being 

included within the Dynamics 365 

Activity/History.

If a telephone call was related to a Microsoft 

Dynamics 365 entity (such as a Dynamics 365 

Case), this is featured in the telephone call 

Wrap-up.
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Post-call Processing

Resolving Cases/Opportunities

intelli-CTi™ provides the ability to quickly 

and easily manage related Microsoft 

Dynamics 365 Cases directly from within the 

Call Wrap-up process. A Dynamics 365 Case 

can be resolved or cancelled during the 

wrap-up, and further information can also be 

captured.

• Recording key features back into 

Dynamics 365, including the resolution 

process, billable time and description.
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Post-call Processing

Follow-ups & Call Disposition

Track the outcome of all your calls by 

setting a customizable call disposition. 

Describing the outcome of the calls allows the 

optimization of phone call performance and 

sales processing. All tracked in Microsoft 

Dynamics 365 within intelli-CTI™’s powerful 

Call History.

Based on the ended call, intelli-CTi™ 

provides a quick action to create a follow up 

call with the associated Account, Contact or 

Lead. Automatically taking the subject, notes 

and associations to the scheduled call. You 

can then set due date for the follow-up call 

and any other details.
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Call Reporting, BI and Analysis Tour  Menu

About Call Reporting, BI and Analysis

Realize full visibility of the engagement you make with your customers 

over the telephone, with Business Intelligence (BI) reporting and analysis 

gained from the rich telephony information held within your Microsoft 

Dynamics 365.

With intelli-CTi™ every telephone call interaction (both inbound and 

outbound) is automatically recorded (statistically) within Dynamics 365, 

along with details of the call metrics, each is stored with context to the 

related Dynamics entities, history and activities.

The following section outlines intelli-CTi™ telephone call statistics 

recorded within Microsoft Dynamics 365.



Call Reporting and Analysis

Call History Analysis

For each Microsoft Dynamics 365 entity that relates 

to a telephone activity, intelli-CTi™ provides a 

detailed log of telephone call interactions. Detailed 

statistical information about every telephone call 

both inbound and outbound can be used to create 

powerful and stunning dashboards.
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