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CTI API CALLCENTER

La API vé céc su kién tong dai (Event) cling nhu diéu khién (Call Control). Cho
phép hé thong CRM diéu khién thao tac nghe goi, hodc giam sat thong tin hoat
dong ciia cac nhan vién trén tong dai.

Céc su kién API két ndi bao gom, nhung khong gidi han nhu sau:

e Cudc goi di’ (Outgoingcall).

e Cudc goi dén (Incomingcall).

e Thong tin cudc goi (call logs).

e Sukién goiratur IP phone, Soft phone, Smart Phone.
e Click-to-Call ttr CRM

< MO ta dudi day 1a dinh dang tham khao dé trao doi giira hé thong CRM va
Tong dai, c6 thé thay dbi tuy theo yéu cau cu thé giita cic hé théng. C4c tuy
chon thay d6i bao gom:
» Tuy chon xac thuc (API Key, Bearer Token, Basic Auth, Digest Auth...)
» Tuychon RESTfull API (GET/POST/PUT...)
> Tuy chon tham s6 (JSON, URL Query Params, ...)
> Céctham s6 moi truong dé nhan dang request tra vé cho CRM (dinh
kem vao request do CRM dua ra)
Tuy chonbackup URL/Domain/IP. Gtridén URL chinh ko duoché
thong s& day sang URL du phong hoic day song song dong thoi

A\
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1 Thong tin su kién

La cac API lién quan dén su kién (Event) dién ra trén tong dai, b4o vé cho CRM
(dudi dang URL Webhook), ¢6 thé duéi dang POST hoic GET.

{domain_crm} & {secret} - do bén hé thdng CRM cung cip thong tin. Hoic ¢ dang
Webhook URL do hé thong CRM quy dinh.

1.1 Cudc goi dén (Incoming call)
Khi c6 cudc goi vao tong dai s& d6 chudng toi may nhan vién (vi du
extension: 101).

https://{domain crm}/wsapi/{customer}/incoming call?secret=({

secret}&phone=090xxxxxxx&extension=1016&callid={callid}

Trong do:
Method : GET

e {domain_crm} - La domain ciia khach hang sir dung hé thong CRM.

e {customer } - Ma khach hang.

o {secret} - Ma xac thuc két ndi dén hé thong CRM.

e {phone} - S6 dién thoai goi dén.

o {extension}-S6 may 1é nhan vién dugc d6 chudng dién thoai.

e {callid}-id cudc goi & thdng tin cua cudc goi do.
1.2 Cudc goi ra tir IP phone, Softphone, Smart phone (Outgoing call)
Pong bo dir liéu cho CRM biét c6 cude goi ra tir IP phone, Softphone, Smart
phone tir tong dai:

https://{domain crm}/wsapi/{customer}/outgoing call?secret={

secret}&phone=09]1xxxxxxx&extension=102&callid={callid}

Trong do:.
Method : GET
e {domain_crm} - La domain cua khach hang str dung hé¢ thong CRM.
{ customer } - Ma khéch hang.
{secret} - M xac thyc két ndi dén hé thong CRM.
{extension} - S6 may 1é thuc hién cudc goi di.
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e {phone} - S6 dién thoai nhan cudc goi.
e {callid} -id cudc goi & thdng tin cua cudc goi do.

1.3 Thong tin cudc goi (Call logs)

Khi két thic cudc goi thi bén phia téng dai sé& tra vé thong tin chi tiét cudc goi:

https://{domain crm}/wsapi/{customer}/call answered?secret=
{secret}

POST body: JSON format
{

"callid": "{callid}",
"calldate": "2019-08-16 15:29:30",
"extension": "101",
"phone": "090xxxx242",
"duration": 23,
"billsec": 11,
"status": "ANSWERED",
"recording": "{https://ip tong dai/link file ghi am}",
"userfield": {userfield}
}
Trong do:

Method : POST
e {domain_crm} - Domain cta khach hang str dung hé théng CRM.
e {customer } - Ma khach hang.

e {secret} - Ma xac thuc két ndi dén hé thong CRM.

e {callid} - ID cudc goi & thdng tin cua cudc goi do.

e {calldate} - Thoi gian bat dau thyc hién cudc goi (dinh dang Y-m-d H:i:s).

e {extension} - S6 may 1é da nghe hoic khéng nghe cudc goi.

e {phone} - S6 dién thoai goi dén hoic duoc goi di.

e {duration} - Tong thoi gian goi ( tinh ca thoi gian d6 chudng).

e {billsec} - Thoi gian dam thoai.

e {status} - Trang thai cudc goi (ANSWERED, NO ANSER, BUSY, ...).

e {recording} - Puong dan file ghi &m cudc goi.

o {userfield} - Truong tuy chinh cia CRM dé gan cudc goi voi don hang(néu
can).
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2 Thong tin diéu khién Call Control
2.1 Click to call softphone

https://{ip tong dai}/wsapi/{customer}/click2call.php?secret=

{secret}é&extension={extension} &phone={phone}&userfield={userfield}

Trong do:
Method : GET

o {secret} - La key xac thuc két ndi giira tong dai & hé thong CRM (secret do
tong dai cung cap).

e {customer }- ,Mé khach hang

e {extesion} - So may lé sé thuc hién cudc goi di.

e {phone}-Sé dién thoaisé goi di.

o {userfield} - Truong tuy chinh cia CRM dé gan cudc goi véi don hang(néu

A
can).
Tén céng ty SDT Di déng Bién thoai Email Dia chi thanh phé
Khoa ITY 0204824242 khoanv@ity vn
. oo | 0004824242 .
Lang ITY 0338634 longnn@ity.vn

€i ZOIPER

HUGNG DAN TICH HOP HE THONG CRM API CALL CENTER - DANH CHO PARTNER - AUGUST 2023 PAGE | 5



2.2 Click to call webphone

~ Webphone / Webcall 1 tinh nang tong dai cho phép tich hop tinh ning quay
s0 nghe goi vao cac h¢ thong CRM / ERP... Tinh nang sir dung thu vién JsSIP d¢
thuc hién di€u khién cudc goi.

JsSIP Documentation : https://jssip.net/documentation/3.10.x/

Code mau tuy chinh lai Call-ID trong JsSIP (trudng ndy s& dugc tra lai CRM vao
{userfield} trong call log):

this.phone.on('newRTCSession', (data)=>{
const session = data.session:

session.on('=sending', (data) => {
const request = data.request;
const callld = request.getHeader('Call-ID");

// Thay thé bdng Call-ID tuy chinh ban muén s dung
const modifiedCallID = 'your-custom-call-id’
request.setHeader('Call-ID' modlfledCallID},
})
1)

_Trong vi du trén, chung ta str dung su kién “sending” dé truy cap dén Call- ID cua
yéu cu cudc goi va sau do sir dung “setHeader('Call-1D', modifiedCalllD)” dé cdu hinh
lai Call-ID thanh gia tri tuy chinh.
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