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1 Framework for Third-Party Computer
Telephony Integration (CTI)

Integrate a third-party Computer Telephony Integration (CTI) solution of your choice with SAP Service Cloud
Version 2.

You can integrate communication channels, such as voice, chat, SMS, or email with SAP Service Cloud
Version 2 using an integration frame-based UI widget that is embedded directly into the agent desktop in
the side pane.

This documentation is targeted to CTI vendors who want to build a custom integration with SAP Service Cloud
in the following scenarios:

• Native integration isn't currently available from SAP
• You, as a CTI vendor, aren't yet an SAP-certified App Store partner

You can find a list of CTI providers currently offering standard or certified integrations with SAP Service Cloud
Version 2 in the SAP Partner Solutions Directory.

Related Information

SAP Partner Solutions Directory
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2 Widget Integration

Communication channels integrate to SAP Service Cloud Version 2 with a UI widget.

Agent desktop currently supports customer interactions through the following channels:

• Phone
• Chat
• SMS
• Email

 Remember
• You need to contract with a third-party communication provider for communication channels.
• Your communication provider supplies you with a responsive widget that can be embedded into the

agent desktop UI.
• The widget provides a front-end user interface for handling channels like phone, chat, and SMS.
• Routing interactions to agents is handled by the channel provider.

Integration between the vendor and service cloud is done on the client-side. That is, the widget communicates
with SAP Service Cloud Version 2 through browser events using window.postMessage().

To notify SAP Service Cloud Version 2 of an incoming message, the widget passes a set of parameters in the
form of payload and then pushes the information using postMessage.

The following is sample code showing the payload construct for incoming phone call.

 Sample Code

/**
 
* construct the payload in XML format
* @param sDestination
* @param sOriginator
* @returns payload in xml format
* @private
*/
c4c.cti.integration.prototype._formXMLPayload = function(parameters){
var sPayload = "<?xml version='1.0' encoding='utf-8' ?> <payload> " ;
for(var key in parameters){
var tag = "<" + key + ">" + parameters[key] + "</" + key +">";
sPayload = sPayload + tag;
}
sPayload = sPayload + "</payload>";
return sPayload;
};
/**
* Send information to Service Cloud
* @param parameters
*/
c4c.cti.integration.prototype.sendIncomingCalltoC4C = function (parameters) {
var payload = this._formXMLPayload(parameters);
this._doCall(payload);
};
/**
* post to parent window
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* @param sPayload
* @private
*/
c4c.cti.integration.prototype._doCall = function (sPayload) {
window.parent.postMessage(sPayload, "*");
 
};

 Note
Format the payload as JSON or XML.

Phone [page 5]
Integration events and payloads for the phone channel.

Chat [page 9]
Integration events and payloads for the chat channel.

SMS [page 12]
Integration events and payloads for the SMS channel.

Messaging Apps [page 14]
Integration events and payloads for messaging app channels such as WhatsApp, Facebook Messenger,
Instagram, and Twitter.

Email Routing from CTI Provider [page 17]
Integration events and payloads for the email channel from CTI provider.

Related Information

Configure Communication Provider

2.1 Phone

Integration events and payloads for the phone channel.

Notify

Your communication provider uses the notify event to alert the agent of an incoming phone call. Typically, the
notify event is used when a call is assigned to a specific agent by a routing algorithm.

The notify event doesn't record a phone call activity in SAP Service Cloud Version 2.

A sample payload follows:

 Sample Code

payload -:-
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{
"Type":"CALL",
"EventType": "INBOUND",
"Action": "NOTIFY",
"ANI":"+358403573592",
"ExternalReferenceID":"ED4E4730D1C711EAAA5EBC019352B05E",
 
}

ExternalReferenceID specifies the interaction record in your third-party channel provider system. The
activity document created in SAP Service Cloud Version 2 links to this external reference ID.

Accept

Your communication provider uses the accept event to indicate that an agent has accepted a call. Typically, the
accept event is used when a call is connected between an agent and a caller.

SAP Service Cloud Version 2 creates a phone call activity along with start date and time upon receipt of the
accept event.

A sample payload follows:

 Sample Code

payload -:-
 
{
"Type":"CALL",
"EventType": "INBOUND",
"Action": "ACCEPT",
"ANI":"+358403573592",
"ExternalReferenceID":"ED4E4730D1C711EAAA5EBC019352B05E",
 
}

End

Your communication provider uses the end event to indicate that the agent has ended the call. Typically, the
end event is used when a call is disconnected between an agent and a caller.

SAP Service Cloud Version 2 updates the phone call activity with the end date and time upon receipt of the end
event.

A sample payload follows:

 Sample Code

payload -:-
 
{
"Type":"CALL",
"EventType": " UPDATEACTIVITY",
"Action": "END",
"ANI":"+358403573592",
"ExternalReferenceID":"ED4E4730D1C711EAAA5EBC019352B05E",
 
}
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Recording ID

The recording ID is used to link the recorded phone call with the activity document created in SAP Service
Cloud Version 2. The recording ID ties the interaction record to the recording and enabled users to trigger
playback directly from SAP Service Cloud Version 2.

 Note
Phone recording and playback functions are provided by the widget.

 Sample Code

payload -:- {
 
"Type":"CALL",
"EventType": "UPDATEACTIVITY",
"Action": "END",
"ANI":"+358403573592",
"ExternalReferenceID": "ED4E4730D1C711EAAA5EBC019352B05E",
"RecordingId": "REC_67F9EA535AE0EA1180E000505687F2F"
 
}

RecordingId is a unique identifier generated in the vendor system to reference the recorded phone call. To
store the recording link, pass the RecordingId along with the phone call end event.

Playback

To play back a recorded phone call, SAP Service Cloud Version 2 launches the widget and sends a payload with
the recording identifiers. Your communication channel provider interprets the payload and starts playing the
specified recording in the widget.

Sample playback payload from SAP Service Cloud Version 2 to widget:

 Sample Code

{
 
type: "recordingPlayback"
InteractionId: "67F9EA535AE0EA1180E000505687F2FD" -> external reference
RecordingId: "REC_67F9EA535AE0EA1180E000505687F2F" -> Recording ID received 
by CCTR
 
}
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Outbound Call

SAP Service Cloud Version 2 offers click-to-call functionality for phone numbers. For example, on the customer
detail screen, agents can select a phone number to trigger a phone call to the customer. To initiate the
outbound phone call, the solution sends a payload to the widget as follows:

 Sample Code

{
 
Direction: "OUT",
PhoneNumber: "+1 6503054000",
currentSessionId: "e16424af-4111011ee0b531-f9b3abe58725" 
 
}

The widget uses the phone number parameter to trigger an outbound call upon receipt of the payload. The
variable currentSessionId is used internally by SAP and it does not need to be saved/returned/used by CTI
provider.

CAD Information

SAP Service Cloud allows external communication systems to pass call attached data (CAD), or interactive
voice response (IVR) information to be displayed to agents in the live activity center.

Supported CAD Fields

Attribute Payload Field Key

Business Partner Number CustomerID

Ticket ID TicketID

Serial ID Serial

External ID ExternalID

E-mail ID Email

Phone Number ANI

Custom Field 1 Custom_1

Custom Field 2 Custom_2

Custom Field 3 Custom_3

Custom Field 4 Custom_4

The information passed in these fields is displayed as-is in the live activity center. Any other functionality
required using the CAD parameters must be implemented through custom extensions.

Events that support CAD parameters are NOTIFY, ACCEPT, and TRANSFER.

A sample payload follows.

 Sample Code
 
<?xml version="1.0" encoding="UTF-8"?>
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<payload>
   <Type>CALL</Type>
   <EventType>INBOUND</EventType>
   <ACTION>NOTIFY</ACTION>
   <ANI>+358403573592</ANI>
   <ExternalReferenceID>EA42D48FEAD3EA11AA5EBC019352B05E</ExternalReferenceID>
   <ExternalOriginalReferenceID>EA42D48FEAD3EA11AA5EBC019352B05E</
ExternalOriginalReferenceID>
   <CustomerID>123456</CustomerID>
   <TicketID>983475</TicketID>
   <Serial>987987987987</Serial>
   <Email>johndoe@example.com</Email>
   <Custom_1>CAD4</Custom_1>
   <Custom_2>CAD5</Custom_2>
   <Custom_3>CAD6</Custom_3>
   <Custom_4>CAD7</Custom_4>
</payload>
 
 

2.2 Chat

Integration events and payloads for the chat channel.

Notify

Your communication provider uses the notify event to alert the agent of an incoming chat. Typically, the notify
event is used when a chat is assigned to a specific agent by a routing algorithm.

The notify event doesn't record a chat activity in SAP Service Cloud Version 2.

A sample payload follows:

 Sample Code

payload -:- {
 
"Type":"CHAT",
"EventType": "INBOUND",
"Action": "NOTIFY",
"Email":"Mike.Ross@test.com",
"ExternalReferenceID":"ED4E4730D1C711EAAA5EBC019352B05E",
 
}

ExternalReferenceID specifies the interaction record in your third-party channel provider system. The
activity document created in SAP Service Cloud Version 2 links to this external reference ID.

Accept

Your communication provider uses the accept event to indicate that an agent has accepted a chat request.
Typically, the accept event is used when an agent begins chatting with a customer.
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SAP Service Cloud Version 2 creates an inbound chat activity along with start date and time upon receipt of the
accept event.

A sample payload follows:

 Sample Code

payload -:- {
 
"Type":"CHAT",
"EventType":"INBOUND",
"Action": "ACCEPT",
"Email":"Mike.Ross@test.com",
"ExternalReferenceID":"ED4E4730D1C711EAAA5EBC019352B05E",
 
} 

End (Update Transcript)

Your communication system uses the end event to upload a transcript with a chat activity. When an agent
concludes a chat interaction with a customer, the external communication system uploads the transcript to the
chat activity and records the ending time and date.

SAP Service Cloud Version 2 supports only plain text for transcripts. Your external communication system
must convert transcripts to plain text before uploading.

A sample payload follows:

 Sample Code

payload -:-
 
{
"Type":"CHAT",
"EventType":"UPDATEACTIVITY",
"Action":"END",
"Email":"Mike.Ross@test.com",
"ExternalReferenceID":"ED4E4730D1C711EAAA5EBC019352B05E",
"Transcript":"support@sap.com : Hello Mike\n Mike.Ross@test.com: Hello\n 
Mike.Ross@test.com : I need to book an appointment for fixing my washing 
machine\nsupport@sap.com : Sure, will tomorrow 12.00 PM work for you? \n 
Mike.Ross@test.com: yes thanks bye\nsupport@sap.com : bye"
 
}

Transcript – Contains the plain text chat transcript.

To update the transcript, omit the "Action":"END", line from the payload.

 Sample Code

payload -:-
 
{
"Type":"CHAT",
"EventType":"UPDATEACTIVITY",
"Email":"Mike.Ross@test.com",
"ExternalReferenceID":"ED4E4730D1C711EAAA5EBC019352B05E",
"Transcript":"support@sap.com : Hello Mike\n Mike.Ross@test.com: Hello\n 
Mike.Ross@test.com : I need to book an appointment for fixing my washing 
machine\nsupport@sap.com : Sure, will tomorrow 12.00 PM work for you? \n 
Mike.Ross@test.com: yes thanks bye\nsupport@sap.com : bye"
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CAD Information

SAP Service Cloud allows external communication systems to pass call attached data (CAD), or interactive
voice response (IVR) information to be displayed to agents in the live activity center.

Supported CAD Fields

Attribute Payload Field Key

Business Partner Number CustomerID

Ticket ID TicketID

Serial ID Serial

External ID ExternalID

E-mail ID Email

Phone Number ANI

Custom Field 1 Custom_1

Custom Field 2 Custom_2

Custom Field 3 Custom_3

Custom Field 4 Custom_4

The information passed in these fields is displayed as-is in the live activity center. Any other functionality
required using the CAD parameters must be implemented through custom extensions.

Events that support CAD parameters are NOTIFY, ACCEPT, and TRANSFER.

A sample payload follows.

 Sample Code
 
<?xml version="1.0" encoding="UTF-8"?>
<payload>
   <Type>CHAT</Type>
   <EventType>INBOUND</EventType>
   <ACTION>NOTIFY</ACTION>
   <ANI>+358403573592</ANI>
   <ExternalReferenceID>EA42D48FEAD3EA11AA5EBC019352B05E</ExternalReferenceID>
   <ExternalOriginalReferenceID>E0163EA718FC1FFABDD5608C895AEF67</
ExternalOriginalReferenceID>
   <CustomerID>123456</CustomerID>
   <TicketID>983475</TicketID>
   <Serial>987987987987</Serial>
   <Email>johndoe@example.com</Email>
   <Custom_1>CAD4</Custom_1>
   <Custom_2>CAD5</Custom_2>
   <Custom_3>CAD6</Custom_3>
   <Custom_4>CAD7</Custom_4>
</payload>
 
 

SAP Service Cloud Version 2 integration with Third-Party CTI Providers
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2.3 SMS

Integration events and payloads for the SMS channel.

Notify

Your communication provider uses the notify event to alert the agent of an incoming SMS message. Typically,
the notify event is used when a chat is assigned to a specific agent by a routing algorithm.

The notify event doesn't record an SMS chat activity in SAP Service Cloud Version 2.

A sample payload (formatted JSON data) follows:

 Sample Code

payload -:- {
 
"Type":"MESSAGE",
"EventType":"INBOUND",
"Action":"NOTIFY",
"ANI":"+30040300597",
"Text":"This is SMS text",
"ExternalReferenceID":"77FB2990D24411EAAA5EBC019352B05E"
 
}

ExternalReferenceID specifies the interaction record in your third-party channel provider system. The
activity document created in SAP Service Cloud Version 2 links to this external reference ID.

Accept

Your third-party communication system uses the accept event to indicate to SAP Service Cloud Version 2 that
an SMS message has been accepted by an agent for further processing.

The accept event creates a new Message/SMS activity in SAP Service Cloud Version 2, and records the time
and date.

 Sample Code

payload -:- {
 
"Type":"MESSAGE",
"EventType":"INBOUND",
"Action": "ACCEPT",
"ANI":"+30040300597",
"Text":"This is SMS text",
"ExternalReferenceID":"77FB2990D24411EAAA5EBC019352B05E",
 
}
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End (Update Transcript)

Your communication system uses the end event to upload a transcript with a messaging activity. When an
agent concludes a chat-like interaction with a customer using SMS, the external communication system can
upload the entire transcript to one messaging activity.

SAP Service Cloud Version 2 supports only plain text for transcripts. Your external communication system
must convert transcripts to plain text before uploading.

A sample payload (formatted JSON data) follows:

 Sample Code

payload -:- {
 
"Type":"MESSAGE",
"EventType":"UpdateActivity",
"Action":"END",
"ExternalReferenceID":"77FB2990D24411EAAA5EBC019352B05E",
"Transcript":"+30040300597 : Hi\nhelp@ssupport.com : Hi\nhelp@ssupport.com : 
how you doing?\n+30040300597 : Please reschedule appt to 
tomorrow.\nhelp@ssupport.com :Sure! Will look into that."
 
}

Transcript – Contains the plain text SMS transcript

CAD Information

SAP Service Cloud allows external communication systems to pass call attached data (CAD), or interactive
voice response (IVR) information to be displayed to agents in the live activity center.

Supported CAD Fields

Attribute Payload Field Key

Business Partner Number CustomerID

Ticket ID TicketID

Serial ID Serial

External ID ExternalID

E-mail ID Email

Phone Number ANI

Custom Field 1 Custom_1

Custom Field 2 Custom_2

Custom Field 3 Custom_3

Custom Field 4 Custom_4

The information passed in these fields is displayed as-is in the live activity center. Any other functionality
required using the CAD parameters must be implemented through custom extensions.

Events that support CAD parameters are NOTIFY, ACCEPT, and TRANSFER.
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A sample payload follows.

 Sample Code
 
<?xml version="1.0" encoding="UTF-8"?>
<payload>
   <Type>MESSAGE</Type>
   <EventType>INBOUND</EventType>
   <ACTION>NOTIFY</ACTION>
   <ANI>+358403573592</ANI>
   <ExternalReferenceID>EA42D48FEAD3EA11AA5EBC019352B05E</ExternalReferenceID>
   <ExternalOriginalReferenceID>E0163EA718FC1FFABDD5608C895AEF67</
ExternalOriginalReferenceID>
   <CustomerID>123456</CustomerID>
   <TicketID>983475</TicketID>
   <Serial>987987987987</Serial>
   <Email>johndoe@example.com</Email>
   <Custom_1>CAD4</Custom_1>
   <Custom_2>CAD5</Custom_2>
   <Custom_3>CAD6</Custom_3>
   <Custom_4>CAD7</Custom_4>
</payload>
 
 

2.4 Messaging Apps

Integration events and payloads for messaging app channels such as WhatsApp, Facebook Messenger,
Instagram, and Twitter.

For social media channels like Facebook Messenger, WhatsApp, Instagram, and Twitter, the Type attribute in
the payload must be MESSAGE.

The standard channel IDs for messaging app payloads supported by the solution are:

• Facebook Messenger: messenger
• WhatsApp: whatsapp
• Instagram: instagram

You can change the standard channel IDs if you prefer something different.

Map these channel IDs to the channel types in the Live Interaction Widget Settings screen. For more information
on channel configuration, see the related information section.

Notify

Your communication provider uses the notify event to alert the agent of an incoming message. Typically, the
notify event is used when a message is assigned to a specific agent by a routing algorithm.

The notify event doesn't record a messaging activity in SAP Service Cloud Version 2.
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A sample payload (formatted JSON data) follows:

 Sample Code

payload -:- {
 
"Type":"MESSAGE",
"EventType":"INBOUND",
"Action":"NOTIFY",
"ANI":"+30040300597",
"Subject":"Test Subject",
"Transcript":"Test message content"
"ExternalReferenceID":"77FB2990D24411EAAA5EBC019352B05E"
"ChannelId":"whatsapp"
 
}

ExternalReferenceID specifies the interaction record in your third-party channel provider system. The
activity document created in SAP Service Cloud Version 2 links to this external reference ID.

Accept

Your third-party communication system uses the accept event to indicate to SAP Service Cloud Version 2 that
a message has been accepted by an agent for further processing.

The accept event creates a new Message activity in SAP Service Cloud Version 2, and records the time and
date.

 Sample Code

payload -:- {
 
"Type":"MESSAGE",
"EventType":"INBOUND",
"Action": "ACCEPT",
"ANI":"+30040300597",
"Subject":"Test Subject",
"Transcript":"Test message content"
"ExternalReferenceID":"77FB2990D24411EAAA5EBC019352B05E"
"ChannelId":"twitter"
 
}

End (Update Transcript)

Your communication system uses the end event to upload a transcript with a messaging activity. When an
agent concludes a chat-like interaction with a customer using a messaging app, the external communication
system can upload the entire transcript to one messaging activity.

SAP Service Cloud Version 2 supports only plain text for transcripts. Your external communication system
must convert transcripts to plain text before uploading.
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A sample payload (formatted JSON data) follows:

 Sample Code

payload -:- {
 
"Type":"MESSAGE",
"EventType":"UPDATEACTIVITY",
"Action":"END",
"ExternalReferenceID":"77FB2990D24411EAAA5EBC019352B05E",
"Transcript":"+30040300597 : Hi\nhelp@ssupport.com : Hi\nhelp@ssupport.com : 
how you doing?\n+30040300597 : Please reschedule appt to 
tomorrow.\nhelp@ssupport.com :Sure! Will look into that."
"ChannelId":"messenger"
 
}

Transcript – Contains the plain text message transcript

CAD Information

SAP Service Cloud allows external communication systems to pass call attached data (CAD), or interactive
voice response (IVR) information to be displayed to agents in the live activity center.

Supported CAD Fields

Attribute Payload Field Key

Business Partner Number CustomerID

Ticket ID TicketID

Serial ID Serial

External ID ExternalID

E-mail ID Email

Phone Number ANI

Custom Field 1 Custom_1

Custom Field 2 Custom_2

Custom Field 3 Custom_3

Custom Field 4 Custom_4

The information passed in these fields is displayed as-is in the live activity center. Any other functionality
required using the CAD parameters must be implemented through custom extensions.

Events that support CAD parameters are NOTIFY, ACCEPT, and TRANSFER.

A sample payload follows.

 Sample Code
 
<?xml version="1.0" encoding="UTF-8"?>
<payload>
   <Type>MESSAGE</Type>
   <EventType>INBOUND</EventType>
   <ACTION>NOTIFY</ACTION>
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   <ANI>+358403573592</ANI>
   <ExternalReferenceID>EA42D48FEAD3EA11AA5EBC019352B05E</ExternalReferenceID>
   <ExternalOriginalReferenceID>E0163EA718FC1FFABDD5608C895AEF67</
ExternalOriginalReferenceID>
   <CustomerID>123456</CustomerID>
   <TicketID>983475</TicketID>
   <Serial>987987987987</Serial>
   <Email>johndoe@example.com</Email>
   <Custom_1>CAD4</Custom_1>
   <Custom_2>CAD5</Custom_2>
   <Custom_3>CAD6</Custom_3>
   <Custom_4>CAD7</Custom_4>
</payload>
 
 

Related Information

Configure Communication Provider

2.5 Email Routing from CTI Provider

Integration events and payloads for the email channel from CTI provider.

Notify

Your communication provider uses the notify event to alert the agent of an incoming email message. Typically,
the notify event is used when an email message is passed to a specific agent by a routing algorithm.

The notify event doesn't record an email activity in SAP Service Cloud Version 2.

A sample payload (formatted JSON data) follows:

 Sample Code

payload -:- {
 
"Type":"EMAIL",
"EventType":"INBOUND",
"Action":"NOTIFY",
"Email":"bob.smith@example.com",
"Subject":"Regarding product support",
"ExternalReferenceID":"77FB2990D24411EAAA5EBC019352B05E"
"ToAddress":"support%40sinchcontactpro.com"
 
}

ExternalReferenceID specifies the interaction record in your third-party channel provider system. The
activity document created in SAP Service Cloud Version 2 links to this external reference ID.
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Accept

Your third-party communication system uses the accept event to indicate to SAP Service Cloud Version 2 that
an email message has been accepted by an agent for further processing.

The accept event creates a new email activity in SAP Service Cloud Version 2, and records the time and date.

 Sample Code

payload -:- {
 
"Type":"EMAIL",
"EventType":"INBOUND",
"Action": "ACCEPT",
"Email":"bob.smith@example.com",
"Subject":"Regarding product support",
"ExternalReferenceID":"77FB2990D24411EAAA5EBC019352B05E",
"ToAddress":"support%40sinchcontactpro.com"
 
}

CAD Information

SAP Service Cloud allows external communication systems to pass call attached data (CAD), or interactive
voice response (IVR) information to be displayed to agents in the live activity center.

Supported CAD Fields

Attribute Payload Field Key

Business Partner Number CustomerID

Ticket ID TicketID

Serial ID Serial

External ID ExternalID

E-mail ID Email

Phone Number ANI

Custom Field 1 Custom_1

Custom Field 2 Custom_2

Custom Field 3 Custom_3

Custom Field 4 Custom_4

The information passed in these fields is displayed as-is in the live activity center. Any other functionality
required using the CAD parameters must be implemented through custom extensions.

Events that support CAD parameters are NOTIFY, ACCEPT, and TRANSFER.

A sample payload follows.

 Sample Code
 
<?xml version="1.0" encoding="UTF-8"?>
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<payload>
   <Type>EMAIL</Type>
   <EventType>INBOUND</EventType>
   <ACTION>NOTIFY</ACTION>
   <ANI>+358403573592</ANI>
   <ExternalReferenceID>EA42D48FEAD3EA11AA5EBC019352B05E</ExternalReferenceID>
   <ExternalOriginalReferenceID>E0163EA718FC1FFABDD5608C895AEF67</
ExternalOriginalReferenceID>
   <CustomerID>123456</CustomerID>
   <TicketID>983475</TicketID>
   <Serial>987987987987</Serial>
   <Email>johndoe@example.com</Email>
   <Custom_1>CAD4</Custom_1>
   <Custom_2>CAD5</Custom_2>
   <Custom_3>CAD6</Custom_3>
   <Custom_4>CAD7</Custom_4>
</payload>
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Important Disclaimers and Legal Information

Hyperlinks
Some links are classified by an icon and/or a mouseover text. These links provide additional information.
About the icons:

• Links with the icon : You are entering a Web site that is not hosted by SAP. By using such links, you agree (unless expressly stated otherwise in your
agreements with SAP) to this:

• The content of the linked-to site is not SAP documentation. You may not infer any product claims against SAP based on this information.

• SAP does not agree or disagree with the content on the linked-to site, nor does SAP warrant the availability and correctness. SAP shall not be liable for any
damages caused by the use of such content unless damages have been caused by SAP's gross negligence or willful misconduct.

• Links with the icon : You are leaving the documentation for that particular SAP product or service and are entering an SAP-hosted Web site. By using
such links, you agree that (unless expressly stated otherwise in your agreements with SAP) you may not infer any product claims against SAP based on this
information.

Videos Hosted on External Platforms
Some videos may point to third-party video hosting platforms. SAP cannot guarantee the future availability of videos stored on these platforms. Furthermore, any
advertisements or other content hosted on these platforms (for example, suggested videos or by navigating to other videos hosted on the same site), are not within
the control or responsibility of SAP.

Beta and Other Experimental Features
Experimental features are not part of the officially delivered scope that SAP guarantees for future releases. This means that experimental features may be changed by
SAP at any time for any reason without notice. Experimental features are not for productive use. You may not demonstrate, test, examine, evaluate or otherwise use
the experimental features in a live operating environment or with data that has not been sufficiently backed up.
The purpose of experimental features is to get feedback early on, allowing customers and partners to influence the future product accordingly. By providing your
feedback (e.g. in the SAP Community), you accept that intellectual property rights of the contributions or derivative works shall remain the exclusive property of SAP.

Example Code
Any software coding and/or code snippets are examples. They are not for productive use. The example code is only intended to better explain and visualize the syntax
and phrasing rules. SAP does not warrant the correctness and completeness of the example code. SAP shall not be liable for errors or damages caused by the use of
example code unless damages have been caused by SAP's gross negligence or willful misconduct.

Bias-Free Language
SAP supports a culture of diversity and inclusion. Whenever possible, we use unbiased language in our documentation to refer to people of all cultures, ethnicities,
genders, and abilities.
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www.sap.com/contactsap

© 2026 SAP SE or an SAP affiliate company. All rights reserved.

No part of this publication may be reproduced or transmitted in any form
or for any purpose without the express permission of SAP SE or an SAP
affiliate company. The information contained herein may be changed
without prior notice.

Some software products marketed by SAP SE and its distributors
contain proprietary software components of other software vendors.
National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for
informational purposes only, without representation or warranty of any
kind, and SAP or its affiliated companies shall not be liable for errors or
omissions with respect to the materials. The only warranties for SAP or
SAP affiliate company products and services are those that are set forth
in the express warranty statements accompanying such products and
services, if any. Nothing herein should be construed as constituting an
additional warranty.

SAP and other SAP products and services mentioned herein as well as
their respective logos are trademarks or registered trademarks of SAP
SE (or an SAP affiliate company) in Germany and other countries. All
other product and service names mentioned are the trademarks of their
respective companies.

Please see https://www.sap.com/about/legal/trademark.html for
additional trademark information and notices.

https://www.sap.com/about/legal/trademark.html

	SAP Service Cloud Version 2 integration with Third-Party CTI Providers
	Content
	1 Framework for Third-Party Computer Telephony Integration (CTI)
	2 Widget Integration
	2.1 Phone
	2.2 Chat
	2.3 SMS
	2.4 Messaging Apps
	2.5 Email Routing from CTI Provider

	Important Disclaimers and Legal Information
	Copyright / Legal Notice


