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Cloud Agent Settings for Salesforce OpenCTI Integration: 

Log into Cloud Agent admin panel & cross-check if below settings are done: 

 

 
 

 

Install and Configure Demo Adapter:  

Follow 4 steps mentioned by Salesforce to install Adapter from the following link 

 

https://developer.salesforce.com/page/Lightning_Open_CTI 

 

 

Configure softphone in Salesforce Overview:  

1. In Salesforce org, go to Setup and enter Call Centers in the Quick Find box, then click Call Centers.  

2. Click Edit next to the Demo Call Center Adapter and make sure that the CTI Adapter URL points to the following URL. 

 

https://agent1.cloudagent.in/OCCDV2/cloudagent/agent_toolbar_common.jsp 

 

 

 

 

 

https://developer.salesforce.com/page/Lightning_Open_CTI
https://agent1.cloudagent.in/OCCDV2/cloudagent/agent_toolbar_common.jsp


                                                                                                                                                                   

---------------------------------------------------------------------------------------------------------------------------------------------- 

                                                                                                                                                 3 

 
Note: Ozonetel CTI works for Classic & Lightning. 

 

3. Add the agents under Manager Users 
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Configure Cloud Agent CTI Phone for Lightning edition:  

1. Assign Ozonetel Cloud Agent CTI for the respective app: 

 

 
 

2. Give the Lightning app a name: 
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3. Add OpenCTI Phone to Lightning App: 

 

 
 

4. Assign objects where you can access Ozonetel Cloud Agent CTI: 
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5. Check user profile to access Ozonetel Cloud Agent CTI: 

 

 
 

 

Ozonetel Cloud Agent CTI phone in the Lightning app: 
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Configure Cloud Agent CTI Phone for Classic edition:  

Step 1: Go to Classic Set up page: Go to Apps 

 

 
 

Step 2: Create a New Console App:  New Custom App > Select Console 
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Step 3: Once Step-2 is complete, Go to Console app & you will view Ozonetel CTI Phone at the right-hand bottom: 
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Test OpenCTI embedded in Salesforce: 

1. Login in salesforce as an agent. Navigate to Application which is created as part of Install and Configure Demo Adapter 

as mentioned in the Salesforce document.  

 

2. Click on the Phone button at the left bottom of the screen. Login to CloudAgent. 

 

 
 

3. Once the agent is logged in, he/she can make herself READY & select CALL MODE 

(Inbound/Manual/Progressive/Blended). 
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Inbound: Only incoming call 

Manual: Only Click To Call (manual outbound) 

Progressive: Only automated dialer call 

Blended: All of the above 

 

 

Call Testing: 

1. Click To Call: 

 

Click on phone number under any object (Leads/Contacts/Accounts/Cases) for outbound call: 
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Outbound Screen pop display (check the screen pop display options in Softphone layout): 

 

 
 

 

 

Click to Call screen pop display: 

The agent clicks on the desired object to work on 
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Upon the call is disconnected, the agent disposes of the call with Cloud Agent disposition.  

 

Disposition can be done from Salesforce as well & Cloud Agent call disposition API needs to be integrated with Salesforce. 

 

 
 

Cloud Agent CTI creates a task in Salesforce automatically (for the respective object page opened by the agent). Some 

fields are added in the below screenshot. More call parameters can be added on-demand: 
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2. Inbound Call: 

 

Inbound Screen pop display (check the screen pop display options in Softphone layout): 

 

 
 

 

 

 



                                                                                                                                                                   

---------------------------------------------------------------------------------------------------------------------------------------------- 

                                                                                                                                                 14 

Inbound Call screen pop display: 

 

 
 

 

Post the call is disconnected, agent disposes of the call with Cloud Agent disposition.  

 

Disposition can be done from Salesforce as well & Cloud Agent call disposition API needs to be integrated with Salesforce. 

Ozonetel will share the call disposition API. 
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Cloud Agent CTI creates a task in Salesforce automatically (for the respective object page opened by the agent). Some 

fields are added in the below screenshot. More call parameters can be added on-demand: 

 

 

3. Progressive Call (Auto/Power dialer): 

 

In the case of Leads, calling leads is completely automated. No manual intervention is required. Ozonetel will share the API. 

 

Once the lead lands in salesforce from various web sources, logic can be set in Salesforce to push the lead phone number to 

Cloud Agent progressive dialer campaign via Cloud Agent API & dialer dials out lead phone numbers automatically. 

 

In the case lead/contact not available in salesforce, a blank lead/contact page can be opened. (check the screen pop display 

options in Softphone layout) 
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Cloud Agent CTI creates a task in Salesforce automatically (for the respective object page opened by the agent).  
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In the case single Lead/Contact/Account is available in salesforce, respective Lead/Contact/Account page can be opened. 

(check the screen pop display options in Softphone layout) 

 

 
 

Cloud Agent CTI creates a task in Salesforce automatically (for the respective object page opened by the agent).  
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Add more custom fields in Salesforce task layout: 

 
 

Post addition & assign of new fields under task layout, you will be able to view those under task for all type of 

calls (Inbound, Click To Call, Progressive). 

 


