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ShoreTel for Salesforce – Quick Start Guide 

Overview     
This guide is designed to walk through the key steps for implementing the ShoreTel for 

Salesforce browser based integration in your Salesforce instance to connect with ShoreTel 

Connect CLOUD or Connect ONSITE extensions.  In addition, this guide will highlight the key 

settings that the Salesforce administrator should review to ensure optimal performance for the 

intended usage.  This is not intended to be a comprehensive guide.  For complete 

documentation, please refer to the ShoreTel for Salesforce Administration Guide for Connect. 

Prerequisites 
Connect CLOUD 

• Users must have Standard Profiles or above 
 
Connect ONSITE 

• ShoreTel server(s) must be provisioned with a root signed SSL cert.  See the ShoreTel 
Connect Administration Guide, Chapter 4, for more information. 

• The Applications Licensing Server must be installed on the HQ/Director server. 
• A trial or permanent Salesforce Call Center Adapter license key for the required number 

of users must be installed on the Applications Licensing Server. 
  

Step 1 – Download the Call Center configuration file 
 
Click the following link.  Note that this will display a technical configuration file rather than a 
formatted page.  This is normal. 
 
https://staasf.shoretelsky.com/STCloudCallCenterDefinition5.xml 
 
Save the web page to the desktop by using the browser “Save As…” command.  This typically 
can usually be accessed in the web browser by right clicking on a blank area of the web page. 
 

 
 
Select a location such as your desktop and click the Save button to save the file.  The file name 
should default to “STCloudCallCenterDefinition5.xml”. 
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Step 2 - Import the Call Center Definition into Salesforce  
 
Log into Salesforce with administrator credentials and go to “Setup”.  In the quick find box, type 
in “call”. 
 
On the “All Call Centers” screen, click the Import button: 

 
 
Using the [Choose File] button, select the file downloaded in Step 1. 

 
 
The below image shows the properly installed “ShoreTel for Salesforce 5.3” call center: 
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Step 3 – Review key settings on Call Center configuration 
This section only covers some of the settings in the Call Center configuration.  Refer to the 
ShoreTel for Salesforce – Administration Guide for Connect for a complete list.  
 
Click on the “ShoreTel Adapter Version 5.3” Call Center created in Step 2.  Click [Edit] at the top 
to make changes.  Click [Save] at the top to save changes. 
 

 
 
Some of the settings to review:  
 

• CTI Adapter Softphone URL: 
 
The URL should always be “https://staasf.shoretelsky.com/STPSSFSoftphone.htm” 
for both Connect CLOUD and Connect ONSITE systems. 
 
 

• ShoreTel Headquarters Server Name or IP Address 
 
Connect CLOUD: clientstart.sky.shoretel.com 

Connect ONSITE: The fully qualified domain name (FQDN) of either the ShoreTel HQ 
server or Edge-Proxy. 

Note: The Connect ONSITE ShoreTel HQ (and DVS) server(s) must have a root-signed SSL cert from 
a recognized cert provider.  The ShoreTel Connect ONSITE system generates self-signed certs when 
you install the software.  While these self-signed certs will work for the Connect Client and the 400 
series phones, workstation browsers do not honor self-signed certs by default and so will not allow 
the connection.  The self-signed cert needs to be replaced with a root-signed cert using the process 
described in the ShoreTel Connect Administration Guide. 

 

• Inbound Call Log Results (Result 1, ...) 
This list of values causes the softphone to display the call result picklist control as part of 
the call log for inbound external calls.  This allows the user to categorize the nature or  
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outcome of the call which can then drive reports or dashboards.  Each call result value 
should be enclosed in quotes and separated by a comma.  For example: 
 
"New Lead - Req Proposal", "New Lead - Placed order", "Existing Customer - New 
Order”  

 

• Outbound Call Log Results (Result 1, ...) 
This list of values causes the softphone to display the call result picklist control as part of 
the call log for outbound external calls.  This allows the user to categorize the nature or 
outcome of the call which can then drive reports or dashboards.  Each call result value 
should be enclosed in quotes and separated by a comma.  For example: 
 
"New Lead - Req Proposal", "Existing Customer - New Order", "Left Message"  
 
 

• Keep Call Logs Open after Call Disconnect 
 

This setting controls whether the softphone will keep call logs open after the call 
disconnects or, for workgroup calls, after the agent moves back to ready-for-calls.  It 
should be set to either ‘true’, ‘false’ or ‘save’.   

 
true – The call log will stay open in edit mode and offer the user the option to [Save] 
which will make an entry in the Salesforce Activity History or [Discard] which will delete 
the call log and not make an entry in Salesforce. 

Note:  If “true”, the call will not be logged in Salesforce if the user does not manually click the [Save] 
button after each call. 

 
false – The call log will automatically close and create the Activity History entry in 
Salesforce.  The user will still have the option to edit the call log notes and other settings 
by clicking the pencil icon.  If they click the pencil icon, the options will be [Update] to 
update the Activity History entry already created in Salesforce or [Cancel] to close the 
log and disregard any changes made. 

 
save – The call log will automatically close and create the Activity History entry in 
Salesforce.  However, the call log will stay open in edit mode with the options [Update] to 
update the Activity History entry already created in Salesforce or [Cancel] to close the 
log and disregard any changes made. 
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Step 4 – Assign users to Call Center to activate the integration 
Make sure that the Call Center is saved if you made any changes in Step 3.  Scroll to the 
bottom of the Call Center configuration and click [Manage Call Center Users]. 
 

 
 
 
Click [Add More Users] 

 
 
 
Search for the specific user(s).  Check the box next to their name(s).  Click [Add to Call Center]. 
 

 
 

Note: To switch a user from an existing call center to a new one, you will need to first remove the user from 
the existing call center. 
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Step 5 – Configure Softphone Layout 
 
Go to “Setup”.  In the quick find box, type in “call”. 
 
Click the Edit link next to the Default SoftPhone Layout.: 
 

 
 
 
The top section controls the database objects that are searched when a call is received.  The 
default configuration includes Lead, Contact and Account.  If you need to include other 
database objects that contain phone number fields, click the Add/Remove Objects link. 
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The bottom section controls the behavior of the integration. 
 

  
 
 

• Screen pops open within – Screen pops can occur in the current browser tab or open 
a new tab.  The default is to pop within the existing tab.  If you are using the Classic 
pages, we recommend the “New browser window or tab” option.  If you are using 
Lightning pages, we recommend the “Existing browser window” option. 
  

• No matching records – If no record with a matching phone number is found, the 
integration can do nothing, pop a new record (ex. a new Lead), or pop a custom 
Visualforce page.  The default is to do nothing. 

 
• Single-matching record – If the phone number of the caller is found on a single record, 

the integration can do nothing, pop the detail page where the phone number was found 
or pop a custom Visualforce page.  The default is to pop the detail page. 

 
• Multiple-matching records – If the phone number of the caller is found on several 

records, the integration can do nothing, pop a search page listing or pop a custom 
Visualforce page.  The default is to do nothing.  We recommend popping the search 
page. 
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Step 6 – Adding the CTI Softphone to the Lightning Toolbar (optional) 
 
This step only applies if you wish to use the ShoreTel for Salesforce integration on Lightning.  If 
not, please proceed to step 7. 
 
ü Switch to the Lightning Experience if not already there. 
ü Click the gear icon and select Setup. 

 

 
 
 
ü Select User Interface > App Manager 
ü Find the app that your team uses.  For example, the Sales App.  Note that this must be a 

Lightning type app.  Click the down arrow on the right and select Edit. 
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ü Select the Utility Bar. 
ü Click Add 
ü Select the Open CTI Softphone 
ü Click Done. 
 

 
 
 
 
Step 7 – Load APEX package (Optional) 
 
There are several additional optional features of ShoreTel for Salesforce that are enabled by 
installing an additional package containing mainly some additional Apex Classes.  This package 
is required to enable the following features: 
 

• Use an existing Task Activities to seed a call note when making calls from open Task 
Activities advantage and/or navigate to an existing open Task Activity record and use it 
to seed the current call note. 

• Configure additional Salesforce Task Activity fields to show up in the call note areas of 
the softphone. 

• Support record search by alternate ID (for example, an account number from a Contact 
Center Call Profile field). 
 

NOTE: This package can only be installed in the Salesforce Enterprise Edition or higher.  
The package is not supported on the Salesforce Professional Edition. 
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To install the package in the PRODUCTION instance, the customer’s Salesforce Administrator 
will need to access this URL: 
https://login.salesforce.com/packaging/installPackage.apexp?p0=04t50000000LlrT 
 
To install the package in the SANDBOX instance, the customer’s Salesforce Administrator will 
need to access this URL: 
https://test.salesforce.com/packaging/installPackage.apexp?p0=04t50000000LlrT 
 
Follow the instructions.  Permission should be granted to all users.
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Step 8 – Ready to test 
 
Login using ShoreTel your extension credentials. 
 
Note:  The “Use Domain Credentials” option allows you to login without entering your 
username/password.  For this option to work, the ShoreTel user profile must be linked to an AD 
user account AND the user must be on the corporate network or have an active VPN 
connection.  If the user is off-net, they should enter their username and password. 
 

 
 
 
After entering your credentials, the softphone should display as follows: 
 

 

 
 


