Outlook W!se Information Sheet Using Outlook with Skype and Skylook

1 Introduction

This articles reviews a product called Skylook, which is a marvelous utility dedicated to optimising your use
of Outlook with Skype, which is in itself an incredible tool that allows you to make free phone calls over the
internet using a technology known as VolP (Voice Over IP). Skype is one of those products that once you
discover it you wonder how you ever managed without it, and, so by integrating Skype into Outlook,
another product which many of us spend a large percentage of our day interacting with, Skylook can play a
significant role in increasing your personal productivity. Of particular importance is the fact that it can
automatically record phone conversations made via Skype and record these voice files into Outlook mail
messages, thereby eliminating the need to write copious notes about what you discussed with someone.

2 What is Skype

A product that is currently revolutionising the telephony industry
today is Skype™, which is a free Voice-over-1P service. Skype
allows you to make telephone calls to either other Skype users
(which are free calls), or to non-Skype users on conventional
land-line and mobile telephone numbers using their SkypeOut
facility. SkypeOut calls, while not free, are substantially less
than the cost of making the equivalent international call via your
standard long-distance carrier.

You make Skype calls via your internet connection using a standard computer microphone and speakers,
or a headset (which combines both). There are even “IP” phones available now that connect to your
computer or network via a USB port or a regular Ethernet connection. Such IP phones give you the
conventional “telephone experience” but without the same cost of making regular phone calls.

At the time of writing (April 2008), over 300 million people have downloaded Skype, and the user
population is growing by tens of thousands daily.

Given the ever-increasing population of Skype users, combined with the fact that Skype is being used
more and more in business, there exists the need to maintain a database of Skype contacts and their
Skype Names, plus their regular phone numbers. While one can do this in Skype, by far the most popular
“database” for maintaining contacts is Microsoft Outlook.

This article looks at an important add-in for Outlook, namely Skylook. If you are currently an Outlook user
and maintain your contacts in Outlook, either in your Personal Contacts folder or a Public Contacts folder,
Skylook is the perfect add-in for Outlook.

3 Whatis Skylook

Skylook is an add-in for Microsoft® Outlook®, that allows you to control Skype directly from within Outlook.
You can make Skype IP telephony calls, SkypeOut Skype calls to non-Skype users, and start Skype
Instant Messenger chats directly from your contacts in Microsoft Outlook. So you can dial any of your
Outlook contacts, on either their Skype, office, home or mobile/cellular telephone numbers, directly from
the contact form. This saves you having to maintain a separate database in Skype for these same
numbers and also means you have access to the other Outlook functionality that you may be employing to
keep track of contacts (adding Journals to record phone calls, etc.).

Skylook then automatically records each voice or chat conversation, or SMS message into a Skylook
Conversations folder. MX-Contact monitors this folder in the same way that it monitors the Inbox and Sent
Items folder, and links these conversations to the relevant contacts and/or companies in MX-Contact.

4 Installing Skylook

Download and install Skylook from the page below:
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http:///www.skylook.biz/outlookwise

Follow the instructions for installing and then synchronizing your Skype contacts with your Outlook
Contacts.

Once Skylook is installed you should have your Skype contacts in your Personal Contacts folder, each with
their corresponding Skype Name. This is stored in a custom field called Skype Name , which can be added
to your Outlook view using the Field Chooser. In the example below, the user Robert King (with Skype 1D
robertk_exchangewise ) has 2 Skype Contacts, namely Tom Watson and Jack Daniels. These have been
added to Robert’'s Personal Contacts folder:

i~ Cantacts - Microsoft Outlook
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Folder List « ||8d Contacts i

All Folders # ||| Click here to enable Instant Search

L] All Outiook Items > || [ /8 Full Name Company E-mail Skype Name

:I‘?;-;JMailbox-Robert Kin & Click here to add a n..,
’Ii_IE &= Jack Daniels Great Lakes Food Market  jackdaniels342@yahoo.com jackdaniels342
@ Daleted ftems 8= SusanJones ExchangeWise susanj@exchangewise.com susanj_exchangewise
[L7| Drafts &5 Tony Martheze ExchangeWise tonym@exchangewise.com tony-martheze
LJ Inbox &5 Tom Watson Great Lakes Food Market  tomwatson342@yahoo.com  tomwatson342
éﬁ tournal SEEE ! : i :

5 Using Skylook

5.1 Calling Contacts

Now you can call any contact in your Personal Contacts list either on Skype, or on their office
landline or mobile numbers, if you have a SkypeOut account.

Similarly you can have chat conversations with those contacts who have Skype accounts.

Each chat or voice conversation is recorded in the Skylook Conversations folder in MX-Contact.

5.2  Voice Conversations

Once the call is complete it is saved to the Skylook Conversations folder, which is automatically
created in your Outlook mailbox.

& Callwith Tom Watson - Skylo...

The call in progrezs is being recorded.

YWwhen the call i cuniﬁte, detailz of the call will be placed in
ah Outlook:, folder called:

Skylook Conversations

A file containing the audio recording will be attached.

Show Details Enter Motes about the Call
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When the call concludes a message appears as shown below:

) Finished Call with Tom Watso... - x

The call waz recorded.

Detailz of the call have been placed in an Outlook, folder
called:

Skylook Conversations

A audio file haz been attached to the Oublook tem.

Show Details Enter Notes about the Call

The details of the message are shown below:

41

Qutgoing Skype voice call, Duration: 46 s

By =20+ °

—-/ Message Add-Ins

[ = ,’—H— .,___%- Message| = = 3.
ﬁj E u_é'd EMK-Contact _’il' _‘@EI —i$ x :::

Saveand Link Print Reply Reply Forward @ Delete L:J 1
Close to All B ol i E
MX-Contact Show Respond Actions
From: Robert King [robertk@exchangewise. com]
To: Tom Watson (tormwatson342@yahoo. com)
Lo
Subject: Qutgoing Skype voice call, Duration: 46 seconds T

| Message | @]F‘.ecnrding of Call to Tom Watson.mp3 (151 KEB)

Choose from the following options:

Get the recording transcribed to text and emailed back to you

Listen to the recording

Call Tom Watson via Skype

Call Tom Watson via SkypeOut
Business
Cell
Home

Start Skype text chat with Tom Watson

Send an SMS to Tom Watson
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5.3 Chat Conversations
All chat conversations with Skype contacts are automatically recorded in an e-mail message in the
Skylook Conversations folder:
As the chat conversation progresses the e-mail message is automatically updated:

& Tom Watson (Online) Skype™ Chat

{-I:-JI add H » Send * More @ * Qphions »
[Ed] Chat history enabled What doss €3 | (1 TOm W atson
this mean? -

Show messages From; This
conversation | Today | This
week | Last 30 days |
Eeginning

Robert King says: 04:13:26 PM
Hi Tam

Tom Watson says: 04:20:12 PM
Hi Robert, How are wou doing?

a _Menu -

b3

The text appears automatically in the e-mail message created by Skylook:

g a9 |5 Hi Tom - Message (HT

Message Add-Ins

Lﬁi,p .__,Massage _,é —£ :_% x

(] Mi-Contact

Saveand Link Print Reply | Reply Forward || Delete

Close tao All

M¥-Contact Shiow I Res:[%nd | Adtio

From: Robert King [robertk @exchangewise, com]
To: Tom Watson (tomwatson342@yahoo.com)
Ce
Subject: Hi Tom

Robert King says: (04:18 PM)
Hi Tom

Tom Watson says: (04:20 PM)
Hi Robert. How are you doing?
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54 SMS Messages

With a SkypeOut account you can send SMS messages to your contacts via Skype. You can send
the SMS directly from the contact form in Outlook (from the Add-Ins tab):

(Cay H 9 * ¥ = Tom Watson - Cantact - F

«,i/"
- Contact Insert Format Text Add-Ins

@ siype call @ Phone Gall + &) Chat @s&%s

Custom Toolbars

g Full Mame, .. |Tom ‘Watson

Prirnaty Comparry: |Great Lakes Food Market Ll E @ Business 11 |+61 29383-3074
Job Title: | Ll Home 11 |

Primary User: | Llﬂ Business Fax 11 |

Eian G| Ral- Moblle | [+61 405-088-130
@ Address. .. Sydney E-Mail :J :_tom'a\'atson342-@yahoo.com

Business 1] Weh page address: |

Mailing Address v

SMS is outgoing only! Messages will be shown as sent
fFram robertk_exc,

Mate that certain countries and mobile providers may
niot allow sending this custom sender 10, Learn more

2= Emokicons SMS #1: 129 characters left

Hi Tom, Please call ,Lne urgently

i d Sk Credit ¢ d SMS .
ou need Skype Credit to zen MMEssages Zord EME

Buy Skype Cradit

This is much easier than doing it on your phone and has the added advantage now that it is
recorded in Outlook automatically:
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6 MX-Contact: Extending Outlook’s Functionality for CRM

If you're looking for an application to assist you with managing a contact list of some kind, whether it be
customers, prospects, members, suppliers or whatever, and following up these contacts in a variety of
ways, check out MX-Contact. MX-Contact is a CRM, Contact Management and Sales Automation
package that runs inside Microsoft Outlook 2000, 2002, 2003 or 2007. The system utilises all the standard
functionality of Outlook but provides many additional features that transform Outlook into a powerful
Contact Management and CRM system.

MX-Contact has 7 different versions available catering for a single user through to an enterprise with
thousands of users, with data storage in an Outlook Data File, Exchange Server Public Folders, or
Microsoft SQL Server

MX-Contact comprises a Base System , with optional Sales, Marketing and Support modules that can be
added at any time. So you can use MX-Contact just for managing the contacts and/or companies you deal
with, and the interactions (phone calls, e-mails, appointments, etc.) you have with them, plus use it to
manage your sales opportunities, events and/or customer support incidents, by adding any of the available
modules.

Because MX-Contact is an Outlook Add-In, and already has the capability to link e-mails to the relevant
contacts in your MX-Contact Contacts list, MX-Contact has been integrated with Skylook so that all
Skylook conversations are automatically linked to the relevant MX-Contact contact(s).

6.1 Calling Contacts

Now you can call any contact in your MX-Contact list either on Skype, or on their office landline or
mobile numbers, if you have a SkypeOut account.

Similarly you can have chat conversations with those contacts who have Skype accounts.
Each chat or voice conversation is recorded in the Skylook Conversations folder in MX-Contact.

MX-Contact monitors this folder and automatically links the conversations to the relevant contacts
and companies, and copies the messages to the Conversations folder in MX-Contact.

A new Conversations tab is visible on the Contact and Company forms. This will show all voice
conversation, chat conversations and SMS messages between you and your contacts:
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f'-_- § L * = W -
(O | LIPS Tom Watson - Contact
ad
- Contact Insert Farmat Text Add-Ins
I i’"l B e u;b ' j &5 =0 Chemail 4 ;V_?} [Elpicture~. (5 | ABC
5~ JEE : - Sl | I%Meetiﬂg rﬁ = al:! Categorize = [l 2
Save & Copyto My Print  New Rew e = Business Spellir
Close & Contacts Letter Document~ || I 4 Call ~ e Card ¥ Followup- 8, T
Actions ME-Contact Show Communicate Crptions Praofin

g Full Mame. .. ITDITI Watson

Primary Company: |Great Lakes Food Market

Busingess j I+E-1 2 9353-5074

| & 7
ﬂ @ Home :i I

Iob Titls: |

Primaty User: | Business Fax :i I

=] #|

Primary Graup; |

x| =

Mobile | [+61 405-068-130

|/_

E-Mail lj | tomwatson342 @vahoo.com

@ Address. .. Sydney

Web page address: |

Business 'l

Mailing Address W

Motes ] Groups ] Companies ] Contacts ] Users ] Teams ] Appointments ] Tasks ] Journals ] Documents ] E-Mail Conversations | op

6.2 Voice Conversations

i,:" “‘,_ [ ] = = L\\)
—/’ Actions Mx-Contact T Opti
) Mew Conversation | (2 Open Conversation | X Delete ~ | 4 Link Conversations =
¢ 4 From Tao Subject Received Size  Categ.
=] Date: Today
=4 ([ Tom Watson Robert King Incoming Skype vaice call, Duration: 20 seconds Mon 03/09/... 85 KB
=i PRobertKing Tom Watson {tomwa... Qutgoing SM5 Mon 03/09/... 3 KE
=8 Robert King Tom Watson {tomwa... Good thanks Tom, can we discuss the proposal Ise.. Mon 03/09/.. 3 KB

Once the call is complete it is saved to the Skylook Conversations folder and copied to MX-

Contact.
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|
£

Nl 9 B a )5 Tom'Watson - Contact =

@

Insert Format Teut Add-Ins

“ W ':'31 ﬂ_| v?_]Emall *g.]
J @ j [ Ll %Meetlng c_a

=] Picture ~ (2] ABC
2l -

= l
B categorize~ [41 %
Save & Copy to My Print Mew : - Business Speliing
Close A Contacts Letter Document~ || (] G Gallr card ¥ Followlp~ 8, -
Actions MX-Contact show Communicate Cptians Proafing
g Full Mame. .. ]Tom \Watson
Primary Compar: ]Great Lakes Food Market __:! ‘lij ;ﬁ}i ) Business :j ]

Job Title: | ] Home  ¥| |
Primary User: | _:!.l,i-_i Business Fax :i |
Primary Group: ] __:!‘ﬁj Mabile :“

@ Address., Sydney E-Mail :j |mmwatson342@_\gahoo.mm |

Busmess ‘web page address: | |

Mailing Address v

Motes l GEraups I Companies ! Contacts ! Users l Teams ! Appointments ] Tasks ] Journals l Documents i E-Mai Conversations ]OpportL 1 l 4

4

O S é -
S Mx-Contact * | Optiohs ™ @)

_] Iew Conversation [ﬁgpen Conversation x Delete = | & Link Conversations =

-

*'[1 8 From To Subject Received Size  Categ.. %

= pate: Today
(- [ Robert King Tom Watson fomwa.., Qutaoing Skype vaice call, Duration: 46 seconds Mon 0309/, 185 ..

The details of the message are shown below:

© ExchangeWise (Pty) Ltd www.exchangewise.com www.outlookwise.com Page 8

K:\Web Sites\exchangewise.net\Downloads\Documents\OutlookWise\OutlookWise_Using_Outlook_With_Skype_and_Skylook.doc



Outlook W!se Information Sheet Using Outlook with Skype and Skylook

41

—-/ Message Add-Ins

I ey 0 I_}Message| : : 5 B3
mJ E u—ﬂd SMR-Contact _¢ _‘él _'_é x ;}

Saveand Link  Print Reply Reply Forward | Delete
Close to &l i
MX-Contact Show Respond Actions
From: Robert King [robertk@exchangewise. com]
To: Tom Watson (tomwatson342@yahoo.com)
Co
Subject: Outgoing Skype voice call. Duration: 46 seconds T

Outgoing Skype voice call, Duratiom 46 sgt

| Message | @jF‘.ecnrding of Call to Tom Watson.mp3 (151 KE]

Choose from the following options:

Get the recording transcribed to text and emailed back to vou

Listen to the recording

Call Tom Watson via Skype

Call Tom Watson via SkypeCut
Eusiness
Cell
Home

Start Skype text chat with Tom Watson

Send an SMS to Tom Watson

In the same way that an e-mail message is linked automatically to the contact’s primary company,

S0 too is a conversation:
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Campany: |Great Lakes Food Market BUETESE ﬂ |

Short/Cther Mame; | Business Fax ﬂ |

Prirmary User: | ﬂﬂ E-Mail ﬂ|

h Address. . Sydney Web page address: |
Business ﬂ

g Address v

es ] Groups ] Companies ] Contacks ] Users ] Teams ] Appointments ] Tasks ] Journals ] Docurments ] E-Mail Conwversations | g

—-\\I _1 5 3 ﬂ =

= % MX-Contact -~ Opti
_1 New Conversation ngpen Conversation }( Delete = | 4 Link Conversations =

1@ From To Subject Received Size | Categ.

] Date: Today
i~ I Robert King Tom Watson ffomwa... Outgoing Skype voice call. Duration: 46 seconds Mon 03/09/... 185 ...

6.3 Chat Conversations

All chat conversations with Skype contacts automatically appear in MX-Contact:
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As the chat conversation progresses the message in MX-Contact is automatically updated:

The text appears automatically in the e-mail message created by Skylook (which is then updated
automatically into MX-Contact).
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Thus a complete record is automatically maintained of chat conversations with business contacts.
This is especially useful for support purposes where it is necessary to have the history centrally
available and know how long each conversation took, etc.

6.4 SMS Messages

As for standard Outlook contacts, you can send an SMS directly from the MX-Contact Contact
form in Outlook:
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This is much easier than doing it on your phone and has the added advantage now that it is
recorded in MX-Contact automatically:
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7 Implications of Skype and Skylook for CRM

The “Holy Grail” of CRM has always been “a single view of all customer-related information”. However
much of the communication with customers is voice communication and chat messages and typically this
has been very difficult to record and share with other staff members. However all of that is now changing
with the advent of Voice over IP (VolP) services, in particular Skype.

With the addition of automated recording of voice, chat and SMS messages, we move one step closer to
achieving the lofty goal of not only being able to record all communication with a customer automatically
but also being able to (via MX-Contact) share that information with everyone in the organization. This is
true CRM! The implications for both sales and support personnel are enormous. For sales it means the
drudgery of recording details of customer interactions is now virtually eliminated. For support personnel
this means the entire communication with the customer is visible to the other support staff, thereby
ensuring continuity if one team member has to take over from another. There is never any argument about
what was said to whom, as this detail is always available, and linked directly to the relevant contact.

8 About OutlookWise and ExchangeWise

OutlookWise is both a web site and newsletter aimed at keeping Microsoft® Outlook® users up-to-date
with news, information and articles of interest on Outlook and Exchange Server, as well as reviews of add-
on products and utilities, all geared to enhancing your knowledge of Outlook and increasing your
productivity.
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If you've found this article useful, please subscribe to the monthly newsletter.

If you would like to contribute an idea or article, or tell us about an exciting product or utility that
complements Outlook and/or Exchange Server, please feel free to e-mail us.

OutlookWise is a service to the Outlook community from ExchangeWise, which is a specialist software
company focusing on the development and marketing of applications and utilities that enhance the
functionality of Microsoft Outlook and Exchange Server.

OutlookWise is edited by Brian Drury, founder of ExchangeWise, and the architect of MX-Contact, a CRM,
Contact Management and Sales Automation System for Microsoft Outlook. Brian has over 20 years
experience in the IT industry and has focused on CRM, Messaging and Collaboration systems for the last
14 years.
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