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1  
1. Introduction 

1.1 What is the 3CX Assistant SugarCRM plug-in? 

The 3CX Assistant SugarCRM plug-in integrates 3CX Phone System with 
SugarCRM. It works in conjunction with 3CX Assistant, and allows looking for 
contact information in SugarCRM, and launch outbound calls from the SugarCRM 
web interface. 

The plug-in is able to look for contact information in the Contacts, Leads and / or 
Accounts tables using all the phone related fields, show the contact details in a 
screen pop-up, opening the contact record in SugarCRM, create a new contact if it 
has not been found, and save the call information in the contactôs history. 

Launching outbound calls from the SugarCRM web interface is really easy: just 
import the customizations provided when installing the plug-in, and you will have 
ñclick to callò links when you are viewing a Contact, Lead or Account, for every 
phone field. Just follow the link and a new call will be triggered and automatically 
connected to your extension! 

1.2 System requirements 

The 3CX Assistant SugarCRM plug-in requires the following: 

É 3CX Assistant version 9.13537 or up installed 

É SugarCRM version 5.1.0, 5.2.0, 5.5.0, 5.5.1, 5.5.2, 5.5.3, 5.5.4, 6.0.0, 6.0.2, 
6.0.3, 6.1.0, 6.1.1 or 6.1.2 (Enterprise, Professional or Community Edition) 

É 3CX Assistant should be installed with CRM option selected in setup 

É Port 5536 to be free 

1.3 Free Trial and License Activation 

1.3.1 Introduction 

The first time the plug-in is loaded by 3CX Assistant, the following registration 
dialog will be shown: 
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Figure 1: 3CX Assistant SugarCRM plug-in activation dialog 

The activation procedure, whether to activate the trial or a valid product key, 
requires that you have a working internet connection, because it needs to register 
your copy in the License Server. 

1.3.2 Activating the trial 

By clicking the ñFree 30 days TRIALò button you will start your trial period. Every 
feature of the plug-in will work during the trial period, just as in a licensed 
installation. When the trial period expires, you will need to enter a valid product 
key in order to continue using the plug-in. 

1.3.3 Activating a product key 

You will receive from BORTECH one product key for each purchased license. 
Each product key can be activated all the times you need in the same PC. For 
example, you will not have any problem to activate the license again if you need to 
reinstall your PC. But you will get an error if you try to activate it on another PC. 

In order to activate a product key, just enter it into the Product Key field and click 
the ñActivate Product Keyò button. A message will be shown with the result of the 
activation, whether it was successful or not. If the activation fails, a complete error 
description will be provided. 

1.3.4 Moving a product key from one PC to another 

If you need to move your plug-in installation from one PC to another, for example 
when buying a new laptop or when changing your desktop because of any reason, 
you can clear a product key to be reused in another PC. After a product key has 
been cleared, you will be able to apply it and license the plug-in on other PC. The 
PC that originally had the plug-in installed will get it automatically unlicensed. If 
you try to run the plug-in again in the old PC, it will behave as if no product key 
was ever applied. 

In order to clear a product key, we provide a program named ñProductKey 
Removerò, which is installed with the plug-in. Launch it and you will see the 
following dialog: 
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Figure 2: ProductKey Remover 

There you can enter the Product Key that you need to move from one PC to 
another, and your Customer ID, which you will get from BORTECH when buying 
your license. Then clicking the ñClear Product Keyò button will do the job, and the 
product key will be ready to be reused wherever you need. 
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2  
2. Configuring 3CX Assistant SugarCRM plug-in 

2.1 General configuration 

In order to enable the integration with SugarCRM, check the ñEnable SugarCRM 
Plug-inò option. 

If you also want to automatically create call logs in the contactôs activity history, 
you must check the ñStore Call Information in SugarCRMò option. When this 
option is set, the plug-in will open a new a call log record in SugarCRM after the 
call has ended. If you want that the new call log record gets opened when the call 
starts, follow the instructions described in section 2.3. Be aware that in that case 
the call duration will not be pre-populated. 

2.2 Login Information 

Now, you need to fill the Login Information section with your SugarCRM URL, the 
connection timeout (in seconds), the user name and password. The SugarCRM 
URL setting should be set to the URL that you use as your entry point to 
SugarCRM, ending with ñindex.phpò. 

When using LDAP authentication, SugarCRM requires that the password is sent 
as plain text. In case you are on that scenario, you will have to check the option 
ñSend password in plain text instead of the MD5 hashò. 

 

Figure 3: 3CX Assistant SugarCRM plug-in configuration (Login Information) 
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2.3 Contact Lookup 

You can change the maximum digit length to compare in the Contact Lookup 
section. When an inbound call arrives to your extension, the caller ID may have 
different formats depending on your PSTN or VoIP Provider. It could have 
international format (including the country code), national format (including the 
region or city code), or local format (including only the local number). 

Also, you may have created your Contactôs phones in SugarCRM with prefixes 
that are not present in the caller ID, such as mobile phone prefixes. In order to 
match the caller ID with the contactôs phone in these cases, you need to specify 
this parameter. The system will compare the last N digits of the caller ID with the 
last N digits of your contactôs phone, where N is the specified maximum digit 
length to compare. Usually this parameter should be the length of your local 
number. With a higher number you get more accuracy, but you may possibly not 
match the caller ID with some contact. With a lower number you get less accuracy 
(with possible false positives), minimizing the possibility of a no match. 

You can choose to look for contact information in the Contacts, Leads and / or 
Accounts tables, and select the lookup order in these tables. 

If you need to automatically open a new call log in SugarCRM when a contact is 
matched, i.e. when the call starts, just check that option. If this option is cleared 
and the ñStore Call Information in SugarCRMò is checked, the new call log record 
will be shown after the call has finished, and the call duration will be pre-
populated. 

Finally, you may configure a specific browser to use when opening contact 
records, or use the default one. 

 

Figure 4: 3CX Assistant SugarCRM plug-in configuration (Contact Lookup) 



3CX Assistant SugarCRM plug-in 

    User´s Manual Configuring 3CX Assistant SugarCRM plug-in 

 

 

BORTECH 

http://www.bor -tech.com   

info@bor-tech.com  

 6 

 

2.4 Create Contact 

When you receive an inbound call from a new contact, which is not found in 
SugarCRM, you have the option to create it. In that case, you need to fill a form 
with the contact information. That form contains the first name, the last name, the 
company name, the job title, the e-mail and the address. With the ñField mappingò 
section you can customize what SugarCRM fields are used to store each field 
from the create contact dialog. 

For example, by default the Company field from the create contact dialog is stored 
into the SugarCRM ñaccount_nameò field. You could change that, and store that 
information into the SugarCRM ñdepartmentò field. 

The drop down box on the middle of each row contains the list of valid fields for a 
SugarCRM contact, adding a final option ñcustom fieldò. When you select ñcustom 
fieldò, the text area on the right is automatically enabled, and you can enter there 
the name of a custom field that you may want to use. This way you can also use 
your customizations. 

Once the contact has been created, you can decide if it must be opened in 
SugarCRM. This may be useful for example when you need to add some 
additional information to the recently created contact. 

 

Figure 5: 3CX Assistant SugarCRM plug-in configuration (Create Contact) 
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3  
3. Inbound call behavior 

When an inbound call arrives to your extension and a contact is matched, 
depending on your 3CX Assistant CRM module configuration, the contact record 
will be automatically shown in your selected browser, or you will be able to click a 
link to open it. Also, if you have the option ñOpen new call log in SugarCRM when 
a contact is matchedò checked, a new call log record may be automatically shown 
and opened in SugarCRM. 

When the call ends and having the option ñStore Call Information in SugarCRMò 
checked, and the option ñOpen new call log in SugarCRM when a contact is 
matchedò cleared, a new call log will be created and automatically opened in the 
selected browser. 

If you have configured the plug-in to open a new call log when the call starts or 
ends, you will be able to fill the desired call information and comments directly in 
SugarCRM, or even cancel the call log and do not save it at all. 

If a contact is not matched on an inbound call, clicking on the ñCreate contactò link 
in the screen pop-up will open the create contact dialog. You can fill that form and 
automatically create the contact in SugarCRM, using the field mapping configured 
in the ñCreate Contactò tab, and optionally opening the contact created using your 
selected browser. 
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4  
4. Launching calls from SugarCRM 

4.1 Adding customizations 

You can add customizations to your SugarCRM in order to easily launch calls 
directly from the web interface. To do this: 

1. Login to SugarCRM, and go to the ñAdministrationò page. 

2. Under the ñDeveloper Toolsò section, select ñModule Loaderò. The 

following dialog will be shown. 

 
Figure 6: Module Loader dialog 

3. Click the ñBrowseò button and find the customizations file located in the 

installation directory, for example, ñC:\Program Files\3CX Assistant 

Sugar CRM plug-in\ 3CX Assistant SugarCRM plug-in package.zipò, and 

press the ñUploadò button. 

4. The package ñ3CX Assistant SugarCRM plug-in packageò will be listed. 

Press the ñInstallò button. You will be requested to accept the license 

terms. Then press the ñCommitò button. 

5. You should see the ñModule Installed Successfullyò message. 
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4.2 Launching calls from the SugarCRM web interface 

Once you have imported the customizations provided by this plug-in, you will see 
a new panel in the detail view for contacts, leads and accounts, containing links to 
launch outbound calls to any phone number using 3CX Phone System, as shown 
in the following screenshot. 

 

Figure 7: New panel in the contact detail view 

When you click for example ñCall with 3CXò �Æ ñCall mobile with 3CXò, the call to 
the contactôs mobile phone will be launched using the 3CX Assistant application, 
which must be running. If the application is not running, you will receive a 
message with the error description. 

 


