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Preface

Centric CRM User's Guide explains the features of Centric CRM, an easy to use,
web-based CRM system. This guide helps you understand how Centric CRM
works and how you can use this application to improve your sales related business
processes and your bottom line.

Summary

This document consists of the following chapters:

a

Chapter 1, An Introduction to Centric CRM

This chapter introduces you to the features of all modules of Centric CRM,
information on the concept of Customer Relationship Management, and the
benefits of CRM in organizing your sales and service related business
activities.

Chapter 2, Overview of the Home Page

This chapter helps you in understanding the features of the My Home Page
module of Centric CRM. This chapter also provides information on using
the calendar to schedule events and activities, updating personal
information, and searching for data.

Chapter 3, Managing Leads

This chapter helps you in understanding the features of the Leads module
of Centric CRM which includes information on adding, searching, and
importing leads until the prospect is turned into a contact.

Chapter 4, Managing Contacts

This chapter helps you in understanding the features of the Contacts
module of Centric CRM which includes information on accessing customer
details, and monitoring their activities, before they become accounts.

Chapter 5, Understanding the Pipeline

This chapter helps you in understanding the features of the Pipeline
module of Centric CRM which includes information on analyzing and
managing revenue opportunities with your contacts and accounts.

Chapter 6, Managing Accounts

This chapter helps you in understanding the features of the Accounts
module of Centric CRM which includes information on viewing and storing
customer details.
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o0 Chapter 7, Managing Products

This chapter helps you in understanding the features of the Products
module of Centric CRM which includes information on storing product
details.

O Chapter 8, Understanding Quotes

This chapter helps you in understanding the features of the Quotes module
of Centric CRM which includes information on generating and organizing
quotes for customers.

o0 Chapter 9, Understanding Communications

This chapter helps you in understanding the features of the
Communications module of Centric CRM which includes information on
registering and scheduling promotional campaigns, which help in
maintaining close contact with customers.

o0 Chapter 10, Managing Projects

This chapter helps you in understanding the features of the Projects module
of Centric CRM which includes information on managing projects and
inviting employees to join a project.

O Chapter 11, Accessing the Help Desk

This chapter helps you in understanding the features of the Help Desk
module of Centric CRM which includes information on managing trouble
tickets related to issues and resolving them.

O Chapter 12, Managing Documents

This chapter helps you in understanding the features of the Documents
module of Centric CRM which includes information on managing
document stores, which contain operational information.

o0 Chapter 13, Managing Employees

This chapter helps you in understanding the features of the Employees
module of Centric CRM which includes information on accessing and
updating employee details, such as title, addresses, phone numbers, and
email addresses.

o Chapter 14, Viewing Reports

This chapter helps you in understanding the features of the Reports module
of Centric CRM which includes information on viewing and adding reports
in the desired categories including admin and accounts.

O Chapter 15, Configuring the Application

This chapter helps you in understanding the features of the Admin module
of Centric CRM which includes information for the administrator to modify
users and their roles, edit global parameters, and check the system usage.

What is New in Centric CRM 4.1 ?

Centric CRM version 4.1 consists of the following additional features:

New Features
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You can attach documents directly to an outgoing email from any of the
following CRM modules:

= Contact

®  Account

= Shared document store
= Project

You can also upload a new document to any of these modules while
creating an email message.

You can define roles and set permissions for portal users by allowing access to
a few modules and restrict permission to other modules. A portal user can be
the customers or vendors of your company.

You can attach documents directly to general contacts and account contacts.

You can bulk import product details specified in a .csv file into Centric CRM
and the accompanying product images compiled in a .zip file.

You can generate and email a password to the user, when adding a new user.
Previously this capability only appeared on the Modify User page.

Products module is moved from the Admin page to a new top-level module.

Updated Features

You can now independently schedule activities and log activities without
recording a past activity. The Add an Activity link has been split into two
different links - Log an Activity and Schedule an Activity allowing you to
enter details of a planned activity independent of any past activity.

You can now record activities against an account without specifying a contact.

You can generate HTML, CSV, and Excel reports, in addition to the existing
PDF reports. A new option automatically emails the generated report to you.

You can now import accounts without any contact data. Previously the
import required contact names in addition to the organization name.

You can now refine account searching with more search fields and additional
data in the search results.

The following fields have been added to lead, contact, and account records:
= Revenue

= Latitude/Longitude

= Business Name 2

®  Year Started

= SIC

= DUNS Type

=  DUNS Number

You can now choose a date and time, when sending a campaign.




e You can now view the admin customizable Action Plan data in the Action
Plan dashboard list.

Audience

This guide is written to help users, such as salespeople, analysts, and managers,
who intend to use Centric CRM.

Contact Us

We value your feedback and comments on the document. Please mention the
software, version of the software, and title of the document in your message.

You can send us your comments and feedback by mail at:

Centric CRM
223 East City Hall Avenue, Suite 212
Norfolk, VA 23510
Conventions
The following conventions are used in the document to help you identify special
terms.
Convention Usage Example
Bold The following screen Click OK.
elements:
Tabs
List
Drop-down menu
GUI items
Italic Book titles and emphasis Refer to Concepts Guide for more
information.
monospace Code samples and To run the installer, enter the following
commands command:
C:\>run_installer.bat
monospace Variable in a command or To make a new directory, enter:
italic code that you may replace C:\>mkdir new directory name
with other values, as
required
[ ] Optional parameters C:\>run_installer.bat [-p]
| Mutually exclusive choices |C:\>run_installer.bat [-p | -r]
in a command or code
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CHAPTER

1

An Introduction to Centric CRM

This chapter provides an overview of customer relationship management concepts,
the advantages of using Centric CRM, a brief look at the various modules of Centric
CRM, how Centric CRM helps you organize your sales-and service-related business
activities.

This chapter contains the following sections:

O Section 1.1, “What is Customer Relationship Management?”

O Section 1.2, “Understanding the Need for Customer Relationship
Management”

o Section 1.3, “Features of Centric CRM”
O Section 1.4, “Benefits of Centric CRM”
O Section 1.5, “Understanding the Modules of Centric CRM”

1.1 What is Customer Relationship Management?

Customer Relationship Management (CRM) is an industry term for software
solutions that help organize your business through proper management of
customer interactions. A CRM package helps you organize and manage all aspects
of pre-sales, sales, and service relationships with your customers.

CRM itself may be divided into various categories, such as:

e Operational Customer Relationship Management, which automates basic business
processes. Examples include call centres, sales force automation, and supply chain
management.

e Analytic Customer Relationship Management, which supports analysis of
customer behavior and utilizes the customer and product related information
present in a database for marketing activities.

e Collaborative Customer Relationship Management, which provides constant
contact with customers, whether it is through e-mail, phone, web, or in person

A good CRM package helps you in the following ways:
e Collates vital customer information
e Tracks order history for future use

e Provides global access to customer history

13



An Introduction to Centric CRM

e Identifies new opportunities
Centric CRM provides all these features.

1.2 Understanding the Need for Customer Relationship
Management

Increasing competition and rapid advances in technology have made companies
realize the importance of making customers their key focus. By focusing on
customer relationships, companies can significantly enhance their ability to gain
new customers, and retain existing ones. Improving customer relationships
provides the following benefits to the company:

e Establish and maintain customer rapport

Integrate processes such as pre-sales and post-sales

Reduction in costs, by enabling efficient and automated order handling

e Quick resolution of task related problems

Reduction of advertising costs by replacing advertising with direct/targeted
customer marketing

1.3 Features of Centric CRM

Centric CRM is one of the leading products in the open source Customer
Relationship Management arena. Centric CRM is a customer-centric application
that helps you in organizing your business efficiently. The key features of Centric
CRM are:

e A complete set of modules for managing sales and customer relationships
e Combines the best features of open-source and commercial software

Centric CRM is enterprise ready and its functionality includes:

Authentication and Encryption

Logging and Administration

Ease of Integration

Scalability and Portability

e A fully graphical installer
e A high performance relational database
e Support for major browsers, including older versions

e Support for all major platforms, such as MS Windows, Linux, Mac OS X, Solaris,
and BSD

1.4 Benefits of Centric CRM

Centric CRM combines the best features of open-source and commercial software,
as summarized in Figure 1.1.

Centric CRM 4.1 User’s Guide 14
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Figure 1.1 Benefits of Centric CRM
Centric CRM has the following benefits:

e Provides secure entry-points to prevent unauthenticated access

e Improves performance by allowing system-level resource sharing

Allows project planning and execution

Allows direct database connectivity and enables you to add tables and forms
using folders

Allows you to import files in a simple Comma Separated Value (.csv) format

1.5 Understanding the Modules of Centric CRM

This section provides a brief introduction to all the modules of Centric CRM.

Note: The Admin module is available to only those users who have been
assigned privileges to configure the application. If you cannot view the
Admin tab, contact your Centric CRM administrator for access
permission.

The modules are available as tabs across the top of the Centric CRM interface.

15 Centric CRM 4.1 User’s Guide
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My Home Page

My Home Page enables you to get a concise view of what is happening in the
organization, in a dashboard format. In this module, you can find the following
information:

e Alerts and reminders of actions or tasks for which you are responsible
e Assignments you have been given

e Critical customer information, such as expiring contracts due for renewal

You can also change your password and perform other simple administrative
functions. The more complex administrative functions are the responsibility of the
administrator.

Leads

The Leads module enables you to manage lead information and track prospective
customers before the prospects are converted into accounts. You can import leads
into your Leads dashboard and also export them from the dashboard to other
locations.

Contacts

The Contacts module enables you to manage information about people you know,
or have met. A contact can be an individual associated with an account or a general
contact. Contacts are searchable, can have a variety of attributes and classifications,
and can have a rich set of information attached to them, such as messages,
activities, and opportunities. The contact record provides a chronological view of
all dealings with any contact.

Pipeline

The Pipeline module enables you to enter and analyze information about
opportunities on which you and your organization are working. This module
provides both dashboard and detailed views of what you think your revenue
potential is in the future, and gives you a place to actively work on the closing of
those opportunities.

As in all of Centric CRM, the system models your corporate organization, so that
individuals higher in the organizational chain can view the items in the pipeline of
those who report up through to them.

In the Pipeline module, you define opportunities, and save a variety of data about
them, such as estimated amount, term and the probability of success. You can also
attach documents, such as presentations or proposals, to opportunities.

Accounts

Information about customers is managed in the Accounts module. In this module,
you not only view the usual name and address records, but also integrate all sales
opportunities, activities, documents, contracts, assets, and help desk items
pertaining to the account in one place, so you can have a holistic view of each
account. For a sales organization, the Accounts module is the nerve center of the
CRM system.
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Products

The Products module stores information about the company’s products. Using this
module, you can add products, their pricing details and other information. You can
also categorize products, and view the list of products. You can also bulk-import
products information into this module, from data files.

Quotes

The Quotes module enables you to prepare quotations, based on your product
catalog, for customers who show interest in one or more products. Quotes can go
through several revisions, so this module provides quote versioning to keep track
of a quote and all its revisions.

Communications

The Communications module serves as a multi-dimensional campaign manager,
enabling you to perform the following tasks:

e Interactively build a group of contacts with whom you want to communicate
e Design a multimedia message you would like to send

e Determine how (E-mail, fax, hard copy, or a combination) and when you want to
send the message

Messages you send are kept in each contact's record, so you always know what
each contact has been sent. Messages can also have special attachments, such as
interactive surveys that you can design. The results of surveys are automatically
tallied and presented.

Projects

The Projects module is a complete distributed project management system. In this
module, you can build the following project-related resources:

e Project plans

e Teams

e Discussion forums
e Brainstorming lists
e Trouble tickets

e Documents

The Projects module allows you to build as many projects and teams as you want.
You can also invite outsiders to view or contribute to projects.

Help Desk

The sales process is a part of the overall customer relationship. Post-sales service is
critical to keeping customers coming back for more. The Help Desk module
provides a powerful and complete help desk, call center, and trouble ticket
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solution. Help Desk is tied to Accounts and Contacts, and incorporates many
advanced features, as listed below:

e A full action history of everything that has happened concerning a ticket

e An activity log describing actions taken on the unresolved tickets and time spent
in solving the issue.

o Folders where you can design new forms to collect, store, and report on
information the basic system does not contain. You can add tables to the database
without programming expertise.

e Documents can be attached to help desk items
e Help desk items can be assigned to the concerned person for resolving the issue.

e Workflow scenarios that can be generated which describe Service Level
Agreements (SLAs), escalations, or other special situations

This module also allows you to perform the following tasks:
e Easily generate maintenance notes against a contract or asset.

e Assign tasks associated with the unresolved ticket to employees.

Documents

The Documents module enables secure management of documents, using a
concept called Document Stores, that can efficiently store documents and

categorize them for easy access. You can configure a document store to have a team
of users with access permissions.

Employees
Information about employees is kept in the Employees module. You can find the
following information about employees in your organization:
e Names
e Addresses
e Phone numbers

e E-mail addresses

Reports

Reports is a sophisticated reporting module that underlies all of Centric CRM.
Centric CRM provides a report writer, in which you can design and run reports of
arbitrary complexity. Centric CRM comes with thirty stock reports and Dark Horse
Ventures designs. This module allows you to build custom reports according to
your requirements.

Admin

You can configure Centric CRM in the Admin module. The main functions of this
module are:

e Build roles, which define fine-grained access to everything in the system

e Define users
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e Modify system parameters
e Build folders to extend the capabilities of the database without programming

e Examine system usage statistics, including the number of logins, information
transferred, faxes sent, and used disk space
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CHAPTER

2

Overview of the Home Page

This chapter helps you understand the features of the My Home Page module of
Centric CRM. The features of this module enables you to store and view basic
information about your business, contacts, and employees. This module also
summarizes all the actionable information present in Centric CRM.

This chapter contains the following sections:
O Section 2.1, “How Does This Module Help You?”
O Section 2.2, “Understanding the Calendar”
O Section 2.3, “Viewing the Mailbox”

Section 2.4, “Managing Tasks”

Section 2.5, “Building Action Lists”

Section 2.6, “Assigning Action Plans”

Section 2.7, “Managing Re-Assignments”

O O O o O

Section 2.8, “Controlling Settings”

2.1 How Does This Module Help You?

You can use this module to implement and organize the following tasks:

e Access your emails

e View your calendar, meetings, activities, tickets, and pending tasks

e Search for data

e Reassign tasks, opportunities, and activities to various persons in your hierarchy
e Update your personal information

e Change your password
My Home Page consists of a calendar and reminder page, as shown in Figure 2.1.
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_ print | [T Help | % Logout
CCRM User: Yani R f Salesperson

eads | Contacts Pipeling | Accounts |Products | Quotes | Communications | Projects | Help Desk | Documnents | Employees Reports_

Mailbox  Tasks Action Lists  Action Plans  Re-assignments  Settings

| Search Data...

o

Scheduled Actions for R, ¥ani

ol v][2007 ¥ Todsy i ) _
sun | Mon | Tue | Wed | Thu | Fri | Sat Next 7 Days Yiew |Quick Actions
Dlzs |z |22 |28 |28 |30 |m Monday, April 16, 2007 (Today) O select... vl
There are currently no iterns pending far you, Iy Ttems
Dl1 2 3 4 3 & 72 Tuesday, April 17, 2007 | Action Plans Waiting on Me (3)
| Tasks (2 incomplete)
Incomplete Tasks (1) !
Disw |9 o 11 |1z l3m 14 Description Priority Age !Recent items
L & Sign the contract 1 0 | C: Jeff Alcott
5 | C: Jane Rowling
15 16 17 18 19 20 21 L4!
= o TR [T = = Wednesday, April 18, 2007
Incomplete Tasks (1)
Dlzz |23 |4 |28 |26 |27 |28 Description Priority Age
& Meeting with the advocate to prepare a new lease agreement 1 0
Dlzs (a0 |2 |2 |2 |2 |5

Q Subseribe to web calendar

Figure 2.1 My Home Page
The page layout is similar in all the modules in Centric CRM and has the following
components:
e A row of module tabs across the top of the page

e A row of sub-tabs below the module tabs, that form the menu bar for each
module

e Icons at the top right that enable you to perform the following tasks:

Print a copy of the page

Access the context-sensitive help system

Check your system resources

logout
e User name and role at the top of the page

e Icons and links at the extreme right that enable you to perform the following
tasks:

m Search the system
m Take quick actions

m Perform other useful functions

2.2 Understanding the Calendar

A calendar displayed on the left side by default enables you to view a quick
summary of the scheduled tasks for the selected month, as shown in Figure 2.2.
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You can view the scheduled actions for each day represented as icons in the
calendar. For more information on scheduled actions, refer to Section 2.2.2,
“Viewing Scheduled Actions in the Calendar”.

" Decermber o) [ 2oo0s Fe Today
| Sun | Mon | Tue |wea | Thu | Fri | sat
Cizz |2 | (1 |z 3
[ : 1
Dila |5 |e |z g8 |2 |10
=z L1
Left click this icon ] | Wi ) | | !
to view this @_LL iz |13 [|1a 135 (16 17
: > | 1 1 1 | | Ed1
particular week’s | @  ms | a2 -2
actions | w1 | E |
Dlig |19 |20 |21 |22 lza |za
|'EdL | &2 | &2 | 'Ed1 | w2
Dizse (269 (272 |28 |22 |20 |aa
; 1 1 | wr1
DI 1 :. 3 1 I |
[ w1 | | w1
& Subscribe to web calendar

Figure 2.2 My Home Page Calendar
You can view the calendar offline using the following procedure:

e Clicking Subscribe to Web Calendar link below the calendar.

e Connecting to the internet and refreshing your calendar to download your latest
home page calendar items.

Note: Ensure you have a desktop calendar application that supports the
vCalendar protocol. Two well-known calendar applications are Mozilla
Sunbird and Apple iCal.

2.2.1 Viewing the Calendar

You can choose a weekly or a daily view in the calendar. You can view the current date
by selecting Today at the top of the calendar, as shown in Figure 2.2. Selecting
Today displays all scheduled activities pertaining to the current date. You can
view the scheduled actions of a particular week by clicking the icon on the left side
of the corresponding week, as shown in Figure 2.2. Clicking Back to Next 7 Days
View displays the current week.

Use the options at the top of the calendar to change the month. Centric CRM
remembers your calendar view settings for the duration of your current login
session. It will revert to the Next 7 Days View at the next login.
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2.2.2 Viewing Scheduled Actions in the Calendar

The Scheduled Actions section is displayed to the right of the calendar, as shown
in Figure 2.3. Scheduled actions include the following information:

e Pending Items - represented as a yellow triangle

e Completed Activities - represented as a blue square with a cell phone in it
e Opportunities - represented as a dollar sign

e Holidays - represented as a yellow star

e Accounts - represented as a black folder

e Assignments - represented as a grey square
Clicking a date in the calendar displays the scheduled actions for that specific day.

" Pending items 9] | Balasubramanyam, Ananth 18]

Day View
Back To Next 7 Days View

Monday, December 12, 2005
Incomplete Tasks (3)

|
I
|
Description Priority Age I
& Meeting prep for next week with Neweo 1 LT
& Call to sctup a timc 1 56 !
& Meeting with Mary preparation - send contract 1 56 I
Completed Activities (5) t
Time Contact Subject |
& 5:45 PM Allison, Bobby Left message w/Secretary 1o 5. I
5:45 PM Allison, Bobby Spoke wiSecraetary I.L
[ Modify Activity den  Set up meeting for next Week
& View Contact g
Detalls ick Confirm he got presentation
G View Contact Usa
History

anny To set up presentation
Q Go To Contact ak Co.

Q. Go To Account

s =

Figure 2.3 Scheduled Tasks

The Scheduled Actions section lists the scheduled activities. The scheduled
activities are organized based on the scheduled calendar date and the type of the
activity such as Incomplete Tasks, Completed Activities and Holidays. An action
icon (the triangular icon to the left of a scheduled activity, as shown in Figure 2.3)
enables you to manage actions. When you click the action icon, a context menu is
displayed (visible in the lower left corner of Figure 2.3, “Scheduled Tasks” above).

The following tasks are available on the context menu:
e Modify an activity

e View a contact's details

e View a contact's history

e Go to a particular contact or account

Note: To return to the calendar from another area, click the Welcome
sub-tab.
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2.3 Viewing the Mailbox

Centric CRM includes an internal messaging system that enables you to send
messages to other users of the solution.

Click Mailbox on the menu bar to access the mailbox. The default folders available
are:

e Inbox
e Archived Mails

e Sent (Outbox)
You can perform the following tasks:

Viewing details of a mail
e Replying to a mail

e Forwarding a mail

e Deleting a mail

To compose a mail, click New Message located at the top, as shown in Figure 2.4.

New Message

ISent (Cutbox) ;l Records 1 to 2 of 2 total [Previous|Mext] &
"~ [sublect o [sent _
& i Quarterly meeting Gordon Allensaon 6/23/2006 11:11 AM EDT
.% Structure Ken Bees .E-,’ES,-‘ZDCIE. 11:04 AM EDT

i _—Uiew Ecsra o — st el o
L@ Reply ixt] Page |1— of 1, Iterns per page; |10 '-'I _GEI

& Forward

.ﬁ Delete

Figure 2.4 Accessing Mailbox

2.4 Managing Tasks

A personal task-list is a set of tasks scheduled for the day or week. Centric CRM
has an inbuilt personal task-list. On clicking Tasks, the basic task listing screen is
displayed, as shown in Figure 2.5.
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\Quickly Add a Task
Descriptian | * [T personal Insert

Add an Advanced Task

[M\r Tasks =1 llnmmplem Tasks =] Records 1to 5 of 5 tu:ltal [Frevious|Next] &

| |priority Task I?.E'E_D.'IIE Aae
ﬁ| i Pall Carter to set up meeting [_ﬂn?nnr] 6/12/2006 EDT | 1d
ﬁl 1 . I)C.all Frad ret ma&tlnq an ma 4Ih [f_ ntau:t'l !5!23,’2005 EDT| 1d
ﬁ] L 1 Meeting prep for next week with Neweso :69’22..?21:!06 EDT| 1d

[Previous|Next] Page |1 of 1, Itarns par page! |10 'I Gl:ll
Figure 2.5 Task List

The task-listing contains the following items in each row:
e Action icons

e Priority of the task

e Description of the task

e Due date

o Age

To view details of the task, click the action icon. The Contact link (highlighted in
green) to the right of the description displays the contact details page.

\Quickly Add a Task.

Description | * [ Personal IITSETt‘

1 na L] 18

|I’I'E3r Tasks ZI |Incnmp|ete Tasks] Records 1 to 5 of 5 total [Previous|Mext] &
 [Priority Task i:':'.';e Date | e
@ 1 PCall Carter to set up meeting [Contact] snzfznu& EDT 1d |
] 1 r Pcall Fred re; me ;gg on ﬂ;g &;b [c:o-ract] '5,!23/2005 EDTI 1d |
& 1 i‘?CaIIto setup a time [Cnnt—act]{ oleet] 6!‘221’2[306 EDT 1d |
& 1 1 Meeting prep for next week with Newco | | 6/22/2006 EDTl 1d
| 1 i>l~j1.e!3t_i_|.'|q_wi_th Mary preparation - send contract [Contact] 6{'221’2006 EDT ld |
Wiew Detmls ! i =

[F modify

@ Forward lext] Page |1 of 1, Items per page: |10 'l G'I'l

ﬁ Delete

Figure 2.6 Task Actions
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The task list has a checkbox to the left of each task, where completed tasks are
marked. When you click the action icon, a context menu is displayed. The
following tasks are available on the context menu:

e View task details
e Modify a task
e Forward a task to another user

e Delete a task

Tasks related to a trouble ticket will have a ticket link to the right of the description.
To view the task details page, click the task description itself.The task details page
is shown in Figure 2.7.

'Task Dei-:aits é

Description; Call Carter to set up meeting
Category
Due Datel 6/12/2006 EDT
Fr‘rlnrltv: 1
Status: Pending
Sharlrjg_ public
-Assugned To | Andy Cracraft
Estimated LDE?
Notes

Link Contact | Kimberly Clarkson

Figure 2.7 Task Details

The Task Details page contains the following information about the task:
e Description - which is a short description of the task

e Due Date -refers to the expected date of completion of the task.

o Priority - expresses the importance of the task

e Status - displays the status of the task, whether pending or complete

e Sharing - determines if the task is personal, which only you can see

e Assigned To - the person the task is assigned to in your hierarchy

o Estimated Level Of Effort (LOE) - which states the estimated time for the task to
be completed

Notes - free form notes

e Link Contact - which refers to a link to the related contact, if there is one
You can add a task using the following options on the Task page:

e “Quickly Add a Task”
e “Add an Advanced Task”
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2.4.1 Quickly Add a Task

You can add a task by specifying only the description, as shown in Figure 2.8.

ll"_lui.l:kly Ad.d- a Task

Drescription _New TasL: fur-ti;ue mun;ch u:;F..C\pri-I. * ] Persanal Maore Fields.., ] [Inser‘t]

Add an Advanced Task

[ My Tasks w Incam_plete Tasks v Records 1 to 4 of 4 total [Previous|Mext] &
'Prinritz_M ﬁue Date -A._qg.
ﬁl it [*Mew Account [Contact] . -MA- | od
-] B | Sign the contract 1 4/17/2007 IST i 0d -
a i 1 AR e m T b ettty L T NA R I Dd |
ﬁ 2 1 e \_.-,s,tthe bankt,:, GEt deta”s A A X A XA o A 4;9;200}-151— L. Dd

[Previous|Mext] Page |1 | of 1, Iterns per page: |10 |

Figure 2.8 Adding a Task Using Quickly Add a Task Option

2.4.2 Add an Advanced Task

You can add a detailed task, specifying all the relevant details in two ways as listed
below:

e Using the Add an Advanced Task option

e Using the More Fields button

Clicking the More Fields button, as shown in Figure 2.9, displays the Add a Task
form which enables you to add a detailed task.

ll't_lui.l:kI?r Ad.d'a Task
Drescription _New Task for the month l:;f-.ﬁ.!:nri.l- * [1 rersonal ( Maore Fields... )] [Inser‘tJ

dd an Advanced Task

| My Tasks b Inu:orn_plete Tasks | Records 1 to 4 of 4 total [Previous|MNext] &
Priority Task Due Date  Age
& 1 [ Mew Account [Contact] -Ma- od
[ ] 1 | Sign the contract | 4/17/2007 15T i 0d -
a. o 1 i b M b b st e | S _Np‘_ STl Dd A
& i 1 UL U,s,tthehankto qet deta”; R A R R R R MWzDD?IST £ Dd

[Previous|Next] Page |1 | of 1, Items per page: |10 |

Figure 2.9 Adding a Task Using the Add an Advanced Task
Option
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Selecting the Add an Advanced Task, as shown in Figure 2.9, also displays the
Add a Task form, as shown in Figure 2.10.

[Save ] [ Save & MNew ] [ Zancel

Task
as . Enter the task
Enter the date by Descripton || 7 [ description here
when the task must Do T | &= | eMT+5:20 Caloutta _

Prigrity | |1 & |

Status | [| Complete

Sharing | [] personal

T bt bbbkl bt bbb bbbl e | Click here to
Yani R [Change Owner] <ef— change the person

Estimated LOE || | [Minuters) »

to whom task is

Motes | |

Link Contact | none [Change Contact] [Clear Contact]

[Save ] [ Save & New ] [ Cancel ]

Figure 2.10 Add a Task Form

2.5 Building Action Lists

Action Lists enables you to interactively build a list of contacts on which you want
to perform actions. This module is very useful in a sales or business development
environment as it enables you to perform the following tasks:

e Add activities, opportunities, tickets, and tasks to any contact in the list
e View the contact record

¢ Send a multimedia message to the contact

2.5.1 Viewing, Creating, and Deleting Action Lists

To view or create action lists, click the Action Lists sub-tab in My Home Page. The
action lists page will be displayed, as shown in Figure 2.11.
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Action Lises  Action Plans  Re-assignments  Seftings

welecome  Mailbox  Tasks

Add an Action List

[All In Progress Lists =] [Cracram, andy  [Changs User) [Reset User]  Records 1to 2 of 2 total [Previous|Next] &
| |Progress

| r
| l!.*lm.n ;cnmpl_eta;'rntal;wﬂ
@ weekly call list for late in wesk | 0 | 3 |6/22/2006 12:43 PM EDT
ﬂ Weekly call list for early in week | 1] 4 | 5f2ifz2006 12:48 PM EDT

[Previous|Next] Page F-_' of 1, Ttems per page: iiU '] _Gﬂl
Figure 2.11 Action Lists Page

The page you are viewing may have action lists, depending on how you have used
Centric CRM until now, as shown in Figure 2.12. You can perform the following
tasks:

e View the details
e Modify the details
e Add contacts to action list

e Delete an action list

Add an_Action List

{AllTn Progress Lists = |Cracefl, andy  [Change User] [Resetuser]  Records 1to 2 of 2 totsl [Previous|Mext] &
Progress

I iz Complete Total S
E & | Weekly call list for lata in week | 0 382272008 12:48 PM EDT
@ Weekly call list for early in week | i 4 §/22/2006 12:48 PM EDT
fiew Details i & ji i 3 G EET i i3
Modify Previous | Mext] Page rl_. of 1, Ttems per page: ﬁm _33_2_1
Add Contacts
Delete

Figure 2.12 Action List Action Icon

2.5.2 Working With Action Lists

The action list can be accessed by clicking View Details, which displays a page as
shown in Figure 2.13.
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Add Contacts to List Blodify List

Weakly call st for early in week | llin frogross Contacty 18] Begistros 1 to 4 of 4 total [Previous|Next] &
Marma Statug Last Updated
Triangle used o Harald Patter Mo items in Histery. 12/12/2005 5:45 PM EST
to view history <—ﬁ——mm:&:mmu@ Opp: Versien Defib sale [12/12/2005 4:45 PM] 12/12/2005 5:45 PM EST
items © [ Alice Silver Na items in Histary. 12/12/2005 5:45 PM EST
9 o Wil 5959 Mo ibems in Histary, 1271212005 5:45 FM EST
[Previous|Mext] Page |1 | of 1. lems per page: [ 10 6 .*'f.?f

Figure 2.13 An Action List Details Page

You can filter the action lists you see in the list. The following lists are present in
the drop-down list:

e Allin Progress Lists - lists all the action lists which are in progress
e All Complete Lists - lists the completed action lists

e All Lists - lists all the action lists
All in Progress Lists is the default option.

An action List Details page, as shown in Figure 2.13 contains the following
information on each row:

e An action icon

e The name of the contact

The status of actions for each contact

e The date and time of the last update for each contact

The Action List keeps a detailed chronological history of all actions for each
contact in a compact format. The Status column displays the latest action, but you
can view the entire history by clicking the little triangle, as shown in Figure 2.13.
The triangle is not displayed when there are no other items in the history. A contact
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without a triangle implies an opportunity that needs action, as shown in Figure
2.13.

Add Contacts to List Modify List

New Business proposals ._}'T\II In Progress Contacts Records 1 to 3 of 3 total [Previous|Mext] &
:_N_al_'ne j_Statu_s jSite jLast Upl_:l_ated
- ] Prof. Jane Rowling | [» Call: New Business proposal call -- Mone -- | 3/20/2007 2:21 FM LT

[3fz0/2007 2:21 PM]

jv.d Mr. Ted Woolmer | No items in Histor 3/20/2007 2:20 PM IS

show ontact Record | ol Business Call [3/20/2007 3:43 PM]
Log Actiwity b
e@ Add Opportunity
A add Ticket
Add Task

4/16/2007 4:09:00 PM IST
B4 $end Message Copyright 2000-2007 Centric CRM  All rights reserved.

3/20/2007 3:43 PM IST

lous|MWext] Page |1 | of 1, Items per page: |10 %

Figure 2.14 Viewing the Options in the Context Menu

When you click the action icon, a context menu is displayed. The following options
are available on the context menu:

e Show the contact record
e Log an activity

e Add Opportunity

e Add a ticket

e Add a task

e Send a message

2.5.2.1 Viewing the Contact Record

Clicking this option displays a contact record pop-up window enabling you to
perform the following tasks:

e Modify a contact

e Move a contact

e Download the contact's vCard
e Delete a contact

You can view details such as, email address, phone number, mailing address, and
other related information, as shown in Figure 2.15.
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For a detailed information on the various sub-tabs in a contact record, refer to
Section 4.2.2, “Viewing Contacts”.

Frank George

[ Madify ] [ Dielete ] [ Dawnload vCard ] [ Convert to Account

Email Addresses

Histary
Business|frank.qeorqe@sp\rnet.com d
i T Fulders
Instant Message Addresses Activities
Mo instant rr o
Messages
Text Message Addresses o
Mo text mes ddresses entered, i
Opportunities

Phone Numbers

Record Information

Owner | Vani R

Entered | Vani R 3/20/2007 3:04 PM IST

Modified | Vani R 3/20/2007 3:04 PM IST

[ Madify ] [ Delete ] [ Download vCard ] [ Wark as Account

Figure 2.15 Pop-Up Contact Record

2.5.3 Adding an Action List

To add a new action list, select Add an Action List located at the top, as shown in
Figure 2.16.

welcome Mailbox  Tasks

Eﬁ.ll In Prograss Lists ;] i_l'ac-'a—._. Aandy  [Change User] [Reset User] Records 1 to 2 of 2 total [Previous|Mext] &

s Action Plans Re-assignments  Settings

IProgress :
oeqy L2st Undated ©
| .H.'I.il.'l.ﬂ ;l.‘.'nmpl_ata;Tnta_lg
& weskly call list for late in weal | 1] I 3 | Bf22/2006 12:48 PM EDT |
& weskiy call list for early in week | 1] : 4 | 6f22/2006 12148 PM EDT |

[Previaus |Next] Page |1 af 1, Iems per page: !10 "'] _Gﬂ

Figure 2.16 Adding an Action List

A new query page is displayed. Enter the required description, and then add
contacts, either manually with the Add/Remove Contacts link, or by defining
criteria in the query interface as shown in Figure 2.17.

33 Centric CRM 4.1 User’s Guide



Overview of the Home Page

Save Cancel
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Status
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- m Enter a
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[Add/Rermove Contacts]
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Field | Company Namne
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Search Text 1

All Account Contacts

Selected criteria and contacts:

Select a field

S

Save Cancel

Figure 2.17 Add New Action List

from the
options

Remave

The query interface provides an interface for building lists of contacts. Select from a
variety of fields in the customer record, and define the query text. For example,
you can select all contacts in the 23510 zip code by selecting zip code in the field
options, is in the operator options and entering 23510 in the Search Text field.

Select one of the options in the From list and click Add. The available options are:
My General Contacts, All General Contacts and All Account Contacts. These
options specify the contact groups from where you want to select the contacts. You
can add as many criteria as you like, and Centric CRM will try to design the right
query for you. You can also mix manually selected contacts with queries.

You can also go back and modify existing action lists using the Modify List link as
shown in Figure 2.13.

2.6 Assigning Action Plans

Action plans consist of sequential tasks to be accomplished to carry out specific
business activity, such as a product sale. The plan also explains in detail how to
carry out each individual task. You can create action plans using the Action Plan
Editor. These action plans can be reused as templates. For more information on
using the Action Plan Editor, refer to Section 15.6.2, “Using Action Plan Editor”.

You can add new action plans in the Accounts module and Help Desk modules.
For more information on adding new action plans, refer to Section 6.9.1, “Adding
an Action Plan”.

Action plans created in the Accounts and Help Desk module can be accessed from
My Home Page module. This module displays a dashboard that provides an
overview of the assigned action plans for you, as shown in Figure 2.18. On
selecting an action plan from the options, an overview of the plan is displayed in
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My Dashboard specifying the number of phases and plans in each phase, as shown
in Figure 2.18. The page also contains all accounts and help desk related action
plans assigned to the selected user. The page gives the following details of action
plans:

e The action plan name

e Action required

e Person assigned

e The prospect name

o Weekly potential details
e The current phase

e The days in phase

e The days active

e Values from plan

e The date and time when the plan was last updated.

The action plans requiring action are highlighted.

(M? Dashboard 3
Noms Mumber of plans in each phase
1 2 3
Wani R 1 ] 0
Plan: | 3. Launch New Product v|
Active Plans » Records 1 to 3 of 3 total [Previous|Mext] &
e i Days . . .
Name R!nl_:ti__o_n, Assigned Prospect Name Wpekl_y Current Phase in  Days Active Yalues from Plan Last Updated
equired " ; Potential i Phase s
Hew Anderson
& | action Mo fsha Charlie 40,00 Fhase 1 1] 0 Viewing account details; ﬁh Review Account |4/17/2007 1:49 PM
plan

‘ani R $0.00 Phase 1
nlan

Launch

et s - nent Pre tian: ach Document

Wani R, $0.00 :

e

Figure 2.18 Action Plan Dashboard Page

2.7 Managing Re-Assignments

In any company, employees come and go from time to time. A good CRM system
ensures that none of the company's critical business intelligence is lost with a
departing employee.
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Centric CRM provides a very sophisticated and flexible re-assignment system that
makes it simple to re-assign files and data from one employee to another in case
one employee leaves, or another joins. The Re-assignments sub-tab, as shown in
Figure 2.19, enables you to re-assign the files and data to new employees without
affecting the business flow.

For example, if a salesperson leaves your company after several years of
employment, this person might have accumulated a large amount of business data
including contact names and phone numbers, presentations, and quotations. All
together, this data adds up to the total history of the salesperson’s dealings with
customers. The major issues at play are:

o If the data is stored only on the salesperson’s laptop computer, the salesperson
could walk out of your company with the data, then it may be lost permanently.

e If the data is in a CRM application, but cannot be re-assigned in bulk, then it may
be lost in plain sight.

o If all the pertinent data is entered in to Centric CRM, then it will not be lost, and
can be re-assigned to another employee.

- |Leads [Contacts | Pipeline | Accounts | Products | Quotes [ Communications

.:.: -.-s-' r s.L-.miL—?- i 1 -
welcome  Mailbox  Tasks  Action Lists  Action F'Ias Settings

Figure 2.19 Selecting the Re-Assignmets Sub-Tab

!
5
{

2.7.1 Using Re-Assignments

As a user, you are allowed to freely re-assign your own data, or that of employees
who report to you. Clicking the Re-assignments sub-tab, displays the
Re-assignments page is shown in Figure 2.20.
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Re-assign
Accounts {0)

| &ll Contacts {0}

General Contacts (Public) (0)
| General Contacts (Controlled Hierarchy) (0) |Nane Selected

Account Contacts (0)

Leads (0)

|From User
| Mone Selacted

None Selected

MNone Selected

Opportunities being Managed (Cpen Only) (0} . None Selected
|

Gppcr.tunlt:es (.Cl:uer'. f_'inl'..'] (a}
Opportunities (Open & Closed) (0)
| Project Activities (Incomplete) ()
Amu;&t Revenue (0)
| Tickets (Open) (0)
Ticket Tasks (Incomplete) (0}
Document Stores (0)
| us&mnepumng_m {nJ T

[ Pending Activities (0]

Action Lists (In Progress) (00

Updats I Cancel I

i Norme Selected

| None Selected

None Selected

|
|
| None Selected
| None Selected

i None Selected

i Mone Salected

i E‘ane zelected

! :
| Nome Selected

Figure 2.20 Re-Assignments Page

MNona Selected

| Mone Selected

MNaone Selected

_Tﬂ User

I None Selected VI

! None Selected VI

ENnr:e Szlected 'I
iNur.e Selected 'I

[one Selected &1
St

e

i MNane Selected 'I

iNor!l: Selected 'I
lNcne Selected 'I

You must define from who you will re-assign data and to whom you will re-assign

it

. The options for re-assigning are as given below:

Re-assign all the data to one person, or different categories to different people

Re-assign only part of the data

Re-assign responsibility for tickets to someone else and leave the rest as it is

To commit the re-assignment, click Update located at the bottom of the page. Click

Cancel to abandon the changes.

2.8 Controlling Settings

The Settings sub-tab enables you to control several personal settings within
Centric CRM, as shown in Figure 2.21. You can select from the following options:

Update my personal information

Configure my location
Change my password

Accessing Web Folders
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Welcome Mailbox Tasks Action Lists Action Plans Re-assignments  Settings

otome e st
Make a selection

Update mv persenal informaticn
Sofiure mvloaation
Change mv password

nmcemnq Weh l:‘jznldf.rs

Figure 2.21 Settings

To view the settings page, click Settings from the sub-tabs on the menu bar.

2.8.1 Editing Personal Information

Centric CRM allows you to change all your personal (or employee) information,
including the following attributes:

e Name

e Title

e Email addresses
e Phone numbers

Click Update to commit, and Cancel to quit. A sample of the information that can
be modified is shown in Figure 2.22.

My Homa Page > Settings > Parsonal Information:
{Update) FCancel}

Details for: Ananth Balasubramanyam
First Mame | Ananth

Middle Mame

Last Mame | Balasubramaryam -

Departraent | Sales

Tithe | WP S Sales

Email Addresses

Emall 1| Business B8} ananthrbdbdarkhorsevemures, com Clrmatk to ramave
Email 2| [ Business 18
[Phone Numbers

Fhone 1| [Business b8 Ext

Figure 2.22 Updating Personal Information
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2.8.2 Changing Location

The only variable you can change under Location is your time zone. Centric CRM
will automatically translate time to your local time zone if you have set this
variable, as shown in Figure 2.23.

ipeedate | [ Cancael

Location Settings

=

Select your time zone from the
options

Figure 2.23 Configure Location

2.8.3 Changing Your Password

To change the password follow the steps given below:
1. Click Change my password in the menu.
A form is displayed, as shown in Figure 2.24.

2. Type your current password and your new password twice (the second time to
confirm).

3. Click Update.

ClUpdate) [ Cancel)

Update Password

Current
Password

Mew Password

Verify New
Password

Enter your new
password here

Figure 2.24 Change Password Form
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2.8.4 Accessing Web Folders

To access the files and folders stored in Centric CRM under various modules, you

must navigate to the respective modules. Click Web Folders to connect to Centric

CRM externally. Once you successfully connect and authenticate yourself, you can
access folders and files as if they were available on a network file share.

To access the web folders, you must have a WebDAV Client. A list of some
WebDAV clients that have been used to work with Centric CRM’s Web Folders is
as follows:

e Mac OS X Finder
e Windows Web Folders

¢ Red Hat Konqueror Browser

Note: This feature uses WebDAYV, a well known protocol that allows users to
access files and folders with editing and versioning capabilities on a
remote server.

To connect to Centric CRM's Web Folders using Mac OS X Finder follow the steps
given below:

Click the Accessing Web Folders link.

Select the server as shown in Figure 2.25.

Click Connect and the solution requests authentication, as shown in Figure 2.26.
Enter the name and password and click OK.

Select the required file, as shown in Figure 2.27.

SN I

Select the contact, whose file you want to access, from the list, as shown in Figure
2.28.
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My Home Page > Settings > Accessing Web Folders

W A web folder aliows you to access decuments and data in Centric CRM as if they were availabie on

Senver Address: ——
! Tt/ faccount10099, demo, centricerm.com files] | (+] (@)
Favarite -

€ hup:(/127.0.0,1:8080/centric31 files E

8 bup: ) 127.0.0, 18080 crm3 files
# hitp://127.0.0. 1:B080 /crm30bugs /files
& http:/f127.0.0. 1: 8080 /webdav |a

| @ hitp://192.168.0.11 8080/ centric 20050725 /files Boci

Figure 2.25 Web Folders Server

W A web folder allows you to 7 : — = = e = Cilable on
a network file share. Creat
P — WebDAV File System Authentication
Eﬂl!t'rﬂlh' user name and patsword fo access the
sefver an the URL “hoopc i/
acgownt 10099, demo.centriconm, com /files [ in the
realm "Centric CRM."
Your name and password will be sent securely,
Name
= Il J
nter your user
y Password
name and password|| -
here B [KICUMERTS -
el | Remember this password in my keychain teserved.
‘ Mowvies
o)

=i e R —

Figure 2.26 WebDAYV File System Authentication
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!.J Astoits

L) Dorumere,

I Projits

|4 Smchiariation

Bahby Allison.vel
Calin Morganvel
David Jones vl

Fran Bakerwcf

Frank GCeargevel
Fred Davis.wcf
George Andersonwcl
Cardon Allensan vel
Harald Pomer vl
Ken Beeswcf

= T

A

All the top-level modules in Centric CRM that have documents are displayed as
folders. You can navigate through each module folder to access files specific to the
module. You can download or add new files based on your read /write
permissions.

The synchronization folder displays the following features:
e Calendar

e Contacts

The calendar folder displays a list of home page calendars. The list essentially
contains your calendar and those of employees who report to you. You can
download any of the calendars for viewing them offline.

The contacts folder displays a list of Contact vCards (contacts that you have access
to in Centric CRM). You can download any vCard into your local address book
application if it supports the vCard format.

Centric CRM 4.1 User’s Guide 42



CHAPTER

3

Managing Leads

This chapter provides information on the Leads module of Centric CRM. This
module helps you work with prospective customers of your company and to
monitor the efficiency of your business processes.

This chapter contains the following sections:

O Section 3.1, “How Does This Module Help You?”
Section 3.2, “Understanding the Leads Home Page”
Section 3.3, “Searching for a Lead”

Section 3.4, “Adding a Lead”

Section 3.5, “Importing Leads”

O O O o O

Section 3.6, “Exporting Leads”

3.1 How Does This Module Help You?

Prospects are individuals who may have expressed interest in doing business with
you or who you think might be future customers. To work with prospects
effectively, you need to have an up-to-date information about the prospects and
their business. Using the Leads module, you can record all relevant details of your
prospective customers. Authorized employees can view useful information
including the efficiency statistics that help them in converting prospects into actual
customers.

The Leads module provides the necessary tools to manage lead information right
across the pre-sales process, from the acquisition of a prospective client, to
conversion of the prospect into a customer. The Import feature is a useful tool that
enables you to bulk-import leads, saving time and effort.

Clicking the Leads tab displays the Leads menu bar, which enables you to navigate
through the leads module, as shown in Figure 3.1.

Jsone’

T aEp . . a T . B i - . -
Home Page Contacts | Pipaling | Accounts Juttes Communricall eng | Projcts Halp Desk | Dotunents | EMmpidy et |Hepoe .\.'

Figure 3.1 Accessing the Leads Module
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3.2 Understanding the Leads Home Page

The Leads home page has a dashboard area on the left, and a listing of leads on the
right, one per line.

My Dashboard all Leads | Records 1 to 3 of 3 total [Previous|Next] &
Mame f Company Status ;UWI‘_IEI‘ Entered
& | Jerry Unprocessed | Pavi 471752007
LG view Details il mandba |
@ Reassign Lead Warking Pavi 4/17/2007
| Sandhu |
& Work as Account b e e
Waorking | Tom /14,2006
B Trash Lead Manos
fF Delete .
~ec0rds 1 to 3 of 3 total [Previous|Mext]

0 -
3j2jo7

707 40007 A6/

Reports

Lead Conversion Rate

[Title
cTo

Figure 3.2 Leads Dashboard

My Dashboard displays a graph that represents the Lead Conversion Rate - an
indicator of the number of leads being turned into valuable contacts on a daily
basis.

The graph considers all users who report to you. The components of the graph are
explained below:

e The blue line represents the total number of conversions by you as well as all the
people reporting to you.

e The red line represents the number of conversions by your subordinates.

e The difference between the two values, which is represented by both lines at any
point on the graph, determines your number of conversions for a specific day.

A table below the graph contains a list of user links for staff members who report to
you. You can view any of your subordinates' dashboards by clicking the links
located below the graph, as shown in Figure 3.2. The selected employee’s
dashboard displays a graph with a red line.

Clicking Up one level brings you back to your own dashboard page. This
drill-down feature allows you to track the prospect conversion performance of
your subordinates.

The leads list to the right of the graph displays the leads that are registered in the
application. You can decide to view the following information:

Owned/Read Leads - filters the list to display leads that are owned by you, or the
ones that have been read.
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e All Leads - all the leads registered in the application

The leads dashboard displays information on leads and accounts (converted
prospects) in a single list. All accounts have the status Working. Leads can have a
status of Unprocessed, Assigned, or Archived. The actions that can be performed

on a lead are:

e View Details. This option enables you to view details of the lead.

e Reassign/Assign Lead. This option enables you to assign the lead to any user,
who has access to the Leads module in the system.

e Convert to Account. This option enables you to consolidate the lead into an
account, and create an action plan to work on the new account.

e Archive Lead. This option enables you to mark the lead as Archived to indicate
that the marked lead is not useful.
Archived leads can be deleted at a later date.

e Delete. This option enables you to delete the lead from the system. Selecting this
option displays a pop-up window to confirm the deletion of the lead.

These options enable you to work with leads while having a complete overview in

the dashboard.
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3.3 Searching for a Lead

The Search link located on the menu bar enables you to view leads that match
certain specific criteria. Clicking Search displays the Search Leads page, in which
you set the search criteria and sort order, as shown in Figure 3.3.

Search Leads
Status I,q|| ;' - I Select the status here

Owner| cracraft, Andy [Select] [Clear]

Company

First Name

Last Name

|
|
|
Source | [Any =
|
|
|

City

State/Province

Country | |- None -- | < ! Select the location here

Postal Code I

Entered Date I and
between
|

Sort Order I__ Nong == ,.I

Get MNext Lead I View List I C‘Iearl

Figure 3.3 Search Leads Page

Clicking Get Next Lead displays the next available lead in the system that matches
the search criteria, as shown in Figure 3.4. This option enables you to bypass the
leads list and work directly on a specific lead.

Lead Status

Status | Archived

Assigned To | Yani.s

Source | Advertisernent

Industry | Insurance

Contact Information

Name | Joe Morgan  Google YaHOO! msn® €2

Company | Mew India assurance Google YaHOO! ms® Seeves

Industry | Insurance

Entered | 4/12/2007 3:04 PM

[ Convert to Contact ] [ Convert to Account ] [ Reassign Lead = ] [ Archive Lead ] [ Skip this Lead = ] [ Modify

L] Continue to next lead after assigning, trashing or skipping lead

Figure 3.4 Lead Details Page
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The checkbox Continue to next lead after assigning, trashing or skipping lead is
displayed, as shown in Figure 3.4. Clicking this option causes the details of the next
available lead that satisfies your original search criteria to be displayed once you
assign, trash, or skip the lead whose details you are viewing. When this checkbox is
left unchecked, when you assign, trash or skip the lead, you will be returned to the
Leads list instead of the Details page for the next lead.

Clicking View List displays all the leads that match the search criteria, as shown in

Figure 3.5.
Records 1 to 1 of 1 total [Previous|MNext] &
Company Name City Zip Potential Business Segment |Status Owner
| &2 |Mew India Assurance Morgan, Joe $0 Insurance Archived Wani.s

[Previous|Mext] Page (1 of 1, Items per page: 10 (%[ Go

Figure 3.5 Search Results Page

For further information on viewing lead details, refer to “Viewing Lead Details”.
Clicking Clear clears the form and enables you to specify new search criteria.

3.4 Adding a Lead

To add a lead, click Add on the menu bar. An Add Lead page is displayed, as
shown in Figure 3.6.
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[ Save and return to Dashboard

J(

Save and Add another Lead

] ’ Save and Wiew Details

Add Lead

Salutation

Assian To | none Selected [Select] [Clear)

First Name ||

Middle Name ||

Last Name

* <—

Company |

Enter the last name

Title ||

| -———| Enter the lead title

Source | Haone ¥

Industry |N0ne

DUNS Type ||

Tear Started |

Mo, of Employees [

Revenue

Potential

DUNS Mumber

SIC Description

Figure 3.6 Add Lead Page

To add a lead, enter the following details:

Lead name and business names.
Lead's company and title.
Source of information, rating, and comments.

Contact information. Details such as phone numbers, E-mail addresses, IM
addresses, postal addresses,

Other relevant information such as revenue, potential, year started, SIC
description, Data Universal Numbering System (DUNS) number and type.

DUNS is a unique 9 character identification number provided to all registered
vendors by Dun and Bradstreet.

A newly added lead is automatically given the status Unprocessed. Unprocessed
lead records are made available to all users with access to lead records.
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3.4.1 Viewing Lead Details

You can view the lead details from the Dashboard page or from the Search Results
page.

When you click the action icon beside the lead name on any of these pages, a
context menu is displayed. To view the lead details, select View Details from this
menu. The lead's contact information and current status is displayed, as shown in
Figure 3.7.

Lead Status

The lead’s
Status l Llnpru:u:esseu:l - status is
.ﬁ.ssu;neu:l To l '-.-'anl e displayed here

Contact Information

Name.JDe =mith Lﬂ‘*'“{ii‘ YAHDO! .rns.li""' ﬂ-l_-?eﬂ-'-!’f
Cu:umpany Tektru:unu:s fi‘f'l‘ﬁt‘ YAHDOF nls.li“" ﬁ-l_-?emi

[ {oe. smlth@tektrunlcs COrn Enusmess {Prlmary} Goo liﬁ-‘

Ernail Addresses | YH'DO' i"' ﬁ ; Pej

| Entered | | | 4/12/2007 4106 PM_ |

[ Convert to Contact ] [ Convert to Account ] [ FReassign Lead = ]
[ archive Lead ] [ Skip this Lead = ] [ Madify ] [ Delete ]

Figure 3.7 Lead Details

Clicking the logos of popular search engines, such as Google, Yahoo!, MSN, and
Ask Jeeves, as shown in Figure 3.7 launches a search based on the field’s contents,
using the corresponding search engine.

While viewing a lead's details, you can select the following options:

e Convert to Contact. This option can be clicked to turn the lead into a general
contact.

The lead will be displayed as a regular contact in Leads and you can perform all
contact-related operations, based on your permissions. Converting the lead into
a contact enables you to associate Opportunities and Activities against this lead
that has been converted into a contact.

e Convert to Account. This option can be selected to turn the lead into a contact
associated with an account, as shown in Figure 3.7.

If an account with the same company name, as that of this lead, does not already
exist, the account will be added automatically. The lead will be displayed as a
contact associated with an account in Leads and you can perform all account
related operations based on your permissions. Converting a lead to an account
enables you to create and work on action plans for the accounts, opportunities,
and activities against the lead that was converted into an account.
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e Re-Assign Lead. This option can be selected to re-assign the lead to a specific
user having access to the Leads module.

e Archive Lead. This option can be selected to set the status of the lead as
Archived, when you consider the lead as somebody not worth following-up.

e Skip this Lead. This option can be selected if you have not taken a decision about
alead, and you would like to proceed to the next lead.

e Modify. This option enables you to modify the details of the lead.

e Delete. This option can be selected to delete a lead, if you do not require the lead
in the future. Selecting this option displays a pop-up window to confirm the
deletion of the lead.

M- Catal Cenniie CRM

e T [ ] Jeff Paterson Madix Inc. |
Hame | Jelf Petersen | :

PP | (iDebene? MBowrdoad vl |
Tetle| Firancial Analys fr) [Beivn) [Eowniead b

Company | Hedis Ine.  Gad| [Daralls -
Phone | Business  (5440] f Titse | Fnancial ﬁr,j;'r!,l HiStDr‘f
Rumbers | Business Fax f L
Emall’ leecsaodoed]  Email Addresses
Addresses | joftfhetina il ool Bkt Ldtarsaadn s oo Falders
| Persansl | ilEhotmallcom B T
Comments ) . - Lctivities
| [Instant Message Addresses =
Entarad| 12/6/2005 4135
Messages
Lend Status | Text Message Addresses " :
Stabus | Unprocessed ¥ Documents
As=gn T8 Tom Manoo 154 =
- |Phone Numbers 0 rt 't'
Fasting) | Hine =4 | Dusiness | (540) 130-4457 BT

Fpunca| Tracn. Show Busaness Fax | (340} 330-9468 I 1

[virw ComtacrDotar | (Hmet =}

Figure 3.8 Convert to Contact

3.5 Importing Leads

The Leads module provides an Import feature that enables you to import lead
details from an external source, saved in a Comma Separated Values (.csv) file
into Centric CRM. This module also provides record validation by enforcing
certain business rules during the import process.

To import a lead follow the steps listed below:
1. Click Import on the menu bar. Select New Import.

The New Import page is displayed, as shown in Figure 3.9. Enter the required
information for an import, such as Name, a short description, comments, Source,
Rating and Site.
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|He.w Import .
l Name | < | |Enter the name
[ | | |of the lead here]
‘ DESCFIptIEIr‘Il ;I
! [~
Comments I ﬂ
| - |
= |
Sgurce I| Nene -- j

Rating ”-- None -- '-'I

Site il—— None -- vl'

File EI

*Fi

|
E‘ravel Cancel |

Figure 3

le should be in CSV format.

Large files may take awhile to upload.

.9 Lead Import Page

2. Click Browse and select the file to be imported.

M—I— to be imported

Select the file

Note: The file must be a valid CSV file, and its first line must contain
column names to enable data mapping to the Centric CRM
database.

3. Click Save to upload the import file to the database.

If no error occurs during the upload, the Upload Complete screen is displayed, as

shown in

Figure 3.10.

using the "Prao

©r vour file to import has been received, but has not been processed.
To beagin processing, use the "Process Mow" button. However, since processing
requires a few minutes of configuration, vou can choose to process the file later by

cess Later” button.

Details

Description

Mame

Mew Import

File

File Size

1k

Status

account.csvy [ Download File ]

Import Pending

Entered

Modified

Wani R 41852007 12:04 PM

[ Process Mow

] [ Process Later ]

Figure 3

.10 Lead Import - File Upload Complete

Wani R 41852007 12:04 PM
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4. To view alead import’s details, select one of the following options:

m Process Now. Click this button to initiate processing of records available in the
imported . csv file.

m Process Later. Check this button to save an import session for processing later.
Selecting the Process Now option takes you to the Process Import page.

5. Field Mapping allows you to define a correspondence between fields from your
import file and Centric CRM's lead attributes, as shown in Figure 3.11.

s = Wig moorts = Imoo

Process ] [ Cancel

Import Properties

Marne | New Irmport

File | account.csy
F,|eg|ze 1k
Entered | Mani R 4/18/2007 12:04 PM

Owner | Wani B [Change Owner] [Clear]

First 5 lines of the import file

Line 1 ||Sl no.,Name,Campany,Address Revenue |

Line = ILJUE,Tritun Papers,Home Street, |

Line 3 IZ,Mary,ESI Inc, eaEIs Avenue, !

Line i_SJMurra\,r,DSL JPark Avenue, |

General Errors fWarnings

Mo errors/warnings found.

Field Mappings
Field Maps to

sl no. | | Account Nurmber » |

Marme i Full Marne (First Last)

Campany | Company

ressi | of type | Business ¥|

Address | Street Address Line v |is part of :_.ﬁ.c_ld

Revenue | | Rewenue |

Process Cancel

Figure 3.11 Lead Import Processing Screen

6. Click Process to begin the processing of records in the. csv file.

You are redirected to the View Imports page, where a list of all the imported files
is displayed. A detailed list containing the following details is displayed, as shown
in Figure 3.12:
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Mew Inmport
| My Imparts ._V Records 1 to 1 of 1 total [Previous|Mext] &
[ [ Results |
Hame Status s = Entered & Modified
_ _Tutal Suc_cess_Falled_ |
Pending 3 0 |4/18/2007 12:04 PM | 4/16/2007 12:12 PM

Approval

[Frevious|MNext] Page |1 of 1, Items per page: |10 V:

Figure 3.12 Viewing the List of Imported Files

= Name

= Status

= Results

= Last date of entry

= Modification details

The Status field describes the following state of the import sessions:

= Import Pending. This field indicates that the import file is uploaded, but not yet
processed.

®= Running. This field indicates that the import file is being processed.

= Pending Approval. This field indicates that the import file has been successfully

processed, but the results have to be approved before the leads are actually
made available to all.

m  Approved. This field option indicates that the import results have been
reviewed by a system user and approved.

The Results field gives the number of total records, successful and unsuccessful
records corresponding to the imported file.

7. Click the name of the imported file, as shown in Figure 3.12.

The Import Details page is displayed, as shown in Figure 3.13.

53 Centric CRM 4.1 User’s Guide



Managing Leads

[ Approve ][ Delete ] [ Wiew Results ]

Details

Marme | Mew Import,
e Descr,ptmn I B P s s e
L SR ;_i.l.e:. a.:.:.:,._,,—,tcsv . [ D.:,Wl-,h:,a.jF”E ] R
| Flesieelik |

Status | Pending Approval

Imported 5
Records

Failed Records |0

Site | -- Mone --
Entered | Wani R 4/15/2007 1:52 PM
Modified | Wani R 4/15/2007 1:57 PM

[ Approve ][ Delete ] [ View Results ]

Figure 3.13 Lead Import Details

8. Click Approve to approve the imported file. Approving the import will make the
leads available to all the users with access to the Leads module.

The Import Details page with the option to view the results is displayed, as
shown in Figure 3.14.

View Results

Details

Name | New Impart

Diescription
Fi
File Size |1 k

acco

Status | Approved

Imported 3
Records

. ;-'.;ii.e.d Records [ O

o B e Slte “ ND,—,E_
Entered | Wani R 4/18/2007 12:04 PM

|vaniRano/007 1202w

Modifie
Wiew Results

Figure 3.14 Viewing the Status of the Imported File
9. Click View Results.

The View Results Page displaying the records of the imported file can be seen, as
shown in Figure 3.15.
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CABCDEFCHIINLMNOPORSTUNWEYS
Becordy § o 4 of 4 Bolal [Presigos | Mesd] &

Hame Company Plone () e T
2 Ardle. Joe Werizon Wireleer [ 7EF] XITI-5152 Bardness ) Anarkh Baasubramanyam
D | Jackson. Saomul (355] At GRS Darningns) Amarkh Bpdaaubramanyam
B Lars, Brian Gararal Eldeirie [(ETR) TES- N4 R%) Pkl ki) AASAEN Bl ak Lilse i iy i T
D pMansars, Rakedh WeriEon Wireless [758) TEE- 3585 Bretingss) AASELH BESubAMANY AT
[Frevious|MNest] Fage ERRE per page: {10 B Ga®

Figure 3.15 Lead Import Results

3.6 Exporting Leads

This feature enables you to export lead details. Click Export on the menu bar, to
view a list of all data that has been exported, as shown in Figure 3.16. The list also
displays the following details:

o Size of the exported data

e Date of creation of data

e Person who created the data

The available sections in the export leads feature are:
e My Exported Data

e All Exported Data

enerate new export

DB CDEFGHIIKLIMMNOP QRSTUMW XY 2

.My Exported Dé{:;am\f' Records 1 to 1 of 1 total [Previous|MNext] &
_ ._ ;_Suhject i_Size;_Ereate Date iEreated B!_.r__.D,,r"L_
| & | New Leads | 1l :43133200? 12:50 PM | Vani R | ©

........... ¢ S T e

[Previous|Mext] Page 1 | of 1, Itemns per page: 10 V

Figure 3.16 Exported Data List

To export new data, follow the steps listed below:
1. Click the Generate new export link, as shown in Figure 3.16.

The New Export page is displayed, as shown in Figure 3.17.
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[ Generate | [ cancsl |

Eupurf_[)_ai:a

Subjec‘tleIr_uprocessed Leads
Status || Unprocessed v

Source || Any W

Sorting [

Select fields | [atams ~

[ Generate ][ Cancel ]

Industry Any ~|

to includ --Lead ID .

0 Include | iMiddle Name Last Mame Up
Title First Marne
Cepartment Company Down
fepat | |

Figure 3.17 New Export Page

2. Specify the type and criteria, enter the subject, select the fields to be included, and
specify the field for sorting the contacts. Click Generate to generate the new export.

The exported file is listed on the Export Data page, as shown in Figure 3.18. The
data can be viewed or downloaded as a .CSV file.

Generate new export
DABRBCDEFGHIIKLMMOPOQRSTUNW Y Z

My Exported Data ¥ |

Fecords 1 to 2 of 2 total [Previous|Mext] &

. .Suhject_ .Sige-l:rea.te Date :l:.r.ealitedulli'f;[),fL:
& | Mew Leads 1k | 4/13/2007 12:50 PM | Mani R ]
& | Unprocessedleads 1k | 4/13/2007 3:53 PM | Wani R 0
@‘ TR sl R e m b T e, E R

E Download as .CSY File

g Delete

age ;_1 of 1, Items per page: |10 W

Figure 3.18 Viewing the New Export File
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CHAPTER

4

Managing Contacts

This chapter provides information on the Contacts module of Centric CRM. The
Contacts module enables you to manage information about your contacts. You can
store contact details and monitor their activities.

This chapter contains the following sections:

O Section 4.1, “How Does This Module Help You?”
Section 4.2, “Searching for Contacts”
Section 4.3, “Viewing History”
Section 4.4, “Using Contact Folders”
Section 4.5, “Recording and Planning Activities”
Section 4.6, “Sending Messages”
Section 4.7, “Adding and Accessing Documents”
Section 4.8, “Viewing Opportunities”

Section 4.9, “Importing Contacts”

O O O O O O o o Oa

Section 4.10, “Exporting Contacts”

4.1 How Does This Module Help You?

Centric CRM models the customer life cycle, which starts with contacts. Often, a
customer begins as a casually met contact, and may later turn into an account. For
example, in a retail setting, potential customers may walk in to browse your
merchandise. Some customers may purchase immediately and others may not, but
capturing relevant information about all of them will make it easier to convert
contacts into accounts. Contacts can also include general acquaintances,
competitors, shareholders and vendors.

The Contacts module helps in tracking the following details:
e Name

e Email addresses

e Phone numbers

e Mailing Addresses

e Notes
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e Calls
e Meetings
e Appointments

e Faxes

The Contacts module gathers all opportunity records associated with the contact in
one place. This module also provides a historical record of all messages sent from
the Communications module.

You can define and populate as many folders for contacts as you need. The
Contacts Page enables you to enter contact information. These capabilities are
discussed in detail in the rest of this chapter.

4.2 Searching for Contacts

You can access the contacts module by selecting the Contacts tab, as shown in
Figure 4.1.

e, |
z My Leads SeG0

Hame Paga R Pep-:-lne.-‘u:::cl.:nts Ql.l.?tcs:Cl:-mn'un:ru?ur's-Frc]-:l::s Help Desk | Documents | Employees | Reports

Figure 4.1 Contacts Menu Bar

When you click the Contacts tab, the Search Contacts page is displayed, as shown
in Figure 4.2. You can search for contacts by specifying the search criteria. The
more information you enter in the search query form, the more refined your search
becomes.

You can search for a contact by entering one or more of the details as specified
below:

e First Name
e Middle Name
e Last Name
e Company
e Title
e Contact Type
e Source, which includes the following options:
= My Contacts - your contacts
= All Contacts - all the contacts in the system
= Controlled Hierarchy Contacts - contacts of a hierarchy.

For example, if you are the manager you can view contacts of employees
reporting to you.
When you enter a partial name in an input field, the system executes the search and
returns all results with your search term anywhere in the field. For example,
entering "or" in the first name field displays all contacts with "or" in their first
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names, such as George, Gordon, and Lorna. To view all the contacts in the system,
leave all fields blank, and click Search.

Caution: In applications with a large contact database, using blank fields to
search for contacts may be time consuming.

Contact Type provides many options to refine your search. The options available
are:

e Contact Types - This category includes options, such as acquaintances,
competitors, shareholders and vendors

e Account Contact Types - this category includes all contacts associated with an
account.

e All Contact Types - this category includes Contact Types and Account Types

|Search Contacts

First Mame

;L_Enter the last name of
the contact here

Last Name | |

Campany '
| Title

Contact Type :..ﬁ..ll Contact Types |

| Seurce || My Contacts 5

[ Search ] [Clear]

Figure 4.2 Search Contacts Page

4.2.1 Viewing Contact Search Results

The Search Results page, resulting from a set of criteria specified during the
search, is shown in Figure 4.3. The search results can be sorted by name or
company, using the field headers at the top of the results page. When you click the
action icon, a context menu is displayed, which contains the following task options:

e View - to view the details of the contact

e Modify - to edit the details of the contact

e Clone - to duplicate the contact

e Delete - to remove the contact from your database

e Download vCard - to download the details of the contact in vCard format
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e Send Address Request - enables you to send a message to the contact

You can add a new contact by clicking the Add a Contact link, as shown in Figure
4.3 or the Add link on the menu bar.

Add a Contact

DABCDEFGHIJKLMNOPORSTUWVWXYZ
Records 1 to 10 of 21 total [Previous|MNext] &
I,_Nama _Cnmgmg - |site iPhﬂna_[s} - ]
& | Gordon Allensen (3 Anderson Village None - (323) 223-2121 (Business)
Lo | AAAAutomotive | --None - | (414) 667-0906 (Business)
© | ooty Allson © [Becount]  |gepair -~ |7 |(414) 5562312 (Mobile)

-~ Mone - | (323} 224-2121 (Business)

| Georae Anderson Anderson Village ; (323) 224-2121 (Mobile)

L VFEW Deta:ls. ............................ o ik s T iy TR ey e L B TR TR A L s E R TR e
B Madify Baker Company Mane - | (=£7) 850-6543 (Business)
Clone - None - | (767) 889-4521 (Business)
2 Send Address Request | o |=  |(767) 990-3765 (Mobile)
(] Download vCard “count ~- Nome - | 1767) 888-9999 (Business)

g belete: @ =002 lpelsiidees S SR FERNRT T Vs el T ] O A ot O R

: P——
& | slick Crutchfield Motor Sports USA ; {312) 829-2878 (Mobile)
& | Frad Davis & Boating World -~ None - | (443) 378-7765 (Business)
-- Mone - (667} 220-4952 (Business)
& | Mannv Delmonico & The Great Steak Co. | 7 {667) 775-4312 (Mobile)
& | Frank George & [Account] Home;:- (800} 443-2121 (Business)

[Previous|Next] Page Ii of 3, Items per page: | 10 "I Gol

Figure 4.3 Contact Search Results

4.2.2 Viewing Contacts

Clicking a contact name in the search results displays the Contact Details page, as
shown in Figure 4.4.
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Jeff Alcutt1

[ Maodify ] [ Clone ] [ Delete ] [ Download v Card i
[ Conwvert to Account ] L Details
History
Email Addresses o
Other | jeff. alcott@yahoo.com (Prirmary) L Folders
Business | jeff.alcot@springworks.com Activities
Messages
Instant Message Addresses .
AT S e ey Cocurnents

Cpportunities

Tent Message Addresses

Il text rmessan ~Adrecses anterad
fext Message addresses entered,

Phone Mumbers

Addresses

Record Information

Cowper | Wani R
Entered | Yani B 3/20/2007 2:17 PM IST
Modified | Mani R 3/20/2007 2:17 PM IST

Modify ] [ Clone ] [ Delete ] [ Download v Card ] [ Warl: as Account

Figure 4.4 Contact Details

You can modify, clone or delete the contact using the options available in the
Contact Details page. The Contact Details page also contains the following set of
tabs:

e Details. You can select this sub-tab to view the details of the contact.

e History. You can select this sub-tab to view information related to a contact till
date. For more information on the History tab, refer to “Viewing History”.

e Folders. You can select this sub-tab to view the all the folders created in this
module. For more information on using folders, refer to “Using Contact Folders”.

e Activities. You can select this sub-tab to record and schedule activities. For more
information on Activities, refer to “Recording and Planning Activities”.

e Messages. You can select this sub-tab to view the messages sent to and received
from the contacts. For more information on the Messages tab, refer to “Sending
Messages”.
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e Documents. You can select this sub-tab to view the a list of folders and attached
documents relevant to the contact. For more information on accessing documents,
refer to “Adding and Accessing Documents”.

e Opportunities. You can select this sub-tab to view opportunities associated with
this contact. For more information on opportunities, refer to “Viewing
Opportunities”.

4.2.3 Modifying Contacts

The Modify button on the Contact Details page enables you to modify the contact
details. Click Modify to display the Modify Contact page, as shown in Figure 4.5.
You can modify the following information:

e Personal information - details such as names and birthday
e Official information - details such as role and title

e Contact information - details such as phone numbers, email addresses, mailing
address, and IM address

e Additional information - notes

Click Update to save the changes or click Cancel to return to previous page
without saving changes.

J George Anderson Anderson 1L"illage]

Update Cancel i
Cretails
I | =
:_L_rF!:l_a_E:E__a_(EE._r_‘t_aclt { Histary
[ Site | -- None -- o
D o Falders
Reassign To | | Cracraft, Andy vl -
t : Activities
Contact ¥ General Contact "
Catego A i An A r Messages
gary Assgociated with Account: None Selected [Select] i
i -
| Documents

Customer [Select] L

Cpportunities
Contact Type(s) o

I
Access Type i | Controlled-Hierarchy ;I

f
Salutatiun”-- None -- 'I

First Name | Ibecrge

|
Middle Name |

Last Name“ﬂmderscn

: Additional Names“ |

Nlckname!l
Blr‘thdaju'“ |

Figure 4.5 Modifying a Contact
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4.2.4 Cloning Contacts

Contact cloning is a feature that enables you to add new contacts from the same
company without having to re-enter common information, such as the company
name, and company address.

You can create another contact similar to the one you are viewing, by clicking
Clone on the Contact Details page. The name of the company, email address,
mailing address, and phone numbers are entered automatically from the current
contact.

4.2.5 Deleting Contacts

You can delete a contact that is no longer required, by clicking Delete on the
Contact Details page. Centric CRM will display a warning to confirm the deletion.

4.2.6 Downloading a vCard

A vCard is an electronic business card containing the following information:
e Geographic and time zone information

e Multiple languages support, which enables you to view the details in the
language of your choice.

You can download a contact's vCard in a. vCF format to your laptop, desktop, and
other communication tools, such as phones and palmtops. Click Download vCard
and select from the options whether you want to open the vCard or save the same,
as shown in Figure 4.6.
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[Z] Jeff Alcott

[ Modify ] [ Clone ] [ Delete ] [ Cownload wCard J h
[ Convert to Account ]

Email Addres:[ -
Oth,

E.usinér Do you want to open or gave this file?

Instant Messz| (@ady Mame:  Jeff Alootk.wcf
Mo instant mesé - Type: wCard File

From: localhost
Text Message |

Mo fext messa:?: [ Open ] [ Save ] [ Cancel

Phone Numbe

Ma phone numbl

harm vour computer. If you do not truzt the zource, do not open or

@ While files from the [nternet can be useful, zome files can potentially
zave thiz file. What's the righ?

Addresses

Mo addresses e

Record Information

Cwner | Yani R

Erntered | Vani B 3/20/2007 2:17 PM IST
Maodified | Yani B 3/20/2007 2:17 PM IST

[ Modify ] [Clu:une ] [ Delete ] [ Download wTard ] [ Work as Account ]

Figure 4.6 Download vCard Dialog

On selecting Open, a pop-up window is displayed as shown in Figure 4.7.
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Jeff Alcott Properties

Summary | Mame || Home || Buzsiness || Perzonal || Other || Metteeting || Digital 1Dz |

Surmary of information abouk this conkact [ Add to Address Book J

Marne:  Jeff alookk
E-Mail Address:  jeff.alcotbi@yahoo, com

Horne Phone:
Pager:
Mobile:
Personal Web Page:
Business Phone:
Business Fax:
Job Title:
Department:
Dffice:
Compary Marme:

Business Web Page:

Figure 4.7 Viewing the vCard

4.3 Viewing History

You can access the History page by clicking the History sub-tab on the Contact
Details Page, as shown in Figure 4.8. History enables you to view information
related to a contact till date.
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] 1eff Alcott

[ Modify ] [ Clone ]

[ Delete ] [ Download wCard

[ Convert to Account ] L Details
Email Addresses
Other | jeff alcott@vahoo.com (Primary) L Folders
Business | jeff alcott@springwaorks .com Activities
Messages
Instant Message Addresses L
qstant message addresses entere Crocurnents

Cpportunities

Record Information

Dwner
Entered
Modified

Yani R

Wani B 3/20/2007 2:17 PM IST

Vani R 3/20/2007 2:17 PM IST

[ Modify ] [ Clone ]

[ Delete ] [ Cownload wCard

Waork as Account ]

Figure 4.8 Accessing History From the Contact Details Page

Using the History sub-tab, you can view the history of a contact. This sub-tab
provides the following information, as shown in Figure 4.9:

e Notes

e Activities

o Tickets

e Assets

e Quotes

e Opportunities
e Tasks

e Service Contracts

e Messages

You can add a note by clicking Add a note, as shown in Figure 4.9.

You can view a specific set of history items by setting a filter. Click Filters to set a
filter. You can set a filter, by selecting the relevant checkboxes as shown in Figure
4.9. To activate the filter, click Apply Filter.
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You have the option of clearing or checking all the filters. The page displays all the

filtered data with the following information:

Brief description

Contact information

Last date of entry

Last date of modification

J Mr. Charlie Anderson Anderson, Charlie

¥\ Maotes Activities
Email/Messages Tickets [Check Al
Assets Cluotes iClear allj
Tasks Service Apply Filters
Contracts
Opportunities
(Filters) Records 1 to 2 of 2 total [Previous|MNext] &
Tvpe Description Entered ¥ Modified
& | Complete: Incoming Call | new 4/13/2007 |[4/13/2007
| view Dstails |Mew Note | 4/13/2007 | 4/13/2007 |
[Previous|Mext] Page |1 of 1, Items per page: [10 V_.

Figure 4.9 Viewing the History Page

Details
History
Folders
Activities
Messages
Cocurments

Cpportunities

Click the action icon to view a context menu, as shown in Figure 4.9. You can select
from the options to view details or modify details of each activity.

4.4 Using Contact Folders

You can access the Folders page by clicking the Folders sub-tab on the Contact

Details Page, as shown in Figure 4.10.
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[Z] 1eff Alcott

[ Maodify ] [ Clone ] [ Delete ] [ Download wCard

]

[ Convert to Account ]

Email Addresses

COther | jeff.alcott@yahoo.com (Primmary)

Business | jeff.alcotti@springworks.com

Instant Message Addresses

Mo instant messanes sddresses entered

Record Information

Cwner | Wani R

Entered | Vani R 3/20/2007 2:17 PM IST

Maodified | Wani R 3/20/2007 2:17 PM IST

Modify ] [ Clone ] [ Delete ] [ Download »wCard

J

Work as Account

Figure 4.10 Accessing the Folder Page

The Folders sub-tab lets you to perform the following tasks:

e Capture and store data that is not available by default on the contact details page.

e Extend the database with new information.

The Folders page contains options to select from the available folders, as shown in

Details

History

Activities

Messages

Documents

Cpportunities

Figure 4.11. After selecting the folder, click Modify to enter or modify the

information in the folder. For more information on adding new folders, refer to
Section 15.6.1, “Creating Custom Folders and Fields”.
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_[ Mr. Joe Smith Tektronics ]

Folder: Personal Backgrﬂundqﬁ This folder can have anly one record i

Details
Modify | Delete Folder Record I [

Histary

__Educatjon ! <@
Highest level  Fost Graduate - Masters M —
attained Activities
Institutions Dacurments
Attended L
fon e R Qpportunities

Record Information

Entered | Andy Cracraft &/25/2006 9:49 AM EDT

Modify ] Delete Folder Record I

Figure 4.11 Contact Folder

4.5 Recording and Planning Activities

In a sales situation, you constantly interact with prospects through mails, phone
calls, meetings, and so on. Each of these interactions is known as an activity. This
application enables you to record activities as they occur, and to plan your future
course of action. The application records the following activities:

¢ Incoming Call
Outgoing Call
Inhouse Meeting

Outside Appointment

* o o

Email Servicing
¢ Fax Servicing

To initiate business, you may be required to act in advance or proactively interact
with a prospective business client or a current business customer. In such instances
the following interactions can be recorded:
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¢ Proactive Call

¢ Proactive Meeting
¢ Email Proactive
¢ Fax Proactive

Clicking the Activities sub-tab displays the Activities page, which enables you to

log an activity or schedule an activity for the contact, as shown in Figure 4.12. This
page lists the following activities:

e Pending Activities

e Completed/Canceled Activities

J Frank George ]

Schedule an Sctivity
Pending Activities)(Show More) Records 1 to 1 of 1 total &
_l:un ac _Due Date

_ _Assigned Tu_T!_.rpe _Descriptiun
& | Seorge, Frank | 3/23/2007 IST | V. R

Cutgoing Call | Business plan confirmning

ompletedfCanceled Activities Yy Show More) Records 1 to 1 of 1 total &

_ Contac atus | Type SI..Ihj_E:_EF _Res_ult_ .Entere_d
&8 | Geaorge, Frank | Camplete | Incoming Call | Business | ves - W, R
Call Business 3/20/2007 3:43 PM IST

| progressing |

Figure 412 Logging and Scheduling Activities
A typical contact activities page is shown in Figure 4.13, displaying both pending

and completed activities. When you click the action icon, a context menu is
displayed.

Frank George

Log an Activity | Schedule an Activity

Details
Pending Activities (Show More) Records 1 to 1 of 1 total &F History
| _l:onta_ct_ _Due_[?_ai_:t_a_ _As_signe__d To Typr_& _Dgs_cripti_u_n Folders
& | George, Frank | 372372007 IST |W. R Qutgoing Call | Business plan confirming o
g P L S
@ Complete Activity rities (Show Mare) Records 1 to 1 of 1 total & Messages
. @ Madify & ctivity Type .Subject .Result .Entered Documents
9 Cancel Activity | Incoming Call | Business | Yes - V. R
e ; Call Business 3/20/2007 3:43 PM IST Opportunities
arwar

progressing |

Figure 413 A Typical Contact Activities Page

The following options are available on the context menu:

e View an activity

e Complete an activity
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e Modify an activity
e Cancel an activity

e FPorward an activity

Assume a contact named "Frank George" attends an incoming business call. The
following sections guide you to record this activity and schedule an outgoing call
for the same contact:

e “Log an Activity”
e “Schedule an Activity”

4.5.1 Log an Activity

The following steps enable you to record Frank George’s incoming business call:
1. Click the Log An Activity link.
The page to log an activity is displayed, as shown in Figure 4.14.

_[Frank Geurge} 1
[
)
— L
Log an Activity La
: : - . ¥
Type || Incorming Call * ¥ Length: |30 | rninutes %
e BT pome P e v A LT

Subject
et kg aing Call
Motes | |Proactive Call
Inhouse Meeting
Cutside Appointrment
-t Proactive Meeting e
ZWE | (Email Servieing na ~ [ [ schedule follaw-up
~L|Fax Servicing

Fax Proactive

WP e

Figure 4.14 Logging an Activity

2. Select "Incoming Call" as the Type of activity.

3. Enter "Business Call" as the Subject, and "30 minutes" as the Length (indicating
the time taken for the activity).

4. Enter a brief description of the call in Notes.

5. Select "Yes Business progressing" as the Result, as shown in Figure 4.15.
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6. Click Save.

J Frank George -] }
Log an Activity I
Type |_I_|j_c_:9mi_n_g_§§_ll :_:* Length: I_3__._. minutes 4
Subject iF_'-usiness Call I*
Motes || betails regarding the Mew Business given

Result || [ schedule follow-up
A |
ggi:iﬁn—gUnsure or no contact made j

Figure 4.15 Logging an Incoming Call

4.5.2 Schedule an Activity

The following steps enable you to schedule Frank George’s planned business call:
1. There are two ways to access the Schedule an Activity section:

a. Select the checkbox Schedule follow-up activity in the Log an Activity section,
as shown in Figure 4.15.

b. Click the Schedule an Activity link in the Activities page, as shown in Figure
4.12.

The page to schedule an activity is displayed, as shown in Figure 4.16.

_[ Frank George 1

Save Cancel

Schedule an Activity

Type || Qutgoing Call

1-- Mone --

St Incoming Call

|Proactive Call =
Inhouse Meeting 1

Qutside Appointment ]
Eencin Mosthg e e B B S BV A SR BN ‘ S

Description

it Ernail Servicing
Ernail Proactive
Fax ervicing ||

e Fax Proactive
Prionity | g ST

Reminder | () 5y ot send a reminder

& send a reminder E__z__|i_|_—!9_|:|_r_(_s}| 'E before the due date

Assigned to... | Yani R [Change Owner]

Save | | Cancel

Figure 4.16 Scheduling an Activity

*
mmm-‘mm-‘ F S T Py T

2. Select "Outgoing Call" as the Type.
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3. Select the Date and Time at which the call should be made.

4. Enter a brief description, and notes on the agenda for the planned call, in the
respective fields.

5. Select "High", "Low" or "Medium" as the Priority depending on the importance of
this activity.

6. Select the option Send a reminder. Specify the time when you wish to receive the
reminder.

7. Click Save.

4.6 Sending Messages

The Messages page contains a chronological record of every communication sent
to the contact, whether through a campaign in communications, or an email sent
from another part of Centric CRM.

You can access the Messages page by clicking the Messages sub-tab on the Contact
Details page, as shown in Figure 4.17.
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= 2EAFCII RESUITS =~ LONtdLl Yeldals

] 1eff Alcott

[ Maodify ] [ Clone ] [ Delete ] [ Download wCard ] i
[ Convert to Account ] B Details
History
Email Addresses o
Other | jeff.alcott@yahoo.com (Primary) L Folders
Business | jeff.alcott@springworks.com Activities
Messages
Instant Message Addresses L
Mo instant message addresses entered Documents

Dpportunities
Text Message Addresses

Addresses

Mo addresses entered

Record Information

Cwner [ Mani R

Ertered | Yani R 3/20/2007 2:17 PM IST

Modified | Wani B 3/20/2007 2:17 PM IST

Modify ] [Clu:une ] [ Delete ] [ Cownload vCard ] [ Work as Account ]

Figure 4.17 Accessing the Messages Page

You can review every message that has been sent to a contact. You can also send a
message to a contact by clicking New Message. The New Message page is
displayed, as shown in Figure 4.18.
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Enter your email

address here Enter the subject here

' My Messages

Start by choosing an existing message or create a new one:

[ Send Message ][ Cancel ]

Figure 4.18 New Message Page

Ml | -- None -- [a]
M [New Messagew v
Messade | From: * (Ernail address)
[a{a :(Email address)
BCC: __;__l_[!E__l'_r_uﬁi_!_‘_a_c_Idress)
Subject: - - H . L
B 5Fr U s E==E ||--St_l,l|es-- vl--Format-- v
=iz | fy= | | b EF@ | 9w
A | | | | | — afEl = x| 2
Fath: A
attachrments | [None Selected - | [Select] [Clear]

A

Click Select to attach
documents

Enter the message here.

Enter your email address, the subject of the email, and the message.

You can attach documents to a new message. Documents can be directly uploaded
while writing the email, or selected from the following modules:

Accounts

Contacts

Projects

e Document Store

To attach documents to your messages, follow the steps listed below:
1. Click the Select link.

The Top Folder page is displayed, as shown in Figure 4.19.
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# Top Folder

Accounts W % Mo records to display &

Selected File Type  Size Yersion Date Modified
ﬁ Account docs Folder | 1 itermn -- 5,-;2;;‘,-’;00? Shiam BRSO

Attach New File

Subject | |*

File || |[ Browse.. )

* Large files may take awhile to upload.

W ait for file cormpletion message when upload is complete. [ Upload

Figure 4.19 Top Folder Page

2. From the drop-down list, select the module that contains the documents to be
attached, as shown in Figure 4.20.

Selecting the module displays the folders and documents stored in that particular
module.

i Top Folder

Mo records to display £

Type | Size Version Date Modified
Documents usiness contact Foldar | 1 itarn n 2/28/2007 11:24 AM IST
Projects Yani R
Contact folder Eolder | 1 itern | .. | 2/27/2007 4:36 PM IST

Wani R

Attach New File

Subject | |*
File | |[ Browse... ]

* Large files may take awhile to upload.

i ait for file completion message when upload is complete, | Upload

Figure 4.20 Selecting the Module

3. You can also attach documents from the desktop. Click Browse to upload a new
document, as shown in Figure 4.21.

Centric CRM 4.1 User’s Guide 76



i Contacts Vl

Managing Contacts

Mo records to display &

Selected File

_Type Size Version

business contact

e
Fu:ulderi 1 itemn -

2/28/2007 11:24 AM IST

Date Modifi

Yani R

E\ Contact folder

‘Fulder! 1 itern --

272772007 4:36 PM IST
Yani R

Attach New File

Subject

File

Cancel

* Large files may take awhile to upload.

W ait for file completion message when upload is complete, | Upload

Figure 4.21 Locating a Document to Upload

The Choose file window is displayed, as shown in Figure 4.22.

My Recent
Documents

Al

Dezkiop

ky Documents

8

My Computer

bl Metwork
Flaces

Look in: | 7 chapters

-l o @

\__i:'] Pipeline_dashboard. jpg

|r: Pipeline_exportpage.jpg
Eﬂ Pipeline_exportquery.jpg
,!‘5] Pipeline_generateexport.jpg
L!ﬂ Pipeline_indivdashboard. jpg
E"Z] Pipeline_menubar . jpg

|ﬂ Pipeline_madule.jpg

E"] Pipeline_newopp.ipg

i__!::] Pipeline_opp_details.jpag

|ﬁ pipeline_renameopp.jpg

ET] Pipeline_searchresults.jpg
,EEJ Pipleline _opp_search.jpg

File: narne: |

Files of type: | & Files 77

LJ Open |
‘:J Caticel ;

Figure 4.22 Choose File Window

4. Select the file and click Open.

The name and location of the selected file is displayed, as shown in Figure 4.23.
Enter a subject.
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5. Click Upload as shown in Figure 4.23.

The uploaded file with the subject "New File" is displayed in the list of selected
files, as shown in Figure 4.24.

i:EDni:ac;:.s v [
[Eelecledifile

Records 1 to 1 of 1 total &
_Type| Size \Version  Date Modified

|| S]] Message Entry weal e | A i,;znsixsnn? 11:25 AM IST

Inttach Mew File

|-
Subject | Me

L e

* Large files may take awhile to upload.

Wit ait for file completion message when upload is camplete‘ Upload ’

[ attach | [ cancel |

Figure 4.23 Uploading a Selected Document

6. Select the required files to be attached as shown in Figure 4.24.

[contacts 1w |
[EeisctediFile
|

Records 1 to 2 of Z total &
|Type| Size |Version|  Date Modified

[Tl Message Entry ipg | 65 k 1.0 5:’28_:’&200? 11:25 &AM IST
— ani

l3f1.-"'2EID? 11:27 AM IST
| Wani R

Ixt | 1k 1.0

Attach New File

!
| Subject -
* Large files may take awhile to upload.
Wait for file completion message when upload is complete, | Upload

@[ Cancel |

Figure 4.24 Attaching the Selected Documents

7. Click Attach.
The attached documents are displayed in the New Message page, as shown in
Figure 4.25.
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Start by choosing an existing message or create a new one:
My Messages b }l -- Mone -- %
New Message
Message | From; i * {Email address)
o (Ernail address)
BCC: (Ernail address)
Subject |*
B 7 U s | E=E = E||-Stles~ v | -Fomat- &
== | = | LEIJOmG| 9w
= =3 [ | — e x ¢ | o
Path:
Attachrments "?ﬁessage_entrv.jpg {65k ! [Select] [Clear]
LrServer.txt (1) ‘
([ Send Message H Cancel ]

Figure 4.25 New Message Page with the Attachments

8. Click Send Message.

4.7 Adding and Accessing Documents

You can access the Documents page by clicking the Documents sub-tab on the

Contact Details Page, as shown in Figure 4.26.
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[E] 1eff Alcott

[ Modify ] [ Clone ] [ Delete ] [ Download wCard

[ Convertto Account | ! Details
Histary
Email Addresses o
Other | jeff.alcott@yahoo.com (Primary ) i Folders
iness |effaloott@springworks.com || ASEVIRES
Messages

Instant Message Addresses

Mo instant message addresses

entered

Text Message Addresses

Cpportunities

Phone Numbers

Addresses

Mo addresses en

Record Information

Owner | Yani B

Entered | Vani R 3/20/2007 2:17 PM IST

Modified [ Vani R 3/20/2007 2:17 PM IST

[ Madify ] [ Clone ] [ Delete ] [ Download wCard

J

Worl as Account ]

Figure 4.26 Accessing the Documents Page

The Documents page of the Contacts module displays a detailed list of folders and
documents stored against a particular contact, as shown in Figure 4.27. These files

and folders are relevant to this contact.
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J Ms. Jane Rowling Tektron ]

ﬁ Top Folder i :
Details

5 New Folder @B Subrmit File History

_. :File ;Type |Size ;'ln'ersiun_Date Modified _ Folders

[~ | a Business Proposals | falder | 1 itern - SHEHZDI:'J;H:\S PM IST Activities

e e et oo S

& | | Agenda for meeting bt | 53k 1.0 SHEEEEDDEalnIJi.:Q AM IST L .
Opportunities

Figure 4.27 Viewing the Documents Page

You can organize your documents in two ways, as listed below:

a. Create a new folder and store documents in this folder. Attach the folder to the
contact.

b. Attach documents directly to the contact.

To create a new folder and store documents within this folder, follow the steps
listed below:

1. Click New Folder, as shown in Figure 4.27.
The New Folder page is displayed, as shown in Figure 4.28.
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_[ Ms. Jane Rowling Tektron ]

ﬁ Top Folder I .
Details
[ Save ][ Cancel ] Histary
:-New Folder | Folders
Name | |Legal documents L3 G
R o e
[ Save ][ Cancel ] n
Cocuments

Cpportunities

Enter the name of the folder
here.

Figure 4.28 Viewing the New Folder Page

2. Enter the Name of the folder and click Save.

A new folder by the specified name is displayed on the Documents page, as
shown in Figure 4.29

_[ Ms. Jane Rowling Tektron 1

ﬁ Top Folder

[3 Mew Folder | Gﬁ Submit File

_File Type Size Version Date Modified ]
; . N 3f2z2/2007 2:18 PM IST
[~ ] @ Business Proposals folder | 1 item Wani R
—+ Legal docurnents folder | 0 items 55 Spds ED07 S DRRIIER
Vani R
w ] Agenda for meetin it 53 k 1.0 :3f22f2E|D$alnE::¢R19 ARt

Figure 4.29 Viewing the Created Folder

3. Click the folder name, as shown in Figure 4.29.

Centric CRM 4.1 User’s Guide 82



Managing Contacts

The Documents page of the new folder "Legal Documents" is displayed, as shown
in Figure 4.30.

_[ Ms. Jane Rowling Tektron ]

ﬁ Top Folder = Legal documents

[ﬁ Mew Folder | fﬁ] Renarme Folder

File

.lerpe,.Siz.e.:'lnl'ersiun:[).ate Modified
Mo files to display,

Figure 4.30 Viewing the Documents Page of the Created Folder

4. Click Submit File to add new documents to this folder, as shown in Figure 4.30.

The Upload Document page is displayed, as shown in Figure 4.31.

_[ Ms. Jane Rowling Tektron ]

{i# Top Falder = Legal docurmnents

- |
|U|:|I|:|ad a Mew Document |

r | Enter the subject here.
SLItI_]EC‘tElNlE:U:.!“DFICHIj_'!E:!'lF ‘f*
Sharew|thpgrta|| Oy oy AP
Llser?!

File | [Cr\Dacuments and Setfings\sysL\My Documents!

* Large files may take awhile to upload.
W ait for file completion message when upload is complete.

[ Upload ][ Cancel ]

Figure 4.31 Viewing the Upload Document Page
5. Enter the Subject.

6. Click Browse. Select the document to upload and click Open on the Choose file
window and click Upload, as shown in Figure 4.31.

83 Centric CRM 4.1 User’s Guide



Managing Contacts

The Documents Page with the added document is displayed, as shown in Figure
4.32.

J Ms. Jane Rowling Tektron ]

i Top Folder = Legal documents

."I.=ile .T'ype:éi.ze ;Uersiun_bate P‘iudii‘ieﬂ

| 3f22/2007 3:29 PM IST |
Yani R |

MNew Docurnent doc | 76 k 1.0

Figure 4.32 Viewing the Uploaded Document

To attach documents directly to the contact, follow the steps listed below:

1. Click Submit File, as shown in Figure 4.27.

J Ms. Jane Rowling Tektron ]

ﬁ Top Folder I :
Details
[ﬁ Mew Folder | Submit File History
- File iType 'Size ¥Yersion Date Modified Folders
= : | . I 3/22/2007 2:18 PM IST I A
[ - ] ﬁ Business Proposals | folder | 1 itemn Vani B L Activities
ﬂ. 5] Agenda for meetin . htm | 53k 1.0 | 3/22/2007 10:48 AM IST Messages
' ! | : Vani R B
Opportunities

The Upload Document page is displayed, as shown in Figure 4.33.

J Ms. Jane Rowling Tektron ]

fi% Top Folder

Upluad a New Document

Subject ‘ ;ﬁ!:_h;lrl?“sls_ book 4‘—— Enter the subject here.
Share With Portal
Uszer?
File | |C:hDocuments and Settingstsys1yMy Documents\i

* Large files may take awhile to upload.
Wwait for file cormnpletion message when upload is complete.

[ Upload ][ Cancel ]

Figure 4.33 Viewing the Upload Document Page
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2. Enter the Subject.

3. Click Browse. Select the document to upload, click Open on the Choose file
window and click Upload, as shown in Figure 4.33.

The Documents page with the added document is displayed, as shown in Figure
4.34.

j Ms. Jane Rowling Tektron -]

fi Top Folder

5 Mew Folder | B3 Subrmit File
[File

ﬁ Eﬂ Business Proposals

:Type_ :Siz_e :?er_sio_n:l;)a_te Ml:l_l_:lifi_ed

S| ey . IFZES2007 2:158 PM IST
Yani R
. | B= - IFZES2007 3:09 PM IST
| = L
(- J‘-&} Legal docurments folder | 1 itemn Vani B
e :
& (G5l address book doc 19 k 1.0 32242007 3:39 PM IST
L Wani R
2 | Aoenda for rmeetin htrn 535 Ik 1.0 2242002 A9 AT ST

vani R

Figure 4.34 Viewing Documents Page With the Uploaded
Document

4.8 Viewing Opportunities

You can access the Opportunities page by clicking the Opportunities sub-tab on
the Contact Details Page, as shown in
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Jeff Alcott

[ Modify ] [ Clone ] [ Delete ] [ Download wCard ] i
[ convertto pccount | i Dretails
History
Email Addresses K
o Other | feffalcott@vahoo.com (Primary) LR
o Dusiness | ieff sleot@springworksicom ] RS
Messages

Instant Message Addresses

Crocuments

QOpportunities
Text Message Addresses

Phone Numbers

Addresses

Record Information

Wani R

. !“\u;-a.;j.i. Rajgg,fzgg;rgl? PMIST e
IUan fss 203200?21? PMIST e

Cwner

[ Maodify ] [ Clone ] [ Delete ] [ Download wCard ] [ Work as Account

Figure 4.35 Accessing the Opportunities Page
The Opportunities sub- tab lists and describes opportunities relating directly to a
specific contact.
The different types of opportunities are as follows:
e All Open Opportunities
e All Closed Opportunities
e My Open Opportunities

You can view details of an opportunity by clicking the Opportunity Name. You
can also rename or delete an opportunity by clicking on the relevant options.

For more information on opportunities, refer to Section 5.3, “Adding an
Opportunity”.

4.9 Importing Contacts

This feature, similar to the Lead module’s Import feature, enables you to import a
list of contacts from another application such as a .CSV file. The procedure for
importing contacts is similar to the procedure for importing leads. For more
information on importing leads, refer to Section 3.5, “Importing Leads”.
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410 Exporting Contacts

This feature enables you to export contact details. The procedure to export contacts
is similar to the procedure for exporting leads. For more information on exporting
leads, refer to Section 3.6, “Exporting Leads”.
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CHAPTER

5

Understanding the Pipeline

This chapter provides information on the Pipeline module of Centric CRM. This
module enables you to document, analyze, and manage revenue opportunities with
your contacts and accounts.

This chapter contains the following sections:

O Section 5.1, “How Does This Module Help You?”
Section 5.2, “Overview of the Pipeline Module”
Section 5.3, “Adding an Opportunity”

Section 5.4, “Viewing the Dashboard”
Section 5.5, “Searching for an Opportunity”

O O O o O

Section 5.6, “Exporting an Opportunity”

5.1 How Does This Module Help You?

This module helps you track revenue opportunities that your organization is
currently working on. It enables you to gauge revenue potential, and manage
opportunities with your contacts and accounts.

Before understanding the features and operation of this module, you need to know
what an opportunity is, and how to add a new opportunity into the system.

An opportunity is defined as the possibility of doing business with a person or
company that you know. Complex opportunities may be made up of several
components. For example, consider the sale of a product such as machinery. You
need to provide training to the customer on how to use the product, and also
provide support after the sale. Hence the components in this above example are:

e Machinery sale opportunity
e Training Contract

e Support Contract

Each of these components may have its own revenue amount. Opportunities are
recorded with the following attributes associated with them:

e A customer
e An estimated amount of revenue

e A probability of closure expressed as a percentage
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e An estimate term for the completion of the opportunity

5.2 Overview of the Pipeline Module

Click the Pipeline tab to access the pipeline module. The pipeline menu bar and
the Dashboard page is displayed, as shown in Figure 5.1. This menu bar enables
you to navigate through the pipeline module.

Leads | Lontacts §

My
3 2 B Hed ek | [ 5 "
[HEII'I"IE' FH!;E Aooounts | Quetes | Lomimunications . Projecis Melp Desk Documaents | Empdoyees | Kepor ﬁl

Dashboard  ddd  Search  Export

Figure 5.1 Pipeline Menu Bar

The Dashboard page has a dashboard area on the left, and a listing of
opportunities on the right, one per line, as shown in Figure 5.2.

My Dashboard Opportunity - Amount
Bank of the Commonwealth: 2000 Main Street s80K
Location (1/2)
100,000 1 allison v (AAS Automgtive ird: .
Contract for Services (1/2) l| 7S
75,000 \ Freemason Restaurant: 2006 Tork Converter (2/2) | $171K
\ Harry's Diner: Mew Bar & Gnll (2/3) £150K
/ - Allenson; Gordon (Anderson Village]: Series 5000 to 575K
25,000 { | pTe ey Westside Location (1/2) | i
| lar! 1. Kimberl: frwars training figr Ki 1
') — $25K
Tibfoe  10fLI0G  LF14O7 4fL107 Delmenico, Manny (The Great Steak Co.): Version :
528K
oot | Defib sale
ElRisk Adjusted Monthly Revenue _:_J

Records 1 to 8 of & total [Previous|Next]

Reports (Gr. Pipe.) [ Title
Manos, Tom ($476K) | CTO

Figure 5.2 Dashboard Home Page

5.3 Adding an Opportunity

To add an opportunity, follow the steps listed below:
1. Click Add on the menu bar.
A blank Add Opportunity page is displayed, as shown in Figure 5.3.
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Opportunity Details

Site

Opportunity
Description

Access Type

Manager

I—— None -- 'I

|

[Public =l

Andy Cracraft * [Select] [Clear]

Add a Component

Component
Description

Assign To

Component

Associate With

Select the account

Andy Cracraft * [Select] [Clear]
Nene Selected [Select]
" Account: None Selected * -

" Contact: None Selected [Select]

from the options

Additional Notes

Source
High Estimate
Low Estimate

Best Guess
Estimate

Prub of Close
| eat. Close Dotz
Est. Term
Currentsmge
Eat; Commission

Alert Description

Alert Date

s e

e

New x

uso IU

uso |U
uso |U .
Iu oy, *

| | GMT-5 Eastern US =l -

o [weeks =] -

I Prospecting

o T
|
_|

ﬂ [T Close this companent

[ GMT-5 Eastern US =l

Figure 5.3 Add Opportunity Page

2. Enter the relevant details. Fields with a red asterisk are mandatory. The Add
Opportunity page contains the following important fields:

m  Opportunity Description - A brief description of the opportunity.

= Access Type - This field enables you to specify if the opportunity can be viewed
by all users, or a particular group of users. The available options in the

drop-down list are: Public and Controlled Hierarchy.
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= Manager - This option enables you to select the concerned manager for this
opportunity.

u Component Description - A brief description of the component.

= Assign To - This field enables you to assign the responsibility of this
opportunity to a subordinate.

m Component - Clicking Select displays a pop-up window, where you can select a
component type from the following options:

¢ Annuity
Consultation
Development
Maintenance

Product Sales

® 6 6 O o

Services

= Associate With - This field enables you to associate the opportunity with an
account or a contact.

= Additional Notes, Source, and estimated amounts - high, low and best guess
= Probability of Close

Some companies have established a process for determining the probability
value. For example, after they have delivered a presentation, they
automatically assign a probability of 50%. Other companies are less formal,
and the probabilities are assigned subjectively by the sales person, based
solely on instinct. In either case, the probability should change from time to
time as you work on the opportunity. This field is important, because it
affects the dashboard graph in the Risk Adjusted mode.

® An estimated term and an estimated close date.

m Current Stage - This field is a drop-down list that describes the stage of sale of
an opportunity.

m Commission, This field describes an estimated percentage of final sale that is
assigned as commission.

This value can be taken into account on the dashboard by selecting one of the
commission-adjusted revenue items in the drop-down list.

m  Alert. This field enables you to set alerts to call the customer.

You can enter an alert description and an alert date in the fields provided.
The alert will appear both in your Centric CRM home page and your internet
email.

3. Click Save to save the opportunity.

The Opportunity Details page is displayed, as shown in Figure 5.4. This page
provides options to rename or delete the opportunity.
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J-a@ Development f Jim]

Add a Component
Records 1 to 1 of 1 total [Previous|Next] &F

_ |[Component Status ¥ Guess Amount Close Date  Current Stage Probability Owner
L~ B4 open $3,000.00 | 4/25/2007 IST| Prospecting 16% Wani F |
[Previous|MNext] Page [1 | of 1, Itemns per page: [10 v_-

[ Renarme Opportunity ] [ Delete Oppartunity ]

Figure 54 Viewing the Created Opportunity

5.4 Viewing the Dashboard

My Dashboard section consists of a graph displaying the following details:
e The value of the opportunities assigned to you and your subordinates.

e A list of your opportunities.

The components of the graph are explained below:

e The blue line on the graph represents the total value of the opportunities for you
and your subordinates.

e The red line represents the value of the opportunities of your subordinates.

e The value of your own opportunities is the difference between the two previous
values at any point on the graph.

You can select any of the following options from the drop-down list just below the
graph to view the corresponding graph, as shown in Figure 5.5 (part 1 - My
Dashboard):

e Gross Monthly Revenue
e Risk Adjusted Monthly Revenue
e Commission Gross Monthly Revenue

e Commission Risk Adjusted Monthly Revenue
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« Gross Monthly Revenue

| F_hl' D-I_!I‘Ibﬂﬂrﬂ_ Dashboard: Tom Manos
200,800 B,000 :q.
175,800 4 TROR0 1 Y
150,200 { GO,080 - &\
125,000 4 Co,000
100,500 | 40,080 ! i.x
75,000 30,000 - LY
0,800 20,080 a5
5,000 1 16,000 ‘-.\‘h

) ilar . oo A LN &= NN : MOV,
TILIEG  LOQIS06  LiLMG 401706 FiL{E AL 10LJ0

471706

Gross Manthly Revenue =

Ritk Adjusted Monthiy Revenue
Commission Gross Monthly Revenae
ammission Risk Adjl. Manthly Revenue

Mo Reporting staff.

Figure 5.5 1. My Dashboard 2. Individual Dashboard

A table below the graph contains a list of user links for staff members who report to
you. Click one of the links to view a graph for that particular employee. The
selected employee’s dashboard displays a graph with a red line, as shown in
Figure 5.5 (part 2 - Individual Dashboard).

The Up One Level link allows you to go up one level and the link Back to My
Dashboard takes you back to your dashboard. These links allow you to work your
way up and down the operational chain.

The opportunity listing is displayed to the right of your dashboard. You can also
view the opportunities belonging to your subordinates, by clicking the concerned
user’s link in the table below your dashboard graph.

Opportunities are displayed one per line, with a short description and the gross
value, in thousands of dollars. You can select any opportunity to view its details, as
shown in Figure 5.6.

[ ol 2000 Main Street Location / Bank of the Commonwealth

Figure 5.6 Opportunity Details

B il [ik=1il
Records 1 to 2 of 2 total [Previous|Next] @
| Component Status + Guess Amount Close Date  CurrentStage Probability Owner [ .
| ?ﬂlne-time opan SE{],EICI].EIGI &/20/200& ECT | Proposal/Price Quate 4008 Andy Cracraft| =
rengvation | Activities
| & | Residential | opan £150,000.00 | £/22/2005 EDT | Negotistion/Review g5y Tem Manos Folders
Eﬁ?v-w Details B
(| : Documents
[}, View Component Log L
@ Modify sous|Mext] Fage |1 of 1, ltems per page: |10 = Ei Quates
Q Delete
REname Opperunity | Delete Opportunity |

The opportunity, as shown in Figure 5.6 has two components. When you click the
action icon, a context menu is displayed. The following tasks are available on this

menu:
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View Details

View Component Log

Modify

e Delete

The other available sub-tabs are as follows:

e Activities - lists the activities associated with the opportunity, and their status,
whether they are pending or completed.

e Folders - displays the folders for the opportunity. For more information on
folders, refer to Section 15.6.1, “Creating Custom Folders and Fields”.

e Documents - This is a cross-link that takes you to the Documents module,
displaying the documents associated with this opportunity. For more information
on documents, refer to Chapter 12, "Managing Documents”.

® Quotes - Clicking this sub-tab takes you to the Quotes module displaying the
available quotes for this opportunity. For more information on Quotes, refer to
Chapter 8, “Understanding Quotes”.

e History - lists the opportunities considered in the recent past.

5.5 Searching for an Opportunity

The Search link located on the menu bar enables you to find opportunities that
match certain specific criteria. Clicking Search displays the Search Opportunities
Page, as shown in Figure 5.7, in which you set the search criteria.
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Pipeline > Search Opportunities

g

Search Pipeline

Cpportunity I
Description

 Account(s) | Al [Sclect] [Clear]
Contact| Any [Select] [Clear]

Current Stage [AH Stages ;l

"""" Estimated Close |—
Date between & and

Status [ |Open =

Source Iﬁ]l Cpportunities ;I

Owned By | |All Users |

|F|.H Sites '*l

Site
Search | clear |

Figure 5.7 Opportunity Search Page

Clicking Search displays the Search Results page, as shown in Figure 5.8, listing
the opportunities that match the search criteria, listing the opportunities that match
the search criteria.

Pipeline > Search Form > Search Results

add an Opportunity
0ARCDEFGHIIKLMMOP ORSTLVYW Y2

Records 1 to 2 of 2 total [Previous|Next] &

Component # Guess Amount Probability Close Date |Term | Owner Organization Contact
& ny $3,000.00  16% | 4/25/2007 IST | 1 weeks | Vani R | Jim
& | Software $Z,000.00 10% 47262007 15T | 2 weeks | Mani R | Focus Tech

developrent

[Previous|MNext] Page of 1, Iterns per page:

Figure 5.8 Search Results Page
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5.6 Exporting an Opportunity

This feature enables you to export opportunities. Click Export on the menu bar, to
view a list of files that have been exported in the past, as shown in Figure 5.9.

Generate new export

—— OTABCDEFGHIJKLMNOPQRSTUNWSRYZ

| My Exported Data » Records 1 to 1 of 1 total [Previous|MNext] &
Subject Size Create Date  Created By D/L
ﬁ [ Mew 1k | 4/18/2007 5:40 PM | Yani R ]

[Previous|Next] Page |1 of 1, Items per page: 10 ™ .

Figure 5.9 Exported Data List

The list also displays the following details:
o Size of the exported data
e Date of creation of data

e Person who created the data

To export new data, follow the steps listed below:
1. Click the Generate new export link, as shown in Figure 5.9.

The New Export page is displayed, as shown in Figure 5.10.

ST

[ Senerate ][ Cancel ]

_EHPDI't Data

1
Type || Component Listing %

Subject -_ i

Criteria | My Cpportunities

Soarting Desctj-pti-nn |
T e e P e o L e ] s
Select fislds | Organization Al all = Cpportunity ID
to include | | contact | [—] Description
Typels)
Owner
||Low Arnount ol |

| Generate || cancel |

Figure 5.10 Export Page

2. Specify the type and criteria, enter a subject, select the fields to be included, and
specify the field for sorting. Click Generate to generate the new export.
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The exported files listed on the Export Data page, as shown in Figure 5.11. The
data can be viewed or downloaded as a .CSV file.

OABCDEFGHIJKLMNOPORSTUVWXYZ
Records 189 1 of 1 total [PréviousiNext] o

| Subject - | SzeCreateDate  CreatedBy  D/L
@ Opportunity Review 1k 2/9/2006 11:15 PM | Ananth Balasubramanyam 0
o T . S | o SR e ot ] | (it
Y 2‘:":‘““"“1 35 L5V drevious|Next] Page 1 | of 1, Items per page: [10 B (o)
9 Delete

Figure 5.11 Viewing the New Export File
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CHAPTER

6

Managing Accounts

This chapter provides information on the Accounts module of Centric CRM. This
module enables you to view and store information about customers.

This chapter contains the following sections:

O Section 6.1, “How Does This Module Help You?”
Section 6.2, “Searching for an Account”
Section 6.3, “Viewing Account Details”
Section 6.4, “Importing Accounts”
Section 6.5, “Exporting Accounts”

Section 6.6, “Viewing History”
Section 6.7, “Managing Folders”
Section 6.8, “Viewing Contacts”
Section 6.9, “Managing Action Plans”
Section 6.10, “Adding Activities”
Section 6.11, “Adding Opportunities”
Section 6.12, “Adding Quotes”
Section 6.13, “Viewing Projects”
Section 6.14, “Viewing Service Contracts”
Section 6.15, “Assets”

Section 6.16, “Managing Tickets”

O O O OO0 O o0 o o o oo o o o o

Section 6.17, “Relationships”

6.1 How Does This Module Help You?

In Centric CRM, customers are referred to as accounts. The Accounts module
enables you to manage information about your accounts.

This module provides answers to the following queries:
e What products or services might a given customer purchase from you?

e What products or services has a given customer purchased from you?
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e How and when has the customer been contacted, either by phone or more
formally?

e What is our commitment to the customer, in the form of contracts and/or Service
Level Agreements?

This module also provides a publicly-accessible interface which the customer can
use to view information, enter trouble tickets or request for information.

This module provides information, context, and process, so that you can efficiently
track customer transactions, create new sales opportunities, and serve customers.

You can access the Accounts module by selecting the Accounts tab, as shown in
Figure 6.1.

My

Leads | Contacts | Fipaling foleami
Home Page g Ip2ling oz el

i St |

uotes | Cammunications | Prajects Help Desk | Documents Employees | Reports |
d PreCry

|

Add Search Import Export

Figure 6.1 Accounts Menu Bar

6.2 Searching for an Account

When you click the Accounts tab, the Search Accounts Page is displayed, as shown
in Figure 6.2.

You can search for contacts by specifying the search criteria. The more information
you enter in the Search Accounts page, the more refined your search becomes.

You can search for accounts by entering one or more of the details as specified
below:

e Account Number
o Type

e Account Segment
e Source

e Status

e Stage

e Postal Code

o City

e State/Province

e Asset Serial Number

You can search for the contacts associated with an account directly by checking the
Include contacts in search results checkbox.
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Account Information Filters

Contact Information Filters

State/Province

Asset Serial #

™! Include contacts in search results

Figure 6.2 Search Accounts Page

Account Narme | | First Marne |
Account Mumber || | Last Mame | |
acoount Type || All Types v| Phone ||
Account Segment || | Country || - Mone - ¥
Account Source city || |
Accaunt Status || Any v State/Pravines || |
Stage || Any b
Country || -- None -- v|
Postal code | [
City | |

You can specify the number of records that you want displayed per page. For
example, the number of records displayed per page is set to six in Figure 6.3.

Accounts = Search Resull's
Add Account

B

DABCDEFGHIJKLMNOPQRSTUVWXY Z

Records 1 to 6 of 14 total [Previcus]|Mext]

Phone/Fax

Email

(555) 555-1212 (Main)
(555) 555-1213 (Fax)

(757) 555-1812 (Main)

(999) 878-4490 (Fax)

(777) 777-7777 (Main)
(777) 777-7778 (Fax)

Harry's Dingr

(8588) 888-3281 (Main)

[Previous|Next] Page |_1 | of 3\Items per page: ]_6 I .TE )Gcl-l

Figure 6.3 Search Results Page

To view all accounts in the system, leave all the fields blank and click Search.
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Caution: In applications with a large account database, using blank
fields to search for accounts may be time-consuming.

6.3 Viewing Account Details

Clicking an account name in the Search Results page displays the Account Details
page, as shown in Figure 6.4.

J fily Tektronics ]

Madify i Delete Account
Details
Primary Information Bty
Account Owner | Andy Cracraft [
Source | Word of Mouth L Follers
Industry | Telecommunications Contacts
Potential | $200,000.00 | | Action Plans
Phone Numbers | L Activities
Main | (512) 906-9881 | Opportunities
Addresses | L Quotes
addresses eniered Projects
Email Addresses | gzrn\g'?cts
Assels
Additicnal Details | |
Motes M
- Documents
Record Information | Relationships
Entered | Andy Cracraft 6/25/2006 3:35 AM EDT
Maodified | Andy Cracraft 6/25/2006 9:35 AM EDT
Modify i Delete Account |

Figure 6.4 Account Details Page

You can view the following information:

e Primary Information - account ownership and other basic information, including
any alerts that might be set for the customer.

e Phone Numbers - contact numbers of the account

e Addresses - the mailing addresses for this account

e Email Addresses - the email addresses associated with this account

e Additional Details - contains any free form notes entered for this account

¢ Record Information contains the following information:
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= When was the account created?
= By whom was the account created?

= When was the account last modified and by whom?

Note: An account can have any number of mailing addresses, email addresses,
and phone numbers as necessary. Also, all the phone numbers and
addresses apply to the account in general, not necessarily to a particular
contact for an account.

Since all accounts are public in Centric CRM, all users having access to an account
can view and modify it. Hence, the account owner may not be the person who last
modified the account.

6.3.1 Modifying an Account

Click Modify on the Account Details page to modify the account’s details. The
Modify Account page is displayed, as shown in Figure 6.5

Ii'h Anderson, Charlie
[ i

I Update ][ Cancel ]

Modify Primary Information

Account Dwner !RJ Vani vj

Account Type(s) N-:uneSeIeu:ted-: [Select]

Classification | () organization @& Individual

| p

Salutation || -- Mone -- ~|

First Marme ]Charlie

Middle Mame | |

Last Mame | |andersan -

Stage || Complets v

Zource || -- Mone -

Fating || -- Mone -- v |

R e i e S R e R SR i

“—hmmnmmmmwmw e WU T SR

Figure 6.5 Modify Account Page

Click Update to commit the changes or Cancel to abandon them.
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6.3.2 Deleting an Account

Click Delete Account on the Account Details page, to delete an account. A pop-up
window is displayed to confirm the deletion of the account, as shown in Figure 6.6.

g el S o B mmREL P e e e S R '._ er
g I g e T g L S e T e i T s L
: B Pl ——

This object has the following dependencies
within Centric CRM:

Flease review carefully...
- Contacts (1)
- Tickets (1)
- Action Plan Waorl; Records (2)

[ Delete ][ Disable Only ][ Cancel ]

Figure 6.6 Confirm Delete Pop-Up Window

6.3.3 Adding an Account

To add an account, click the Add link on the menu bar or click Add Account on the
Search Results page. The Add Account page is displayed, as shown in Figure 6.7.

Note: The Add page contains more details, and a truncated form of the page is
shown in Figure 6.7.

An account can represent an organization, or an individual. The type of account
you are creating is the first field you need to enter. If the account type is an
organization, then the Organization Name is a mandatory field. If the account type
is an individual, then the Last Name is a mandatory field. However, you can enter
all information that you possess about this account to enable you to easily find the
account in searches you perform later.

You can enter the following details:

e Contact information - Details such as phone numbers, email addresses, IM
addresses, postal addresses.

e Account's website

e Revenue details

e Year Started

e DUNS Number and DUNS Type
e SIC Description
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e Contract details
e Additional Details

Accounts > Add Account

Add a New Aci:'uu_nt_.

Select account
Account Type(s) | |[None Selected %D‘ type from the

options
Classification | (&} grganization ) Individual
Organization I *
Mame
= Hong ==
I #*
Source |-- Mone -- w

Enter account
Account Number ﬂ:l number here

webh Site URL

Industry || -- Mone -- L3

|

|

|
DUNS Type ||
Year Started | ]
Mo.of Employees|[ ]

Email Addresses

|Primary =] |

Email 1
C primary
Auxiliary =
ot 2| 2Ty =1
L9 Frimary

Additional Details
MNotes

L b

Where do you want to go after this action is complete?

¥ view this account's details

" Add a contact to this account [T Copy email, phone and postal address
insert | Cancel |

Figure 6.7 Add Account Page
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You can select one of the following options at the bottom of the page:

e View this account details - Selecting this option enables you to view the account
details.

e Add a contact to this account - Selecting this option enables you to add a contact
to the account.

Checking the Copy email, phone and postal address check-box enables you to
add new contacts without having to re-enter these details. This checkbox is
enabled only when you select the Add a contact to this account option.

Click Insert to save the account.

If you selected View this account details option before inserting the new account,
you are taken to the Account Details page, as shown in Figure 6.4.

If you selected the Add a contact to this account option before inserting the new
account, you are taken to the Add Contact page, as shown in Figure 6.8. You may
enter the relevant details and click one of the following options:

e Save - to save the contact.

e Save & Clone - enables you to save the contact and add new contacts to the same
account without having to re-enter common information.

e Cancel - to exit this page without saving.
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[fh brown

[Save ] [ Zave & Clone ] [ Cancel J i
Details
Add a New Contact i
History
Contact Type(s) | [Mone Selected [Select] B
Folders
. Contacts
action Plans
Salutation | | ISR B T
————————— activities
First Marme | | Qpportunities
Mldl:”E MNarne | | Quntes
Last Mame || | # Projects
Additional Marnes | | Service
Contracts
Mick )
s | | Assets
Birthday || | Tickets
Title | | Relationships
Raole | | Ciocurnents
Source || Mone v| Document
Stores
| |

Figure 6.8 Add Contact Page

6.4 Importing Accounts

The Accounts module provides an import feature that enables you to import
account details from an external source, saved in a Comma Separated Values
(.csv) file into Centric CRM.

Products Communications Cocuments

My | [ ninalin. —
IHome Page Leads lContacts |P|pe||ne Ao

Add Search(lw Export

Figure 6.9 Accounts Menu Bar

Quotes

|
Projects | Help Desk

i
Employees | Reports

To import accounts, follow the steps listed below:
1. Click Import on the menu bar, as shown in Figure 6.9.

The View Imports page is displayed, as shown in Figure 6.10.
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<>

MNew Import
My Imports |

Resuifs_

‘Name Status I T e
| ‘Total Success Failed

| new | Approved |

0000

test import | Approved |

[Previous|Next] Fage 1 ' of 1, Iterns per page: | 10 V

Figure 6.10 View Imports Page

2. Click New Import, as shown in Figure 6.10.

The New Import page is displayed, as shown in Figure 6.11.

- Entered &

| newl Approved | 1 1 1} . 342372007 12:21 PM
test import Approved| © | 0 | 0 3/23/2007 1131 AM |

Records 1 to 4 of 4 total [Previous|MNext] &

‘Modified

| 3/23/2007 12:21 PM |
3/23/2007 11:51 AM |
3/23/2007 11:36 AM
3/23/2007 11:28 AM

(New Import

Marne '|

Description | |

Camrnents | [

Source || -- Mane --
Rating || -- Mone -- v |
File || [

* File should be in CS% format.

Save Cancel

Figure 6.11 New Import Page

Browse...

Large files may take awhile to upload.

For more information on the procedure of importing, refer to Section 3.5,

“Importing Leads”.

6.5 Exporting Accounts

This feature enables you to export account details. The Export page can be accessed

by clicking Export on the accounts menu bar, as shown in Figure 6.9.

The procedure to export accounts is similar to the procedure for exporting leads.
For information on exporting leads, refer to Section 3.6, “Exporting Leads”.
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6.6 Viewing History

You can access the History page by clicking the History sub-tab on the Account
Details page, as shown in Figure 6.12. History enables you to view information
related to an account till date.

J' i, Tektronics ]

Modify |  Delete Account i
| Details
Primary Information -Hi@
Account Owner | Andy Cracraft =
.............. | il R — Eold
Source | Word of Mouth L, sl
Industry | Telecommunications Contacts
Potential | $200,000.00 Action Plans
Phone Numbers L Activities
Main | (512) 906-38381 Opportunities
Addresses L Quotes
No addresses entered Projects
Email Addresses gz:;,‘;eﬁs
2 i -
Assels
Additional Details |
Motes | B
Documents
Record Information | Relationships

Modified | Andy Cracraft 6/25/2006 9:35 AM EDT

Modify | Delete Account |

Figure 6.12 Accessing the History Page

You can view a specific set of history items by setting a filter. Click Filters to set a
filter. You can set a filter, by checking the relevant checkboxes, as shown in Figure
6.13. To activate the filter, click Apply Filters.
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[ B AAA Automotive Repair |

add a Mote |
Dretails
-
(7 V& 5 v 1w I T i
Motes ctivibies Email/Messages Documents fa All] I Histary
B Tickets ¥ assets ¥ guotes W Tasks [Clear Al
F sarvice W Oppartunities = Relatianships Apply Filters "
Contrachs Contacts
L
Action Plans
{Filbars) Mo records to display [Previous|Mext] & F

T Activities
| [ Type Description

| Wa histary found.

Contact Entered + Modified .
Cpportunities

Cruobes
[Previous|Next] Page F': of 1, Items per page: |10 "’I GUI .

Projects

-

Service

Contracts

Assals

Tickets

Dipcuments

Relatienships

Figure 6.13 History Page

6.7 Managing Folders

Folders is a powerful feature that enables you to store information associated with
an account, that is not available in the default database layout.

You can access the Folders page by clicking the Folders sub-tab on the Account
Details page, as shown in Figure 6.14. The Folders page is shown in Figure 6.15.
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Accounts > Search Results > Account Details

ﬂh Tektronics .

Modify |  Delete Account |

Primary Information

... Accaunt OW“F’.'E Andy Cracraft
Source | Word of Mnuth_

Industry ,[ Telecommunications
Potential | $200,000.00

Phone Numbers

Main | (512) 906-9881

Addresses

No addresses entered.
Email Addresses

No email addresses entered

Additional Details
Notes

Record Information

Entered Andy Cracraft /25/2006 9:35 AM EDT
Maodified :; Andy Cracraft 6/25/2006 9:35 AM EDT

Modify |  Delete Account |

| Details
History

Contacts

Action Plans

k

Opportunities
Quotes

-
Projects
Service
Contracts

Assels

Tickets

Documents

Relationships

Figure 6.14 Accessing the Folders Page

Details > Folders.

J. fh Tektronics 1
Folder Records
Account Files ]
B R VE Y SN o S TS G SO S S YR S TP ) SR JRrC RN (RSN PR R NP R S SR e e S PP SR ST Y

Figure 6.15 Folders Page

You can add any number of folders into this module from the Admin module. For
more information on adding folders, refer to Section 15.6.1, “Creating Custom
Folders and Fields”. After an administrator configures a folder and enables it, you
can navigate to the account folder and enter data into the folder.
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6.8 Viewing Contacts

You can access the Contacts page by click the Contacts sub-tab on the Account
Details page, as shown in Figure 6.16.

p———— ' —

J ﬁl-. Tektronics ]

Madify i Delete Account i
Dretails
Primary Information | By
Account Owner | Andy Cracraft -
Lt | i — - | e

Source | Word of Mouth

Industry | Telecommunications

Potential | $200,000.00 | | Action Plans
Phone Numbers | & Sctvities
Main | (512) 906-9881 | Opportunities
Addresses | - Sl
Projects
Email Addresses | gi.:\;:‘c;::ts
Assets
Additional Details | I Tickets
Motes M
Documents
Record Information | Relationships

Entered | Andy Cracraft &/25/2006 9:35 AM EDT
Maodified | Andy Cracraft 6/25/2006 9:35 AM EDT

Madify i Delete Account I

Figure 6.16 Accessing the Contacts Page

The Contacts Page, as shown in Figure 6.17, displays all the contacts related to this
account. By default, it will display ten contacts per page. You can add a contact by
clicking Add a Contact. When you click the action icon in the first column of the
table, a context menu is displayed.The following options are available on the
context menu:

e View Details - to view the details of the contact

e Modify - to edit the details of the contact

e Log an Activity - to record an activity for this account

e Schedule an Activity - to schedule new activities

e View Activities - view a list of activities

e Clone - to duplicate the contact

e Send Address Request - enables you to send a message to the contact

¢ Download vCard - to download the details of the contact in vCard format

e Delete - to remove the contact from your database

These options are similar to that found in the main Contacts tab, except that the
options in this menu are directly related to a contact associated with an account.
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For more information on logging and scheduling activities, refer to Section 4.5,

“Recording and Planning Activities”.

For more information on downloading vCard, refer to Section 4.2.6,

“Downloading a vCard”.

[ @ Tektronics
add & Contact

0ABCDEFGHIJKEMMNOPOGRSTUWWXYZ

Records 1 to 4 of 4 total [Previous|Mext] O

;Title EPhuru: |Email
- | President B:{414) 667-0006 vi | testi@anothercompany.com

& | Morgan, Coli Cperations Manager | bestF Eanothercompany, com

2:{41l4) 993-350% "! | kesta2@a

| Bdminstrative

& | Smizh, Mary SrCOMPany.cof

| Bssistant
I{EE]' Wilbarn, Willis = / Sales | B:(414) 777-8755 | testSEanathercampany . com
g Wiew Details 1 Page |1 of 1, ltems per page: [10 =] Gr.ll
[F modify

Q‘ Log an Activity

g Schedule an Activity
g View Activities

@ Mowve

& clone

1 Send Address Request
Download vCard

ﬁ Delete

Figure 6.17 Contacts Page

Details
History
Folders
Caontacts
Action Plans
Achivibies
Opportunities
Quotes
Projects

Zervice
Contracts

Assats
Tickeis
Documents

Relationships

One important concept that is unique to an account contact is the portal function.
Portals can be viewed by selecting a contact and examining the contacts sub-tabs

located at the right.

6.8.1 Accessing Messages

My

A chronological record of every communication sent to the contact, whether
through a campaign in communications, or an email sent from another part of

Centric CRM can be viewed through the Accounts tab.

To access message details for a contact associated with an account, follow the steps

listed below:
1. Click the Accounts tab, as shown in Figure 6.18
The Search Accounts page is displayed.

| 5 |

Home Pagea | Leads | Contacts | Pipeline | see 1 Products | Quotes | Communications | Projects | Help Desk | Documents | Employees | Reports |
i | | | | | | |

Figure 6.18 Accessing the Accounts Module
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2. Specify the account details in the Account Information Filters section. Ensure you
select Include contacts in search results, as shown in Figure 6.19.

Account Infermation Filters Contact Information Filters
Account Name ITeI-d:run First Name I
Account Number I Last Name |
Account Type Im Fhone I—
Account Segment I— Country | None -- ll
Account Source Iml City I—
Account Status([Any = StatefProvinee([
Stage IAny "i
Country |—— None -- ll
Postal Code|[ |
ST [——————
State/Province l—
| Assetseralal[

w
Search | Clear |
Figure 6.19 Search Accounts Page
3. Click Search.

The search results are displayed.

Add an Account
DOABCDEFGHIIKLMNOPORSTUVWXYZ

Records 1 to 1 of 1 total [Previous|Next] &
Phone/Fax Email

Name Title ount Name

& (Rowling, Jane Tektron B:jane.rowling@tektron.com

[Previous|Next] Fage Il of 1, Items per pags: IlU VI Gﬂl

Figure 6.20 Search Results Page

4. Click the contact name link, as shown in Figure 6.20.
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The Contact Details are displayed, as shown in Figure 6.21.

Jane Rowling

Qﬁa_rk| Histug:| Fulders| Activitie{Messaqeﬂbucumentsl Duuortunities| Purtall

Modify | Clone | Delete | Move |  Download veard |

Email Addresses

Business | 1ane.rowling@tektron.com (Primary)

Instant Message Addresses

Mo instant message addres

(17
B,

MNo text message addresse

Phone Numbers

No phone numbers entered
Addresses
No.addresses entered

Record Information

Entered | Asha Kadam 3/6/2007 2:37 PM IST

Modified | Asha Kadam 3/6/2007 2:37 PM IST

Mod'tfyl CIOneI Delete | Mcwel Download vCard I

Figure 6.21 Contact Details Page
5. Click Messages.

You can view the message details related to this contact, as shown in Figure 6.22.

ﬂh Tektron
Jane Rowling
M|M|M|M|Wﬁﬁ Documents QM|PD_M|

New Message

IMy Messages "l

Records 1 to 1 of 1 total [Previous|Next] &

-] Subject Name Run Date Status
. : ; - s « | 3/6/2007 IST Mezzages Sent
Business promotion meeting No name available 3/6/2007 2:45 PM IST

[Previous|Next] Page Il of 1, Item= per page: IIIZI "*'l GDI

Figure 6.22 Viewing the List of Messages

6.8.1.1 Sending Messages

This section guides you through the steps of sending a new message to a contact.
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ﬁh Tektron

[
Jane Rowling I . t
= = = = Details [}
Deta||5| H|stDQg| FDIders|Ac:tw|t|es| Messages | Documents OQQurtumtles| Portal h ?
h History !
New Message " #
Folders
IAII Messages vI . [
2 Records 1 to 1 of 1 total [Previous|Next] & | Contacts
Name Run Date .Status & el Flae
7 oo e | 3/6/2007 IST Messages Sent Activities
No name available® | 3075007 :45 pM 15T r 7
RO e T e Opportunities
[Previous|Next] Page |1 of 1, Items per page: I 10 'I GOl Quotes

e e e e A R e A b ol e B i, e e AN oA

1

Figure 6.23 Messages Page

1. Click New Message, as shown in Figure 6.23.

The New Message Page is displayed, as shown in Figure 6.24. You can attach files
to the message.

[{'_h Tektron

Jane Rowling
Detail5| Histugg| Fulder5| Au:tivities| Message.sl Documents| Dggortunities| Pc_rtal|

Start by choosing an existing message or create a new one:
My Messages ;I I—— MNone —-;l

New Message

Message | From: || * (Email address)
s | (Email address)
BCC: | (Email addres=s)
Subject: | *
B 7 U sm|E= ||--St_l,JIes --L”--Format-- o~

=== | LB F@m |y

| [Egemel o | — 2 x| @

Path:

Attachments | [None Selected [Select] [Clear]

Send Message I Cancel |

Figure 6.24 New Message Page

For more information on sending messages and attaching documents, refer to
Section 4.6, “Sending Messages”.
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6.8.2 Adding and Accessing Documents

Documents stored through the Contacts module, against a contact associated with
an account, can be viewed through the Contacts page of the Accounts module. You
can also add documents in this module.

To access the Documents page from the Contact Details page follow the steps
listed below:

1. Click the contact name, as shown in Figure 6.17.

The Contacts Details page is displayed, as shown in Figure 6.25.

Ifh Focus Tech
Allison Bobby
Detailsl History | Faolders | Activities | Messages | Docurnents | Oggor'tunitiesl Portal

[ Maodify ] [ Clone ] [ Delete ] [ane ] [ Download vCard ]

Details

Contact Type | Accounting

Title | President

Email Addresses

Business | testZ@agmail.com (Primmary)

Instant Message Addresses

lo instant risssage addresses entered

Text Message Addresses

[0

Phone Numbers
Business | (414) 667-0906 x1 (Primary)

Addresses

Record Information
Entered | Wani R 3/22/2007 5:03 PM IST
Muodified | Yani R 3/22420

[ Modify ] [ Clone ] [ Delete ] [Move ] [ Download vCard ]

Figure 6.25 Contact Details Page

2. Click Documents, as shown in Figure 6.26.
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The Documents page is displayed, as shown in Figure 6.27.

ﬂ'ﬂ Focus Tech

allison Bobby

Details‘ Historr.r‘ Folders‘ P.ctivities‘ Messages | Documents | Opportunities | Por‘ta||

ﬁ Top Folder

Eﬂ Hew Folder | ﬁ{l Submit File

_ File Type Size Yersion Date Mudified_
| Mo files to display.

Figure 6.26 Documents Page

For more information on attaching documents, refer to Section 4.7, “Adding and
Accessing Documents”.

6.8.2.1 Viewing Portals

The Portals feature provides the customers access to their account information. For
example, consider a contact related to an account. This contact can view details
pertaining to his account only.

If the user is not a portal user, a page displaying the status of the access is
displayed, as shown in Figure 6.27.

You can perform the following actions on portals, as shown in Figure 6.28:

Modify the information
e Set an expiry date
e Change the contact's password

e Send an email about the change

The portal users are informed of their new portal account, after it has been created,
by an email.

When users log in to the portal, they can view the accounts they have access to. A
page showing details of the user’s account and tabs representing contacts,
contracts, assets, and tickets is displayed, as shown in Figure 6.29.

The data is read-only, except for Tickets, where the users are allowed to enter a
trouble ticket with a reduced set of data. This data will be displayed in the Help
Desk module and will also be associated with the account.

The Portal feature provides added service to an existing customer. This feature acts
as a gateway that enables you and your customer to work together to keep
information updated.

Centric CRM 4.1 User’s Guide 118



Managing Accounts

> Contact Details

J' dl, AAA Automotive Repair |
2] Bobby Allison
Details| History| Folders| Activities| Messages| Opportunitie{| Portal

Allison, Bobby does not have portal access

Grant Portal Access

Details

History
Folders
Contacts

Figure 6.27 Account Contacts’ Portal Access

s > Contact Details

| & AAR Automotive Repair |
=] Bobby Allison
Details| History | Folders| Activities | Messages smnmmuu:slﬁnmll

Details Contacts
k3
. Pnrl:al .R.‘.’I’.& m Action Plans
Expiration
Date

Details
History
Folders

3/11/2006 | @ Activities

—— [ ananthrb@gmail.com F¢9 Login information would be sent to this email Opportunities
or to the primary email of the contact Quotes

Projects
Figure 6.28 Granting Portal Access

s > Contact Details

| i AAA Automotive Repair |

[©] Bobby Allison
m|um|mﬁlmmﬁlmmlmmlm|

odere

Details ) Contacts

—User Name | allisonl
Portal Role | Customer

Explration
Date

BT
Projects

Details

History

Action Plans

Activities

3/11/2006 EST

Figure 6.29 Portal Access Details
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6.9 Managing Action Plans

Clicking the Action Plan sub-tab displays the Action Plans page, with a list of
action plans created for a particular account, as shown in Figure 6.30. Action plans
requiring attention are highlighted. For more information on creating action plan
templates, refer to Section 15.6.2, “Using Action Plan Editor”.

J i, AAA Automotive Repair]

Add Action Plan |
DABCDEFGHIJKLMNOPQRSTUVWXYZ

My Action Plans x| | Active Plans =l Project Tickets 1 to 2 of 2 total [Previous|Next] & | History
|Assigned Name  Action Ilequired'Weekiy Potential Current Phase Days in Phaﬁelﬂays Active Last Updated Folders

Account Chent_ 7/13/2006 Contaots
Ordering Interaction 11:49 AM

Details

© Eric Account Client 7/13/2006 B Action Plans
' Stafford | Ordering Interaction 11:50 AM

Activities

Opportunities

[Previous |Mext] Page |1 of 1, Items per page: |10 'l Go |

Quotes

Figure 6.30 Action Plans Page

6.9.1 Adding an Action Plan

An action plan can be created for an account by clicking Add Action Plan on the
Action Plans page, as shown in Figure 6.30. The Add Action Plan page is
displayed, as shown in Figure 6.31. The following fields are required entries for
adding an action plan:

e Name of the action plan

e Manager of the action plan

e User assigned to the action plan

The manager of the plan has the permission to perform the following tasks:
e restart the action plan

e re-assign the action plan

e delete the action plan

The user assigned to the action plan is responsible for completing the steps
specified in the action plan.
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J’ dl, AAA Automotive Repair ]

save | cancel | '
Details
Add Action Plan ) [ History
Action Plan | | Account Ordering ! [ ) Eclders
Assign To | stafford, Eric [Select] [Clear] * i Contacts
Plan Manager | peddi, Partha [Select] [Clear] = [ Action Plans

5 _ Cancel | Activities

Opportunities

Figure 6.31 Add an Action Plan for an Account

6.9.2 Viewing Action Plan Details

When you click the action icon on the Action Plans page, as shown in Figure 6.32,
a context menu is displayed. Selecting View Action Plan on this menu enables you
to view the Action Plan Details page, as shown in Figure 6.33.

—

B Bt L i RIS L Ly

v1 Re

P e T R b g P
[.ﬂ.ctlon Plans In My Hierarchy VH Active Plans
Assigned Name Action Required Weekly Potential Current Phase Days in Phase Days Active ¥alues from Plan

£0.00 Phase 1 2 Wiewing account de

Info: B Attach Mo
lfua st Yes £0.00 Infarmation 2 o L aslE P
2 : = e Fhase
(G4, View Action Plan Approval

@ Reassign Brochures
F_-ﬁ Review Motes
@ Archive [Previous|Mext] Page of 1, Itermns per page:

9 Revert back to Lead

ﬂ Delete

Figure 6.32 Viewing the Context Menu

This page displays the various phases in the action plan. Each phase consists of a
series of sequential steps. Steps of an action plan can be completed in the Action
Plan Details page, as shown in Figure 6.33.

Each step can be completed by a single user or a set of users as defined in the action
plan template. The current phase and steps are highlighted in the Action Plan
Details page. You can complete the highlighted steps of the current phase or any
one of the steps of the global phase. On completion of one step of the action plan,
email alerts are sent to the owners of the current and the next steps of the plan. You
can also add, or attach, or review several actions for steps of a plan.
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Once all steps of a phase are completed, the steps of the next phase are highlighted.
On completion of the last phase of the plan, the plan is said to be completed.

Clicking the action icon beside Actions displays a context menu, as shown in
Figure 6.33. The options available on this menu enable the plan manager to
reassign, restart, or delete the plan.

ﬁh Focus Tech

I3

Focus Tech

Plan Manager: | vani R

Total # Davs

Active: |I:|

| Information Phase Phase 2 Approval | Final Phase Actians: % r Details

[
! 'qctwatianDate::!.;‘fz.déljd?...........................................

Information Phase
Collect all relevant info regarding the product
{0 days)

Phase 2 Approval
Get the approval from Manager

Final Phase

Reassign

............................... o @ Restar-t

ﬁ Delete

Step_ Action !I_Iw_m_er

& Step 1 Collecting Info P 4/20/2007 Wani R
Prepare a detailed 3 Attach Document ¥ani R

Document i &

Approval from manager Yani R
e e e o Ly
Check Yani R

= 55 S RS- . . 1.1

Figure 6.33 Action Plan Details Page

6.10 Adding Activities

The Activities feature in the Accounts module is almost identical to those in the
Contacts and Pipeline modules. While the Contacts module’s Activities page
displays only those activities that are associated with a particular contact, and the
Pipeline module’s Activities page only displays activities related to a particular
opportunity, the Activities page in the Accounts module displays all activities for

an account across contacts.

The Activities feature in the Accounts module enables you to record activities as
they occur, and to plan your future course of action by scheduling activities.

You can record activities and schedule activities for the following entities:

a. An account, without specifying the contacts.

b. A particular contact associated with an account.

To record an activity for an account without specifying the contacts, follow the

steps listed below:

1. Search for the account.
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For more information on searching for an account, refer to Section 6.2, “Searching
for an Account”. The Search Results page is displayed, as shown in Figure 6.34.

Add Account

DABCODEFGHIIKIMMOPORSTUNW XY Z

Records 1 to 1 of 1 total [Previous|Mext] &

 Account Name # Account Owner Stage  City State  Zip Phone/Fax County |
‘ & (Focus T@ R, Wani ‘ New ‘ ‘
[Previous|Next] Page |1 _! of 1, Items per page! !_10_:i
Figure 6.34 Viewing the Search Results
2. Click the account name link, as shown in Figure 6.34.
The Account Details page is displayed, as shown in Figure 6.35.
Iﬁh Focus Tech
[ Tadify ] [ Delete Account ] i
Details
Primary Information Bictory
Account Owner | Mani B -
Account Typels) | Small & e
Stage | Mew Contacts
Action Flans
Opportunities
Quotes
Projects
g Service
- Contracts
Additional Details Assets
flotes Tickets
Record Information Relationships
Entered | Vani R 3/21/2007 1:49 PM IST el
Modified | Vani R 3/21/2007 1:49 PM IST F:
Daocument
21
[ Madify J [ Delete Account ] ores

3. Click Activities, as shown in Figure 6.35.

Figure 6.35 Viewing the Account Details Page
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A new page allowing you to log an activity or schedule an activity for the account
is displayed, as shown in Figure 6.36.

J ﬁL Focus Tech ] 4
Log an Activity | Schedule an Activity é
Scheduled Activities (Show Mnre.]l Mo records to display & E
| |Contact Due Date Assigned To Type |Description é»
Mo activities found. @
.".mm"w.”mmmmm_mmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmmm{
CompletedfCanceled Activities {Show More) Records 1 to 1 of 1 total 3§

|Contact Status  Type _Suhject :Resuh _Entered r

[ - Complete | Incoming Call | Test | Tes - Business W, R 3
progressing 372172007 2:01 PM IST'@

E e R L L o o o L e L AT e

¥

Figure 6.36 Logging and Scheduling an Activity

For more information on logging activities and scheduling activities, refer to
Section 4.5.1, “Log an Activity” and Section 4.5.2, “Schedule an Activity”.

To record an activity for a particular contact associated with an account, follow the
steps listed below:

1. Search for the account.

For more information on searching for an account, refer to Section 6.2, “Searching
for an Account”. The Search Results page is displayed, as shown in Figure 6.37.

Add Account
DARCDEFGHIITRIMNOPOQRSTUY W XY Z

Records 1 to 1 of 1 total [Previous|Mext] &

|Account Name {Account Owner Stage |City |State  |Zip Phone/Fax |County

[Frevious|Mext] Page |1 | of 1, Ttems per page: |10 %
Figure 6.37 Viewing the Search Results Page

2. Click the account name, as shown in Figure 6.37.

The Account Details page is displayed, as shown in Figure 6.38
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ﬁh Focus Tech

[ Maodify ] [ Delete Account ] i
Details
Primary Information r Py
Account Owner | Mani R o
Folders

Account Typels) | Small 1

Stage | Mew <@

Action Plans

Phone Numbers

ntered, Activities

Opportunities

Addresses e
Mo addresses ente Quaotes
Projects
Email Addresses e
M il addresses enterad Service
- Contracts
Additional Details Assets
BOtEs Tickets
Record Information Relationships
Entered | Vani B 3/21/2007 1:49 PM IST e
Modified | Vani R 3/21/2007 1:49 PM IST F
Crocurnent
Stores

Modify ] [ Delete Account ]

Figure 6.38 Viewing Account Details
3. Click the Contacts sub-tab, as shown in Figure 6.38.

A list of contacts associated with this account is displayed, as shown in Figure
6.39.

& Focus Tech

Add a Contact

T g

DABCDEFGHIIKLMNOPOQRSTUW WY 2
Records 1 to 2 of 2 total [Previous|Next] &
i_im !Title iPhnne!EmaiIE
Il° ETaIInr Quencis |

| @ Warner, Jame>

PO N e W AR —" S

: o =
[Previous|Next] Page |1 | of 1, Items per page: | 10 % '

Figure 6.39 Viewing Contact List

4. Click the contact name link, as shown in Figure 6.39.
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The contact details are displayed, as shown in Figure 6.40.

ﬁh Focus Tech

Mr. James Yarner I
- : o = Details
Deta|ls| H|st0r\r| Folders|ﬁc’c|wt|e}l Messaqes| Documents| Oppor‘tunltlesl Por‘tal| 5
Histaory
[ Modify | [ Clone | [ Delets | [Move | [ Download vCard | r
Folders
Details Contacts
Contact Type I.ﬂ\ccounting i 7
Email Addresses Activities
Opportunities
Instant Message Addresses Quotes
ant message addresses ente r :
Projects
Text Message Addresses Service
R e e e s Contracts
Assets
Phone Numbers -
Tickets
Relationships
Addresses M
Documents
Document
Record Information Stores
Entered | Wani R 3/21/2007 2:04 PM IST
Modified | Wani B 3/21/2007 2:04 PM IST
[ Modify ] [ Clone ] [ Delete ] [Move ] [ Download «wCard ]

Figure 6.40 Viewing Contact Details
5. Click the Activities link, as shown in Figure 6.40.

A new page allowing you to log an activity or schedule an activity for the contact
"Mr.James Warner" who is associated with the account "Focus Tech" is displayed,
as shown in Figure 6.41.

ﬁh Focus Tech

Mr. James Warner

Detai|s| Histu:ur\.r| Folders | P.u:tivities| Messages | Docurnents | Opportunities | Pu:ur‘tal‘

Log an Activity | Schedule an Activity

Pending Activities (Show More) Mo records to display &

Due Date_!Assi.gn.ed TuéTfpeEDescriptiun

| Mo activities found. [
CompletedfCanceled Activities (Show More) Mo records to display &
' EStatusiTrpeESuhject |Result 'Entered;

. Mo activities found,

Figure 6.41 Viewing the Activities Window

For more information on logging activities and scheduling activities, refer to “Log
an Activity” and “Schedule an Activity”.
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6.11 Adding Opportunities

The Opportunities feature in the Accounts module is similar to that in the
Pipeline module, except that all the opportunities in this module are related to the
account that you are currently viewing.

Clicking the Opportunities sub-tab on the Account Details page displays the
Opportunities page, as shown in Figure 6.42. This page lists the opportunities
associated with the account you are viewing.

ﬁ'hFucusTech
dd an Opportunity
DABCDEFGHIIKIMMNOPORSTLMNWXYZ

b Records 1 to 1 of 1 total [Previous|MNext] &

I | = = =
Hall Closed Oppartunities lnssncla_ted W'th_w
My Qpen QOpportunities 1} Focus Tech | 4/418/2007 3:52 PM IST

[Previous|Mext] Fage |1 of 1, Items per page: | 10 V_

Figure 6.42 Opportunities Page

You can filter the viewed list of opportunities by selecting any one of the following

options from the drop-down list in the upper left of the page, as shown in Figure
6.42.

e My Open Opportunities
e All Open Opportunities
e All Closed Opportunities

You can also add an opportunity by clicking the Add an Opportunity link, as
shown in Figure 6.42.

To examine any opportunity, click the name of the opportunity. This displays the
Opportunity Details page, summarizing its components, as shown in Figure 6.42.
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!fh Focus Tech

a@ New Accounts software

Add & Component
Records 1 to 1 of 1 total [Previous|Next] &

_Status ¥ EGuess nmnﬁﬁt:élose ﬁate _Current Staue:ﬂwner;

| Component
& | Software development open $2,000.00 | 4/26/2007 IST| Prospecting |Vani R
[Frevious|Next] Fage [1 of 1, Itermns per page: |10 V__
Rename Opportunity ] ’ Delete Opportunity

Figure 6.43 Viewing the Component Details

6.12 Adding Quotes

Your customers will need to be informed of your offers and prices. These are
usually in the form of a quote. Clicking the Quotes sub-tab on the Account Details
page displays the Quotes page with the details of all the quotes related to an
account, as shown in Figure 6.44. You can add a quote by clicking the Add a
Quote. For more information on adding quotes, refer to Section 8.3, “Adding a

Quote”.
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_[ ﬂ':l;. AAA Automotive Repair]

Add a Quote |
Records 1 to 1 of 1 total [Previous|Next] & Details
NHumber ¥ Version Description Status Entered |Issued Closed | History
Customer "
requested Folders
001000 1.0 guote for Approved internally | 6/25/2006 | 6/25/2006 -
gt?‘-.-‘iew Details ing belt Contacts
) lacement "

Q, Show Versions Action Plans
@ Modify Fage Il of 1, Items per page: I 10 "I GDl ST
Clane L -
Add Version Opportunities
8 e >

Projects
Service
Contracts
Aszets
Tickets
Documents
Relationships

Figure 6.44 Quotes Page

Clicking the action icon in the first column of the tabular listing displays a context
menu which allows you to perform the following tasks:

e View quote details

e View different versions of quote

e Modify or clone a quote

e Add another version or delete a quote

For detailed information on quotes, refer to Chapter 8, “Understanding Quotes”.

6.13 Viewing Projects

You can access the Projects page by clicking the Projects sub-tab on the Account
Details page. A typical Projects Page is shown in Figure 6.45.

This page displays all projects related to an account.
For detailed information on projects, refer to Chapter 10, "Managing Projects”.
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| di, AAA Automotive Repair |

Records 1 to 3 of 3 total & 1

Start Date Project Title~ Progress | Detalle
€ | 2/27/2006 | AAA Automotive Gork Progress: I History
. (0 activities) | poiders
©  2/27/2006 | Project 180 Progress: I F—
(0 activities) | L
& | 2/27/2006 | Spring Development Progress: (REEHOnIERS
(&4, Go to this Project (O activities) | | activities

-

Opportunities

Quotes

Figure 6.45 Account’s Projects List

6.14 Viewing Service Contracts

The Service Contracts feature is designed to fit the needs of organizations that
provide long- or short-duration contracted services to their customers. For
example, electrical maintenance contracts or computer hardware maintenance
contracts are well-suited to being managed for this module.

Contracts are attached to accounts, and may also have assets attached to them.
Assets are items under contract, and might include hardware of various sorts, or
computer software, or even a swimming pool for a pool-maintenance business.

Clicking the Service Contracts sub-tab on the Account Details page displays the
Service Contracts page, which summarizes the contracts in place for the account in
question, as shown in Figure 6.46.

When you click the action icon, a context menu is displayed. This menu provides
the following options:

e View Details - view details of an existing contract
e Modify - modify details of an existing contract

e Delete - delete an existing contract
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Add Service Contract

Contract Number Category

SC2636
E View Details

[& Modify

@ Delete

Managing Accounts

Type

Consulting

Records 1 to 1 of 1 total [Previous|Next] &

Current Contract
Date

6/25/2006 EDT

End Date

6/24/2007 EDT

us|Mext] Page Il of 1

, [tems per page: I]-EI j' El

Figure 6.46 Service Contracts Page

Details
History
Folders
Contacts

Action Plans
Activities

Opportunities

Quotes

Projects

Service
Contracts

Assets

Tickets

Documents

Relationships

Click the Add Service Contract link to add a service contract. Add Service
Contract page is displayed, as shown in Figure 6.47.

You can enter the following details:

e Contract number

e Initial contract date

e Start and end dates of the contract

e Category and type of the contract

e Labor categories of work done in connection with this contract

e Customer contact for the contract

e Description and billing notes for the contract

e Hours off the contract, for an hourly-based contract and Service Level

Agreement(SLA) information

Important: All fields marked with a red asterisk are mandatory. They

include service contract number, initial contract date, and the
SLA information.
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Figure 6.47 Add Service Contract Page

6.14.1 Using Contracts
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Contracts can be used in several ways. They are referenced from the Help Desk
module. When a customer has a problem and a help desk ticket is created, it is

associated with a contract. Contracts provide the following information:
e How to charge the customer for a fix?

e How quickly must you respond?

If the customer paid for a block of service time, then the time used to fix a problem
gets automatically subtracted from the service hours left on the contract. A variety
of SLA fields in the contract are used to escalate problems and deliver special

alerts.

6.15 Assets

Assets can be used with contracts, or separately. Click the Assets sub-tab of the
Account Details page to view the Assets page. A typical Assets page is shown in

Figure 6.48.

Centric CRM 4.1 User’s Guide

132




Managing Accounts

_. ﬂh Ad Department

Add an Assst I
Records 1 to 1 of 1 total [Previous|Next] & Details
| ST T v PR ¥ DR o .
| Serial Number g:g:;; {Manufacturer Model/Version Category Status History
| | | . . 1 Hardware,- Folders
| 88, SER-23477 SR-23577 | Bell corp M-27H Desktops | In use -
! iew Details ! . : I : : s i I Contacts
Modify Acthion Flans
gf} b ge |1 of 1, Iteams per p.'.-gr.':llD *I Go -
o e Activities
Cpportunities
Quotes
Projects
Service
Contracts

Tickets
Drocuments

Relationships

Figure 6.48 Assets Page

This page displays all the assets belonging to the particular account. The summary
includes the following details:

e Serial number under which the asset is serviced
e Manufacturer of the asset
e Model of the asset

e Category and status of the asset

Clicking the action icon, displays the context menu. If you need to modify asset
information, click Modify on this menu to view the Asset Details page.
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J’ ﬁ_’h Ad Departmentw

SER-23477 i
: : z : Details
Details | History | Bill of Materials L
History
Modify | Delete | .
Folders
Specific Information Serias
Vendor | Com o :
Manufacturar | Bell corp L Achat Exins
Serial Number | SER-23477 Activities
MI:j:I;INelrs.mn_ M-27H Opportunities
_Dgs_c_rlpt_lorj m— e Quotes
Date Listed | 6/27/2006 EDT " :
: ! g Projects
Location 9
Asset Tag Service
— Contracts
Status | In use | 2
) ) ' k Agseats
Cakegory Tickets
Level 1 | Hardware -
: Do t
Level 2 | Desktops i il i
Level 3 Relstionships
. 1 n

Figure 6.49 Modify Asset Details Page

This page contains the following fields that need to be entered:
e Specific information- This includes information regarding the following fields:
= Vendor
= Manufacturer
= Version/model
m Location
= Status
e Category - a category associated with the asset

e Service Contract - includes the service contract number and the contact
information

e Service Model Options - includes information on methods used to respond to a
problem

e Warranty Information - which includes the following details:
= Expiration date
= Inclusions

m Exclusions
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¢ Financial Information - includes the purchase date, from whom the purchase has
been made, and the cost of the asset

e Other Information - includes any notes you want to enter

Note: Only a part of the entire screen is shown in Figure 6.49.

6.15.1 Using Assets

Assets are used in service centers for documenting and resolving problems. For
example, if you run an air- conditioning company, you will want to track what
equipment you installed for the customer and provide service for that equipment.
Assets and contracts help you in doing these tasks.

Every time you service an asset, that service is completely documented and stored
in a service history with the asset. You can view the history at any time by clicking
the History button in the Asset Details page.

Assets and contracts can be used to manage your own IT infrastructure by creating
an account for your own company, and then building your own contracts, SLAs,
and assets. You can manage it all through your own inward-focused help desk.

6.16 Managing Tickets

The Tickets page can be accessed by clicking the Tickets sub-tab of the Account
Details page. This page summarizes all help desk items relating to the account.
These items can be categorized as:

e Problem reports and resolutions
e Requests for information

e Other issues with the account

Centric CRM provides a full-featured Help Desk module. The Tickets page
contains a complete subset of the whole help desk module, as applicable to a
specific customer account. The Tickets page lists both the open and closed ticket
items, as shown in Figure 6.50.
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ﬂh AAA Automotive Repair

Add a new Ticket |
Records 1 to 2 of 2 total [Previous|Next] & Details
| :ESt. History
Humber Priority |Resolution Age  Assigned To HMadified L
Al e | e _:I.'late | N U = || S A Folders
& | 000002 | As Scheduled 3d 10h Tom Manos | B/22/2006 12:48 FM o
EDT Contacts
Need to coordinate with engineering the project to get started [open] o o Mo
| 900001 | Urgent 6d 108 | Matt Rajkowski 6/19/2006 12:48 PM B el
& AT < EDOT Activities
View Details — | e S— .
@ Madify ptop. It doesn't seem to work as well when there is full moan. He Opportunities
ﬁ Delete GQuotes
[Previous|Next] Page |1 of 1, Items per page: [10 =] [Go i Projects
Service
Contracts
Aggets
S
Diocuments
Relationships

Figure 6.50 Tickets Sub-Tab

This page provides you with information on issues an account has now, and has
had in the past. You can also view how responsive you have been to their problems
or requests. This indicates the level of customer satisfaction with your products
and services.

Clicking the action icon displays a context menu. You can perform any one of the
tasks listed below from the options on the context menu:

e View existing tickets
e Modity tickets

e Delete tickets
To add a ticket, click Add a new Ticket link, as shown in Figure 6.50.

To view an existing ticket, click the Ticket Number, to display information
regarding the ticket, and a number of sub-tabs for additional information.

You can assign a ticket to a department or a person for resolution by modifying it.

You can enter ticket information in a very flexible knowledge base for later search
and retrieval. You can also describe the fix and close a ticket.

6.16.1 Managing Documents

Document Management is a recurring feature in Centric CRM. This feature is
found in the following modules:

e Pipeline module. You can store presentations and proposals here.
e Accounts module. You can store contracts and other legal documents here.

e Projects module. You can store a variety of project-oriented materials in this
module.
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e Tickets. You can store service related information in this module.

All documents are managed by the standard Centric CRM security and
permissions system.

| ﬂ-; AAA Automotive Repair |

Re.la.t'.iun.ship From Reiaﬁunsilip 'i'we :Relafionsilip To I
s y
AAA Automotive ubsidiary of a||| Mone Selected - [Select Account] | | Details
Repair Parent of Hi
Isto

Custamer of b ¥

Supplier to Folders

Partner of L

Competitor of Contacts

Employee of L

Employer of Action Flans

Department of e

Organization made up Df_:J | Activities

Create Relationship Cancel ] L oS

Quotes
Projects
Searvice
Contracts
Assets
Tickets
Documents
Relaticnships

Figure 6.51 Relationships Sub-Tab

This feature enables you to trace one account's relationship with another via
pre-defined parameters. Over a period of time, a business acquires customers who
become frequent customers. Your business may offer some preferential treatment
to such customers by using this feature. This feature will help you track a preferred
account and its bearing on your other accounts.

6.17 Relationships

Clicking the Relationships sub-tab on the Account Details page displays the
Relationships page. To create a relationship between different accounts, click the
Add a Relationship. Select from the options the one that best describes the
relationship between the accounts, as shown in Figure 6.51. Click Create
Relationship to Save or Cancel to go back to the previous page.

The following information about the parent company of an account is displayed:

Its competition, if any

The kind of business it is in

Its affiliations

The account that is backing it financially
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e Whether it is influenced by another account
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CHAPTER

7

Managing Products

This chapter provides information about the Products module of Centric CRM. This
module enables you to store information about products for future reference. This
information includes product names, categories to which products belong, and
product prices. Centric CRM provides a web-based interface to configure and
manage your company's product catalog.

This chapter consists the following sections:

e Section 7.1, “How Does this Module Help You?”
e Section 7.2, “Accessing the Products Module”

e Section 7.3, “Adding a Category”

e Section 7.4, “Adding a Product”

e Section 7.5, “Importing Products”

7.1 How Does this Module Help You?

This module helps you to efficiently manage product-related information for your
company. The Products module helps you manage the following tasks:

e Categorizing Products
e Adding New Products
e Managing Pricing Details

e Importing Products

7.2 Accessing the Products Module

To access the Products module click the Products tab, as shown in Figure 7.1.
CRM Print |

Homr:YPage Leads | Contacts Pipeline.AccountQuotes Caomrnunications |Projects |Help Desk Documents  Employees |Reports

Figure 7.1 Accessing the Products Module

By default, the Products Editor page is displayed, as shown in Figure 7.2.
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Irmpaort

My
Home Page |

Leads | Contacts | Pipeling | Accounts | Quotes

ﬁ Top Categories
Eﬂ Mew Cateqory | MNew Product

Name

[~ ] '& Cameras

& & Corputer Peripherals

Cormrnunications | Projects | Hel

Fec

SKU|Price !

& = Office Equipment

O | & sofwers e e e e D e

'€  Laptop

Figure 7.2 Products Editor Page

The Products Editor page can also be accessed by clicking the View link located on
the menu bar, as shown in Figure 7.2.

This page displays a list of categories and products of your company. Similar
products have been grouped together into categories, such as Cameras, Computer
peripherals, Office Equipment and Software, as shown in Figure 7.2. Other

uncategorized products are also displayed, such as Laptop.

For each product, you can view the following details:

Price
Start Date
Expiration Date

Availability

When you click the action icon beside a category name, a context menu with the
options to delete, rename or move the category is displayed, as shown in Figure

7.3.

When you click the action icon beside a product name, a context menu with the
following options is displayed, as shown in Figure 7.3:

View the product - view product details

Modify the product - modify the product details

Clone the product - copy common details of the product to create a new product

Delete the product - delete the product

Manage category associations - For more information on this option, refer to

“Managing Category Association”.
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Leads | Contacts | Pipeline | Accounts Fais '.]Quutes Comrmunications | Projects |Help Desk
Horme Page e ]

Yiew Import

E& Top Categories

gw Cateqory )| Mew Product

:Name
&9 :-Er Cameras
@’ Renarme Category
Lﬂh Mowve Category
@ Delete Cateqgaory

52 | Laptop.

@ Madify Produst

Clone Product

'ﬂn Manage Category
'™ Azsaciations

@ Delete Product

Figure 7.3 Context Menus in the Product Catalog Editor Page

Fecords 1 tc

ISKU_PricE.Start D

7.3 Adding a Category

You can manage product classification by grouping similar products and assigning
them to a category.

To create a new category, follow the steps listed below:

1. Select New Category, as shown in Figure 7.3.

An Add Category page is displayed, as shown in Figure 7.4.

ﬁ Top iCategories = Add Category

Unzert ) { Cancal ]
Add Product Category
Category |

Mame

Uingen ) [ Cangal )

Enter the
product

Figure 7.4 Adding a New Category

category

2. Enter the Category Name and click Insert, as shown in Figure 7.4.
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The Products Editor page showing the name of the created category is displayed,
as shown in Figure 7.5.

ﬁ Top Categories
[3 Mew Category | (Mew Product
Records 1 to 3 of 3 total [Previous|h

Name 'SKU|Price |Start Date|Expiration Date E
& =3 cateqory 1 = g2 = =

ﬁ | Cast Handlel $50.00 | 3/26/2007 3/28/2007
ﬁ Cast Iro
[~

| & | Paper Clips e
[Previous|Mext] Fage [ | of 1, Iterns per page: |10 I @
Figure 7.5 Viewing the Created Category

You can view details of your top-selling products, which can be grouped under
Top Categories.

7.4 Adding a Product

Centric CRM provides an option to add new products using the New Product
option in the Products module.

You can add a new product in two ways:
e Select a category and add a product within this category

e Add a stand-alone product
To select a category and add a product, follow the steps listed below:

1. Select the category name, as shown in Figure 7.5.

The Products Editor page for the selected category is displayed, as shown in
Figure 7.6.

Top Categories
Mew Category ¢ Mew Product
Mo records to display [Pre

.Name .SKU'Price.Start Date Expiration

Mo itemns to displaw,

it
]

Figure 7.6 Adding a Product Within a Category

Note: To create a stand alone product, click New Product, as shown in Figure 7.5.
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The Add Product page is displayed, as shown in Figure 7.7.

ﬂ Top Categories ¥ Testl = Add Product

Insert ] [ Cancel

J

Product Details

Froduct Mame ||

Enter the name

Abbreviation ||

Sk

Product Type

Product Ship ||
Tirne | -

Product Shipping

FProduct Forrmat

S e
| -- Mone -- %

R e TN

L e L e T

Other categories

in which this product is included

Categories

Add Price

MSRP

Price

Cost

[ Insert ] [ Cancel ]

Figure 7.7 Adding a New Product

3. Enter the product related details and click Insert.

You can enter the following information:

= Product

Name

m Abbreviation

= SKU

= Product

m Product Ship Time - time taken to ship the product

= Product

Type

Shipping

of the product
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® Product Format

= Start and expiration dates related to the availability of the product
= Description

= Categories

= Price

Entering all possible information helps you track products. If the number of Stock
Keeping Units (SKUs) is large, tracking products with wrong or incomplete
product details will be time-consuming.

The Product Details page is displayed, as shown in Figure 7.8.

ﬁ Top Cateqories = Testl >@Product Details
Copper wire

[ Maodify ] [ Clone ] [ Delete ]

C

Primary Information <- Price
Abbreviation | Cw
S pmdu,:t Sh”:,
e

Product Shipping | DHL

Options

Images
24 Hours m
Categories

Product Farmat | Physical

Availahility
Enabled | ves
Start Date

Expiration Date

Additional Details

Shart Description | Copper wire pack

Long Description | This is a new product

Special Motes

Record Information
Entered | Yani R 3/27/2007 1:53 PM
Modified | Vani R 3/27/2007 1:57 PM

[ Madify ] [ Clone ] [ Delete ]

Figure 7.8 Viewing the Product Details

The Product Details page enables you to perform the following tasks:
e Modify the product details - using the Modify option

e Duplicate the product details - using the Clone option

e Delete the product details - using the Delete option

7.4.1 Providing Pricing Details

The price of a product does not remain constant, and is completely dependent on
the following factors:
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e Cost of raw material
e Labor
e Economy

Inflation leads to a hike in the price. Slow sales make it necessary to cut the price of
the product.

ﬁ Top Categories =Product Details = Price

| cast Handie | n
Product Pri Details
Active Price : i o
PriceId  MSRP  Price |cost  [start Date [Expiration Date | Ristee
@ 2 S0 0 4200.00 £0.00 .
! Options
Inactive Prices - R e = .
Priceld  MSRP  Price [Cost  |Start Date {Expiration Date Images
- 1§ £0.00 $120.00 $0.00 I* i
LA view Details Categaries
& Enable .

Figure 7.9 Accessing Product Price

Click the Price sub-tab on the Product Details page, as shown in Figure 7.8. The
Price page with product price information is displayed, as shown in Figure 7.9.

You can specify the pricing details by following the steps listed below:
1. Click the Add Product Price link, as shown in Figure 7.9.
The Add Price page is displayed, as shown in Figure 7.10.

fif Top Categories » Product Details = Price :—

| cast Handle |

N Y
[insers} [ Canicel

Details

Price
MSRF | USD |0 -
Price USD 0 Cptions
&
Cost|UsSD 0 Images
3l
Recurring
u .
ameunt 50 Categaries
Recurring i | ]
Type P -!F

Tax Type | | —=None-- &)

Start Date o
Expiration
Cate =

(inser) {Cancel?

Figure 7.10 Adding Pricing Details
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2. Enter all the pricing details for the product and click Insert.

The Price Page is displayed, as shown in Figure 7.9.

You can fix multiple prices for a given product. Among these, one is fixed as the
active price. This is the current price at which the product is sold. The remaining
are inactive prices which are used for reference. A product can have an active price
and one or more inactive prices.

You can set an inactive price as the active price, if required. For example, if there is
a marked increase in demand for a product, you can activate an inactive higher
price and disable the lower but currently active price.

To disable an active price and enable an inactive price follow the steps listed below:

1. Click the action icon, and select Disable from the context menu to deactivate the
active price, as shown in Figure 7.11.

The disabled price will be set as an inactive price, as shown in Figure 7.12.

-

ﬁ Top Cateqories » Testl > Product Details = Price

Copper wire

Add Product Price

Active Price
EPrice Id MSRP Price Cost Start Date
= i5 $600.00 $0.00 |$EI.EIEI
g TE—— Lttt R NS S e S
! @ Modify Price

& Cisable

-

]

el et b e

|Price |Cost Start Date
$0.00 $0.00
$400,00

4 $50.00 $60.00 ;3;"2?.-"200? 12:00 AM

N ) Y

Figure 7.11 Deactivating the Active Price

2. Click the action icon for the inactive price that you wish to activate, and select
Enable from the context menu to set the inactive price as the active price, as shown
in Figure 7.12.
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The inactive price will be set as an active price.

ﬁ Top Categories = Testl = Product Details = Price

Copper wire

Add Product Price

Active Price

PR P P T

Inactive Prices

Price Id MSRP Price
&3 $500.00 $0.00
(& |5 $600.00 $0.00
..... bl RNl R
% |4 $50.00 $400.00 -

|54 Wiew Details
— @ Modify Price

Figure 7.12 Activating an Inactive Price

M%Jmﬁhﬂm;ﬂm pliptlosd

7.4.2 Specifying Product Options

Centric CRM enables you to define extra options for your products. For example
let’s say you sell computer hardware, and are defining the pricing for a particular
laptop model. You will generally have a base configuration and price for this
model of laptop, while customers can choose additional features, or upgraded
specifications, at an extra price per feature. Your default configuration may be 1 GB
of RAM on the laptop, but the customer can purchase the laptop with 2 GB of
RAM, for an additional price. Another example is when the manufacturer normally
offers a year’s warranty on the laptop, but allows the warranty to be extended to 2
or 3 years, for an additional payment at the time of purchase. Centric CRM
provides you with different types of fields which you can use to define the options
available with a given product. All of these result in an addition to the base price,
of a value that you define, but they behave differently. The field types available are
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text, checkbox, number and lookup list. Addition of options using each of these

fi% Top Cateqories = Product Details » Optians

(5en]

Add Product Option

Mo records to display [Previous|Next] & Details

TvpeJStart Date Expiration Date Enabled | price

Options

et o T e

field types is described below.

Figure 7.13 Viewing the Options Page

7.4.2.1 Accessing the Options Page

Selecting the Options sub-tab on the Product Details page displays the Options
page, as shown in Figure 7.13. Selecting the Add Product Option link displays the
Add Option page, as shown in Figure 7.14.

ﬁ Top Cateqories = Product Details = QOptions > Add Option

Paper

| 17 Select a type of option from the list to proceed Details
(Typ -.Dl_es;ript.io_n Price
Text & text field for free-form additional information "
|ttt e e ptions
Check Box & check box for yes/no information
A list of available choices that can be selected Images
An input field allowing numbers only Categories

Figure 7.14 Choosing a Field Type for the New Option

The field types available for creating a new option, as shown in Figure 7.14, are
listed below:

e Text. This field type enables you to add a text option.
End-users can enter text in this field

e Check Box. This field type enables you to add a check box option.
End-users can check the check box to select Yes, or leave it blank for No.

e Lookup Lists. This field type enables you to add a lookup list option.
End-users can select a specific option from the list.

e Number. This field type enables you to add a number option.

End-users can enter a numeric value in this field.
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ies > Product Catakeg

f Top Cateqories > Product Datalls > Options

Managing Products

rI Cast Handle |
Add Product Optign

Name

Records 1 to 2 of 2 total [Previous|MNext] &

Datalls

‘Start Date Expiration Date Enabled | Price

© | Name

& | Bill mg latgr
| EL view Details

[& Madity

& Delete

| Tt

| 2/11/2006 | res C'I“Wl

Chack Box 2/11/2006 | ves

Figure 7.15 Product Options

For an existing product option, you can perform the following tasks:

e View option details

e Modify option details

e Delete an option

Click the option named Name and the option’s properties are displayed, as shown
in Figure 7.16. In this example, the field type of the option is text.

P roducts = Editor

E& Top Categories » Produck Details » Qptions = add Option

Cast Handle

[Save] [ Cancel J

Text Option Properties

Label to display |Name #
Minimurm Chars *
allowed
Maximum Chars &
Allowed 2]
Default Text |Testing
Option Price Adjustment

Adjust base price
based on number
of characters

base price + (number of characters X amount)

Availability

Enabled

Figure 7.16 Option Details
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Options have prices associated with them. The option price is generally

determined by a specific formula that is specified by the option's configuration.

Options also have start and end dates, and can be enabled or disabled.

7.4.2.2 Adding a Text Option

The Text option configurator enables you to add options with text characteristics.

To add a product option of the text type follow the steps listed below:

1. Click the Text link, as shown in Figure 7.17.

ﬁ Top Categories > Product Details > Options = add Option

Paper

| 17 Select a type of option from the list to proceed

Type Description

Text ) At_ex;‘;e-lgl for free-form additional inforrmation

Check Box ".Q check box for ves/no information

| Lookup List | & list of available choices that can be selected |
Mumber E_An input field allowing numbers only |

Cietails
Price
Cptions
Images

Categories

Figure 7.17 Selecting the Text Type of Options

The Add Option page is displayed, as shown in Figure 7.18.

ﬁ Top Categories > Product Detalls = Options > Add Option

TestProduct

Save | Cancel |

Text Option Prope

Label to display

Maximum Chars

Default Text

Minimum Chars
Allowed

Allowed

frame :
- 255 .
{6

Option Price Adjustment

Adjust base price
based on number
of characters

usoD |3|

base price + (number of characters X amount)

Avallability

Enabled

=

Start Date

Explration Date

Save | Cancel |

|3,r' 29/2007
|

Figure 7.18 Adding Text Option Configurators

Detalls
Price
Options
Images

Categories

Centric CRM 4.1 User’s Guide

150



Managing Products

2. Enter the following details:
= Label to display - as it will appear to end-users.

® Minimum Chars Allowed - which specifies the minimum number of characters
end-users need to enter in the text box.

= Maximum Chars Allowed - which specifies the maximum number of characters
end-users can enter in the text box.

m  Default Text - which specifies the default contents of the text box

= Start and Expiration date

Note: The final product's price based on what you enter is determined by the
formula:

Product Price = Product Base Price + (Number of characters the user
enters X option's price adjustment amount)

3. Click Save.

The Option Details page showing the created text option is displayed, as shown
in Figure 7.19. This page also provides options to modify or delete the option.

ﬁ Top Categorles > Product Detalls > Options > Option Detalls

TestProduct

Modify | Delete |

Option Properties

Detalls

Price

Optlons

Label to display | Name "

Ima
Minimum Chars L i

1
A”DWE"I e o e e el e S0 S0 Categories
Maximum Chars
Allowed

Default Text | &

255

Option Price Adjustment

Adjust base price | $3.00 base price + (number of characters X amount)
based on number
of characters

Avallability
Enabled | Yes
start Date | 3/29/2007 12:00 AM

Expiration Date

Modify | Delete |

Figure 7.19 Viewing the Option Details page
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7.4.2.3 Adding a Check Box Option

The Check Box option configurator enables you to add options with the checkbox
characteristics. This type of option could be used for optional add-on components
for a product. Continuing with the earlier example of the laptop, suppose that the
base configuration for the laptop does not include an external mouse, which many
people prefer to use, rather than the touch pad on the laptop. You could define a
check box type option for a standard USB mouse which you sell, which will work
with this laptop. While an order is being placed, if the customer requests the mouse
option, the salesperson just has to check this check box to add the cost of the mouse
to the base price of the laptop.

To add a product option of type check box follow the steps listed below:
1. Click the Check Box link, as shown in Figure 7.14.

ﬁ Top Categories = Product Details = Options > Add Option

Paper

‘ 17 Select a type of aption from the list to proceed Details
Type Description e
Text & text field for free-form additional information ;
eSS ettt | Cptions
@ | & check box for yes/no information
| Lookup List | & list of available choices that can be selected | ity
| Murnber | &n input field allowing numbers only Categories
Figure 7.20 Selecting the Check Box Option
The Add Option page is displayed, as shown in Figure 7.21.
ﬁ Top Categories > Product Details > Options > Add Option
|Apple MacBook
.
Details
Check Box Option Properties Price
Label to display Options
o Images
Option Price Adjustment 5
Adjust b i [ 1 . Categories
]:iena::lggggs usD |0 |base price + {amount)
Availability
Enabled
Start Date | |3/26/2007 |
Expiration Date ...................

Figure 7.21 Adding a Check Box Configurator

2. Enter the following details:
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= Label to display - which specifies the label of the check box.

= Start and Expiration date - which specifies the start and end dates.

Note: The final product's price based on what you enter is determined by the
formula:

Product Price = Product Base Price + check box option's price
adjustment amount

3. Click Save.

The Option Details page showing the created check box option is displayed, as
shown in Figure 7.22. This page also provides options to modify or delete the
option.

{4 Top Categories > Hardware > Product Details > Options > Option Details

Apple MacBook

2 GB RAM
Details
4 ¥ N b 1
Modify | | Delete Prica
Check Box Option Properties Options
Label to 2 GE RAM Images
R o

Option Price Adjustment

Adjust base | $175.00 base price + (amount)
price when
selected

Availability

Enabled | Yes
Start Date | 4/2/2007 12:00 AM
Expiration
Date

Figure 7.22 Viewing the Option Details Page of Check Box Option
Type

7.4.2.4 Adding a Lookup List Configurator

The Lookup List option configurator enables you to add options that have a list of
items out of which one may be chosen. Each item has a different price associated
with it. Suppose you offer additional RAM pre-installed on the laptop we have
been using as an example so far. You have three choices available to the customer:
1GB, 2GB or 3 GB extra (The laptop comes with 1GB of RAM in its base
configuration, and the maximum memory it can take is 4 GB). You can create a
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lookup list type of option for this scenario, listing the three RAM sizes, and the
corresponding prices.

To add an option of this type follow the steps listed below:

1.

ﬁ Top Categories = Product Details > Options = Add Option

Paper

Click the Lookup List link, as shown in Figure 7.23.

| 17 Select a type of option from the list to proceed

Cietails
Type Description Price
Text A text field for free-form additional information .
Options
Check Box & check box for yes/no information .
-m pLig | & list of available choices that can be selected | Hiells
Hurmber é.ﬁ.n input field allowing numbers only Categories
Figure 7.23 Selecting the Lookup List Option
The Add Option page is displayed, as shown in Figure 7.24.
lucts > Editor
ﬁ Top Categories = Product Details = Options = Add Cption
Apple MacBook
.
Details
Lookup List Option Properties Price
label || Options
. - Images
Item Description Dpl_:lun HLiee Enabled| [ 8
Adjustment Categorie
1] | uso o | |
2 | | usofo | | O
3| i uso [0 | | O
a4 | usD [0 | | O
5. I uso [o | | E

Availability

Enabled

Start Date

Expiration Date

Figure 7.24 Adding a Lookup List Option

2. Enter the following details:

= Label to display - which displays the label for the lookup list.
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u Lookup List Items - the items that will appear in the list, and the additional
price associated with each item.

If you need to add more than five items, click More Items to display five more
list items. You can add any number of items for display.

Note: The final product’s price is determined by the formula:

Product Price = Product Base Price + selection's price adjustment
amount

3. Click Save.

The Option Details page showing the created lookup list option is displayed, as
shown in Figure 7.25. This page also provides options to modify or delete the
option.

fit Top Categories = Hardware > Product Details > Options > Option Details

Apple MacBook

Additional RAM

Details

( Madif\r\- Delete | Price

Option Properties Options
Item Description Option Price Adjustment Enabled Sateaones

1.1 GB RAM $100.00 Yes
........ R S $1?500 & o
Availability
Enabled | Yes

Start Date | 4/2/2007 12:00 AM

Expiration
Date

(Modify ) (Delete)

Figure 7.25 Viewing Lookup List Type of Option

7.4.2.5 Adding Number Type Configurator

The Number option configurator enables you to add numerical value options. For
example, suppose the laptop you're selling has one year warranty in its base
configuration, but the customer can purchase additional warranty years at a fixed
amount per year, up to a maximum of five years. In such a case, you could create a
number option with a minimum value of zero and a maximum value of five, and
assign an amount for each year of additional warranty. When taking an order, a
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salesperson simply enters zero or more for this option, and the corresponding extra
price is added to the price of the laptop.

To add an option of this type, follow the steps listed below:
1. Click the Number link, as shown in Figure 7.14.

f Top Cateqaries > Product Details > Options = Add Option

Paper

| 7 Select a type of option from the list to proceed Details
Type Description Price
d for free-form additional infarmation .
L R e e s e e e e e Options
Baox | A& check box for yes/n arrmation
| Lookup List | & list of available choices that can be selected | il
| &n input field allowing nurmbers only Categories
Figure 7.26 Selecting the Number Option
The Add Option page is displayed, as shown in Figure 7.27.
ff¥ Top Cateqories = Product Details = Qptions = Add Option
Apple MacBook
|
Number Option Properties Price
Label to display ' * Options
o CETTTTITT e S e —
Allowed | - b
e P R R P R R P R

Hurmnber Allowed | L

Default Value

Allow Fractions? | Bl

Option Price Adjustment

Adjust b i I 1 2 ik
ba;:; onasnir?ﬁrblce?— UsD |0 l base price + (number specified ¥ amount)

specified

Availability

Enabled

Start Date | [3/26/2

Expiration Date

Save | | Cancel

Figure 7.27 Adding a Number Option Configurator

2. Enter the following details:

¢ Minimum number Allowed - which specifies the minimum number the end-user
can enter in the text box

e Maximum number Allowed - which specifies the maximum number the
end-user can enter in the text box

e Default Value - which displays the default value displayed in the text box for this
option
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e Allow Fractions - which specifies that you can enter fractional values with a

decimal.

Note: The final product’s price based on what you have enter is determined by

the formula:

Product Price = Product Base Price + (number specified X price

adjustment amount)

3. Click Save.

The Option Details page showing the number type option is displayed, as shown
in Figure 7.28. This page also provides options to modify or delete the option.

fit Top Categories > Hardware > Product Details > Options > Option Details

Apple MacBook

Shipping Quantity

(Modify ) (‘Delete)

Details

Price

Option Properties

Options

Label to

U oles | ShiRPIng Quantity

Minimum
Mumber |1

Maximum
Mumber |5
Allowed

Allow
Fractions?

Allowed

Default Value | 1

Images

Categories

Option Price Adjustment

Adjust base | $150.00 base price + (number specified X amount)
price based on
number

specified

Availability

Enabled | Yes

Expiration

(Modify ) (‘Delete)

art Date | 4/2/2007 12:00 AM

Date

Figure 7.28 Viewing Option Details of Number Type

7.4.3 Adding Product Images

Centric CRM provides an option to upload images related to the product. You can
upload the Thumbnail Image, Small Image, and Large Image for the product.
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To upload images, follow the steps listed below:
1. Click the Images sub-tab on the Product Details page, as shown in Figure 7.29.
The Images page is displayed, as shown in Figure 7.30.

ﬁ Top Categories = Product Details

Cast Handle

Madify || Clone | | Delete T
| Moy ] lone | Defte | o
Primary Information Price
U o
(phians
Availability @
Enabled | N [ :
T Categores
Start Date

Expiration Date

Additional Details
Short Description

Long Description

Special Notes

Record Information
Entered | Vani R 3/26/2007 10:21 &M
Madified | Yani R 3/26/2007 10:21 &M

[ Modify ] [ Clone ] [ Delete ]

Figure 7.29 Selecting the Images Option
2. Toupload a thumbnail image, click the Upload link, as shown in Figure 7.30.
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The page to upload images is displayed, as shown in Figure 7.31

ﬁ Top Categories = Product Details = Images

Cast Handle

File Type

|Fi|e Name

Size

Date Details

Thurmbnail Image | No Image Available, mnloadD

Price

Small Image | Mo Image Available, [ Upload ]
Large Image | No Image Available, [ Upload ]

Qptions

Images

Figure 7.30 Viewing the Images page

Cateqories

3. Click Browse, as shown in Figure 7.31. Select the image to be uploaded, and click
Open. The name of the selected image will appear in the text box beside Browse.

Click Upload File, as shown in Figure 7.32.
The details of the uploaded image are displayed, as shown Figure 7.33.

ﬁ Top Categories = Product Details = Images

Cast Handle

Date

File Type

|Fi|e Name

Size

Thurnbnail Irmage

Mo Image Available

[ Upload ]

Srall Image

Large Image

Mo Irmage Available

Mo Image Available

[ Upload ]

Attach a file: Thumbnail Image

W ait for file completion message when upload is complete.

Upload File

|(Browse.. D

* Large files may take awhile to upload,

Figure 7.31 Selecting an Image to Upload
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ﬁ Top Categories = Product Details = Images

Cast Handle

File Type |Fi|e Mame Size Date Cetails
Thurmbnail Irmage | No Image Available. [ Upload ] I S
small Image | Mo Image Available, [ Upload ] "
S e, e
Large Image | Mo Image Awvailable. [ Upload ] 4 B
Irmages
Attach a file: Thumbnail Image r ;
m F Categories
S warkiprojectsheentricid Thsed
* Large files may take awhile to upload.
wait for file completiop rressegewhen upload is complete,
‘ Upload File '

Figure 7.32 Uploading an Image

You can also upload small and large images by following the same method.

ﬁ Top Categories = Product Details = Images
Cast Handle

|Fi|e Type File Name Size Date Details

Thurnbnail | Download

3/26/07 1113937 AM IST Price
45 k
Image | Remove

Vani R

Options

| Images

Categories

Figure 7.33 Viewing the Image Details

7.4.4 Managing Category Association

You can use the Categories sub-tab to re-categorize products after having entered
them into the products catalog. Clicking the Categories sub-tab on the Product
Details page displays the Categories page, as shown in Figure 7.34.

ﬁ Top Categories > Product Details = Categories

Paper

Manage Category Associations
Details
Category Name Products l:ount| =
Price
ﬁ Category 1 z |
L e et e et S G
Irmages
Categories

Figure 7.34 Categorizing Products

This page enables you to manage category associations.
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To assign a category to a product follow the steps listed below:

1. Click the link Manage Category Association. A pop-up window is displayed, as

shown in Figure 7.35.

A Centric CRM - Microsoft Internet Explorer

Select a category for product
Paper:

E Horme
g Category 1

[Sa'-.-'e_] [ Cancel ]

- 5l

Figure 7.35 Selecting the Category

2. Assign a category to the product, as shown in Figure 7.35 and click Save.

The Categories page with the assigned category is displayed, as shown in Figure

7.36.

L\é} Top Categories = Product Details = Categories

Paper

Manage Category Associations

Category Name

Products Count

° Category 1

2

Details

Price
Options

Images

I Categories

Figure 7.36 Viewing the Categories Page

7.5 Importing Products

Centric CRM provides an option to import products along with associated product
images. To import products, you need to initially create a file with the relevant
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details, in a Comma Separated Value (.csv) format. However, to import images,
you need to compress the images in a .zip file.

View

ﬁ Top Cateqories
[ﬁ New Cateqory | Mew Product

Records 1to 3 of 3 total [Previous|Next] &

_ 'Name SKU Pril:.elstart Date Eupiratiﬁn Date:Enab'Ied
[ ~] 'E Cameras
@ E_j Computer Peripherals - - " - -
[~ ] 'E'Of'ficeE uipment 42 = o = 2
& Dell -- Mo
& Del
@ Hp & Ho

| & | Monitor Mo

Figure 7.37 Accessing the Import Option

Note: While creating the.csv file please ensure that the category field specified in the
tile is a pre-existing category in your CRM application.

To import the product details and the product images follow the steps listed below:
1. Click Import on the module’s menu bar, as shown in Figure 7.37.

The View Imports page is displayed, as shown in Figure 7.38.

all Irnparts ¥ N records to display [Previous|Next] O

| Results
Name Status | : -

: —— Entered # Modified
Total Success Failed

| Mo imparts found.

[Previous|Mext] Page 1 | of 1, Ttemns per page: |10 V:[@J

Figure 7.38 Accessing the View Imports Page

2. Click the New Import link, as shown in Figure 7.38.
The New Import page is displayed, as shown in Figure 7.39.
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-

My Leads | Contacts | Pipeline | Accounts (200 ot Quotes | Commmunications | Projects | Help Desk | Documents
Home Fage k
View Import i
¢
4
New Import i
Mame || g f Enter the
Description ¢
E
Comments || {
T 05 ¢ Click here
Images |(Bronse. ) H
: 1| toimport
* File should be in ZIP format, images
Large files may take a while to upload.
@ (s 1 Crokter
* File should be in CSV format, 5 to import
Large files may take a while to upload. J products
j

Figure 7.39 Viewing the New Import Page

Enter the Name, a brief description, and comments, as shown in Figure 7.39.
Click Browse, as shown in Figure 7.39.

The file dialog to select the relevant file is displayed.

Select the relevant .csv file and click Open.

The file name is displayed in the text box beside File, as shown in Figure 7.39.
Optionally, to import the images, click Browse.

The file dialog to select the relevant file is displayed.

Select the .zip file and click Open.

The file name is displayed in the text box beside Images.

Click Save.
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The Upload Complete page is displayed, as shown in Figure 7.40.

7 Your file to import has been received, but has not been processed.
To begin processing, use the "Process Mow" button. However, since processing requires a few minutes of configuration, you can choose
to process the file later by using the "Process Later” button.

Details

Mame | Product Import March

Description | New Products

File | product.csy [ Download File ]

File Size |1 k

Status | Import Pending
Entered | Wani R 3/27/2007 11:12 aM
Modified | Vani R 3/27/2007 11112 AM

Process Mow ][ Process Later ]

Figure 7.40 Viewing the Upload Complete Page

9. Click Process Now to initiate the processing of product details. Click Process
Later to save the import data and continue processing later.

Clicking Process Now displays the Process Import page, as shown in Figure 7.41.

s = Wiew Imports > Import Details = Process

[ Process MNow ][ Cancel ]

Import Properties

Marne | Product Import March

File | product.csv
File Size |1 k
Entered | Yani R 3/29/2007 11:15 AM

Modified | Yani R 3/29/2007 11:15 AM

First 5 lines of the import file

Line 1 |Pr|:n:|l.|l:t Mame,Zategory |

Line 2 |.ﬁ.ir Conditioner,Office Equiprment |

Line 3 l]’fl_ephone,of'ﬁce Equipment [

Line 4 || Samsung Monitor, Computer Peripherals |

Line 5 |Logitech Mouse,Zomputer Peripherals |

General Errors/fWarnings

Mo errors/warnings found.

Field Mappings

Field Maps to... Errors fWarnings
Product Marme !Prcu:luct Mame Vi
Categary |Categc-r\_.r Mame V!

[ Process MNow ][ Cancel ]

Figure 7.41 Viewing the Process Import Page
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10. Map the fields names in your .csv file to the corresponding field names in the
Products module. Mapping enables you to associate the fields defined in your
product import file with the product related fields defined in Centric CRM.

11. Click Process Now to begin the processing.

The View Import page with the import name and status of the import file is
displayed, as shown in Figure 7.42.

Note: Centric CRM’s Product Name has to be mapped with a field in the .csv file.
Product name is a mandatory field.The other fields are optional.

Mew Impart
.C\II Imparts |+ Records 1 to 3 of 3 total [Previous|Next] &
Results

Name Status T — Entered & Modified

| | pLotalSuckrss Falled) |
@ (Froduct Import March 0 0 0 | 3/27/2007 11:12 AM | 3/27/2007 11:12 AM
ﬁ New fpproved | 2 Z a :3/2?/200? 10:42 AM | 3/27/2007 10:42 AM
0 D Approved| 2 0 2| 3/26/2007 4:50PM | 3/26/2007 4:50 PM

[Download Error File]

[Previous|MNext] Page 1 | of 1, Ttems per page: |10 Vl

Figure 7.42 Viewing the Status of the Import

12. To approve the import, click the import name, as shown in Figure 7.42.
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The Import Details page is displayed, as shown in Figure 7.43.

[ Approve ][ Delete ] [ Wiew Results ]

Details

Mame | Product Import March

Description | Mew Products
File | product.csy [ Download File ]
File Size |1 k

Status | Pending Approwval

' Imported

Records
Entered | Vani R 3/27/2007 11:12 AM

Modified | Yani R 3/27,/2007 11:17 AM

[ Approve ][ Delete ] l_ Wiew Results ]

Figure 7.43 Viewing the Import Details Page

13. Click Approve to complete the process of importing.

The Import Details page is displayed, as shown in Figure 7.44, giving you an
option to view the imported products.

[ Wiew Results ]

Details

Mame | Product Import March

Description
e F||E pr.:.duct.:sv [ DDW,—,|.:._3.:| F||E ] T
F||E 5,23 1k T e O e e e e e e N
Status | Ap

rowved

Imported a
Records

Failed Records | O
Entered | Wani R 3/29/2007 11:15 AM
Modified | Wani R 37292007 11:19 AM

([/'-.-'iew Resulih ]

Figure 7.44 Viewing Import Details Page

14. Click the View Results button.

The View Results page listing the imported products is displayed, as shown in
Figure 7.45.
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Products > ¥iew Imports : Ttl}'egtail' = View Results

DABCDEFGHIIKLIMNOPOQRSTUMWHYZ

Records 1 to 4 of 4 total [Previous|Next] &

Name # Product Code Short description Category
&  Air Conditioner Office Equipment
& | Logitech Mouse Computer Peripherals
& | Samsung Monitor Computer Peripherals
& | Telephone Office Equipment

[Frevious|Mext] Page of 1, Items per page:

Figure 7.45 Viewing the Imported Products
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CHAPTER

8

Understanding Quotes

This chapter provides information on the Quotes module of Centric CRM. This
module enables you to maintain quotes, which you provide to your customers, in
an organized way.

This chapter contains the following sections:
0O Section 8.1, “How Does This Module Help You?”
Section 8.2, “Viewing the Quotes Home Page”
Section 8.3, “Adding a Quote”
Section 8.4, “Viewing Quote Details”
Section 8.5, “Understanding the Actions Performed on Quotes”
Section 8.6, “Adding Quote Notes”
Section 8.7, “Viewing Quote History”

O O O O o o a

Section 8.8, “Using the Quotes Logo Admin Feature”

8.1 How Does This Module Help You?

In the normal course of business, your customers will need to be informed of your
offers and prices for the various products and/or services that you offer. This
information is usually conveyed in the form of a quote. These quotes differ from
customer to customer, based on parameters including cost and time.

The Quotes module provides options for performing the following tasks:
e Generating quotes
e Submitting quotes to your customers

e Maintaining each quote's history

Items being quoted are basically a list of products and services, which can be looked
up from the product catalog.

You can access quotes by clicking the Quotes tab. All quotes that refer to a certain
account are available under the account’s Quotes sub-tab. You can navigate to the
specific account to review all its associated quotes. For more information on
accessing the Quotes sub-tab for a specific customer, refer to Section 6.12, “Adding
Quotes”.
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8.2 Viewing the Quotes Home Page

Once a customer base is formed, a number of quotes will be available on the system
at a given point of time. Clicking Quotes displays the Search Quotes page by
default, as shown in Figure 8.1. The Search Quotes page can also be accessed by
clicking the Search link, as shown in Figure 8.2. You can search for quotes by

specifying the search criteria.

SEERTM Bt

:Sea rch {_luot_es

Quote # | | -

Enter the quote
number here

Quote Status | | -- None --

Open/Closed | & all  Open ' Closed

Submit Status | @& all ' Not Submitted € Submitted

Product Name | l

............... aasimieab

| Search I Clearl

Figure 8.1 Quotes Search Page

If you want to view all the available quotes, leave all fields empty and click Search.
The menu bar in the Quotes page has the Add and Search links, as shown in

Figure 8.2.

—~—

Figure 8.2 Quotes Menu Bar

Hdn':vp'aqt Leads  Contacts | Pipeline .-h:-:-:humcmrr'.un:al. ofs | Projects | Help Desk | Cocuments | Employees Rnpﬂlts..
R

Searching for quotes in the system displays a list of quotes, as shown in Figure 8.3.

The page displays the following information:
e Account details

e Description

e Status

e Date of entry

Centric CRM 4.1 User’s Guide
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EEL D

A o

Records 1 to 1 of 1 total [Previgus|Next] &

Number Version Account Description | Status Entered # Issued Clo=zed
AAA Customer reguesied
§ | 00100CQ | 1.0 Automotive | quaote for timing belt | Approved internally | 6/25/2006 | 6/25/2006
\iew Details ] replacement
Show Versions
% Modify ious|Mext] '-:-.r_=|L of 1, ltems per pags: |10 TI an
¥
g Clene
Add Version
‘ﬁ Delete

Figure 8.3 Quotes Search Results

8.3 Adding a Quote

Click Add a Quote on the Search Results page or Add on the menu bar to add a
quote. The Add Quote page is displayed, as shown in Figure 8.4.

The following details can be specified for a quote:

e Description. A concise description of the purpose for which the quote is being
issued.

e Organization. The customer account for which the quote is being issued.

e Contact. The contact for this customer account, to whom the quote will be sent.
¢ Email address/Phone number/Fax number. The customer's contact details.

e Address. The customer's mailing address.

e Opportunity. The opportunity to which the quote applies.

e Delivery. The mode of delivery of the quote.

e Status. The current status of the quote.

e Expiration date. The expiration date of the quote.

e Logo. Logo refers to the company logo that appears on the quote.

An admin can configure the logos that can be included as part of the quote's
header information.

¢ Internal Notes. Any additional details that provide more information about the
quote.

Click Insert once you have entered all the information.
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nes:n;bmg M |- Enter quote
Organization None Selected ©  [Seivet) description
C\:mlal:t ST E .
Emall Address | [Seieet Email Address]
.Fhme Numbel'g 1 fu Bluirbar
Fax Wumbge | [Sebect Fax Mumber]
Addrass| | [Selest Address]
Opportunity | None Selected [Ssiect]  [Clear] Enter the
Celiw | { o= - .
it e, - delivery method
Starus | | e I3
Dau:: =
Lnuu: T
Trtarnal Notes |

Figure 8.4 Add Quote Form

8.4 Viewing Quote Details

After you have entered the basic quote information and inserted the quote into the
database, you will be taken to the Quote Details page, as shown in Figure 8.5.

B % 001900 (1.0} { Custamer requested quote for Cast Handls |

| Beaquss Inooplate Does ok Evpiro 1
[ STy o pn ey . | metails
(iaberat} immity) [Diorc ) (i Worim | (et} (giene) (Ganet
Swberi’] [Wodiy) [Clond]) {Add vorden Dwuse) L) "
Quate p afor Hiszory
Comact Bpbiey Alfisen
T A 0 Rapair
Email _EMEM
PRaie | (434 G67-0004
Mumber |
Fa Muamiber 1 {414 S56-2312
Address MO Yeakum Park
Algmsndng, VA 22315
UNTTED STATES
| | Esthmated
Item XU Item Mame  Item Description Quantity  Unit Prica Diblhvary Sub-Total
] | | | 1
"] 1. | CH- 2000 Rt 1 _E:H Hraili F.Eil‘h’ 10 asEeiy IIJDD_ 000 3 Weeks | 20, 000.00
|| BHodfy | anom mee 1 Cast Hessle | Meady 1o asdemible 50 SL20.08 1 'Weck £5,000.00
gi':‘“ 500 Rav. 1 fron Cast | Ready Tron Cast 3 400000 3O A8,000.00
moawe 1 1
- worec 500 Rev. b Eron Cast fﬂ.udr Iron Casi 10 &4 30000 b Wenk S0 00000
(Cromed [Conme’) (@ Soter thie grand tetsl pid Bl Shew e dul-pes fricd > $174,000,00

Figure 8.5 Quote Details

On the Quote Details page, you can define items (products and services) that need
to be included in the quote, for more information, refer to Section 8.4.1, “Adding
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Quote Items” below, any specific remarks, for more information, refer to Section
8.4.2, “Adding Quote Remarks”, and specify terms and conditions, for more
information refer to Section 8.4.3, “Adding Quote Terms & Conditions”.

After entering the contact information and list of items, the quote details display
can be configured. To configure, you can check any or all of the checkboxes as
listed below:

e Show the sub-total price, which displays an additional sub-total column in the
list of items table.

The column, as shown in Figure 8.5, displays an individual item's price, taking
into account its specified quantity. For example, if 'x' costs $180, then 10
numbers of 'x" would be 10 * $180 = $1800.

e Show the grand total price, as shown in Figure 8.5, displays the grand total
amount of all items for the quote under consideration.

Note: It is advisable to turn on both the options for easier verification.

Clicking the action icon displays a context menu with the following tasks:
e Cloning the selected quote
e Modifying the selected quote

* Removing the selected quote

8.4.1 Adding Quote Items

You can add any number of items (products and/or services) to an existing quote.

You can select the items from an existing catalog of products and services from a
pop-up window which is displayed by clicking the Choose button, or create a
quote item using Create Item from the pop-up window, as shown in Figure 8.6.
This pop-up window is displayed by clicking Create on the Quote Details page.
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| # & 001000 (2.0 / Customer requested quote for Cast Handle |
Status: Incomplete Docs mat Hﬂ LA A M —_

t
~ | Feeane item )

Csubemn ) ety (Oioee )
[Quote prepared for Doarm Nama | [ W W
Contact | Bobby allison | I

| Organization Mﬁ.ﬁ..ul;nmmlvi
| | i - - -

Email | fosi3@anctherg| %M Pestriptan

ALY e

Phond | {4149} 6570908 SHY
Mumber |
Fax Mumber | {414} 555-2313 | S1Ematad Delvary [Enlecs]

Address | 200 Yoakurmn Pa

Price Details
Alexandria, VAl P

UNITED STATE] Unit Price | USD [0
List of Items ] sl L I

[tam SKU |Additional Detsils

CH-2000 Rev. 1 Short Desoriphion

CH-2000 Rev. 1 Long Descriphion

1C-2500 Rew.1 [

. |1C=2500 Rew.1 Specisl Notes =1

Figure 8.6 Quote Add Item

cooo

O T R Y
e b [

8.4.2 Adding Quote Remarks

You can add remarks to a quote in the following ways:

e Click Choose, as shown in Figure 8.7. A pop-up window is displayed listing the
existing remark. Select an appropriate remark and click Done.

e Create a new remark for the quote by adding it to the existing pool. This can be
done by clicking the Create button, as shown in Figure 8.7.

List of Items

Item SKU Item Name | Item Description Quantity F','::L'g E:E:Eiﬁd Sub-Total
o 1 m-zumiﬁ::'e;ﬁ_' Centric CRM '..J"jmlmn_nu
¢' 3 c_H.zugu__ OABCDEFGHIJKIMNOPORSTUNWIYZ ._sﬁluqu._uu

f_m [ﬁ_‘- .@ Racords 1 to 3 of 3 total [Previous]Next] o

|Remarks ] & | Prices are "ballpark™ pending raview of final design as a casting [
& |1, Textured 1:-1-5! ® | Prices include fMat black powder coat finish [

@ | 2. Prices includé) # Textured casting surface recommended l
@ 3. Prices are " [

s . r \ £ N 3
r,_ch_?_'_mz rEr!_aT!_" Done | | Cancel ) [Check ANY [Clear All]

Figure 8.7 Quotes Remarks

8.4.3 Adding Quote Terms & Conditions

You can add terms and conditions to a quote in the following ways:
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e Click Choose, as shown in Figure 8.8. A pop-up window is displayed listing the
existing terms and conditions. Select an appropriate one and click Done.

e Create the terms and conditions for the quote by adding it to the existing pool.
This can be done by clicking the Create button, as shown in Figure 8.8.

Terms and Conditions ; 806 Canxric CRM

@ | 1. This guotation incorporal
anciosure or as previously S

& | 2. All prices subject to meta
& 3. All mechanical propertles

l'i'_hn:-u:.z_" ' Create |

(Sibma) (Wodity) (Cione) (Aad]

DABCDEFGHIIKIMNOPORSTUVWXYZ
Records 1 ko 3 of 3 total [Previous|Mext]

_T!ﬂ'l'lE and Conditions

All mechanical properties will be determined from separately cast
test bars

=

™ Al prices subject to metal market prices on the date of shipment

This quatation Incorporates the "Standard Terms and Conditions of
Sale” aps}earing on the enclosure or as ]III"E'\IiﬂIJSH' SIJ[J‘{.'I“E{!

B

Fpone’) [Cancet?) [Check AllY [Clgar All]

Figure 8.8 Quote Terms and Conditions

8.5 Understanding the Actions Performed on Quotes

Once a quote has been prepared, you can perform various actions on the quote.
This section provides information on each action that can be performed on a quote.

Submitting a Quote

You can submit the quote by mailing the PDF version of the quote to the customer,
or by delivering the paper version of the quote through other means. When you
click Submit on the Quote Details page, a pop-up window is displayed that
enables you to determine the means of delivering the quote. It also allows you to
set a new status for the quote, if necessary. Select from the options, and click Save
to perform the operation. A quote submit screen is shown in Figure 8.9.
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F @ 001000 (1.0) / Customor noquistod quote fer Cast Handly

Stakus; Pending ininrnal spproval Does rok Eapire

Caaberor Caigadey (Clont ) Faddvesaa ) frner) Tpoiee? (e )
= — : = ” Mckind
mmﬂﬂiﬁ A Centric CRM II r
Contast | B
Drganitaah | &
:rr\-plll_?

Pl | (4
N Tt Email to Castomer

Hisp=ry

Submit Mathed
= Hone

1 Print

Farx Nurmbse | (4 Fax 1o Cidtamar
Addrgia | 2L
A Guete Status
ul o
1| Py FlEine dindie _:I

Ust of Ttems |

Sat | [ Canoel
- - Estimated
Item SEU e Deelivery Sub-Total

Figure 8.9 Submit a Quote

Modifying a Quote
Click Modify to modify the basic details of a quote.

Cloning a Quote
Often, you may need to use similar quotes for a number of your customers. Instead
of creating a new one all over again, you can use the cloning feature.

Cloning quotes is a feature that enables you to add new quotes, without having to
re-enter common information. You can clone a quote using the Clone option.

To clone a quote follow the steps listed below:

1. Click the Clone button and a pop-up window that allows you to change
information for the cloned quote will be displayed.

2. Specify a new account and/or contact.

The rest of the details will be automatically copied from the source quote to the
cloned one, as shown in Figure 8.10.
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B] # 001000 {1,0) / Customer requested quote for Cast Handle |
Status: Panding internal approval Does not Explre

'itit-rml_” 'l'bo-dlﬁ" "l:_I':E" Iﬂ-ﬂﬂ.'f;irilﬂﬂl Cprine ) "DﬂE‘ "Eoi'

|Quote prepared for B OV O .
Contact| BoBby f Clone quote #1000 Version 1.0
Crganization | AAA Aul  TFjanizatioiAAA-Adtomotve H [Select]
Emiail | test3ha Contact | Allkson, Bobby E! o
[ 4) i
N"ﬂrlzr: (414) o4 Ctatus | | Pemding inkeenal approval =]
Fax Number | (414} 55 Explration| [T -
T 5 Date -
Address | 200 Yoal
Alexand
UNITED| Mext Step
T} Return 3 the previaus quote details
List of Items ] # View the cloned guote details |_
Item SKU P - 3 =Taotal
| [Save)) (Cancel |
@ 1. CH-2000 Rey L D00 00

Figure 8.10 Clone a Quote

You can select to view either for the source quote or the cloned one.

3. Click Save to commit changes, or Cancel to abandon them.

Adding a Quote Version

You may need to update a quote for various reasons, such as price changes,
holiday discounts, and special offers. This would require you to emphasize that
this quote is not a regular modification, but a new version of the initial quote. To
add a new version of the quote, click Add Version located on the Quote Details
page.

When you click this option, a prompt will be displayed, asking you to confirm if
you want to create a new version of the quote. Click OK and a new version of the
quote will be created, and you will be taken to the Quote Details page for the new
version. The system automatically adds a note, with a remark stating that this
quote has been derived from a parent quote and is a version.

You can make changes to the version and, click Update to save these changes.

Printing a Quote

Clicking the Print option enables you to open or save the PDF version of the quote.
You can either print the quote or email it as an attachment.

Deleting a Quote

Click Delete to delete a quote when it is no longer necessary to have it in the
system.

Closing a Quote
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When a quote is complete or becomes invalid for any reason, you can close the
quote. Using the Close button on the Quote Details page. Clicking the Close
option, displays a pop-up window, as shown in Figure 8.11. This window provides
tields to specify the reason for closing the quote. Click Save to confirm your
actions.

Closing a quote will not destroy the quote. The quote will be available for future
use. Closed quotes will continue to appear in quote searches, but you cannot
modify them. However, you can perform the following tasks on closed quotes:

Clone the quotes

Create newer versions of the quotes

Print the quotes

Delete the quotes

[ # 001000 (1.0} / Customer requested guote for Cast Handle

Status: Pending internal approval Does not Expire |
. Details
r‘f.ubﬂ'rl.l "delﬁ" ’(Ium\' ¥ add '||'|:r1>|:.r.1I {Print 'ﬂllqlgl‘ I-l:'||:|:|rl'\' B
e e L == e TR MNates
: iz a i) Cenric CRM . L
Quote Wiﬂ!i ) ']__ History
Contact | Bi Reason for Clasing the Guote
= =18 Select reason
ganizatian | .
] iicsEgieE for closing the
| Persding internal appeasal qu()te
Phife Approved Internally
Mumbor Unagmreved inlernally
| Perodinng CutTOmET S0CERLIMCE
PR N i Aicephed by culbemer
Aress Rejesied by cuslaser
Chaspes nequesied by cussomer
Cangelied
Complete
List of Itams | I

Figure 8.11 Close a Quote

8.6 Adding Quote Notes

The Quote Notes page enables maintenance of notes and remarks related to a
specific quote, as shown in Figure 8.12. This page can be accessed by clicking the
Notes sub-tab on the Quote Details page. Centric CRM automatically adds certain
special remarks during various stages of a quote. You can also store crucial
remarks against a quote which will help other users review the quote.
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# # 001000 (1.0} / Customer reqguested quote for Cast Handls

Status: Pemcineg internal acproval Goes not Explre 1
Clakails

Motas
Date Entered By Datails

HiEpry
L Bi00s 1053 AH Ananth flasuScamanysm  New guote oreslod

Add A rew note

- Enter a
note here

Figure 8.12 Quote Notes

8.7 Viewing Quote History

The Quote History page is a read-only area. This page can be accessed by clicking
the History sub-tab on the Quote Details page. Centric CRM automatically adds
special remarks at various stages and provides a view of how the quote has
evolved over a period of time. The Quote History page is shown in Figure 8.13.

¥ £ 001000 (1.0} / Customer requested quate for Cast Handle

Slatus: & mermal sgproval Deed nal Expire |
Datally

Quiia History e
Balasuleasnanyam, ARanth | L2/B/2005 10453 AM EST | Quate Created ]

Balasuteamanysm, Ananth | LAER005 10:53 AM EST | Dellvery set to Email | @
Balasutramanyam, Ararth | 12/8/2005 L0051 AM EST | Stabe 13 Pending Inbermns spproval |

Figure 8.13 Quote History

8.8 Using the Quotes Logo Admin Feature

When a quote is ready to be submitted to a customer, the company's logo can be
used as part of the quote header to customize its appearance. Any user with admin

access to the quote logo configuration feature can upload a set of logos that users
can attach to a quote.

The logos are available as a list of optional fields, when adding or modifying a

quote. You can upload a specific logo that needs to appear on the quote, as shown
in Figure 8.14.

Logos that are uploaded under the Admin module can be in any of the following
formats - GIF, JPG, JPEG, TIFF, PNG, BMP, WMF.

179 Centric CRM 4.1 User’s Guide



Understanding Quotes

[ﬂ' MOTE: The Ingo fée being upioaded shoudd be in one of the follgwing feempts, .gif *.ipg " jpeg * U *.png " bmp =l ]
' Suisct | }+
i Select the logo
Default Lo [ Mk this file as ke default loga to be uploaded

* Large files may take swhile to uplosd.
Wal for file complobicn message when uplosd iz complete.

Figaad) {Eaeet)
Figure 8.14 Quote Logo Upload Feature

Centric CRM 4.1 User’s Guide 180



CHAPTER

9

Understanding Communications

This chapter provides information on the Communications module of Centric
CRM. This module enables you to arrange, execute, and monitor promotional
campaigns, which lead to long-standing relationships with customers through
pro-active communication.

This chapter contains the following sections:

a

a

a

O O O O o O

Section 9.1, “How Does This Module Help You?”

Section 9.2, “Overview of the Communications Home Page”
Section 9.3, “Viewing the Dashboard”

Section 9.4, “Viewing Campaign Details”

Section 9.5, “Using Campaign Builder”

Section 9.6, “Adding a Campaign”

Section 9.7, “Adding Groups”

Section 9.8, “Adding Messages”

Section 9.9, “Adding Attachments”

9.1 How Does This Module Help You?

Interactive surveys in your campaigns help in making your business effective, by
enabling more involvement from customers. Campaigns and surveys also make
your association long-standing and mutually beneficial. They help in expanding
your business through word-of-mouth advertising.

Centric CRM’s Communications module can be used for the following purposes:

e Register campaigns and control their execution.

e Send a single message to multiple recipients.

e Schedule campaigns for later delivery.

e Create an interactive forum for exchange of ideas and information.
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9.2 Overview of the Communications Home Page

The Communications home page lists the features available in the module, and
describes their functions with direct links to each of them, as shown in Figure 9.1.

Rawviaw and manage campaigns with the following options:

Bashboard

Track and analyze campaigns that have been activated and executed.

Messages can be sent out by any combination of email, fax, or mail merge. The Dashboard shows an
overview of sent messages and allows you o drill down and view recipients and any survey results,

Chaose Add Campaign 1o creale a new Campaign.

Campalign Bullder

Create or work on existing campaigns,

The Campaign Builder allows you Uo select groups of contacts that you would like to send a message 0o, as
well as schedule a delivery date. Additional options are available.

Distribution groups can be constructed in the Build Groups utility, and messages can be written in the Creats
Messages utility

Assamble dynamic distribution groups.
Each campaign needs at least one group [0 send a message to. Use critaria ©o flter the contacts you need to

reach and use them over and over again. As new contacts meet the criteria, they will be included in future
Campaigns.

Create Messages

COHMposE 8 Messags 1o raach your audience.

Each campalgn raquires a message that will e sent o selected groups. Writa the messaga once, than use It
in any number af futwre campaigns. Modified messages will anly affect future campaigns.

Create Attachments

[nteract with your recipients.

Amachments can include interactive ivems, like surveys, or provide additionsl materials like files.

Figure 9.1 Communications Home Page

The features of the Communications module are as specified below:

e Dashboard - enables you to track and analyze ongoing campaigns, and design
new campaigns

e Campaigns Builder - enables you to select the contacts to whom the message can
be sent, and to schedule delivery dates

¢ Groups Builder - enables you to build separate groups of contacts for your
messages

Only those contacts that meet certain criteria can be included in the campaigns.
e Messages - enables you to compose and modify messages for each campaign

e Attachments - enables you to include files, questionnaires, newsletters or surveys
along with your message

A menu bar located on top of the screen displays individual links to each feature,
as shown in Figure 9.2.
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[ 2]
Jiu’-‘rlr:TP.lgE Leads Cantadts | Plpelirs Accounts Q.I{‘:!I"}all}}l}l:l'i. Heldp Dask  Documerds Employees ﬂﬂa::l"...

i Dazhboard Add Campaigns Groups  Mewsages  Attschments

Figure 9.2 Communications Menu Bar

9.3 Viewing the Dashboard

The Dashboard lists all active campaigns, as shown in Figure 9.3. The Dashboard
enables you to perform the following tasks:

e View campaign details.
e Delete unwanted or defunct campaigns.

e Export the data of a campaign survey into an Excel spreadsheet for reference and
analysis.

> Dashboard

DABCDEFGHIIKLMNQPORSTUYWXYZ

]Hw_v' Running C‘ampaigns;l Records 1 to 1 of 1 total [Previous|Next] &
‘Name Start Date ¥ | # Recipients Status \Active?
= n Do - B P H
gy | Sold shoe Club Pre-Order Survey to Executives in. | £y mnae FOT 2 Messages Sent Yes
View Details o o i . o

9 Delets ious|Next] Page I‘- of 1, Ttems per page: |‘-U "I Ei

[E Export to Excel

Figure 9.3 Communications Dashboard

You can select from the following options:
e Running campaigns that belong to you

e All running campaigns at a given point of time or all instant ones

If the list of campaigns is large, you can use the alphabet indicator at the top to find
a campaign by the first letter of its name, so tracking down a particular campaign is
easier. The message status of each campaign is listed, along with the number of
recipients, start date, and activity status.

9.4 Viewing Campaign Details

Campaigns can be a running campaigns, where all details are known and no
adjustments are required, and inactive campaigns, where it is easier to introduce
changes and additions to campaign parameters.

When you click the name of a Running Campaign in the dashboard, the system
will navigate you to the multi-tabbed Campaign Details page, as shown in Figure
9.4. The sub-tabs on the Campaign Details page listed are:
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BT

[Gold Shoe Club Pre-Order Survey to Executives in Zips-23510/06006 ]

%ampaign Details [ i
Description | Sent to all executives in target zipcodes 23510 and 06006 wha ars in i Details
i) e gold club to get a feel for this year's 'pre-order” =~ | [ sroupe
Groups | O selected - s
s S e e i G S - | R
Message | Laros Account Newsletter Update - 1 January i
Schedule | Scheduled te run on &/20/2008 EDT Message
Delivery | Email anrly Sechedule
% r fa2ad 12: PM E I
Entered | Andy Cracraft 6/22/2006 12:48 PM EDT : Besults
Modified | Andy Cracraft 6/22/2006 12:48 PM EDT it
Response
Documents
Access

Figure 9.4 Active Campaign Details
e Details. Selecting this option displays all basic information concerning the
campaign, as specified below:
m Short description of the campaign
= Related groups
m Message details and delivery details (if sent through email, fax, or mail merge)
m Schedule (date of delivery)
m Information about the user who created and last modified the campaign

e Groups. Selecting this sub-tab leads to a page which contains a description of the
selection criteria for the contacts to which the campaign applies.

e Recipients. Selecting this sub-tab lists the recipients of the campaign message.
e Message. Selecting this sub-tab displays the campaign message.

e Schedule. Selecting this sub-tab lists the campaign message delivery schedule
and delivery method.

e Results. Selecting this sub-tab displays a summary of results of a survey that you
may have sent along with the campaign message.

e Response. Selecting this sub-tab lists people who responded to the survey that
you may have sent along with the campaign message.

By clicking a person's name, you will view the person’s response.

e Documents. Selecting this option displays the documents attached to the
campaign.
You can attach a document by clicking Add a Document located at the top of

the Documents page. You can also export campaign survey results to an MS
Excel spreadsheet by clicking Export Campaign to Excel file.

When you click an inactive campaign name on the campaigns list, the Campaign
Details page is displayed. You can define campaign attributes including groups
and messages. You can also rename, activate, or delete the campaign.
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9.5 Using Campaign Builder

Click Campaign Builder on the Communications home page, or Campaigns on
the main menu. A page with the following details is displayed, as shown in Figure
9.5:

Group of contacts to which the campaign was addressed

Message details

Delivery schedule
e Start date

The campaigns displayed on this page are incomplete or inactive campaigns. A
campaign is considered incomplete or inactive in the following situations:

e if you haven’t defined the groups, messages and delivery details.

o if all the above mentioned details have been specified but the campaign has not
been activated.

You can navigate among the campaigns using the alphabet indicator located at the
top and view campaign details by clicking campaign names.

SIS

CABCDEFGHIIKIMNOPOQRSTUVWXYF

Add a Campaign

|r-|y Incamplets Campmgns;l Records 1 to 1 of 1 total [Previous|Next] &
|Name Groups? Message? Delivery? Start Date Activate?
d | Company Survey Complete | Complete | Complete | 7/11/2006
epidpom s . e | s o il »
@ Modify us|Next] Page |1 of 1, Items per page: | 10 "I GQI

g Delete
Figure 9.5 Campaign List

Clicking the action icon displays a context menu, with options to perform the
following tasks:

e View campaign details
e Modify campaign details
e Delete a campaign

To activate an incomplete campaign click the Activate link on the Campaign List
page, as shown in Figure 9.5.

9.6 Adding a Campaign

To add a campaign follow the steps listed below:
1. Click Add a Campaign, as shown in Figure 9.5.

The campaign builder will lead you through the process of registering a new
campaign.
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2. Enter the name of your campaign and a brief description.

Enter the campaign
name here

Com . e Ca an List > Add a Campaign

Insert | Cancel |

Begin by naming the campaign
Campaign Name I v -

Description :J

Access to Active Choose
Campaigns —I
|Us¢r Group Name
| No User Groups selected

insert | cancel |

Figure 9.6 Adding a Campaign

3. After entering the name and description, click Insert and the incomplete
Campaign Details page is displayed, as shown in Figure 9.7.

Campaign: Company Survay

= Select from the fellowing items to build a campaign
« [tams can be werked on in any order
s Campaigns will mot start until cach section is complete, and the campaign has been activated
= Campaign items can be accessed by all users who have access to compaigns
Group(s) . Message | Attachments |[ _ Delivery
No groups selected, | Mo Message Selected Nane [ Not scheduled
Chogse Groups Lhoose Messpge Chooge optignal Choose Options
I | attachments |

This campaign is not ready to be activated.
Once all of the required items have been selected, the activate button will appear here,

=
Description | Survey that provides valuable user responses from the community
Craated : Ananth Balasubramanyam 1/18/2006 3:25 PM EST
Modified | Ananth Balasubrarmanyam 1/18/2006 3:25 PM EST

{ Rename Campaign | Delete Campaign

Figure 9.7 Inactive Campaign Details

This page lists the campaign items (groups, message, attachments and delivery)
and instructions concerning the campaign completion and activation. The
campaign will remain incomplete until all the details have been entered.

4. From the options in Groups, select a list of contacts, as shown in Figure 9.8, to
whom the campaign is addressed (by designation, department, and area). For
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information on adding a new group, refer to Section 9.7, “Adding Groups”. You
can preview the recipients to confirm the target audience. Click Update Campaign

Groups when you have selected a group.
The Messages page will be displayed, as shown in Figure 9.8.

{"Update Campaign Geoups | | Cangel )

Campaign: Company Survey

My Croups 1§
elect groups for this campaign ==
Exmoutives® In Accounts in Zipcode 23510 and G006

[Previous|Mext] Page |1 | of 1, items per page: (10 18 (Ge)

'_'Upd:'le Campaign Groups 3 ’(anr.el- :'

Figure 9.8 Choosing Groups

5. Select the campaign message from the options in the Message drop-down menu.
For information on adding messages, refer to Section 9.8, “Adding Messages”.

A preview is displayed, as shown in Figure 9.9.

| = T

Campaign: Company Survay

(Update Campaign Massage | [ Cancel )

Massape| | My Metsages. F#) [ Large Account Newsletter Update - 1 Janwary (%)

Praview
Balow am a lew af the new Fings we Baughl you might want ko know about a5 & meamber of our Gold Shiag

Gl

w B 53008 OUns-0n Friday. Mow om 500 AM 1o 7 PM
s The cocldad bar will even b= opan on Sundays
= Ournow price listwill e outonhe 12th

- $Ign-up four' prg-pedenng can be done by ¢licking on Be swovay link balow

Sincenely,

Frank .Jonas
VPHay ADCounis

flmﬁ:;tt aﬁpu.qu Meysage ] "’.ﬁnczl 3

Figure 9.9 Choosing the Message

6. Click Update Campaign Message.

The Attachments page is displayed, as shown in Figure 9.10. You can include
documents with your message to make your campaign interactive. These

documents may include the following information:
= Survey

= Address request update

187 Centric CRM 4.1 User’s Guide



Understanding Communications

Campaign: Company Survey

'_‘BII:E 16 Campaign Details Y

Unnﬁnuud Il:l‘.lrcl'ln'lll'ltl mr'lrll: ump:inn
Surveys

c
|
|
| File
|

Attachments

Address | No
update
requast

(srach

! Back 1o Camn palgn Detalls

Figure 9.10 Choosing Attachments

7. Click Change survey link, as shown in Figure 9.10.
The Surveys page is displayed, as shown in Figure 9.11.

Campaign: Company Survey

("Saws Changes | ("Back 1o Attachmaent Quverview |

Survey | | My Sureeys @ Cald Shoe Club - Pre-Season sun!'.-IE-]'

| Freview | . ah Survey

Thank you for giving us your "Fre-Season” order. As you know, this order entitles you
to a 10% discount because it allows us to better manage gur preduction sutput aver the
Coming year, <br=<br=Just click next to any of the packages your interested in and a
kay account rep will call you back in the next few days and additional marketing
information will be autormatically e-mailed to youw.

| 1. Put a check box next b any of the packages you're interested in
| | |Package 1: 10,000 Units - Mixed Allatment
(Save Cranges)

Bil:h. T .ﬁ“l[hl’ﬂ!ﬂ Cﬂ!ﬂlhhh’

Figure 9.11 Attaching a Survey to a Campaign
8. Select the survey and click Save Changes.
The Attachments page is displayed, as shown in Figure 9.10.
Click Change file attachments link, as shown in Figure 9.10.

The File Attachments page is displayed, as shown in Figure 9.12. As the campaign

is in an

incomplete stage, you can make the required changes and attach the

modified file or a new file. Once you have attached the file, click Upload File. The
Delivery page will be displayed, as shown in Figure 9.13.
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Campaign: Company Survay

(Bark 1o Atackment Overvien |

Attached flles...
File Name size. Date

readme. xr 1k 17182006 3:29 PM EST
Ananth Balasubramanyam

|attach a file

{Choase File ) na fife selected

=] 7y Take awhile o uplead,

* Remember: This file will eventually be e-mailed, so limit fike size to under 2 Megabytes
‘Wait for file completion message when upload is complete.

rLrpIn:d File

Tt

I Back 1o Atrachmens Cnarvien |

Figure 9.12 Attaching Files to a Campaign

10. Enter the campaign delivery date and specify the time. Select the delivery
method from the Delivery Method drop-down menu.

Campaign: Company Survey

[ Update Campaign Schedule ] [ Cancel ]

Delivery Options
Run Date || | @ at[12 || 00 v ] am v 6MT+5:30 calcutta | * Select
B T T T A A | campaign
Celivery Methad || Email anly VJ< delivery
""""" method
[ Update Campaign Schedule ] [ Cancel ]

Figure 9.13 Choosing Delivery Options

11. Click Update Campaign Schedule, which displays a link allowing you to
activate the campaign.

The campaign details are displayed, as shown in Figure 9.14. You can perform the
following tasks:

= Rename the campaign

u Delete the campaign
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Campalgn: Company Survisy

= Select from the following items to build a campaign
+ [tems can be worked en in any order
» Campaigns will not start until each section is complete, and the campaign has been activated

Campaign ltems can be accessed by all users who have access to campaigns

| Group(s) Message || Attachments Dalivery
E 1 selected Large Account Newslatter Update 1 Survey Scheduled for 172652006 12:00 AM
1 Jaraary Fel&s EST Ernail andy
Choose Address update Chogse Qptions
Groups Chogse MEssags request
Chogse eptional
| amachments

This campaign has been configured and can now be activated.
Once active, today’s campaigns will begin mnce5s=ni in Ih fdier S Ii'[ES- and canmot be canceled.
|campaign Details

Verify the campaign
Description | Survey that provides valuable user responses from the community
Croatod | Ananth Balasubramanyam 1/18/2006 3:25 PM EST
Modified Ananth Balasubramanyam 17/18/2006 3:31 PM EST

(Rename Campaign) {'Delete Campaign’)

Figure 9.14 Activating a Campaign

12. Click the link Click to Activate to submit
modifications have been made.

the campaign after all the necessary

Note: The tab Click to Activate will be displayed only after all the details have

been entered.

However if you do not wish to activate the

campaigh now you can activate it at a

later stage. For details on activating a campaign from the Campaign List page,

refer to Section 9.5, “Using Campaign Bui

9.7 Adding Groups

1der”.

For each campaign, you have to define the campaign's target audience. You can
add a number of groups in advance, and use them as required.

Click Build Groups on the Communications home page, or Groups on the
module's main menu, and a list of all available contact groups is displayed, as

shown in Figure 9.15.
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Communications > View Groups.

At il

DABCDEFGHIJKLMNOPORSTUVWXYZ

[ by Growss Datencatze & ta 1 of L total [Previows|Next] &
Group Name * [Entered By Last Modified
(& ZExecutives” In Accounts in Zipcode 23510 and 06006  Balasubramanyam, Ananth | 12/12/2005 5:45 PM EST
X view Detalls
g”ﬂdiﬁ' Previous|Mext] Page |1 | of 1, Ttems per page: (10 19 (G2
Dietete

Figure 9.15 Groups List

You can click the group’s name to view the selection criteria, as shown in Figure
9.16.

“Executives” In Accounts in Zipcoda 23510 and 08006

I.EWIT'I'H' {12} Exacutive [Actount Contacts]
'2.|2ip Code (1s) 23510 [Account Contacts]
3. 2Ip Cade (15) 06006 [Account Contacts]

Fodify? [ Detece Group ) | Preview

Figure 9.16 Group Details

To add a new group, click Add a Contact Group, as shown in Figure 9.15. An Add
a Group page is displayed, as shown in Figure 9.17. Enter the following details:

e Name of the group
e Selection criteria
e Specific contacts for the group

e Requirements to pick contacts among all registered ones

The group will include all contacts that you have specified individually. Among
the rest, only those that satisfy all selection criteria will be selected.
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Communications = View Groups 7 Add a Group

save| cancel | ereview |

Begin by entering a name for the new contact group |

Group Name I

- _ I Enter group hame here |

Select criteria for this group *

Choose specific contacts:
[Add/Remove Contacts]

Define criteria to generate a hst:
Field ICnntact First Name _*_'I.

Cperator | is - I

Search Text |

From I My Contacts

At I—— None -- -‘l
_Add > |

o e paw

=

Figure 9.17 Adding a Group

Selected critena and contacts:

Remove

After you have selected your criteria, you can preview the list of group members
by clicking Preview. A Group Details page is displayed, as shown in Figure 9.18.

(o) () (o)

|update contact group details

Group Name “Executives® in Accounts in Zipcode 23510 and € =

|Update contact critekia for this group ) |
| . Selected criteria and contacts:
 Choose specific contacts:
[Add/Remove Contacts) A —— ”
i-ZiP Code (is) 23510 [Account Contacts]
| |zip Code (is) 06006 [Account Contacts]
Cemric CRM_ B |
Records 1 to 2 of 2 totad [Previows |Next] &
I
| Senrepjsme __~ cempamy Email =

1. | Kimberly Clarkson
2. | Willie Wilborn

Figure 9.18 Group Preview

Click Save to add this new group.

[PrevicusiMext] Fage (1 | of 1, fems par page: (10

- - l
| esteondanothareompany com
:ulﬁﬂlannﬂ'rcrmmpum-.mm
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9.8 Adding Messages

A message, which explains the campaign, must be attached to a campaign. You can

prepare and save a number of messages in advance and then use them for your
campaigns later.

Click Create Messages located on the Communications home page or Messages

on the module's main menu to view a list of all available campaign messages, as
shown in Figure 9.19.

Add Mes=ane
DABCDEFGHIJKLMNOPORSTUVWXY Z

|Mw,..I Messages _;I Records 1 to 1 of 1 total [Previcus|Next] &
Name ‘Subject Description Entered By Last Modified
Largse Account | January January
7!115?.51?&&{ r_lPED._F".T”gS Fflggggstr Cracraft, Andy | 6/22/2006 12:48 PM EDT
View Details

customers

: [Z medify
Clane age Il. of 1, Items per page: |10 = EI
T Celete

Figure 9.19 Messages List

To view how a message will look to its recipient, click the message name. You will
be taken to the Message Details page, as shown in Figure 9.20. Clicking the action

icon, displays a context menu, which provides options to perform the following
tasks:

e Modify a message
e Delete a message

¢ Clone a message
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(modsfy ) (Delere) (Clone

Message Detalls
Marme | Large Account Mewsletter Update - 1 January

internal | January newsletter to biggest customers
Description

Message From! boballen@fictitiousco.com
Subject: January happenings at Shoe World

L
=

=Dwear Bob, '
=

= Below are a few of the naw things we thought you might want to know about as a member
of our Gold Shoe Club.

=

=

= Mew store ours on Friday: Maow from B:00 AM to 7 PM
s The cocktall bar will even be epen on Sundays
& Our new price Hst will be owt on the 12th

= Sign-up for pre-ardering can be done by clicking on the survey link below

Sincerely,
=

=Frank Jones
*NPKey Accounts
=

"Clone

Figure 9.20 Message Details

To add a new message, click the Add Message on the Message List page, as shown
in Figure 9.19. The New Message page is displayed as shown in Figure 9.21.
Specify the name, internal description, and access type of the message. You can
select from the following access types:

e Public. This option allows everyone to use this message while creating
campaigns.

e Personal. This option allows only you to use the message.

e Controlled-Hierarchy. This option allows you to view only those messages that
are owned by you, and the ones owned by your subordinates.

You can compose a message and can also attach documents to the message. For
more information on adding attachments, refer to Section 4.6, “Sending
Messages”.
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New Message

Marne I

Internal
Description

Access Type || Controlled-Hierarchy 'I

Message | Fram: |

* (Email address)

Subject: |

i— i
e
i

= |

Path:

*
| - Styles - = || - Format - -
LE SO ww

| |—2[E = <|a

Attachrnents

None Selected =

Save Message Cance|

[Zelect] [Clear]

Figure 9.21 New Message Page

Note: You should specify the sender’s address in the From field. Enter the subject
of the message and the content. You can use a multi-featured text/ HTML

editor to make your message more appealing.
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| Update Message I Cancel I

Mew Message

MName |Busines:s Newsletter Update - February

Internal

iesrriphn |Februar‘,¢ Mewsletter to customers

Access Type ICDntrDIIEd—HiErarchy_;I

Message | Frgm;: |a||isan.tc:m@eil.cc:rn *# (Email address)

Subject: |Februar",l MNewsletter -
B 7 U 2| = ||-Styles - > ||~ Fomat - =]
| LI @Ry

= | |23 3| = | — 2[E| = * | 2

Dear s{firstname},

e
il

-— 1—|

Below are a few of the new things we thought you might want to tnow about
as a member of our Gold Shoe Club.

Mew store ours on Friday: Now from 8:00 AM to 7 PM

The cockkail bar will even ke open on Sundays

Our new price list will be out on the 12th

Sign-up for pre-ordering czn be done by clicking on the survay link
below

L

Path:

Attachments | [Mone Selected [Select] [Clear]

Update Me=s=zage I Cancell

Figure 9.22 Modifying a Message

To personalize your message, you can use some command words in the message
body, as shown in Figure 9.22. When the message is sent to each individual
contact, the command words are automatically replaced with the contact's details
stored in the database. Following are the command words you can use:

e ${name}, which refers to the contact's full name

e ${firstname}, which refers to the contact's first name

e ${lastname}, which refers to the contact's last name

e ${department}, which refers to the contact's department

e ${company}, which refers to the contact's company

You could, for example, begin your message with "Dear ${name}," and finish with
"Looking forward to further cooperation with "$ { company}". Once you are
satisfied with your message, click Update Message to save the message and return
to the Message List page.

9.9 Adding Attachments

You can add campaign attachments to make your campaigns informative and to
get your customers more involved. You can attach the following items to the
campaign:

e Files
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e Address update requests
e Interactive surveys

You can attach files and address update requests to a campaign directly, but you
must create drafts to attach surveys.

Click Create Attachments on the Communications home page or Attachments on
the module's main menu. The Create Attachments page is displayed, as shown in
Figure 9.23.

Custormize and configure yvour Campaigns with the fallowing attachrments:

;_Suruexs

Create interactive surveys using quantitative, qualitative and open-ended questions, Once assaociated
Ewith a campaign, the responses can be reviewed and analyzed,

Figure 9.23 Create Attachments Page

The Surveys link enables you to access the available survey list, as shown in Figure
9.24.

AddaSuweg(/
QABCDEFGHIJKLMNOPORSTUVWXY Z

If‘-'l',.- Sur‘ve-,fs;i Records 1 to 1 of 1 total [Previcus|Mext] &
Name Entered By Last Modified
Gold Shoe Club - Pre-Sagason Survey Andy Cracraft | 6/22/2006 12:48 PM EDT
View Details

Modify Page | of 1, Items per page: [10 »] Go|
fg Delete

Figure 9.24 Surveys List

When you click a survey name, the survey details page is displayed, as shown in
Figure 9.25. The page lists the following information:

e Survey name
e Description

e Creation and modification dates
In the body of the survey, you can view:

e Introduction text

e Questions

e Thank you footer

On the details page, you can perform the following tasks:
e Modify the survey whose details you are viewing

e Delete the survey
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e Preview the survey

'T_Hum{'.'_“_' "'_E?Nﬂf Sunﬂl_" _':h\:vlew_\

= il

(Survey Patalls

Mame | Gold Shoe Club - Pre-Seasdon Survey

Dascription | Sent to large accounts for them to do o pre-season order
Entered By | Ananth Balasubramanyam

Date | 12/12/2005 5:45 PM EST

Last Modified | Ananth Balasubramanyam

By
Date | 12/12/2005 5:45 PM EST

Survey Introduction Text

Thank you for giving us your “Fre-Season”™ order. As you know, this order entitles you 1o a2 10% discount
because it allows us to better manage cur production output over the coming year.<bs > <br>Just click next
o any of the packages your interested in and a key account rep will call you back in the next few days and
additional marketing information will be automatically e-mailed to you,

Survey Questions

1. Put a check box naxt to any of the packages you're interested in

Package 1: 10,000 Units - Mixed Allobment
Package 2: 50,000 Units - Mixed Allotment
Package 3: 100,000 Units - Mixed Allotmant
Package 4; Bergdorf Ling - Mixed

Package 5: Bergdor! Line - Premiurm
Package &: Charlle Brown Line = Mixed
Package ¥ Charlle Brown Ling - Premium
Package 8: Mike Line - Mixed

Prckage 9: Mike Line - Sports

Figure 9.25 Survey Details

To add a new survey, click the Add a Survey link. An entry form is displayed, as
shown in Figure 9.26. Follow the survey wizard to create your survey, by entering
the following details:

e Survey name

e Description

e Introduction text

This text is displayed when the user clicks the link to take a survey.

e Thank you text

This text is displayed when the user submits the survey.

Note: Ensure that the introduction text is a concise and catchy introduction

to the survey.
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(Mexe=) fSaved [ Cancel)

Step L Survey Details
Enter the survey

Name | e |
name here

Description |

[ntroduction | This i$ the text the user sees first when they click on the link to take a survey:
Toxt

Thank YouTaxt | This |5 the text the user sees aftor they have sulimitted & surviy:

(Mem>) (e (caneat’
Figure 9.26 Survey: Adding a Survey

Clicking Next will display a page that enables you to compose your survey, by
adding as many questions as you like. The page displayed is shown in Figure 9.27.

‘Lo & Add | Fimeed  Camcel

=M g - -

Quastion Ty

Quanlitabres ing coarmantil
Require  guasticatsee fwith commentsl
Hem Lai

.:5‘1“! PR W
Figure 9.27 Survey: Adding Questions
To add a question, click the Add a Question link. A question template is displayed.

Enter the question and select its type from the Question Type drop-down list,
which contains the following options:

e Open-Ended. Selecting this option will not have answer choices.

In the open-ended question type, users taking the survey answer the question in
their own words.

¢ Quantitative (no comments). Selecting this option allows the users to pick one of
the available choices as an answer to the question.

¢ Quantitative (with comments). Selecting this option allows the users to pick one
of the available choices as an answer to the question, and make an arbitrary
comment.

e Items List. Selecting this option allows the users to mark one or more list items as
an answer to the question.
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Note: The tab Edit Items is enabled for the questions in the items list. Use

this tab to list all possible answers you provide to a question.

The details of the survey are displayed by clicking Preview. The survey details are

listed as shown in Figure 9.28.

[nodify ) [Debers Survey | Preview |

Description i

Entered By |
Date | 1

jSurvay Introd

Thank you far gl
pecause it allows
to any of the pack
additional markat

il. Fut a check q
: O Package 1
=B -Fa:k,age 2
8 |Peckage 3

-?m:lsagt -IE

=

Package ;

Wab Survey

Thank you for giwing us your “Pre-Season” order. As you know, this order entifes
yeu to a 10% discount becauss & allows us to beller manage cur production cautput
owir the coming year.<bre=bre>Just chek next to ary of the packages your
interested in and a key account rep will call you back in the next few days and
additional marketing information will b automatically &-maded b youw

1. Put e chock Box nist to any of the packages you'ne inborested in
| | Package 1: 10,000 Units - Mixed Alotment

Package 2 SOLG00 Units - Micid Alsbrent

Package 3 100,000 Units - Mixed Alltmant

=
LE}

@

Package 4 Bergdar Ling - Mived

Package 5 Bergdort Line - Presmium

Package & Charlie Brown Line - Mmed

D |

Package 7: Charlie Brown Ling - Premium

Package 8: Kbke Line » Mived

@

Package 9: Keke Line - Sports

Sulimat Sunay |

—

) Centric CRM ___;-%

Figure 9.28 Preview a Survey

To modify the survey, go back to the Survey Details page. You can also delete the

survey and begin a fresh survey.
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CHAPTER

10

Managing Projects

This chapter provides information on the Projects module of Centric CRM. This
module enables individuals and organizations to share information with each other.

This chapter contains the following sections:

0 Section 10.1, “How Does This Module Help You?”
Section 10.2, “Viewing New Projects”
Section 10.3, “Adding a Project”

Section 10.4, “Searching for a Project”

O Oo o O

Section 10.5, “Accepting Invitations”

10.1 How Does This Module Help You?

The Projects module facilitates communication between an organization and its
customers by allowing information to be accessed by all authorized persons, both
internally and externally.

Centric CRM Projects is a web-based project management application that allows
sharing of information with the following personnel:

e Employees

e Clients

e Vendors

e Friends

e Family

The information shared is made easily accessible and secure.

You can create a project by specifying a name, creating news articles, and inviting
others to your project. Even if the users are not members of the Centric CRM
projects, an email message is sent requesting them to join your project. You can
access the Projects module by clicking the Projects tab, as shown in Figure 10.1.

EHDmP:YPagB Leads | Contacts | Pipeline | Accounts | Products | Quotes | Communications elp Desk | Docurments |Employess | Reports i

ashb-oat.’d List add Search Inv-itations

Figure 10.1 Projects Menu Bar
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10.2 Viewing New Projects

The following options are available on the menu bar, as shown in Figure 10.1:
e Dashboard. This is the default page of the module.

e List. This option lists the projects.

e Add. This option enables you to add new projects.

e Search. This option enables you to search for a particular project.

e Invitations. This option lists the project invitations you have received.

The Dashboard page is displayed by default when you click the Projects tab, as
shown in Figure 10.2. This page displays the most recent activity of the projects,
you belong to. The default view displays activities of the last 48 hours, but you can
select to view activities up to the last 30 days.

A blank list is displayed if there are no activities or projects. If items are displayed,
you will view recent activities for the following items:

e Recent news articles

e Recent messages from the discussion forum
e Recent documents that have been submitted
e Pending activities that are assigned to you

e Tickets that are assigned to you, or are unassigned
Click a project to view its details and Show More to view more projects.

||F_“j The follewing items are the latest from each of your projects.

3 [Last 48 Hours =]
News (Show More) Records 1 to 1 of 1 total & | Activities {Show More) Records 1 to 3 of 3 total &
#ll Mainienance Schedul Andy Cracraft Confirm delivery S
AAA Automative Gork AAA Automotive Gork 7/6/06 EDT
= oy &/26/2006 .
Implementation Timeline Implemertation Timaline
Complate asset information form in
Discussion (Show More] Records 1to 1 of 1 total O Centric CRM e
: AMA Automotive Gork ARSI
= ]-M ) o Andy Cracraft Implementation Timeline
AAR _a—\,d.c:'r.n,.li.-c __,_-u,_,._.l-;. 6/26/2008
Implementation Timeline Hardware QA'd
AAA Automotive Gork /7106 EDT
Im T ation T ]
Documents (Show More) Records 1 to 1 of 1 total £ ImaismantstonTimaline
-'.:_'_ Harkeurg Document Andy Cracraft Tickets (Show More) Mo records to display &

AAA Automotive Gork
Implementation Timelines

SHE0/003 Mo tickets found.

Figure 10.2 Dashboard

10.2.1 Adding News to a Project

News on the Dashboard page lists links displaying the subjects of the posted news
articles (for example, Maintenance Schedule) and green coloured links displaying
the project title, as shown in Figure 10.2. Clicking the project title link, displays the
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Project Center page. When you click News on this page, a list of news articles will
be displayed, as shown in Figure 10.3.

'E} AAA Automotive Gork Imple[;aentatiun Timeline {Pole: Project Lead)
The overniew project plan to implement the Gork for A& Automotive
S S s S e el Tt | A T T .l_-.:
Al
i s A
B [current News =] Records 1 to 2 of 2 total [Previous|Next] &
£ ) Maintenance Schedule
By Andy Cracraft - Posted on 6/26/2006 2:35 AM & Email [# Edit t8 Delets
These servers will be affected by the following maintenance periods
Sservername
Tiger - 3rd July 10.30pm - 2.00 am
Hawk - 4th July 10.30 pm - 2.00 am

Figure 10.3 News Page

News articles are bits of news that you can add to your project for others to review.
Others can also add news items if you provide access to them to do so.

Click Add News Article, as shown in Figure 10.3 to add a news article. A form
with a set of fields as specified below is displayed, as shown in Figure 10.4.

e Status. This field indicates whether the article is displayed when users view news
articles. You can select from the following options:

m Draft. Select this option if you have not finished composing the article

You can finish the article later, but it will be displayed in the current news list.
Other users cannot view this article unless they have access to Draft articles.

= Unapproved. Select this option if you have completed the article, but would like
the article to be approved before allowing others to view it.

You can view this article in your current news list, but others will not be able
to view unless they have access to Unapproved articles.

u Published. Select this option if the article is completed, approved, and ready to
be viewed by other users.

e Position. This field indicates the order of listing of articles.

Articles are displayed in the list by the most recent date first. If you want certain
articles to be displayed before the remaining articles, regardless of their date
setting, you can group them by position such that lower numbered articles are
displayed before higher numbered articles. By default, 10 is used for all articles,
so the articles 1-9 will be displayed before 10.

e Start Date/Time. This field indicates the specific date and time at which the
article is allowed to be viewed.

Prior to this time, only users who can view unreleased articles have access to
this article. When the start date/time occurs, the article will automatically be
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displayed in the current news list and the rest of the users in your project, with
access to news article list, can view the article.

7 News > Add,_

Save | Save and Add & Page | Cancel I
atus | &

Position '! 0 * Ll::l.'.rer numbered rrressages ap;:lear heﬂ:ire hlgher numhered messages

start r::vatemme'isfza.fzuns IE atlns_i |5-:: __1Epr-1 ___El GNT-5 Eastern US ;J

Dateﬂlﬁgl] @ at |12 =]: I':":.Ji-*'-ﬂ _...JIGMT 5 Eastern US |

Catﬂﬂﬂ'r'r' ! NclnE .- 'I edltllst
Lml-c.'h:! L|5t| - None - vl

Sul:uectll
Intro(Fage 1)l § 7 U #¢ | = = = = |[“sybes - =]|-Fomat- =] 4
= = | = gm| | & B F woen & | 53 abr
= | .| | | — @2 |E| = x| Q

Figure 10.4 Add New Article
e Archive Date/Time. This field indicates the specific date and time at which the
article should be archived from the default view.
Users who have access to archived articles will be able to review them.
e Subject. This field indicates the headline of the article
e Intro. This option displays an introduction to the article

The user is also given an option to view any additional pages by clicking the
Read more link that is displayed when an article has additional pages.

After completing the news article and entering all information, click Save to save

the article. If you wish to add an additional page to the article, click Save and Add
a Page.

Your article is displayed when you click the News tab in your project.

10.2.2 Adding Forums

While news articles provide access to information on projects, discussion groups
allow informal exchange of information.

Click Discussion on the Project Center page to view forums for discussing
projects.
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@ AAA Automotive Gork Implementation Timeline (Rale: Praject Lead)
The averview project plan to implement the Gork far 284 Autarmotive

"Discussion )

Lists ~ Plan | Tickets Accounts | Team | Details | Sotup [

E Forums

New Forum

Forums 1 to 1 of 1 totel [Previous|Next] &

| |Forum Topics Posts Last Post |
| & | Technical Musings 1 1 |6/26/2005 8:32 AM EDT |
L& niew Forum B e el S Andy Craceaft |
Medify Farum
!.lluusINl:xt] Fage |1 of 1, Items per gaq::llﬂ ',i Gﬂl
9 Delete Forum [

Figure 10.5 Discussion Page

Discussion groups contain forums, topics, and messages.

Forums provide categorization of the topics being discussed. For example, you can
have forums for suggestions, status reports, or resources. Depending on the size of
the project, there may be a number of forums. To view a discussion forum, click

View Forum from the options. You can also modify or delete it, as shown in Figure
10.5.

Once a forum has been created, you need to create a topic for discussion. A topic

consists of a subject and a message. Forums may have multiple topics. Click New
Forum to start a new discussion forum and New Topic to add new topic under a

particular forum. Once a topic has been posted, other team members can reply by
clicking Post Reply, as shown in Figure 10.6.

@] AAA Automotive Gork Implementation Timeline (Role: Project Lead)
The overview project plan to implement the Gork for A48 Automotive

m (Tl Documents | Lists | Plan | Tickets | Accounts Team | Details = Setup

=] Forums > & ' ings = = Lunch Meeting Summary

() Post Reply

Lunch Meeting Summary

?:d.ﬂ-nl«dd]y Cracraft - Posted on 6/26/2006 £:32 AM EDT @ Quote this message @ Edit topic & Delete Topic
e

Mo replies to display [Frevious|Next] &

Lunch Mesting Notes: _
= Meed to improve customer services
- Faster servicing rate per hour

Figure 10.6 Discussion Forum Details
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10.2.3 Managing Documents

The Projects module provides its users with a sophisticated document
management tool. This feature enables you to store different versions of
documents in a hierarchy of folders. Click the Documents tab on the Projects
Center page to view a list of folders and files that belong to a project, as shown in

Figure 10.7.

R

{(¥) AAA Automotive Gork Implementation Timeline
The overview project plan to implement the Gork for A84 Automotive

{Role: Project Lead

ﬁ Top Falder
@ Mew Folder | m Submit File
|File | Type Size
ﬂ]' &5 Group Time Shests sider |0 ftams
3 | B Marketing Docs felder | 1 itam
iew Faolder ity
fai] Rename Folder [ folder | O items
i Lﬁ, i e 1 oy
,‘1 Delete Foldes and Mave folder | O items
d folder

Version

6/22/2006 12:48 PM EDT

6/22/2006 12:45 FM EOT

Date Modified

5222006 12:48 PM EDT
__ Andy Cracraft

Andy Cracraft

6/22/2006 12:48 PM EDT
Andy Cracraft

Andy Cracraft

Figure 10.7 Documents Page

To create a folder, click New Folder and to store a file, click Submit File. While
uploading a file, enter a subject for the file that gets displayed in the list. You can
store documents at the top level, or navigate into any available folder and store a

file there.

Files existing in the document library, are displayed in the list.

Centric CRM 4.1 User’s Guide 206



Managing Projects

@ AAA Automotive Gork Implementation Timeline (Role: Praject Lead’
The overview project plan to implement the Gork for A84 Automotive

{# Top Folder = Marksting Docs

@ Jul &m@

File _ |Typrl.-_5ize EVEr!iun?Date Modified |

= ||F] Marketing Document | d [ 6/26/2006 8:34 AWM EOT
1 x 309 k 1.0

’]‘ 3 e [ Andy Cracraft |

at?‘.fiew File History

[ Download File
|EI| Wiew File Contents
f“| Rename File

ﬁ] Add Version
LB, Mave File
9 Delete Fil 6/26/2006 6:08:31 PM EDT
iabial e, right 2000-2006 Dark Horse Ventures, LLC » Al rights resarvad,

Figure 10.8 File Operations
Clicking the action icon, displays a context menu with the following options, as
shown in Figure 10.8:

e View File History. This option displays the versions that exist for a file and the
number of times each version has been downloaded

e Download File. This option enables you to download files to your computer
e View File Contents. Selecting this option displays the files in a pop-up window.
Files of following types will be displayed:
= PDF
u Excel
= HTML
m Text
= Word
e Rename File. This option enables you to rename a file

e Add Version. This option enables you to upload a new version of an existing
document.
The existing file will not be altered, and can be downloaded or deleted
separately. Version numbers are indicated as specified below:

= Major. This option indicates that a substantial amount of content has been
added or modified

= Minor. This option indicates that some amount of content has been added or
modified

m  Changes. This option indicates that small amount of content has been added or
modified
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e Move File. This option allows you to move the file to another folder.
e Delete File. This file enables you to deletes the file and all versions of the file.

To delete only the version of the file, click View File History for additional
options.

In this history page, you can perform the following tasks:
u Add a new folder

Submit a file to a folder

Rename a folder

Delete a folder

10.2.4 Viewing Lists

Lists allows you to place items in a list. that can be marked incomplete or complete.
You can jot down related items to be referenced later.

Projects can contain any number of lists and each list can contain any number of
items. An item on the list can also contain a memo area.

@ Focus Project (Role; Project Lead)

new project as suggested by Focus

News. | Discussion | Documents (L) Pian | Tickets | accaunts | Team | Details | setip

ﬁ Lists

Lists 1 to 1 of 1 total &
| st Items Last Post|
& [E]new 0 =

Figure 10.9 Lists Page

Click List on the Project Center page or the menu bar to view the lists page, as
shown in Figure 10.9. Click New List located at the top of the page to add a new
list.

10.2.5 Adding Plans

Plans helps in creating a high-level view of project objectives as well as providing
low-level details. Click the Plan tab from the Project Center page or Activities
from the dashboard page. You always start the plan with an outline.

Outlines is used to organize objectives for the project. Click New Outline to create
an outline. A page with the following details is displayed, as shown in Figure
10.11:

o Title. This field describes the project objective
e Details. A text describing the goals of the outline is displayed.

The outline may contain activities and assignments.
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e Requested by. This field indicates the person who might have initiated the plan.

e Department or Company. This field indicates the name of the organization that
might have initiated the plan.

o Expected Dates. This field indicates the date on which the plan is expected to
begin and the date on which it is expected to be completed.

o Level of Effort. This field indicates an estimated time for completion of the
objective, and the actual time taken for completion.

e Status. This field indicates whether the outline is approved and/or closed
(complete).

ws | Di

nts | Lists B Tickets | Accounts | Team | Details

[ outlines = add

Save | | Cancel

|Add Outline

Title | [| J

Details || I

Requested By |

Department ar | [

Company | -
Expected Dates | geart| | @ [6MT+5:30 Calcutta |
Finishsl | GMT+5:30 Calcutta |
Level of Ef'fc""tiEstimated:; Minute(s) |

actual] | [Minute(s) ¥
Btatis | [ outline Approved
| [ outline Closed
Save || Cancel |

Figure 10.10 Creating a New outline

After entering all the fields, click Save to save the outline.

Once you have created the outline, an item in the list with a progress of zero (0)
activities is displayed.

Clicking the action icon displays the context menu. You can view the outline
details by clicking View Outline Details from this menu, or by clicking the name
of the outline in the list, as shown in Figure 10.11.
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@ AAA Automotive Gork Implementation Timeline (Reole: Project Lead
The overview project plan to implement the Gork for AAA Automotive

| Tickets | Accounts | Team | Details | Setup

I outlines
|:__51 New Outline
|Dpen Cutlines "I Records 1 to 2 of 2 total [Previous|Next] O
StartBate—— Description Progress Effort
& | 6/25/2006 EDT | & pelivery B progresz: [ | Due: 7/2/2006 7:45 PM EDT |
| Reguested By B. Franklin / | (4 of & activities are complete) | LOE: 100 Hours
| FPostal
gl 7/10/2006 ECT | & Training [ rrogress: [PV | Cve: 5/7/2006 7:45 PM EDT
| tew Outline Details sted By T. (3 of 6 activibies are complete) | LOE: 24 Hours
: : Levigians
|@ Edit Outline Details h{:-usll;
|ﬁ Delate Outling icus|Mext] Page |1 of 1, Itams per page: |5|:| *l EI

0O Item is incomplete
& Item has besn completed
& [tem has not been approved

Figure 10.11 Plan Outline
The Plan Outline page is displayed. You can add an activity by clicking Add
Activity Folder or Add Activity.

Clicking the name of the outline displays a context menu which will provide you
with the following options:

e View Outline Details
e Add Activity Folder

e Add Activity

An activity folder allows you to create sections in your outline, as shown in Figure
10.12. This is useful while building an outline without deciding how to group
activities.
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Projects > List = Project Cenler

@ AAA Automotive Gork Implementation Timeline (Rele: Project Lead
The overview project plan to implement the Gork for AAA Automotive

Mews | Discussion | Documents | Lists [QWaELW Tickets | Accounts | Team | Details | Setup
I putlings = Delivery
B8 [all activites =] [All Priorities =]

Plan Qutline ) Pri | Assigned To |Effort |Start End
=l eetvery (11 items ) 100 Hours}s/25/2006 EDT(7/2/2006 ECT|
1. E| = Hardware Ordering
2. 1 ldh order materials Normal| Andy Cracraft| 5 Hours 6/28f08 EDT
3. i Check to see if order received INormal| Tom Manos 1 Hour - |
4. | o Send raceived equipment to project [(NormalpMatt Rajkewskil 1 Hour L5

lead

5. Normal| Andy Cracraft| 2 Hours 7/6/06 EDT
E. 4 Normal| Andy Cracraft| 1 Hour 7i7/06 EDOT
Im; Add Activity Eclder
B. @ [P Add Activity Normal| Tom Manas |16 Hours 7/2/06 EDT |
9. \.gl# ey e NormalMatt Rajkowski| 12 Hours 7/3/08 EDT
10. E Delete Activity Normal| Andy Cracraft | 12 Hours 7/7/05 EDT
1 lg ey LI INormal| Tom Manos 1 Hour F/7/06 EDT

0O Item iz incomplete

& [tem has been completed
m Item has been closed

& Item is on hold

Figure 10.12 Plan Outliner

10.2.5.1 Adding Activities

Clicking Add an Activity, displays a pop-up window, as shown in Figure 10.13,
wherein you can enter the following details:
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<M Centric CRM - Microsoft Internet Explorer E|EHE|

Add an Activity |

Description ||| [

Priority | Mormal » i

Indent Level |—1—JI awp |
|

Keywords ,|
|
|Assignment
Assigned To| [~ None Selected -~ |
Level of Effort | eorirnated: Minutels) v|
Actual: Minute(s) v|
Start Date || =
Due Date || | @ | GMT+5:30 Caleutta v
BEOOEES S
Status || Mot Started vl||ow s
Additional Note | Mo
|
[save | [ Save & New ] [ Cancel ]

Figure 10.13 Add an Activity Window
e Add an Activity

m Description. A brief description which indicates a specific task that needs to be
completed

m Indent Level. This field indicates the level of items

As the outline is hierarchical, each item on the outline can be moved to the
left or right.

m Priority. The importance of this activity can be specified from the following
options:

¢ Low
¢ Normal, which is the default
¢+ High
m Keywords. This option contains additional words to track activities.
e Assignment
The Assignments section enables you to enter the following details:

= Assigned to. This option enables you to assign an activity to any member of the
project.

m Level of Effort. This field indicates the estimated time taken for this activity to
be completed and the actual time taken for completion of the activity.
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m Start Date. This field indicates the date on which this activity began.
® Due Date. This field indicates the date by which this activity is to be completed.

e Progress
The Progress section indicates the status of the activity. Status describes the
state of this activity from the following options:
= Not Started - indicates that this activity has not yet started
= In Progress - indicates that this activity has started, but is still in progress
= Complete - indicates that the activity is complete

m Closed - which is used when the activity is not completed, but the activity may
no longer be necessary

®  On Hold - which indicates that this activity is waiting on some other factor
= Waiting on Requirements -which indicates that more information is needed in
order to complete this activity

When all information on the activity has been recorded, select Save or Save &
New.

Save will record the activity and refresh the outline. Save & New will record the
activity, refresh the outline, and provide another form to continue adding
activities.

Once an activity is added to the list, you can select from the following options:

e Add Activity Folder. This option enables you to add an activity folder below the
activity.

e Add Activity. This option enables you to add another activity below the existing
one.

e View/Update this Activity. This option enables you to modify the activity
depending on your permissions, and whether the activity is assigned to you.

Otherwise you are allowed to view the activity without making any changes.

e Delete Activity. This option enables you to delete the activity.

You also have the option of moving the activity item up and down the list, or
indenting the activity to the left and right.

10.2.6 Adding Tickets

Once the project starts, there might be some unexpected issues that need to be
recorded and resolved. The Tickets tab helps you capture these issues.

Tickets indicates issues that can be assigned to a team member. A list of tickets
associated with a project is shown in Figure 10.14.
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Click New Ticket on the Project Center page to add a new ticket.

Projects > List > Project Center

@ AAA Automotive Gork Implementation Timeline (Ruole: Project Lead
The overview project plan to implemeant the Gork for A48 Automotive
Mews | Discussion Documents | Lists @ Accounts | Team | Details
' Tickets
New Ticket
E'It}pﬂn Tickets ‘I Tickets 1 to 1 of 1 total [Previous|Next] &
| 1d |Status Issue |Priority Assigned To Age * Last Modified
: |]lll‘lﬂil]‘.| open [_Repa_r_t_s_are not displaying Mext 0d Oh | 6/26/2006 6:17 PM EDT
‘ e ikt onal characters

Edit Ticket
'@ ious|Next) Pageil of 1, Items per page: |1|:r vi Gul

i 9 Drelete Ticket

Figure 10.14 Tickets Page

A new page is displayed, as shown in Figure 10.15.

# Tickets > Add

Save | | Cancel

Classification

Issue

Severity
_A.'s.s"ignm'eﬁt 2
Priority

Assign To |—— Mone Selected -- \r|

|| | @ at[12 v {00 v]am v]cmTes:30 Caleutta v

User Comments

Resolution
Solution

[ close ticket

Save | | Cancel

Figure 10.15 Add Ticket Page
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The information to be entered on this page can be divided into the following three
sections, which are described in detail:

e C(lassifications
e Assignment

e Resolution

10.2.6.1 Setting Classifications

The Classifications section indicates any issue that has come up. The issue can be a
request for information or a problem that has occurred.

The severity of the issue, which describes the impact on the project, can be selected
from the following options:

e Normal
e Important

e C(ritical

10.2.6.2 Adding Assignments
The Assignments tab indicates the date by when the issue is to be resolved. You
can select from the following options:

e Scheduled. This option enables the team member assigned to take care of the
issue whenever convenient

e Next. This option enables the team member assigned to take care of this issue
ahead of other lower priority items

e Immediate. This option enables the team member assigned to take care of this
issue immediately because the impact is severe

You may enter the following information:
e Assign To. This field displays the team member who has been assigned this ticket

o User Comments. This field displays any additional comments that are not part of
the issue

A ticket can have any number of comments. Each comment is dated and
attributed to the user who made a comment and is later displayed in the ticket
history.

e Estimated Resolution Date. This field displays the date by which this issue is
expected to be resolved

10.2.6.3 Adding Resolution

The Resolution tab displays the solution to the ticket. The solution is a description
of how the ticket was resolved.
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10.2.6.4 Closing a Ticket

You can check the Close Ticket checkbox located at the bottom, as shown in Figure
10.15. This indicates that the ticket is complete and needs no further action.

Once a ticket has been added, its details can be reviewed. A ticket also contains a
history in which you can view the progress or escalation that has occurred with the
ticket.

Once a ticket has been closed, you can re-open the ticket later, if necessary.

10.2.7 Organizing Teams

After configuring the project and adding news article, you need to add contacts to
your projects.

Click the Team tab. The Team page is displayed, as shown in Figure 10.16. The first
page will display a list of currently added team members and some information
about them. Your name will be added automatically when you create a new
project.

To add team members, click the Modify Team link. The Modify Team page is
displayed, as shown in Figure 10.17.

{B AAA Automotive Gork Implementation Timeline [Rela: Praject Lead)
The overview project plan to implement the Gork for A&A Automotive

Team "
Modify Team
immediately’changs the team member's role by making changes below
Employess Records 1 to 3 of 3 total O
Role _ IdName /Status  Last Accessed
[Froject Lead =] | 1 | Andy Cracraft / Sales | Added 6/22/2006 EDT | 6/26/2006 EOT
| |pad j m@vahoo.com [
Itnntribumr ‘-I | 3 | Tom Manos / Engineering | Invited 6/22/2006 EDT | -
tomEcompany.com
ID:':IS\E ruer ‘-I |2 | matt Rajkowski / Engineering | Invited 6/22/2006 EDT | --
| matt@company.oom |
Agcount Contacts Mo records to display O
Role Id Name |Status Last Accessed

Account contact team has not been defined

Figure 10.16 Teams Page
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@ AAA Automotive Gork Implementation Timeline (Role: Project Lead)

The overview project plan to implement the Gork for AAA Autormniotive

ws | Discussion | Documents

[ Lists | Plan | Tickets | Accounts

Ejngm = Ml:dif;:

-

Todify Team Members

add a user from:

Team Members

[ Open Projects
Closed Projects

Department list Mart Rajkowski
Accounts

Andy Cracraft
Tom Manos

{click contact to remaowve)

Update Team Cancel Changes |
Figure 10.17 Modify Team

A page with list boxes, some of which are empty, is displayed. The list on the
extreme right shows you the team members of your project. The list on the far left
displays channels through which you can add team members.

Note: For more information on this feature, refer to Section 12.5.2, “Viewing
Team Page”.

All added team members are initially identified as Invited. This indicates that you want

them to be on this project, but want them to inform you of this action. You want the team
members to login to Centric CRM Projects to accept the invitation. If the team members do
not have an account, they will receive an email that allows them to register with Centric
CRM Projects before accepting your invitation.

Team members can be added from the following projects:

e Open Projects. This option enables you to add contacts from your existing
projects.

e Closed Projects. This option enables you to add contacts from your closed
projects.

e Email address. This option enables you to invite the contacts by their email
address if they are not listed in any of your projects.

You will be asked either to select a project from which you want to invite a contact,
or enter an email address. After selecting a contact, ensure the selected contact is
displayed in the list on the right side before continuing. To remove team members
from your project, select the contacts from the right column and they will be
removed when the team is updated.
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After modifying the team, click Update Team to commit the changes. If you have
added a contact by email address, and Centric CRM Projects is not familiar with
that address, you will be asked if you are certain you would like to invite them to
the project. If you select Yes, you must enter their first and last names.

When contacts are added to a project, whether they are users of Centric CRM or
not, an email will be sent to each contact inviting them to your project. When you
view the list of users, you can modify their role in the project by selecting from the
options next to their names. The system immediately updates the user's role after
modifying the same.

10.2.8 Viewing Details

The Details tab displays the details of a project, as shown in Figure 10.18.

@ AAA Automotive Gork Implementation Timeline (Role: Project Lead)
The overview project plan to implemant the Gork for AAA Autamotive

“']F ’Kﬂr Details

® Overview

Modify Project | Delete Project

{ enera.I.Infnnnati.un

Status | This project was approved on 6/22/2006 12:48 PM EDT

Title | A48 fgtomotive Gork Implementation Timeline
| Short Dezcription | The overview project plan to implement the Gork for AAA Automotive
Start Date | 6/22/2006 12:48 PM EDT

Estimated Close | ;) /006 7:45 PM EDT

Date
Reguested By | John Robinscn
Organization | Robinson Electronics
Budget | 520,000.00
Enté.-'ed . .-‘-“nd-_\r Cracraft &/22/2006 i2:48 PM EDT
.rﬁga.i.fié._;j”g.nd-,f c.}a.;.;ar‘.t-s},,-'.z..g.‘.'-z..jl.jé...Lz;ll-j.;‘;:qED%. S e ke e e e e o)
Figure 10.18 Details Page

The following fields are displayed:

e Status. This field indicates whether the project is pending for approval or cleared.
e Title. This field displays the name of the project.

e Short Description. This field displays a brief description of the project.

e Start Date. This field displays the date on which the project began.

e Estimated Close Date. This field displays the date by which the project is
expected to close.

e Requested by. This field displays the name of the person who requested this
project.
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e Organization. This field displays the name of the organization to which the
person who requested this project belongs.

e Budget.This field indicates the monetary funds set aside for the project.

e Last Date of Entry and Modification

You can choose to modify some details of this project or delete entirely. When you
click Modify, you will be navigated to a form that allows you to change the project
data.

After the necessary modifications have been made, click Update to save the
changes or Cancel to return to the previous screen.

10.2.9 Managing the Setup

As the project lead, you have access to the Setup tab. By clicking Setup you can
configure some of the administrative tasks associated with this project. The
following links are displayed under the Setup tab:

e Customize Project

e Configure Permissions

In Customize Project, if you are a leader of this project, you can decide which tabs
are needed for the project and what the tabs should be called. Changing the names
of the tabs does not change any of the existing functionality for that tab. Turning
off the tabs can be helpful if you do not intend to have any information under that
tab.

If you want to leave the tabs with their default settings, click Cancel.

10.2.10 Setting Up Project Permissions

Within the Setup tab, you also have the choice to configure permissions for a
project. Permissions allow you to define what members of your project can be
allowed to view, add, change, or delete. When you add users to your project, you
need to decide which part of the project will each user can access.

Projects has pre-configured a few types of users, called roles. Each role has a
different set of permissions. The roles are as shown in Figure 10.19. The roles and
their definitions are specified below:

e Project Lead. The owner or manager of the project and has control of the project
data.

The project lead is allowed to configure the project and add, update, and delete
project information. There can be multiple owners or managers for a project.

e Contributor. The person responsible for adding or updating project information.
e Observer. The person who is allowed to review the project.

The observer has read access and is allowed to add or update project-related
information.

e Guest. A user who has a read-only role.
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A guest is a person who is not directly part of the project, but can view some of
the project information.

@l AAA Automotive Gork Implementation Timeling (Role: Project Lead)
The overview project plan to implement the Gork for 244 Automotive

‘Mews Discussion m Plan Tickets | Accounts | Team  Details @
o,

B Setup

Custemize Project | Configure Permissions

To adjust project properties choose Customize Project. Project tabs can be enabled/disabled as well as renamed.
Te adjust project permissions choosse Configure Permissions. Each project has a set of permissions that indicate
which user roles are allowed to perform a project function. By default, the Project Lead role is capable of all
project functions, while a Guest has very limited functiorality.

There are four major roles:

Project Lead: Usually the owner(s) of the project and having the most contrel of the project data

Contributor: Thass that will be respansible for adding or updating related project information

Observer: Those that typically are interested in reviewing the project, they have mostly read access but possibly
allowed to add or update some refated project informaticn

Guest: Typically 2 read-only role... those that are not directly part of the project but have access to review some
of the project information

Figure 10.19 File Setup

Note: Every user added to the project is assigned a role and is provided certain
capabilities within the project.

10.2.11 Configuring Permissions

A list of all permissions that can be adjusted in your project is shown in Figure
10.20. Each tab has a variety of permissions that can be adjusted.
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PR

@ Ans Automotive Gork Implementation Timeline (Role: Frogect Lead)

The owerview project plan to implement the Gork for 484 Automotive

Setup

_Permlnlnns :
! Project Detaills Lowest Role

I Project Lead 'ri

Delete project IPr-::-ject Lead 'i

Team Members Lowest Role
Yiew team members |Guest 'rl

Modify team IF‘roject Lead 'I
Medify team member role |Prn:-j¢ct Lead 'i

l See team member email addresses Il‘_‘lhsewer ri

Figure 10.20 Project Permissions

For example, the first group Project Details contains the following permissions
that can be adjusted:

e View project details - defines which role can view the project details
e Modify project details - defines which role can modify the project details

e Delete project - defines which role can permanently delete a project

Note: Avoid further configuration and make use of defaults until you have
understood the permissions of each project tab well.

10.3 Adding a Project

Clicking the link List from the menu bar, displays the List page, as shown in
Figure 10.21, with a list of all your projects for review.
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Start a Project

| all Open Projects bl Projects 1 to 1 of 1 total &
|Start Date:PrDject Title ~ |Progress
& | 3/21/2007 | training Progress: |
{0 activities) |

Figure 10.21 List Page

You can start a new project by clicking Start a Project on the List page or the Add
link on the menu bar. The Add page is displayed, as shown in Figure 10.22

New Project Information

Tithe

Short
Description

Start Date| 2/27/2006 | [z at [ 10 Fd:[ 30 ) A T8) Ccun-s Eastem us = -

Estimated -

Close Date = ot (12 58 : o0 ) Caw ) [OMT-5 Eastem US

Requested By ; Enter the
- name of the
organization

Organization

Budget| usD [

Statwrs| [ Approved
! Closed

Fsave” Cancel’

Figure 10.22 Add Project

Enter your new project information in the following fields:

e Title. This field refers to a brief name for your project

e Short Description. This field refers to a brief description of your project

e Start Date. This field refers to the date on which the project started or will start

e Estimated Close Date. This field refers to the date on which you intend to finish
the project

e Requested By. This field which refers to the person who might have initiated the
project
It could be the name of a client.

e Organization. This field refers to the organization that might have initiated the
project

It could be the name of a company.

Budget. This field refers to a high-level view of the project budget

This figure generally is an estimate.

Status. This field displays whether the project has been approved or closed
(finished)
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After the details have been entered, click Save. The new project is created. The
Project Center page is displayed, as shown in Figure 10.23. This page displays
information about your new project.

Initially, you are the only member of the project, and no one else has access to it.
You can then configure the project and enter additional project information.

@ Test Project

training

(Role: Project Lead)

f News |r Disc

ﬂ Mews

Mews

@ Add Mews drticle

B | current hews  v]

Mo news articles to display,

Figure 10.23 Project Center Page

10.4 Searching for a Project

Scopd | | AN Projed Daka _i; -

Search

Mo records to display [Previous|Next] &

Click Search from the menu bar to search for a particular project, as shown in
Figure 10.24.

— [ Select the scope

Far

Figure 10.24 Search Project Data

of the project

The Scope field provides the following options to broaden or narrow down your
search:

All Project Data
Discussion
Documents
Lists

Tickets

Plan

Details
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If you select All Project Data, a complete list of all projects is displayed. Clicking
Search, displays the Search Results page, as shown in Figure 10.25.

result for Test (140 ms) Results 1 to 1 of 1 total [Previous|Next] 4
. Project [Test Project]

Test Froject training

Test Project - April 24, 2007 IST

[Previous|Next] Page |1 of 1, Iterns per page: [10 /%

Figure 10.25 Search Results Page

10.5 Accepting Invitations

Projects module hosts projects for a large number of users. If you are invited to a
project, you will receive a message by email allowing you to accept or reject the
invitation.

You can view your pending invitations by clicking Invitations from the menu bar.
This link also shows any unanswered invitations by displaying the number of
invitations in parentheses after the link.

When you have invitations, the list displays each project to which you have been
invited, as well as the person who invited you. Click Accept to join the project, or
Reject to reject the invitation. You can view the project in detail only after
accepting to join the project.

10.5.1 Closing a Project

When you want to close the project, click the Details tab and modify the project.
Indicate the status as Closed. For more information on accessing the Details tab,
refer to “Viewing Details”. A closed project can be re-opened if necessary, but the
closed project will be removed from the project list. If you want to view closed
projects, click Closed Projects in your list.
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CHAPTER

11

Accessing the Help Desk

This chapter provides information on the Help Desk module of Centric CRM. This
module helps you in solving customer problems in the form of trouble tickets.

This chapter contains the following sections:

a

O O O o o a

Section 11.1, “How Does This Module Help You?”
Section 11.2, “Viewing the Help Desk Page”
Section 11.4, “Viewing Ticket Details”

Section 11.3, “Creating a New Ticket”

Section 11.5, “Searching for a Ticket”

Section 11.6, “Adding Defects”

Section 11.7, “Understanding Knowledge Base”

11.1 How Does This Module Help You?

Help Desk module is a web-based trouble ticketing, and issue tracking system that
enables individuals and organizations to track internal problems, or customer
problems and requests. You can use it to store information about a customer issue
that needs to be assigned to the concerned person for action, and tracked to
completion.

It is designed for technical support, but is also useful in marketing, sales, and
business development situations. With the Portal Interface, customers can even
enter and view their own information.

11.2 Viewing the Help Desk Page

The Help Desk page can be accessed by clicking the Help Desk tab. The Help Desk
menu bar is displayed, as shown in Figure 11.1. By default the View Tickets page is
also displayed.
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| ¥

Leads Centacts |Fipeling | Accaunts | Quotes  Commufications | Prajects Lol 8| Documents | Employees | Reparts
B
|Horn= Fage B ' |

View ‘Add  Search Defects  Knowledgs Ez:s. Export
Figure 11.1 Help Desk Menu Bar
The information in this module is organized in such a way enabling you to get a

dashboard view of all the sections.

The basic unit of information in a help desk is a ticket. A ticket is a problem or
request, and can be entered into the system in different ways. It may be from
someone in your organization, or from the entity with the problem or request.

The View Tickets page is divided into the following sections:
e Tickets Assigned to Me

e Other Tickets in My Department

e Tickets Created by Me

o All Tickets

e Assigned to One of My Groups

You can choose to view only those tickets that are relevant to you, as shown in
Figure 11.2.

Centric CRM 4.1 User’s Guide 226



Accessing the Help Desk

Tickets Assigned to Me “(Show More)

Mo recoerds to display &

‘Number Priority Est. Resolution Date Age Company Resource Assigned
R N o e e T S e SR S SR
Other Tickets im My D‘epa rtment fﬁmur_ﬂqﬂ) Recun:fs 1 ta 2 of 2 total &

Humber Priority ::_;:Iutlnn!lkgn ‘Cnmpnnv m‘;ﬁ
& 000097 | As Scheduled EQ?IEDDE | 0d 9h | JF Morgan -- unassigned --
Ne.ed tn cuurdlnat& w&h des:grt";eam [Dpen] -
© |000006 | Next | 2d 17h | GEEFinancials | - unassigned
Problem with the policy details [pen] s e
Tickets Created by Me (Show More) Records 1 1o 5 of 6 total &
Number Priority Fﬁt‘nﬁnlmn Age ‘Cnmpnny :;:?gm
| Date
& | 000007 | As Scheduled | 7/18/2006 | Od 9h | JP Morgan -- unassignad --
AEELERR
Head tn :n-nrdlnate wlth demgrt team [npen]
u annnu v ] e
.—.pr.;m;m T Icl;;.detailsni;:,p:;;}. sckzithad or ot ;
n nnnﬂuz M Schgdulgd .............................. | Edzt}hvm_hutnmntwgn_gpmr ...............................................................
Need to coordinate with engineering the project to get started [open]
©|000003 |Critical | . 4a20h | Ad Qepartmenk: Mialt Rejhowsin.
Wr:ruld Ilke some tralmnn en h:rw to use the new T:trk converter recn:m:l:atnr [une*]
] | Sd zcrh GEE Financials
o the

Figure 11.2 Help Desk Main Screen

Click Show more to view all tickets in a particular category. To go back to the
previous view, click the link Return to Overview, as shown in Figure 11.3.
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Tickets Created by Me {Feturn to Overview~&ecords 1 to 6 of & total [Frevious|Next] &
. % 1 | I

|Number Priority Resu-ll.rl:lnn |[Age Company ::i::;u"rgg
I | | | Date | I [ |
& | poo007 | As Scheduled | 7/18/2006 | od 18h | IP Morgan | == unassigned —- |
Need tn ccordlna‘te mth desrgn team [ pen] |
: R
DGCI Nexr. Etd 2h GEE Flnan._.als | == unassigned --
& .
F’rﬂblem Mth the policy detall5 [ en} |
ﬁ EIU[!E}EIZ As Si:heduied | | 4d sh i Anam Autnmctlve eralr Tom Manos |
| Need ta conrdmate u\lth gngmeermg the pr’njecl: 1'...":1 get 5tarte|:| _[c.,:rer-} |
ﬂ Qo@0D03 | Critical | | 5d sh -'-\u:l Department [ Matt Ra]a{owsk:
Wculd likke some tr'alr‘lng on hr:n'r. to use the. new Tork converter rec:lprccatcr [DD:’:.“l]
ﬁ p_g_i;n_q_rl_ Urgent [ [ sd sh GEE Fmanclals | Tom Manos I
I m unab]e to connect to the flle server. I can connect to Ehe SIaglng server. [Dph..] |
ﬂ I:Il:lﬁCH:IL UrgEf\t l I ?d Sh Aﬁu-'k Autnn‘ctwe Repar - Ma‘"t R.a]rcc:wsks |

[ & modify [ ”—e"'] .............. TR P e e T s
Delete E
Q revious|Next] Page |1 f1, Items per page: |10 | GDI

Figure 11.3 Specific Ticket List Group

The page displays different columns of information about each ticket. The
following information is displayed:

e Clicking the action icon, displays a context menu with the following options only
if you have access to perform these tasks:

m View details of a ticket
= Modify a ticket
m Delete a ticket

e The ticket number which indicates a serial number incremented by one for each
new ticket

e The priority of the ticket

e The estimated resolution date, if one was entered

e The current age of the ticket in days and hours, from when it was first opened
e The company, or account to which the ticket refers

e The person who is assigned the responsibility of resolving the issue.

11.3 Creating a New Ticket

To create a new ticket, click Add from the menu bar, and the Add Ticket page is
displayed, as shown in Figure 11.4. The mandatory fields are as listed below:

e Organization - which is selected from the options
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e Contact - which is selected from the options that reflect the contacts from the
organization selected above

e Issue - which is a detailed description of the issue

Entering data in other fields along with the ones above adds value to the issue
tracking and resolution process. The Add ticket page can be categorized into four
sections which are discussed in detail in the following sections.

11.3.1 Adding New Ticket Information

Adding New Ticket Information is the first section in the Add Ticket page. The
following details can be entered in this section:

o Ticket source.This option enables you to select the method of accessing the ticket
from the following options:

® Email
= Phone
= Web

m Letter

e Service contract number. This option enables you to select the customer’s
contract number.

e Asset - This option enables you to select the asset from the organization.

e Labor Category - This option enables you to select the category to which the
customer belongs.

11.3.2 Adding Classification Details

Adding Classification Details is the second section on the Add Ticket page. The
following details can be entered in this category, as shown in Figure 11.4:

e Location - which enables you to describe the location of the problem
e Category and sub-levels - which allow you to describe the issue in detail

The Category Editor is found in the Admin section. On setting the proper
options, ticket assignment can be based on the selected categories. For more
information, refer to Section 11.3.1, “Adding New Ticket Information”.

e Knowledge Base entries - entries which can be linked to the categories

For a specific set of categories, you can view the knowledge base entries by
clicking the sub-tab Knowledge Base.

e Severity - which allows you to organize problems by their importance
You can select from the following options:
= Normal
= Important

m Critical
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e Action Plan - which enables you to establish a specific sequence of steps to fix the
problem mentioned in the ticket

Select a contact from

the options

Insert | Cancel | 2

Enter the issue here

Add Ticket

Ticket Source

I—— None -- ;.

Ticket State || -- None - -]
Organization | None Selectey * [Select]
Contact || -- None —- =] * [Create New Contact]
Service Contract r r
<A Mone Selected [Select] [Clear]
Azset | None Selected [Select] [Clear]
Labor Category | Mone Selected [Select] [Clear]
Classification
Issue ;I"
=

Location I

I—— None -- vI

|Undeterminedll W automatically populate assignment based on categories

Defect

Category

Sub-level 1 IUndetermined ;I Display Knowledge Base for selected Categories

Sub-level 2

|undetermined =]

Figure 11.4 Add Ticket Page

11.3.3 Adding Assignment Information

The third section on the Add Ticket page is the Adding Assignment Information.
The following details can be entered in this category:

e Priority -This option describes how quickly you want the issue to be addressed
by your organization. You can select from the following options:

= Next

m Critical

= Urgent

= Asscheduled
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o Department- This field displays the department that is responsible for the issue.

* Resource Assigned - This field displays the name of the person responsible for
the issue.

o User Group - This field displays the group of users associated to a ticket.
o Assignment Date- This field displays the date on which the problem occurred.

o Estimated Resolution Date - This field displays the date by which the problem is
expected to be resolved.

All the fields are very important for tracking and reporting.

11.3.4 Adding Resolution Information

The last section on the Add Ticket page is the Adding Resolution Information.
The following details can be entered in this category:

e Cause - which describes the cause of the problem
e Resolution - which describes the method used to fix the issue
e Close Ticket checkbox - which can be checked if you wish to close the ticket

e Resolution date - which displays the date on which the issue was fixed

You must enter as much information as you can to provide a better search, report,
and knowledge base data.

Note: You need not enter all information during ticket creation. Some of the
fields may be updated during problem resolution.

Once the details have been saved, a new ticket is created. You can view the new
ticket you created in the main help desk page. Unless you have set an order of
preference, the latest ticket created is displayed on top.

11.4 Viewing Ticket Details

To view the list of tickets, click View Details or Modify from the context menu, as
shown in Figure 11.3. A list of sub-tabs is displayed on the right, and ticket
information is displayed below the name of the ticket. Click the ticket number to
view the details, and tabs to modify and delete the ticket.

Each sub-tab represents information on different categories of tickets. The
following sub-tabs are displayed, as shown in Figure 11.5:

e Details. Selecting this option displays the basic information about a ticket.

e History. Selecting this option displays a chronological record of every change
made, and action taken against a ticket.

e Activity Log. Selecting this option displays the time spent, and specific services
rendered with respect to a ticket.

This information integrates with the contracts and assets areas.
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e Action Plans. Selecting this option enables you to establish a specific set of steps

to complete, in order to fix the problem mentioned in the ticket.

e Maintenance Notes. This field displays specific actions taken for an issue.

# ¢ ooooo2

"

Status: Cpen

Modify I Delete

Organization: 2424 Automotive Repair Printable Ticket Form

Primary Contact

Name
Title
Email

Phone

wilhe Wilborn
SVP [ Sales
testS@ancthercompany.com

(414) 777-B765

ITic ket Infurmat'fu- n

Ticket State
Ticket Source

Service Contract
Mumber

Asset Serial
Issue

Location
Defect
Category

Seventy

MNumber |

Entered |
| Modified |

-- None --

Phone

Meed to coordinate with engineering the
project to get started

Normal
Andy Cracraft 6/22/2006 12:48 PM EDT
Andy Cracraft 6/22/2006 12:48 PM EDT

Figure 11.5 Ticket Details

e Tasks
e Folders

e Documents

The details are displayed in the following categories:

Cretails
History
Activity Log

Maintenance
Notes

Action Plans
Tasks
Folders

Documents

e Primary Contact. This category provides a brief description of the person having

an issue.

e Ticket Information. This category provides basic information about the issue
such as location and category.

e Assignment. This category provides information on the person responsible for
this issue in the organization.

e Resolution. This category provides information on the solution for the issue, the

cause of the issue, and the date on which it was resolved.
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11.4.1 Viewing Ticket History

The History sub-tab contains a detailed chronological history of every action taken
and modifications to a ticket, from its creation to its resolution.

You cannot make any modifications to this tab as it is a read-only display. You can
review ticket workflow, or do post-issue analysis. The ticket History page is
displayed, as shown in Figure 11.6.

J’ﬁl # 000003

Organization: &d Department ¢ Printable Ticket Form i ;
Details
Status: Open "
Histary
Ticket Log History = ) {:_')
I 3 e e Achivity Lo
| Matt Rajkowski | 6/22/2006 12:48 PM EDT | [ Ticket Opened ] . -
Matt Rajlkowski |6/22/2006 12:48 PM EDT | [ Assigned to Manos, Tom ] E;;ztena“ﬂﬁ
A R ——— Sy, S S N L R S R tiemnasnne iiasiedagan. R s
Matt Rajkowski  6/22/2006 1248 PM EDT [ Department assigried to o
................................. : .| ENgineering ] Action Plans
Matt Rajkowski  6/22/2006 12:458 PM EDT | [ Prionty set to Critical ] P Tasks
Matt Rajlkowski  &/22/2006 1248 PM EDT | [ Severty set to Important ] ! Id
Eab iy atehelibrintitins | et it il . Pt e fismilt b Foldais
Matt Rajkowsli | 6/22/2006 12:48 PM EDT | His questions were too much for =
. I"I'IE.J Tom, clﬁh You hﬂﬁdie Docurnents
Tormn Manos 6/22/2006 1Z:48 PM EDT [ Reassigned from Manos, Tom to
_ Stanford, Larry ]
Torn Manos 6/22/2006 12:48 PM EDT [ Departmment changed from
Enginesring to Legal ]
Torm __r'_hjanoﬁ o _'6322!?01)6 12_:_48 M El::‘r Thi;_cbntrav_:_t_needs _1:_0 be re;nlutd

Figure 11.6 Ticket History Page

11.4.2 Adding Activities

Click the Activity Log sub-tab on the Ticket Details page to view a list of activities
that have been performed against an issue. The issue may be associated with a
contract. When you click the action icon, a context menu is displayed with the
following options:

e View the details of activities

e Modify existing activities

e Delete activities

You can add new activities and schedule follow-up activities.

The activities page is displayed, as shown in Figure 11.7.
Enter the following details, as shown in Figure 11.8:

e Service contract number

e Description of service provided
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e Time taken for its execution including travel time

e Activity date

#f # 000003 |

Organization: &d Departrent {3 Printable Ticket Form .
Details
Status: QOpen
History
Add activities =
Records 1 to 1 of 1 total [Previous|MNext] & Activity Log
'First Last 'Follow! Maintenance
Activity  Activity |, Alert Date Follow Up Description Modified Notes
| Date Date |~ : : :
VGl £/30/2006 6/30/2006 |Yes | 6/29/2006  Due for upgrade &/27/2006 | | AcHon Plans
|] ; ; ) EDT EDT
L View Details S bl s A s Tasks
[ @ Modify i Il of 1, Itermns per page: 1 10 ‘I Go | Folders
ﬁ Delete
i Documents
Figure 11.7 Activity Log
# # nonoo3 "
Organization: &d Deasrtrmant Brirtable Ticket Form ll
gQanization ERArtImEn 5 Datade
Status: Open L
Histary
Save | Camcel 5
_Save | Actvity Log
General Information | | maintenncs
Service Conbract L Mlotes
i L Actan Plans
Per Day Description of Service | | Tasks
Activity Date Travel Time | Labor Time s ok Sesdie B e
[Towards Contract ¥ 1| [Towards Contract v 1 -
| = |III 'ihr; 0 =|ran o 'Ihrs 0 =|min peameNte
| GMT-5 Eastasn LS =] |

Figure 11.8 Add Activity Log

11.4.3 Adding Maintenance Notes

The Maintenance Notes tab on the Ticket Details page, enables you to enter
specific actions taken for an issue that is related to an asset on contract. The page is
displayed, as shown in Figure 11.9.
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15'# 000003

Organization: Ad Department &EEEIEMBI_FED] | ;
Dretails
Stakus: Open Hours Remaining: 0.0 |
History
Serial Mo: SER-23477 Yendor: Bell corp Model: M-27H Location: Mot Specified e
Activity Lag

Service Conbract Mo: 3R-23577 Onsite Service Model: 2457  Start Date: &/8/2006 EDT  End Date: 8/31/2006 EOT
Add Maintenance Hake m““"ﬁ
Records 1 ta 2 of 1 total [Previous|Hest] & Sl i

_ Entersd Date | Description Action Plans
[ 6272006 EOT | Monthly Service Check provided Tasks
It '
| Wigw Datails
B. Modify Frevious |Mext] Pace [1 of 1, 1tarng per page: im | Ga | i Folders
Iﬂ Delets | Dacuments

Figure 11.9 Maintenance Note

To add a maintenance note, an asset must be entered in the ticket creation process.
This can be done using the Add Maintenance Note shown in Figure 11.10.

Help Dask > Viaw Tickets > Ticket Details > Malntenance Notes > Add Maintenance Note
——— K
| # # oooooz | :
Organization: Ad Departrent {3, printable Ticket Form | ;
Status: Op=n Hours Remaining: 0.0 | DAt
Histary
Sava Cancel I
L save'| [ Ganeal | Activity Log
‘General Maintenance Information ::'I;:':Hﬂﬂfll:ﬂ
Deseription of | c e
Service Action Plans
Tagks
A S e . Fnlders
Replacement Parts : Docurnents
Partl I Descripbon 1 I
Partzél Description 2 |
Part:]'l Description 3 I
Snwl Cangel I

Figure 11.10 Add Maintenance Note

You can enter details about the replacement parts that may be required, so that
follow-up by another person becomes easier.
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11.4.4 Adding Action Plans

Ticket action plans are very similar to Accounts action plans. To create an action
plan, click the Add Action Plan link located at the top of the page. Action Plans can
also be added for the ticket from Add Ticket and Modify Ticket pages.

Note: For further information on adding action plans, refer to Section 6.9.1,
“Adding an Action Plan”.

11.4.5 Adding Tasks

Tasks page can be accessed by clicking the Tasks sub-tab on the Ticket Details
page. Tasks are actions assigned to a person in a department. Tasks are useful in
situations where specific actions must be taken to resolve an issue, even when the
actions are cross-department. When an action is assigned to an individual, they are
notified, both on the Centric CRM dashboard, and through email. You can click
Add a Task on the Tasks page, to add a ticket task, as shown in Figure 11.11.

| #F # 000003 ]

&L Erintable Ticket Form I

Organization: Ad Department :
Details

Status: Open Hours Remaining: 0.0 L

Histary
etz -
: : i ' ) Activity Log
Priority Task Assigned To |Due Date Complete Date Age "
X | Maintenanc:s
- ] T P Call 8o sebup 5 time Andy Cracraft | 6/22/2006 ECT -Ma- 4d Motes
[Somtact] b
a8 1 Isend reply note to CSR | Tom Manos | 6/21/2006 EDT - a4d Action Plans
for final response notice -
pectihaly | |
E]:j 1 I Send survey to collateral | Matt Rajkowski | 6/22/2006 EDT - 4d Folders
] " . s in the -
View Details lonzazt Crocurments
[& modify ' : & 2 I
& Delete '

Figure 11.11 Ticket Tasks

11.4.6 Using Folders

Folders are useful for collecting different kinds of information relating to an issue
that is not covered by the basic application. Folders in help desk are identical to
folders elsewhere in Centric CRM. You may create as many folders as you want.
Folders are defined in the Admin module. They can have any number of fields

with various types.
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11.4.7 Using Documents

You must always store documents with an issue. Storing documents with an issue
helps you organize information as specified below:

e Storing technical information about the issue
e Archiving narratives about the issue and its resolution

e Uploading correspondence, related to the issue, with the customers

7 # 000003 |
Organization: Ad Department &, Printable Ticket Form ! T
Status: COpen Hours Remaining: 0.0 L =
History
Top Folder I
8 Tor Activity Log
(¥ Mew Folddr | ] Submit File Mairtensnes
Muotes
File Type Size |Yersion Date Modified P
. .I_ i . | 6/27,/2006 10:39 AM EOT AERLTIC
e ,_a‘»;is_mum pdf | 346k [ 1.0 i

Figure 11.12 Ticket Document

The ticket information can be uploaded from a file by clicking Submit File, as
shown in Figure 11.12.

11.4.8 Viewing Miscellaneous Actions

The other actions that can be performed on a ticket are as follows:
e Printable Ticket Forms - which provides the output as a PDF file for printing

It is very useful when you want to print a ticket in a formal view so that a
technician can take it to the customer site.

e Exporting Tickets - which enables you to filter tickets and manage them

You can also include, or delete information, and create a report in HTML or
spreadsheet format for downloading. To export a ticket, click Export on the
menu bar. The Export Data page is displayed, as shown in Figure 11.13.
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Generats I Cancel I

| Select the ticket criteria

Select ticket category
level from options

Export Data

Type

Subject

Criteria

Sarting

 site

Ticket Category Level 1

Ticket Category Level 2

! ITit:kat Listing _vj

|
[ [Ticket Review

| Tickets Assigned to Me h

=

| [Ticket 1D
I-- Mong -- "i

| Undetermined =]

[| Undetermined |- |

Ticket Category Level 3 | | Undetermined = |

Ticket Category Lavel 4 | Undetermined _;_-_]

Entered Date between w iLab and

8/31/2006

Select fields ta include | Ticket 1D -
Organization Mame

Issue

Location
Entered
Entered By
todified
Modified By

£| all = |
Add =

LI -:Delj

| ]
! Down

Generats i Cancel I

Figure 11.13 Ticket Export -New

You can download the data in . csv format or delete it, as shown in Figure 11.14.
After downloading, you can format and view the data using Excel or any database
program.

g MW o
DABCDEFGHIJELMNDPORSTUYWEYZ
My Exported Data -«:] Records 1 te 1 of 1 total [Previous|Next] O
Subject _ Size Create Date Created By o/L

1k [ 2/11/2006 1:11 AM | Ananth Balasubramanyam o

Brevious|Naxt] Fage (1 | of 1, ltems per page: | 10 P ’G_u“

Figure 11.14 Export Ticket Data

11.5 Searching for a Ticket

You can search for a particular ticket in this module by clicking Search on the
menu bar. A Search Form is displayed, as shown in Figure 11.15.
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Search Tickets .

Ticket Number Il Enter the

description
Iesue I - of the issue
. A R R PR here
Accounts | All [Select] [Clear]
Sewerity I-- Any -- vi
. S A Select the

Priority I-- Any -- ;l - priority
B e e P P P from the
Status | -- Any -- _vJ options

Escalation Level I-- any -- "I

Resource
Assigned

anvone [Change @wner] [Clear]

Assigned Group | Any [Select] [Clear]

IF-.II Sites "I

Site

Search I Clear I

Figure 11.15 Search Form

To search for a particular ticket, enter the ticket number and the issue with which it
is associated. Select from the options, the severity, priority, status, and the person
assigned to this ticket. If you want to view all the tickets at a time, click the Search
button without entering any information.

11.6 Adding Defects

A defect is used to group a set of events that disrupt services in the infrastructure.
Defects have been identified as the errors associated with an incident for which the
underlying cause is the defect. They allow you to organize similar tickets together
based on their cause. You can access the View Defects page by clicking the Defects
link on the helpdesk menu bar. New defects can be added in the View Defects
page, as shown in Figure 11.16.

Add a Defect
Records 1 to 1 of 1 total [Previous|Next] &

|  Ttle |Start Date End Date Active Site Age Tickets
{88} Defective Timing Belt 6/29/2006 Yes | == None-- 20d22h |1
| By view Details

E Modify s | Mext] Page |1 of 1, Items per page: |10 = _E?J

@ Delete
Figure 11.16 List of Defects in the Helpdesk Module
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When you click the action icon, a context menu is displayed with the following
options:

e View Details

e Modify

e Delete

The defect details page lists all tickets related to the current defect, as shown in
Figure 11.17.

Tickets can be associated with defects from the Add Ticket or Modify Ticket
pages.

= Deluct Detsils

Madify | Delete |

;.Details
: Title | Defective Timing Belt
Description
Enabled | Yes
Start Date | 6/29/2006 12:00 AM EDT
End Date

Site | -- MNone --

Est.
Number Priority Resolution Age Company S
Assigned
| jRaks ! !
& 000010 |Urgent 20d Sh | AfA Automotive Repair andy Cracraft
(A View Details g belt does not work [open]

L @ Madlﬁ'f ......
Figure 11.17 Defects Details Page

11.7 Understanding Knowledge Base

Knowledge Base is a collection of information stored in the system used to extract
inferences and suggest solutions to problems. Knowledge Base page can be
accessed by clicking the Knowledge Base link on the menu bar. Knowledge Base
entries help you in providing a solution to your problem based on your ticket
categorization and solution documentation.

It also enables you to store several versions of a file for an entry that can be
retrieved with the knowledge base entry. These entries can be added only after
selecting the appropriate ticket categories in the list page, as shown in Figure 11.18.
To add a knowledge base entry after selecting the categories, click the Add a
Document link on the Knowledge Base page.
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Switch to Site Category Sub-level 1 Sub-level 2 Sub-level 3
-~ Mone -- j| Sales || undetermined L" Undeterminad L” Undetermined =| Clear j
Add 3

Reglstms 1tolofil tncal FPrewauslNext] o
|_Title Bmment ver.r.hn Hudi’ﬂed
18 Yahoo Mail Service yahooMail.doc|1.0 | 6/29/2006

QL View Datails
(& modify
Q Nownload Fila s | Next] Page I1 of 1, Items per page: |10 '-'I Go !
£L view File Contents
# Delete
Figure 11.18 Knowledge Base for helpdesk
11.7.1 Viewing Knowledge Base Details
The knowledge base details page provides an overview of the entries in the
Details, File Details, and Record Details sections, as shown in Figure 11.19.
The following tabs are displayed on this page:
e Modify - which enables you to add a new version of the document to the
knowledge base entry
e Delete - which enables you to delete a document
¢ Download File - which enables you to download an attached document
This option is only available if the knowledge base entry has an attached
document.
e View File Contents -which enables you to view the attached document
Modify ] Delete II iDownload Filei,| View File Contents J
Details jj Cpening yahoots 3
Category | Sales You have chosen to open
Title ' Y¥ahoo Mail Service =l yahootail.doc
Description i which is a: Microsoft Word Document

g ; from: hitp:ffaccount13051.demo, centriccrm.com
File Details ) [+ What should Firefosx do with this file? :
Document | yahcoMalI doc

6 e TN |
‘I.Fersmn-lﬂ

...... R { Save to Disk

Srze 942k

A L I Do this gutomatically for files ke this from now on,
Record Dﬂtall

Ente red ﬂnndy Cracraft 6/29/20C - Fanod
Modlﬁed | andy Cracraft 6/29/20C

Figure 11.19 Knowledge Base Details Page
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CHAPTER

12

Managing Documents

This chapter provides information on the Documents module of Centric CRM. This
module provides facilities for a hierarchical document storage in a single database
that contains all operational information.

This chapter contains the following sections:

0 Section 12.1, “How Does This Module Help You?”
Section 12.2, “Viewing Documents Home Page”
Section 12.3, “Adding a Document Store”

Section 12.4, “Searching for a Document Store”

O O O O

Section 12.5, “Viewing Document Store Details”

12.1 How Does This Module Help You?

Expanding business leads to the accumulation of a large amount of information in
the form of records, desktop post-its, and printed pages. Thus vital information may
get lost or missed out. The Documents module helps you in grouping necessary
information in special document stores and saving them to a database.

This module is the most powerful and useful feature of Centric CRM. Documents
also enable you to set user group access permissions for stored data access and
modification.

12.2 Viewing Documents Home Page

The Documents page can be accessed by clicking the Documents tab. This page
contains a menu bar, as shown in Figure 12.1.

My {Leads | Contacts | Pipeline | Accounts | Quotes | Cornmunications | Projects | Help Desk(l =0 Mt
Hore Page s ]

List Add Search
Figure 12.1 Documents Menu Bar

The Documents home page displays a list of document stores currently registered
in Centric CRM. You can select to view the following stores:

e Open Document Stores
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e Archived Document Stores

The Open Document Store menu displays the current status of the document
store, whether it has been approved or is pending for approval. The list in this
category is displayed, as shown in Figure 12.2.

The Archived Document Store menu displays all the stores that have been
archived. These documents might be necessary for future reference. The list in this
category is displayed, as shown in Figure 12.3.

Open Degument Steaes _-'.!

Short Dascrip

Docurnant Stores 1 to 2 af 2 total [Previous|Mext] O

Status
Software Document Stora to maintain Centric CRM Software This document stora was
Specifications Specifications approved on 1372006 5:27 PM
EST
Wworkflows Workflows and Action Plans File Library This document stare was
approvad on 1/3/2006 5:28 PM
EST
[Previous]Mext] Page |1 of 1. hems per page: [ 10 --:] "G_n-‘-

Figure 12.2 Open Store Documents

Create a document store

Q

Document Stores 1 te 1 of 1 total [Previcus|Next] &

le—  ShertDescription Status
Software Dacument Stere to maintain Cantric CAM Soltware This docmeant store wad archived
Spacifications Specifications on 1312006 6:24 PM EST

[Previous|Mext) Page 1 | of 1, Tems per page: (10 8 6o

Figure 12.3 Archived Store Documents

12.3 Adding a Document Store

To add a new document store, click Add on the menu bar.The Add page
containing a blank new document store form is displayed, as shown in Figure 12.4.

ew Document Store Information

Title
| ey Enter a description
Description of the document
Start Date| |1/3/2006 | [ at | 05 580 :( 45 F8) [ pm FE) | CANT-5 Castern US DE here

Requestad By

Organization

Status | _ Approved

Figure 12.4 Adding a Document Store
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Enter the following information:

e Title - which displays the name of the document store

Short Description - which displays a description of the document store

Start Date - which displays the date when the store was added to the list

Requested By - which displays the name of the person who requested for the
store

e Organization - which displays the client to which the store is referring

e Status - which displays whether the store has been approved or not
Enter key terms and words in the description for a quick search later.

12.4 Searching for a Document Store

Clicking Search on the menu bar displays the search page, as shown in Figure 12.5.
To perform a search, define the search scope by selecting from the following
options:

e All Document Store data
e Documents

e Details

Note: While defining the search keyword, please note that the search is
case-sensitive.

SCope | | All Dooument store dats EI
Far | | HTTP
’_'inrrh:"
Figure 12.5 Searching Documents

After you have entered the description in the For field, the system searches
through all available items, and displays the documents that satisfy your criteria.
The page listing the search items is displayed, as shown in Figure 12.6.
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2 results, sorted by refevance (3 ms) Results 1 ta 2 &f 2 tatal [Previous|MNext] £
1. Document [HTTP-XML AP Clignt Manager. pdf]

L)

HTTP-xML APD Clienk Manager HTTP-XML APD Client Manager, pdf ... HTTP-XML AFI Client Manager A wab-
based Interface for Centric CRM Administrators ... to grant and deny access permission to 3rd party
applications that use the Centric CRM HTTP-XML APL ... Add a new entry under Admin > Configure Sysbem
Parameter: HTTP-XML AP] Cllent Manager” Current Value: Total & of enabled clients {determined
dynamically} 2. ... Upan clicking "Edit® next ta the "HTTP-XML API Clignt Manager™ the user will be
displayed a list of Clignts, ... Client List Page {Admin > Configure System > HTTP-XML Clignt Manager)
[Add a Client] [Faged List infa] [ Modify | [ Enable Client ]*

HTTP-XML AP Client Manager - HTTP-KML APL Client Manager.pafl - 47 KB - January 3, 2006 EST

2. Document [outlook-addin-sent-email.paf]

I.E:-tl;.'rnal clients like MS Cutlook can communicate with Centric CRM using gur HTTP-XML APL, ... To insort
an object (say Contact), an extarnal Client establishas an HTTP connection and sends the "0Object” as an XML

transaction with authentication inforrmation.

Dretlaok Addan Sent Email Featurs - autlaok-addan-sent-emall.gdl - 61 KB - Janusry 3, 2006 EST

[PraviousiMext] Page 1 af 1, Items per page: (10 ey fie)

Figure 12.6 Documents Search Results

12.5 Viewing Document Store Details

Click the title of the document store to view its details. The following tabs are
displayed on the Document Store Details page:

e Documents - which displays all folders and documents that belong to that store

e Team - which displays the team members to whom the store belongs

Details - which displays the details of the store

Permissions - which provides you an option of setting the permissions to view
the store
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(¥} Saftware Specifications {Access level: Manager)
Document Store to maintain Centric CRM Software Specifications

£t Top Folder

(4 New Folder | % Submii Fila

File Type Size  Version Date Modified
- . ; 3/2006 5:33 PM EST
Analysis/Soltware Requiremants e il
e = = . Pl ger L1 acng | Ananth Balasubramanyam
- 1/3/2006 5:34 FM EST
Contant f
¢ = il s | Ananth Balasubramanyam
& S5 Software D folder | O tems - 1/3/2006 5:34 PM EST

Ananth Balasubramanyam

14342006 5:34 FM EST
Ananth Balasubramarnyam

£4 view Folder
[} Rename Folder [mgnt felder | O items -
'ﬂ.. Move Folder +
*. Delete Folger and
Move contents o

current ﬁ:;l-:fﬂr 1/3/ 2006 5:36: 26 PM EST
EJ_E'FE*WtF'? ;‘-‘r and € Capyright 2000-2005 Dark Horse Ventures, LLC = All rights reserved,
IT= Comten

Figure 12.7 Document Store Details: Tab Documents

12.5.1 Viewing Documents Page

Within a store, you can organize folders according to hierarchy and place relevant
files in each folder. You can select from a variety of options for modifications, as
shown in Figure 12.7.

Note: There are several pre-defined access levels, of which the manager’s level is
the topmost. You may configure permissions for access to the folders by
defining the access and role of each user.

You can access the Documents section by clicking Documents on the Document
Store Details page. On this page, when you add a folder, a list of sub-folders and
files is displayed, as shown in Figure 12.8.
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(&) Software Specifications {Access fevel: Manager)
Doacument Store to madntain Centric CAM Software Specifications

"Documents Perm

£ Top Folder > Software Development

(5 Mew Folder | %) Submit File | [ Bename Falder

Type Size |Version Date Modified

17372006 5:37 PM EST
Ananth Balasubramanyam

132006 5:37 PM EST

Ananth Balasubramanyam

pdf 47 k 1.0

pdfl 161 k 1.0

Figure 12.8 Document Store Details: Folder Content, Files List

To submit a file into the current folder, click the Submit File link at the top. The
Upload File dialog is displayed, as shown in Figure 12.9.

":?,j Software Specifications (Access level: Manager)
Doacument Stere to maintain Centric CRM Software Specifications

£ Top Folder

"'_'H_phi:l_':' "Canctl_"

’ = Enter the
pload I g subject of the
Subjpect | || - document store
File | " Chiese File 1 file seleited here

* Large files may take awhile to upload.
Wait for file completian massage when uplosd finishes.

[Upkad) [Cancel |

Figure 12.9 Document Store Details: Uploading File

While uploading a document file, enter the subject and click Choose File to browse
the target file in your hard drive. You can upload as many files as required to a
folder. Click Upload to submit, or Cancel to abandon file upload.

12.5.2 Viewing Team Page

Click the Team tab on the Document Store Details page to view and modify the
team membership. A page containing a list of people who can access the store is
displayed along with their level of access.

You can select from several sections of authorized individual groups listed as
follows:

e Employees
e Account contacts

e Roles
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For each group, details such as the department to which they belong, email

addresses, and the last access date are displayed. The access level, which
determines the permissions granted to the level holder, is set by the manager.

{E:I Software m:lﬂ:atlnns {Access level: Manager)

Document Store to maintain Centric CRM Software Specifications
[ Documents | [EFT)| Details | Permissions |
[E] Team

Hadify User Membarzhip | Medily Group Membership

* Immediately change the team member's role by making changes below

Eriplayees Registras 1 ta 1 of L tatal &
Access level Mame Department Email Address Last Accessed
Manages ji#] | Ananth Sales ananthripfrdarkhorseventures.com  1/3/2006 EST

Balasubramanyam
Account Contacts Mo registros to display &
CERE N Izatio il Ad d
lavel e Organization Emall Address Last Accesse

Account contacts have mot been added to the store

Roles Mo registros o display &

.MGIIS
leval

User Role membership has not been defined

Nama

Figure 12.10 Document Store Details: Tab Team

You can setup access membership in the following ways:
e Modify User Membership - for individuals

e Modify Group Membership - for groups

Under individual user membership, user details are interlinked. When you select a
category in the first column (Add a user from), the departments that belong to that
category are displayed in the second column (Select a department), as shown in
Figure 12.11.

Upon selecting a department, a list of related contacts in the third column (Select a
contact) is displayed. After selecting a contact, you can add it to the store access
team in the last column (Team Members).

To delete a member from the team, click the name in the Team Members column.
Click Update Team to save the modifications.
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Documents > Document Store Detalis

(%) Software Specifications
Document Store to maintain Centric CRM Software Specifications

E] Team = Modify

{Access level: Manager}

[Modify User Membership

Add a user fram: Select a departmenr.: Select & contact:
ThoTta-departments Matt Rajkows

'bm'{ stoTes Wi

Emplayees Accaunting

| Accounts Administration

| Billineg

Custamer Relations
Engineering
Finamee

Human Resources
Legal

Marketing

Ananth Brtasrtramanyam

Tom Manas *

{chick user to remove)

{Updwme Team ) ([ Cancel Changes |

Figure 12.11 Document Store Details: Modifying User
Membership

The group access membership grants access to the store for all members of
specified groups, whether it is roles or departments. The following columns help
you in modifying individual access. The details page is shown in Figure 12.12. This
page enables you to specify values for the following;:

e Add a group from
e Selectarole

e Team Members
All the columns are interlinked. Click Update Team after making any changes.

) Workflows
Waorkflows and Action Plans File Library

[ Documents YT Details | Permissions |

] Igam > Madify

{Access levelr Manager)

|Roder
| Departmant List

iR wgvosm o)
g O

| Customer Service Mai
{Customar Service Rep

[mccounting Manager (Rote)
|Administrator (Robe)

|Dema User (Non-adm
|HR Ropresontative
Marketing Manager
{Operations Managar
|Sates Managar

| Salesperson |

I
|Custamer (Role) ‘
|
|

S 1 N |
{elick to remove)

Figure 12.12 Document Store Details: Modifying Groups
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12.5.3 Viewing Details

The Details section is shown in Figure 12.13. Clicking the Details tab displays a
page which contains the following fields:

e Title

e Approval status

e Last date of entry
e Modification dates
e Other details

{2} Software Specifications {Access level: Manager)
Docsment Store to maintaln Centric ORM Software Specifications

— e s = PN - =
Documents | Team ([iLclTR Permis IHE.

W Overview

Hodify Document Store | Relete Document Stors
General Information
Status | This document skore was approved on 1/3/2006 5:27 PM EST
Title | Software Specifications

Shaort
Deﬂrinlinn.

Start Date 1/372006 EST
Requested By | Ananth Balasubramanyam
l:}fg-anlzaunn. Dark Horse Ventures
Entered Ananth Balasubramanyam 132006 5:27 PM EST
Hadll'ied. Ananth Balazsubramanyam 1/3/2006 5:27 PM EST

Document Store o malntakn Centric CRM Software Specifications

Figure 12.13 Document Store Details: Tab Details

Clicking Modify Document Store will display an editable page, as shown in
Figure 12.14, which enables you to modify the store. You can also specify the store
status, whether approved and/or archived.
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 Doe

& Warkflows [Access level: Manager)

Workflows and fction Plans File Library

& Overview > Medify Documaent Store

_’l.ludm:' { Camcel

E Archived

Title Waorkfows

Shart ©

Diaserintan Workflaws and Action Plans File Library

Start Date | 1)3/2006 | 3 at [ o5 Bl 30 B0 pa BB) | GuT-s fastem us " -

Requested By | Kailash Bhoopalam

Grganization ME C-urp

[ l'.ipdau-_:' cancel

Figure 12.14 Document Store Details: Updating Details

Note: The Archived status is used to show and hide stores in the Documents
home page.

12.5.4 Viewing Permissions

The Permissions tab on the Document Store Details page enables you to view and
configure access permissions to the store for different user access levels. This page
is shown in Figure 12.15.
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(¥} Software Specifications (Access level: Mansger)
Document Store to maintain Centric CAM Software Specifications

W Setup

Configace Pormissions

To adjust document store permissions choose Configure Permissions. Each decument stere has a set of
parmissions that indicabte which user roles are allowed to perform a document store function, By default,
the Document Store Owner role is capable of all document stere functions, while a Guest has very limited
functionality.

Thers are four major access levels:

Document Store Manager: Usually the creators{s) of the document stores and having the most control of
Ehe: data

Contributor level (3-2-1): Those that will be responsible for adding or updating related dotument store
Information

Guest: Typically a read-only access level,,, those that are not directly part of the document store but have

access to review some of the document store information

Figure 12.15 Document Store Details: Tab Permissions

The pre-defined levels are listed below:
e Manager
e Contributor Levels 3,2 and 1

e Guest

The access levels increase upwards from the guest to the manager. This is to ensure
access to information at all levels, and to prevent tampering of data. The manager
sets the permissions and has the most control of data.

The manager uses the Configure Permissions link to set user access and define
roles for each level. Each parameter is defined and the access levels are set, as
shown in Figure 12.16. The main areas are:

e Document Store Details
e Team Members
e Document Library

e Setup

Each of the above are sub-divided into actions. For each action, the lowest access
level can be specified by choosing from a pop-up menu to the right of the action.
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(& Software Specifications

Dacument Store bo maintain Centric CRM Saftware Specifications

& Sgtup > Configure Permissions

(hecess level: Manager)

{Update} {Cancel)

(Farmissions)

}qgmm’ﬂre Details
| Wiew document store detalls
i Modify document store detalls
Il. Delete document store
| Team Members
i Wiew team members
| See team member cmail addresses
I. Modify tea-m. .
| Modify team member rale
Document Lbrary

View documents

Create folders

Maodify folders

i:";ElH-E l'old..er-z..

Uplead files

Download files

Rename files

Wiew document store detalls

Setup

Configure document store permissions

(ipdaie) (Eanil)

. |
il.owest Access level |

| Gl |

Mansger E [
i |
| Lowest Access level |

| [iconsributor level 2 58|
| [ Contributor level 3 B8 |
!l_o‘wust Access I':_eva!_;

=]
|

Figure 12.16 Document Store Details: Configure Permissions

Once the permissions are set, click Update to save the information.
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CHAPTER

13

Managing Employees

This chapter provides information on the Employees module of Centric CRM. This
module helps you store basic information about employees.

This chapter contains the following sections:
0 Section 13.1, “How Does This Module Help You?”
O Section 13.2, “Viewing Employee Home Page”

O Section 13.3, “Managing Employees”

13.1 How Does This Module Help You?

This module contains information about employees of your company, who become
users of Centric CRM. It acts as an employee database providing access to employee
information, such as title, email address, phone numbers, and address. The module
also enables you to set data ownership responsibilities for all employees.

13.2 Viewing Employee Home Page

You can access the Employee module by selecting the Employees tab. The
employee menu bar is displayed, as shown in Figure 13.1.

ur
¥ Leads | Contacts Pipeling | Accounts | Quodes | Commiwnications Prajects Help Dask | Cocumenty Riporis
Hame Page ¢ %
~—  —

\iew  Add
Figure 13.1 Employee Menu Bar
By default the View Employees page is displayed, as shown in Figure 13.2. This

page displays a list of employees along with their department, title, and phone
number.

255



Managing Employees

QSR ErHlopeie

add Employee
DABCDEFGHIITKLMNOPORSTUYVWXYZ

Records 1 to 4 of 4 total [Previous |Next] &

‘Name _.Depal‘trnent_ :TitlE: _PI'_mne Site _
& | Cracraft, Andy B | Sales VP / Sales | {203) 100-0000 %1 |-- None --
Manos, Tom &3 | Enginesring | CTO | (800) 555-1212 -- None --
gb View Details jmaring [Chist Architack: | (B00) 5881212 | = Nons — |
|| & Modify =l [Bartner (334) 331-9898 | -- None -- |

Download vCard
ﬁ' Delete agsll of 1, Items per page: |:LI:I "I o i

Figure 13.2 View Employees Page

13.3 Managing Employees

The functions available in the Employees module are:
e Adding employees

e Viewing employee details

e Modifying employee details

e Deleting employees

e Downloading employee vCards

To add a new employee, click the Add an Employee link located at the top of the
page, or the Add on the menu bar. A blank employee form is displayed, as shown
in Figure 13.3.

The only mandatory field is the Last Name. The values in the Department options
can be modified in the Admin module. The users of Centric CRM can
communicate with their customers in the following ways:

e Primary phone number
e Email address

e DPostal address

Note: Ensure the above details are entered carefully as they make up the
employee record while searching. The information entered can be changed
at any time.
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(sawve’) [ save & new’) [ Camcel)

(Add Employee Record

First Mame

Middle Name

Select the
otk departmentto
Department | --Nome-- 5] ) which the
o e employee
Additional ploy
Mames belongs
Mickname
Date of Birth =
Tide
Role

Figure 13.3 Add Employee Page

After entering information, you can perform the following tasks:
e Save the record and go back to the Employees main page by clicking Save.

e Save the record and begin entering another employee on a new page by clicking
Save and New.

e Quit from the screen without saving and go back to the Employees page by
clicking Cancel.

The View Employees page contains a list of employees in alphabetical order. The
criterion for sorting can be modified by clicking the column headers. For example,
clicking Department results in a listing sorted by department.

When you click the action icon, a context menu is displayed with options to
perform the following operations on an existing employee record:

e View Details - which enables you to view details of an employee
e Modify - which enables you to modify details of an employee
e Delete - which enables you delete an employee from the list

e Download vCard -which enables you to download an employee contact vCard

Note: Not all users will have permission to perform all actions. Refer to the
Figure 13.2.

Viewing Employee Details

Click View Details from the context menu. A page containing the employee details
is displayed. You can modify details, or delete the record, as shown in Figure 13.4.
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| ETem Manes |

P TPl R ]

Datails

-

| Folders

A

Tite | CTO r
| | Projects

D partment | Engindsering
Emall Addresses
Busingss | lom@<ompany.com

Instant Message Addresses
Text Message Addresses

Phane Numbers
Business | (800) 555-1212
Addresses = ——
Busingss | 200 Main Stregt
lowa City, HI
UNITED STATES

Figure 13.4 Employee Details Page

Moditying Records

Clicking Modify on the context menu, displays a page, as shown in Figure 13.5,
You are allowed to edit the information in the fields. You can update or cancel the
modifications.

Deleting Records

To delete an employee record from the list, click Delete. A pop-up is displayed
warning you of the responsibilities, such as a contact or an opportunity attached to
the employee.

Even after an employee record is deleted, the responsibility, will still remain in the
contact module. Though the owner column for that contact will have the
ex-employee's name, it is just a reference and has no bearing on the contact.

Downloading vCard

The Download vCard feature is described in detail in the Contacts module. For
more information, refer to "Downloading a vCard" under Section 4.2.1, “Viewing
Contact Search Results”.
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| @1 Tem Manos |

(Update) (Caneel) I
Daotails
Update Employee Record | | Folders

First Marme | Tom [ Projects

Middle Mame

Last Name|  Manas

Department __Eqn&mj
Additional
Mames

Micknamme
Date of Birth | 5

Tidle | CTO

Rode | |

Figure 13.5 Modify Employee Details

13.3.1 Viewing Folders

Employees Folders work similar to the folders under other modules. You can store
a variety of information about employees by configuring custom folders.

13.3.2 Adding Projects

The Projects feature for an employee provides details of projects in which the
employee is involved. The Projects page, as shown in Figure 13.6, can be accessed
by clicking the Projects sub-tab on the View Employees page displaying the
following details:

e Start Date - which displays the date on which the project began
e Project Name - which displays the project title

e Progress - which displays the status of activities pertaining to the project

oD

J Andy Lewis Cracraft |

Records 1 to 1 of 1 total &

‘Start Date Project Name* Progress batas

;ﬁjﬁ.;zzfzuna | &4A& Automotive Gork progress: ||| | N ] Folders

Go to this Project on Timeline (7 of 15 activities are u:n:lrnplete}:

Projects

Figure 13.6 Projects Page
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Clicking the project displays the project details of which the employee is a member.
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CHAPTER

14

Viewing Reports

This chapter provides information on the Reports module of Centric CRM. This
module helps you in examining and displaying data in Centric CRM.

This chapter contains the following sections:

0 Section 14.1, “How Does This Module Help You?”
Section 14.2, “Accessing the Reports Page”
Section 14.3, “Viewing Report Queue”

Section 14.4, “Creating Reports”

O Oo o O

Section 14.5, “Adding Report Parameters”

14.1 How Does This Module Help You?

This module contains a report system that enables you to perform the following
tasks:

e Gather data
e Sort data

e Combine data
e Display data

The data can be in any format. You are allowed to generate reports in PDF, HTML,
CSV or Excel formats as per your requirement. The Report writer feature enables
you to create custom reports at reasonable rates. These custom reports contain not
only data, but also your logo, and other related graphics. The reports in Centric
CRM have rich multimedia capabilities and produce professional outputs.

14.2 Accessing the Reports Page

The Report module can be accessed by clicking the Reports tab. Reports menu bar
contains the links View and Add, as shown in Figure 14.1. The Reports page
displays the following lists:

e Reports that are in the queue

e Reports ready for viewing
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I”ﬂﬂjf:ﬂl;"! Leads | Contacts | Pipelien | Acedunts | Quotes  Communications  Projects  Help Desk Dedumanls Er|:||||,l.'|l|-l¢

WhEW AL

Figure 14.1 Menu Bar

14.3 Viewing Report Queue

Generating reports requires complex, processor- and disk-intensive queries to
various parts of the Centric CRM database. A report queue system helps you in
generating any number of reports without affecting the normal usage of the
system. The queue is generated such that if only your report is generated, you get
to access it quickly. If some reports need to be executed before yours, then you may
have to wait. The reports queue page is shown in Figure 14.2.

In a new system, there will be no reports in queue or reports ready for viewing.

D

W Generated reports are deleted from the server every 24 hours

Add g Report
) Generated reports peady to be retrieved Rocords: 3
Subject Date Status Slze
¥  Campaigns by date 21172006 1:23 AM EST | Ready to download | 15 K
ﬂ."""”" as PDF 21172006 1:22 AM EST | Ready to downbobd | 12 K
& Dewnioad POF 2/11/2006 1:22 AM EST| Ready to download | 20 K
& Delote
jj Reports scheduled to be processed by server Rocords: 1
Subject Date Status
@ | Oppartunity Contacts 202006 1:23 AM EST | Processing
“Refresh |

Figure 14.2 Reports Main Page- Queued Reports

Note: All generated reports are deleted from the server every 24 hours. Ensure
you download all reports that you may require in the future.

14.4 Creating Reports

To create a new report, click Add located at the top on the menu bar, or click the
Add a Report link, as shown in Figure 14.2.

Clicking Add displays a page allowing you to select from the modules for which
reports are available, as shown in Figure 14.3.

Clicking a module name displays a page listing all the available reports for that
module. The base system is delivered with numerous reports covering all the
modules.
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To add a report to the gqueue, choose a module to see a list of corresponding reports:

Accounts

Cormmunications
Contacts

Emmployees

Help Desk

M 0 e
Pipeline
Figure 14.3 Choose Module to Add Report

For example, if you select the Pipeline module, a report list page is displayed, as
shown in Figure 14.4. This page enables you to select a report from the list.

Pipeline

Choose a repart from the following list, the next step will be to set criteria for the
report:

Title ‘Description

Qpportunities by Account | What are all the accounts associated with my opportunities?

Qpportunities by Cwner | What are all the opportunities based on awnership?

Qpportunities by Stage | What are my upcoming opportunities by stage?

Qpportunity Contacts Who are the contacts of my opportunities?

Figure 14.4 Reports List

The table lists the report titles and a short description for each of the reports. Click
a report name and a parameters page is displayed, as shown in Figure 14.5. From
this page, you can enter the following details:

e Begin and end dates

e Source

e Probability

e Stage

e Subject

You can select the type of report you wish to generate from the following formats:
e PDF
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e HTML
e CSV

e FExcel

Select the option (email report when it is processed) to receive the generated
report through email.

After entering the required details, click Generate Report.

Opportunities by Stage: What are my upcoming opportunities by stage?

The following parameters must be specified for this report:

Begin Date
End Date
Probability
Source | My Records v E *
o Any e s VI* &

Hame the criteria for future reference

Settings | [[] Sawve this criteria for generating future reparts

Subject | | |

Report Type and Email Preference

Report Type | & poF O HTML O csv O Excel

Email Preference | []| (email repart when it is processed)

[ Senerate Report ]

Figure 14.5 Report Parameters/Generate Report

Clicking Generate Report displays a page confirming that the report has been
added to the queue. You can view the report queue on your dashboard by clicking
View Queue, as shown in Figure 14.6.

A e R —
v ]

The following report has been added o the report quewe, The report can be retrieved from the guewe once the
server has finished processing the report.
Report Added to Queue.
Madule | Pipeline
Tithe | Opportunities by Stage
Description | What are my upcoming opportunitics by staga?
.Qu-cuc Pq:.itlpn. 1afl

Figure 14.6 Report Queued
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14.5 Adding Report Parameters

Some reports require parameters. For example, a trouble ticket report might
require a date range, or some contact reports might require you to select the type(s)
of contacts you want to include in your report.

Complex custom reports might require you to specify different parameters. The
reports included with Centric CRM are mostly simple reports with only a few
parameters.

The parameters usually available for a report are as specified below:

e A pair of dates to set the beginning and ending of opportunities you want to view

A probability to further filter the opportunities
e The source of the opportunities, either yours, or all those in your hierarchy

o The stage of the opportunities you want to view

You can also save the basic parameters of any report that might be needed to
generate a similar report in the future by checking the checkbox at the bottom. The
next time you want to create a report of this type, you will be allowed to use the
saved parameters.

14.5.1 Cancelling Reports

You can cancel a report you have submitted to the queue before it has been run.
Clicking the action icon, displays a context menu, as shown in and select Cancel
Report.

| V7 Generated reports are delsted from the server every 24 hours,

Add a Report

Generated reports ready to be retrieved
‘Subject |Date |Status
| 8 | Account Contacts |4/24/2007 4:50 PM IST | Ready te

@ Reports scheduled to be processed by server
;Suhject |Date
& | Account Contacts 442442007 5:09 PM

Refresh

Figure 14.7 Cancelling a Report

14.5.2 Examining Your Reports

Clicking the action icon from the Reports dashboard, displays a context menu, as
shown in Figure 14.2. If your browser can automatically view the generated
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documents (PDF, HTML, CSV or Excel), select View as PDF (if the report is in PDF
format). If not, select Download as PDF to download the report file to your hard
disk for viewing.
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CHAPTER

15

Configuring the Application

This chapter provides information on the Admin module of Centric CRM. This
module helps the administrator in controlling the global aspects of the system, such
as users, roles, modules, and global parameters. The administrator can also check
the system usage using this module.

This chapter contains the following sections:
O Section 15.1, “How Does This Module Help You?”
Section 15.2, “Viewing the Admin Page”
Section 15.3, “Managing Users”
Section 15.4, “Managing Roles”
Section 15.5, “Managing Portal Roles”
Section 15.6, “Configuring Modules”
Section 15.7, “Configuring the System”

O O O O O O O

Section 15.8, “Checking System Usage”

15.1 How Does This Module Help You?

The Home Page module enables you to configure personal preferences, and the
Admin module enables you to configure global system preferences, if you have
permission to do so. Access to the Admin module should be granted sparingly
because changes made in this module affect all users.

The Admin module allows an administrator to perform the following tasks:
¢ Add and modity users

¢ Add and modify roles

e Modify Centric CRM modules

¢ Add and modify custom folders in many modules

e Edit the system lookup lists in every module

e [Edit global parameters that affect overall system operation

e Check system usage
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15.2 Viewing the Admin Page

You can access this module by clicking the Admin link located on the top right
corner of the page, along with the Print, Help and Logout options (above User
information), as shown in Figure 15.1.

i {2 rint | E Help | fRdmin) @ Logout

User: Ananth BExlasubramanyam f Dome User | Noe-adeiinkstratha )

Wome Page Lopds | Contacts | Pipaling  Accgunis  Quotes doommynicatigne | Projmcls Help Dotk Docyments | Dmployans I-u;\-;lqrh:-
Figure 15.1 Admin Link

Most installations of Centric CRM allow only limited access to this module, so you
may not be able to view all the options.

Click Admin to select the action you want to perform. The Admin main page is
shown in Figure 15.2.

17 Manage this application by reviewing system usage, confiquring specific madules, and configuring systern parameters.

¢ Manage Users

¢ Manage Roles

¢ Manage Groups

o Manage Portal Roles

¢ Configure Modules

lobal Parameters

¢ Configure System

o Check system resources

Figure 15.2 Admin Main Page

15.2.1 Accessing the Admin Module

A user is defined as a person who is able to log in to Centric CRM. Every user of
Centric CRM is assigned a role, defining exactly what a user can do within the
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system. Centric CRM contains several pre-defined roles that you can modify, or
delete, and add additional roles.

Note: Users in Centric CRM Enterprise and Centric CRM Hosted editions must
be licensed, and active users count against the number of seats you have
licensed. Inactive users cannot log in to the system, and hence do not take
up any seat licenses.

15.3 Managing Users
You can modify or add users by clicking the Manage Users link on the Admin
page.
A View Users page is displayed, as shown in Figure 15.3. This page lists all the

users. Clicking the action icon displays a context menu with options to perform the
following tasks:

e Add new users
e Modify existing user details

e Disable users

‘ V7 The installed license limits this systermn to 5 active users.

<.ﬁ.dd Mew User >
DABCDEFGHIJKLMNOPOQRETUMW S Z

iActive Users v_::.__nny bl Records 1 to 2 of 2 total [Previous|Next] &

:Username [Role :Repuri-:s To/Site|HTTP-API Access Webdav Access|
Ashal Adrninistrator | Yes Tes
vani.r Adrninistrator Mo Nao

# Disable Login [Previous|Mext] Pags |1 |of 1, Itemns per page: |10 |v][Go

[Check All] [Clear &ll] | Disable HTTP-API Access [ Subrit |
Figure 15.3 User List

15.3.1 Adding a New User

You can add new users. These users can be employees or contacts who can access
the application.

To add a new user follow the steps listed below:
1. Click Add New User, as shown in Figure 15.3.
The Add User page is displayed, as shown in Figure 15.4.
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Enter a unique username Enter a password

V7 The installed license limits this system to 5 active ugers.

Add a user account

Contact | Mone Selected * [Select Contact] |[Create new contact]

Unique | [ ] i————

Usernarme | —

Generate new [] Anew password will be created and emailed to the user. Contact email address is required for this option,
Password

Passward ||

Password (again) *

Rale || -- Please Selsct --

Site

Reports To || -- Mone -- %

Allow webday Access
Allow HTTP-API Access

Acocess

Expire Date .

[ Add User ][ Cancel ]

Figure 154 Adding a New User

2. Enter a unique user name for the user. You can specify the password or select the
option to generate a new password, as shown in Figure 15.5.

I U L TS U SO CRE PR LR P YO PP R S St 0 R P L SRR L I S SRR S R I ot B n BT

srate new [] A new password will be created and emailed to the user. Contact email address is required for this option.
qu‘sqw_hm;d

b e ST S e et e e e g Sl nm | st mm S s e amee o M R SRR e e e et B B BT B e R e T T e m e e,

Figure 15.5 Generating a New Password

3. Click Add User, after entering all the relevant details.

The View Details page is displayed showing the details of the new user, as shown
in Figure 15.6.
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Primary Information [ Employee Link ]

User Group

Reports To

Username

centrictest

Accounting Manager

Last Login

Account Expires
on

4/2/2007 4136 PM

Figure 15.6 Viewing the New User Details

15.3.2 Viewing and Modifying User Details

Details

Login
History

‘iewpoints

Groups

You can view user details by selecting View Details from the context menu, as
shown in Figure 15.3 or clicking a name. The following details are displayed in the
User Details page, as shown in Figure 15.7.

e Username

e User Group (Role)

e Person to whom the user reports

e Last Login date

e User account expiry date

¥Yani R |

[ Modify | | Disable |

User Group

imary Information [ Employee Li

Username

Wani.¢

Adrninistratar

Account Expires

Last Login

on

4/25/2007 11:50 AM

Figure 15.7 User Details Page

Details

Login
History

Wewpoin

Groups
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Selecting Modify on the User Details page, displays the Modify User page, as
shown in Figure 15.8 which allows you to modify the following details:

e Modify the username and role
e Report account expiration

e Modify the user's password

Yani R

[ Update ][ Zancel ][ Disable i

Details
Modify Primary Information M g

Unigue |vani.r % History

Usernarmme -

T T T T S T T

Rale (User | Administrator |k -

e R—————————— R i - - .
Site

Reports To

[ allow webday Sccess
(] allow HTTP-&PI Access

Access

Expire Date

Generate new B Mote: New password will be ermailed to the following address:
passward vani@collabis.com

[ pdate ][ Cancel ][ Disable ]

Figure 15.8 Modify User Page

Checking the check-box Generate new Password sends an email to you informing
the generated new password.
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15.3.3 Viewing Login History

Clicking the Login History sub-tab on the Modify Users page displays the Login
History page, as shown in Figure 15.9. This page provides login details such as the
date of login, time of login and login IP address.

Pavi Sandhu

Registros 1 to 6 of 45

Username Login IP Address Date/Time

. pavi@collabis.com 12522241 . 103 2006 4:45 &AM
| pavid@callabis com 125.22.2.41 | 10/3/2006 1:31 AM
paw@m”ablsmm T — 59144 42214 T ——— g;gg;gnnﬁ 513 ,.:.,M
| I.;.é\;i@..g..;.-||5|:..i5.,..3.;..,-;-, .................... 5124553100 .................... 9323;2005 55[.,.:.,M
paw@.;.:.”ab,s .3.;.,-,-, .................................... 5124 5 53 1|;||;| .......................................... g ;23;2005 425 ,.:.,M
L paw@m”ablsmm e 5124553100 e ——— 9323;2005420,.:.,[\1

Figure 15.9 Login History

15.3.4 Using Viewpoints

Viewpoints allows one user to view another user's data. This feature is useful
when you want to share data in the system with others who are not in your direct
line of reports.

Select the user to whom you want to give a different viewpoint. Clicking

Viewpoints on the User Detail page displays the Viewpoints page, as shown in
Figure 15.10.

¥ani B

Add MNew Viewpoint i

OABCDEFGHIIKLMNOPQRSTUVWHYZ Datails
Mo records to display [Previous|MNext] & &
e = Login
! # ;
| ¥iewpoint Entered Enabled | ;5
Mo Yiewpoints found., -
................................................................ i
[Previous|Mext] Page (1 of 1, Items per page: [10 V_ Sroups

Figure 15.10 Viewpoints Page

You can add new viewpoints by clicking Add New Viewpoint link. Add

Viewpoint page is displayed allowing you to modify or delete existing viewpoints,
and create new ones, as shown in Figure 15.12.
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JT Yani R 1

add I Cancel I i
Details
Select User " 3
Login
User | Mone [Change User] [Clear User] * History

|Select Permissions

. Fipeline | Access

I¥i |&ccess to Pipeline module

Add I Cancel I

Figure 15.11 Add Viewpoint Page

Select the user whose data you want the current user to view, and specify the
access permission for the module you wish the user to access. Clicking Add takes
you to the Viewpoints page with the details of the new viewpoint, as shown in

Figure 15.12.
Matt Rajkowski |
M iewpol I
DABCDEFGHJIKLMNOPORSTUWYWNYZT Datails
Records 1 ke 1 of 1 total [Previous|Next] & Kl
Enterad Enablad History
1/2 121 PM Yes i
A0 £ - Viewpaints
age |1 af 1. Thems pe gage |__|:|_:_: "‘_‘?_\-

Figure 15.12 View Points Page

On this page, when you click the action icon beside the new viewpoint, a context
menu is displayed with the options to view, modify and delete the viewpoint.

Since the viewpoint specified above gives access to the Pipeline module, you can
view the viewpoint on the Dashboard page of the Pipeline module. The
dashboard view of the opportunities is shown in Figure 15.13.
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Raporaski, Matt
4 Balasubiramanyan, Anznth

Apple Compyuters Inc: Mortgage Loam (2/2)

5L, 10D Records 1 to 1 of 1 total [Previcus|Mext]

53,000
45,000
49,000
35,009
32,000
25000
20,000
15,000
13,002

5000

AFUDE TrifDE bl L] iMar

{31 | Grass Momthily Revere 3

Reports (Gr. Pipe.) Title
Mo Reparting sraff.

Figure 15.13 Viewing Viewpoints on the Pipeline Dashboard

15.4 Managing Roles

Roles control what users can view, create, modify, and delete on the system. Each
user is assigned only one role for a department. Hence, a user can have any
number of roles, depending on the number of departments. For example, you may
create one role for sales, one for marketing, and one for customer support.

You can configure roles by module, and define rights for the following tasks:

View data in the system
Add data to the system

Edit data in the system

e Delete data in the system

You can navigate to the roles section by clicking Manage Roles from the Admin
page. This displays a page that lists all the roles currently defined in the system,
and provides the opportunity to add new roles, as shown in Figure 15.14.
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Add New Ral
OABCDEFGHIIKLMNOPORSTUVWXEYZ

Records 1 to O of 9 total [PreviousiNext) 2

Raole -~ Description # of users.
@ Accounting Manager Reviews revenue and opportunities 1
& Adminiztrator Porforms system configuration and maintgnanco 1
@ Customer Sarvice Manager Manages all tckets )
@ Custorner Seryice Representative | Manages own tickets 0
Q| HR Representative Manages employes information ]
@ Marketing Mansaer Manages communications 1]
@ | Qperations Manager -N-mag-cs operations a
=] .w Manages all accounts and opportunities 0
@ salesperson Manages own accounts and oppoertunities 0

[Previeus|Next] Page 1 of 1, ltems per pagea: '||1!-! /-E

Figure 15.14 View Roles Page

Clicking the action icon located to the left of each role, displays a context menu
which provides options to modify or delete a role. You can create a new role by
clicking the Add New Role link located at the top of the page.

Modifying an existing role or adding a new role creates a page with a grid of the
various data that can be controlled and organized by the module. When you
modify an existing role, the grid will contain the current permissions, but when
you create a new role, all permissions are turned off by default. Check the
checkboxes to turn permissions on or off. You can update the role by selecting
Update Role.

Clicking Update Role displays a page, as shown in Figure 15.15. This page
displays the modules and permissions for each part of the application separately.

".Upd'ut_\ ’_tam:e}:'

Accounting Manager

Description Reviews revenue and opportunities .

Farmissions

Systam ";‘I::“" Add | Edit | Delete
Access te Global Search o o | = 0|
Access to My Items o -
Access to Recent [tems i - .e

My Home Fage P','iflfiﬂ add | Edit |Delete
Access to My Home Page module = 2 | %
View Perfarmance Dashboard o

Figure 15.15 Role Permissions Based on User Roles
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15.5 Managing Portal Roles

A portal user can be the customers or vendors of your company. Administrators
can define roles and set permissions for portal users by allowing access to a few
modules and restrict permission to other modules. The administrator can specify
access to accounts, documents and projects modules.

For example, consider a contact related to an account. This contact can view details
pertaining to his account only.

This portal user can be given access for the following tasks:

e View account records, contact details, service contracts, assets, tickets, ticket
activities, documents, project records, document modules, and document stores
related to his account

e Add tickets and documents
This portal user is restricted permission to edit and delete any information.

The Manage Portal Roles section enables the administrator to specify these
permissions.

Note: As per the license agreement the number of active users for this system is
restricted to five, however portal users bypass this license agreement.

To specify permissions for portal users click Manage Portal Roles, as shown in
Figure 15.16.

‘ V7 Manage this application by reviewing system usage, configuring specific modules, and configuring system parameters.,

Users & Roles

& Manage Users
® Manage Roles
s Manage aups

Manage Portal Roles

.l:onfiguration

¢ Configure Modules

|Global Parameters

* Confiqure System

_Usage

o Check system resources

Figure 15.16 Viewing Admin Page
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The View Portal Roles page is displayed, as shown in Figure 15.17

Add Mew Portal Role
OABCDEFGHIJKLMMNOPORSETUN WY Z

Records 1 to 1 of 1 total [Previous|Next] &

|PortalRole & Description |Active
& Custormer Customer pottal user true

[Previous|Mext] Page |1 of 1, Itemns per page: | 10 v_

Figure 15.17 Viewing the View Portal Roles Page

15.5.0.1 Adding New Portal Roles

You can define new portal roles specifying the permission to access the modules.
To add a new portal role follow the steps listed below:

1. Click Add New Portal Role, as shown in Figure 15.17.
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The Add Portal Role page is displayed, as shown in Figure 15.18.

Name here here

Enter the Portal Role Enter the description

Add Portal Role

Portal Rale Name || |‘<7'

Description || -

Enabled

Configure permissions for this role

Accounts Access/ | 4 4q Edit | Delets
Wiew
Access to Accounts module E - - -
Account Records = T e
Contacts |:| _ . -
Service Contracts | o g st
fssets |:| - - -
Tickets | E g st
Ticket Maintenance Motes O - - -
Ticket Activities 1 o i st
Cocurnents |:| D o -
Share Accounts Documents |:| o i 253
B T LU LT T SN S R O I TEE R T S S S SPe S S SETC I IS e ST TSR S SO WL uy P YL A IS WSVETERRIE TS MR eSS
e e e B i B i
Projects .ﬂ.cpess/ add Edit | Delete
View
Access to Project Management module O - 2 .
Personal View Fl o i i
Enterprise Wiew ¥ - s -
Froject Records F B L e
Docurnents .ﬂ.cpess/ Add Edit | Delete
View
Access to Documents module 4] = g i
Manage Docurnent Stares |:| - o -

Figure 15.18 Viewing the Add Portal Role Page

2. Enter the Portal Role Name, a short description and specify the permissions.

You can specify the permissions for the Accounts, Projects and Documents

modules.
3. Click Add.
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The View Portal page with the name of the newly defined portal role is displayed,
as shown in Figure 15.19.

&dd Mew Portal Role
0ABCDEFGHIIKLMMNOPORETUVW XY Z

Records 1 to 2 of 2 total [Previous|Next] &

[PortalRale ~ \Description Active
ﬁ Custarmer Custorner portal user true

Vendor access | true

[Previous|Mext] Page |1 of 1, Items per page: {10 [(&[Go

Figure 15.19 Viewing the Newly Created Portal Role

15.6 Configuring Modules
= T M

W Sehup the system o meet the specific needs of your organization, including configuration of lookup lists and
custam fields, Choose a module to proceed,

Modules
ACCOynts
Assels

Contacts
Employges
Halp Desk
Leads

Bipeling
Product Catalag
Quates

Fyig L
Figure 15.20 Configuring Modules

The Configure Module feature enables you to modify and configure a variety of
information and capabilities in many of the Centric CRM modules. Clicking
Configure Modules on the Admin page displays the Configure Module page, as
shown in Figure 15.20. The capabilities currently provided by this module are:

e Accounts, which allows you to configure the following options:
= Action Plan Editor
m  Custom Folders & Files
= Lookup Lists
e Assets, which allows you to configure the following options:
= Categories
= Lookup Lists
e Contacts, which allows you to configure the following options:
m Custom Folders & Fields
= Lookup Lists

Centric CRM 4.1 User’s Guide 280



Configuring the Application

o Employees, which allows you to configure the following options:
= Custom Folders & Fields
= Lookup Lists
e Help Desk, which allows you to configure the following options:
= Action Plan Editor
= Categories
= Custom Folders & Fields
= Lookup Lists
= Object Events
m Scheduled Events
* Leads, which allows you to configure Lookup Lists
e Pipeline, which allows you to configure the following options:
= Custom Folders & Fields
= Lookup Lists
e Product Catalog, which allows you to configure the following options:
= Lookup Lists
® Quotes, which allows you to configure the following options:
= Lookup Lists
= Logos

o Service Contracts, which allows you to configure Lookup Lists.

15.6.1 Creating Custom Folders and Fields

This module enables you to create and use folders. Folders help you in extending
the database, and hence the functionality of Centric CRM without any
programming. Folders provide interactive forms in which you can store
information for later viewing, export, or reporting. The page that is displayed after
clicking Accounts on the Configure Modules page is shown in Figure 15.21.

To create a new folder in the Accounts module, click Configure Modules and
select Accounts. Click the link Custom Folders and Fields.

|Configuration Options
Action Plan Editor
Custom Folders B Fields

Lookup Lists

Figure 15.21 Configuration Options For Accounts
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The page displayed may contain some folders already created, as shown in Figure
15.22. Click Add a Folder to this Module to create a new folder.

fdd o Folder b this Madule

Custerm Felders Enabled Active Date
dit Empteyes Detalls 8 Yoi | &10/2006

Figure 15.22 Existing Custom Folders

The resulting page allows you to name the folder and check any/all of the
following checkboxes, as shown in Figure 15.23:

Module: Accounts

\Add a Folder

Folder Name | Employee Details

Records | &
Read Only | #fal

Enabled ﬂf.‘rjl.lr Is visible o users

his folder can have multiple recards

dir is read anly by all users

“Save | Caneel

Figure 15.23 Adding a New Folder to Module

e A checkbox to signify whether the folder can have multiple records.

If you have stored demographic data, you cannot have multiple records. If you
have stored a record of faxes received from a customer, then you can check this

checkbox.
e A checkbox to signify that the folder is read only.

You can check this if Centric CRM is importing data from another application at
regular intervals. You might want users to view the data, but not modify the
same.

e A checkbox to enable the folder, and make it visible to others.

You can leave this checkbox blank if you are using a folder for brainstorming
and do not want other users to view it until you have finished.

To edit information from a folder, click the folder name, or the Edit link to the left
of folder name, as shown in Figure 15.24. You can move a folder or delete it.
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Module: Accounts

Folder: | Emplovee Cetals

Edit | Dal | Up | Rown | Add a Custom Fieid
Personal Details e  Enabled Active Date End Date
“Edit mrmfmiﬂame iTz::L{SS}: Yes | 2/11/2006
Edit / Del | Ug| Down | Date of Birth | Date Yes | /11/2006

{ Delere this folder and all fields |

Figure 15.24 Folder Details

Clicking a folder name displays a Folder page, as shown in Figure 15.25. Folders

allow you to build logical grouping of data fields. Add a group by clicking Add a
Group for this Folder.

Modulbe: Accounts

Folder: | Employee Details B

Add a Group to this Folder

[No groups have been added.

[ Debete chis folder and o1l fields

Figure 15.25 Folder Page

The New Group page is displayed, as shown in Figure 15.26. Specify the name of

the group and click Save.
Admin > Configure Modules > Accounts > Custom Folders > Folder > New Group

Module: Accounts
Folder: Employee Details

Add a Group

Group Name || o

ESavei | Cancel

Figure 15.26 New Group Page

You will be taken to a page, as shown in Figure 15.27, wherein you can edit, delete
and add custom fields. This page displays the name of the created group.
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Module: Accounts .
Folder: | Employes Details %

4dd a Group to this Folder

Edit | Del | Up | Down | Add a Custom Field

:Ena_l:fl_ed.Aci_:_iug D_ate_flE_nd Date

| Delete this folder and all fields |

Figure 15.27 Folder Page Displaying the New Group

Click Add a Custom Field, and you will be taken to a page, as shown in Figure
15.28.

Boxes that have a red asterisk next to them represent fields that are mandatory.
You may create any custom field for other information. The field Additional Text
to Display is optional and may be used to enter some additional information.
Check the Required at Data Entry checkbox if you require this field and want it to
be displayed as Enabled. Clicking Save displays the folders with new fields that
you have just created.

Modula: Accounts
Folder:

Flaid Labal

Flald Type | | Text tup to 255 characters) S0

Field Length

Additional
Text to
Display

Required at
Diata Entry | —
e '-Edr-ucl.:'

Figure 15.28 Adding Custom Field

You can edit the field using the options, as shown in Figure 15.29.
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Module: Accounts
Foldar: Employes Details

Add a Custom Field
Field Labal | Date of Birth

Fleld Type y° Text (up to 255 chaoers) . P
TextArea (unlimited)
Field Length  Lookup List
1 Date
Additional  pumber
Toext
Display  Percent

Required af  Surrency
Data Entry Checi kox
T Email Addoeis
oy y U
Save | [ Cancel]  prhoss Numbsr
LIS Sxate Lisn

Figure 15.29 Editing Fields

15.6.2 Using Action Plan Editor

Action plans in the Accounts module are created from generic templates. Action
Plan Editor enables you to create these generic action plan templates that can be
used in the Accounts module.

To create a sample action plan template, click Configure Modules, select
Accounts. Click Action Plan Editor and select Edit from the page, as shown in
Figure 15.30.

Description
Action Plans related ko Accounts

Figure 15.30 Edit Action Plans Related to Accounts

The page displayed may have some action plan templates. The following options
will be provided to you:

e Add Action Plan

e Configure Categories

Clicking Configure Categories displays a pop-up window allowing you to edit the
action plan categories. For more information on the categorization, refer to Section
15.6.6, “Organizing Helpdesk Categories”.

The action plan templates list provides an overview of the action plans and the

number of instances that have been created for the template, as shown in Figure
15.31. Click Add Action Plan.
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I Create, Modify or Defate Action Plans

Add Action Plan | Conhgure Categones

OABCDEFGHIJELMNOPORSTUWVWXY Z

5 |

-

-Eml'-.rerr'rsfe
=] I:UE‘IIIIT.IE'F Conferences [ 1
v ] .]dEI'Il.:Iﬂ Target aroup . 0
[~ ] .M:'IlkET.II‘Ig Plan . 1 '
:q Trada Shows ' 1 I
& Training 0

[Previous |Next] Page |1

21 |
o |
i
0
10 |
o |

!

Yes
Yes
"l'.ES.
Yes
Yes
My

Ny

7/13/2006 EDT
6/28/2006 EOT

6/28/2006 EDT
6/28/2006 EDT

6/28/2006 EDT

of 1, Items per page: I 10 'I Go

Figure 15.31 List of Action Plan Templates

Records 1 to 7 of 7 total [Provious|Mext] &

Mo
Mo
Mo
Mo
Mo
Mo
Mo

Phases Steps Approved Active Date  Archived Archived Date

Date Site

== Mone ==

== Rlone ==

== Mone --

-- hNone --

== None --
== Mone --
-- Mone --

The Add Action Plan page is displayed, as shown in Figure 15.32.

|Records

88 =SS 8 W

Enter the name of the action plan template and provide a description for it. While
creating an action plan, do not approve it before completely editing the phases and
steps of the plan. Approved action plan templates are readily available in the
Accounts module to create action plans.

Specify the category for the plan, if you have created action plan categories. After
entering the above information, click Save.

Add Action Plan

Marne | I*
Description
Approved ]
Category i Undetermined V|
Sub-level 1 || Undetermined V|
Sub-level 2 || Undetermined V!
e IundEtermmEd v | A

[Save ] [ Cancel ]

Figure 15.32 Add Action Plan Template

The details page of the Action Plan Template is displayed. An action plan
template consists of one or more phases each with one or more steps. Each phase is
executed in a sequence from top to bottom. To add a new phase, click Add a Phase.
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This displays a pop-up window with a form to add the phase information, as
shown in Figure 15.33.

] Action Plan: Account Ordering

dd a Phase|

{No Phases found. | Name | [cystomer Interaction g

&3 hitpe/ faccount13051.demo.centricorm.com - Centric CREL - Mogilla Fircfox | =100
(#dd Action Phase |

Descriphion | [This phase identifies the steps required
ko be completed while interachng with
the customer throughout all the phases
of this plan.

Steps can
execute in| [T
| random order

Enable | [~

Glzbal Phase | [#;

Save I Cancel

| Done W

Figure 15.33 Action Plan Templates Details Page

The fields to be entered in the form are specified below:

Name - indicates the name of the phase to be displayed in the action plan
Description - a brief description of the phase
This information is not displayed in the action plan instances.

Steps can execute in random order - checking this check-box indicates that the
steps can be completed in random order

The sequence of steps in this phase does not matter. All steps of the phase have
to be completed to proceed to the next phase.

Enable - checking this field indicates that the phase is activated

Global Phase - checking this check box indicates that the phase need not be
executed in a sequence

There can only be one global phase per template.

Click Save to add the phase to the action plan template. The phase is displayed in
the Action Plan Details page.

The following options are available for the phase:

Move Up - moves a phase up by one unit

Valid for non-global phases.

Move Down - moves a phase down by one unit

Valid for non-global phases.

Add Step - allows you to add a step to the end of this phase

Add a Phase before this Phase - allows you to add a phase above this phase
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e Add a Phase after this Phase - allows you to add a phase next in the sequence of
phases

e Modify Phase - which allows you to modify the phase in a popup window
e Delete Phase - which allows you to delete the current phase and steps

If instances of the action plan template already exist, the phase cannot be
deleted.

To add a step to this phase, click Add Step, as shown in Figure 15.34.

=] Action Plan: Account Ordering

:ﬂ: Customer Interaction (Global Phase)

& Move Up U hittp:/ faccount 13051 demo-centriocrm.com - Centric TR =10]=]
& |Add Action Step i
A Ste |
QM M Cescriphion | |:u=|:-:|n'|=r signature an file
%l Add a Phase before this | |
Phase | Required Action | |HE = e =) ™
. giire user to attach or create a single nate =] F mandate:
[]";_?I Add a Phase after this | | A
Phasa Estimated SI:EDEI__- r__jmmutcs T
@ Modify Phase : I'.‘lurz.l:u:unE
Who can |
& Delete Phase | complete this| [User delegated =l

| £1807 | [{izar assigned to the plan
User assigned and the usar's managers
Save Cancel | Within the hisrarchy of the assigned usar
—I Q Manager of the plan
Assigned User and Meneger af the plan
Member of a specific role
Member of a specific departmant
Member af & spaciic grous

Figure 15.34 Add Step in Action Plan Template Details Page

The fields to be entered in this form are as specified below:
e Description - indicates the name of the step to be displayed in the plan
e Required Action - indicates the action to be performed before completing a step

Several such options are included for action plan templates. Checking the
Mandatory checkbox indicates that the action is mandatory and this step cannot
be completed without completing the required action.

e Estimated Step Duration - which indicates the period of time required to
complete this step

This time period is not enforced as a constraint.
¢ Who can complete this step? - which determines the owner of the step
The options available are:
m User assigned to the plan
m User assigned and the user's managers
m  Within the hierarchy of the assigned user
= Manager of the plan
m Assigned User and Manager of the plan

® Member of a specific role
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®  Member of a specific department
®  Member of a specific group

This option allows you to select a specific group for the step at the time of
creation, but the User Group option for Ticket Action Plans allows the
ticket’s user group to complete the step.

m User delegated
This option is similar to the user assigned to the plan.
e Skip to Here - which allows the current step to be completed out of order

You can complete this step and skip all other steps before it. This option must be
used only for steps whose completion makes all previous steps, which were not
completed, invalid. This option is not available for steps of the Global Phase.

Enter the information for the step and click Save to add the step at the end of the
phase for the action plan template. A sample action plan is shown in Figure 15.35.
The steps of the phase have options similar to the phase in the options to the left of
the step description. This allows steps to be moved relative to other steps in the
phase.

] Action Plan: Account Ordering

& Customer Interaction {Global Phase)

o Customer signature on file Usar Attachment Opbional
delegated

o Customer fnancing sear Attachment Opteonal
approved delegated

& Cliant Interaction

o Inatial meeting with client * | Attach &ccount Contack Liser Attachment Mandatory | 3 days
delegated
o Neads analysis Attach multiple Notes Lrser attachment Gptional
delegatad
Craate Opportunity Attach Opportunity Usar Attachment Jpbional
assigned
@ and the
usar's
Managers
@ Meet with conbact Atkach a single Note Usar Attachment Optsonal
delegated
Review meseting notes Manager Attachenent Cgptsanal
-] of tha
plan
o Update Opportunity View Account Lser Attachment Opteonal
delegated -
& Quoting
a Magting with client about | Attach = single Mote User Attachment Optional
opportunity delegated

Figure 15.35 A Sample Action Plan Templates Detail Page
The following options are available for the steps.
e Move Up - which moves the step up by one unit

e Move Down - which moves the step down by one unit
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e Add a Step before this Step - which allows users to add a step before the current
step in sequence

e Add a Step after this Step - which allows users to add a step next in sequence
with the current step

e Modify Step - which allows users to modify the current step
e Delete Step - which allows users to delete the current step

If instances of the action plan already exist in the Accounts module, the step
cannot be deleted.
On completing the phases and steps of the action plan template, it can be set as
Approved from the list page. You can access the action plan template from the
Accounts module to create action plans.

15.6.3 Modifying Lookup Lists

You can modify most of the options in the Centric CRM modules by clicking the
Lookup Lists link. This displays a page listing all the lookup lists that can be
configured for that module, with options to preview and edit the lists, as shown in
Figure 15.36.

List Name 'It&»ﬁ?

Sccount Types 10 l Smmall __v_l -

m
|
=

M
[
=

Contact Types 13 I Accounting __v_!

Email Types z I Primary |~ l

m
|
=

Edit | Address Types 4 IF'r'irnar'g.r vI
Edit |Phone Types z -IMain 'i

M
[
=

Industry Types 21 Automotive _:]

m
|
=

Segment 0

m
[
=

Sub Segment 0 I "i

Site . 1 norfolk

m
|
=

fdccount Size ) 1-10 *

m
[
=

The editing screen displays a blank field on the left with an Add tab, as shown in
Figure 15.37. It also displays a list of current values with tabs to perform the
following tasks:

e Move the values up or down
e Sort the values
e Remove values

e Rename the values
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Account Types

Srmall
Mgdium
Wew Option  Down Large

[ *I‘mﬂ\'ill contract

- Non-contract
‘S-E Territary 1: Nartheast
Territary 2! Southeast

{ mename *

.Up_.

Territary 3; Midwest

(Save Cranges | | Cascel !

Figure 15.37 Editing a Lookup List

To perform any task, select an entry and click one of the tabs. To add a new entry,
enter its name in the field on the left, and click Add.

You must pay attention to the initial configuration of the lookup lists to get the lists
right. The lookup lists are used in reports and in communications to aid you in
classifying your data.

15.6.4 Accessing Sites/Tetritories

The site feature enables secure management of accounts and users into several
sites/territories. The users of each site can access information of that specific site
only. They are restricted from accessing information from other sites. The main
None site users can manage all other site information such as accounts, contacts,
and users.

The site lookup list is blank by default. With no entries in the site lookup list, all
accounts and users belong to the None site. You can create new sites by editing the
lookup list. Accounts or users can be added to any one of the sites in the list, or the
None site. The users of site "A” can never be the manager of the users of another site
'B’, or the None site. The None site users can be managers of users belonging to
several sites.

Caution: The application enforces a strict security policy regarding sites.

15.6.5 Organizing Asset Categories

The Contracts and Assets tab in the Accounts module help you in providing
contracted maintenance, or support, or recurring payments on goods or services
under contract. For more information on the Accounts module, refer to Chapter 6,
”“Managing Accounts”.

Assets refer to hardware and software, and contracts refer to the legal agreements
about assets that you have with vendors or customers. The assets are generally
physical items such as computers, telephones, or automobiles. The assets can also
be service oriented such as software. An asset can be covered by a contract, but it is
not mandatory.

The main Assets page in Admin is shown in Figure 15.38.
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CadD

Configuration Options
CHtEgRies
kup Lis

Figure 15.38 Configuration Options for Assets

The Admin module has the following configurable options for Assets:
e Lookup Lists - allows you to modify options

e Categories - allows you to classify the asset

To manage asset categories, click the Categories link, and select Edit beside Asset
Categories, as shown in Figure 15.39.

dit h=set Categaries
Figure 15.39 Asset Categories

An Active Categories page is displayed, as shown in Figure 15.40. This page is an
interactive editor that helps you define and modify levels of Asset Categories.
Depending on your installation, the levels may be ready for you to enter
definitions.

All categories are unique to their site/territory. You can view the categories of a
site by selecting the site from the drop down list of sites on top of the page. The
following tabs at the top of the editor window are displayed:

e Active Categories
e Draft Categories

In Active Categories, you can view the settings that are currently defined for the
specific site. Selecting the Draft Categories takes you to an editor that looks exactly
like the Active Categories, except for the Edit tabs in each level column. Draft
Categories can be edited for different sites.

Categories for Site i—- Mone -- 'I
[-A::tive Categories |r Draft Categories I

Lewvel 1 Level 2 Level 3

Hardware Bl 2pplication Softwakl i [8o0 ,:J
Operating Systems Mail Server

[ = 2|
Figure 15.40 Asset Category Editor - Active Categories
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This tab enables you to edit the selections in each column, as shown in Figure
15.41.

Categories for Site |-- None -- =
DT Draft categ L&s\b

Lewel 1 Level 2 Level 3
Hardw are ] Desktops ;l -= None -- ;I
Software
o =10l x|
[Edit Categories = = =1
Hardware =
Scftware _'J
Descripticn
| Add =
1
y =
Revert to Active List | _Activate Now | G Mheaa o]
Save Cancel
L Copyright 200
| Bere &

Figure 15.41 Asset Category Editor - Draft categories

After editing the levels and values, click Save in the Editor page. Click Activate in
the Draft Categories page to confirm the modifications. This displays the Active
Categories page with all the modifications applied. You can classify assets using
the categories you defined. Organizing your assets helps you to query the Help
Desk or Account Asset sections with detailed reports later on.

Custom folders and fields, lookup lists and categories are common to many of the
configurable modules.

15.6.6 Organizing Helpdesk Categories

The Help Desk module enables you to classify customer or internal issues. For
more information on the Help Desk module, refer to Chapter 11, “Accessing the
Help Desk”. Click Configure Modules on the Admin page, and select Help Desk.
The Help Desk main page is displayed, as shown in Figure 15.42.
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Configuration Options I:E;
action Plan Editor

Cateqories

Custom Folders & Fields

_ Scheduled Events

Figure 15.42 Help Desk Main Page

Click Categories and select Edit Ticket Categories. You can edit the categories as
you did in Assets.

The issue description, categorization, and solution information are stored in a
database. You can use this database to operate the Knowledge Base in the Help
Desk module. If the problem is categorized, and the solution is well-documented,
you can use a category page to search for the solution to a problem.

Ticket Categorization can also be used for ticket assignment and action plan
selection in the ticket Add and Modify pages. Click Assignment for ticket
assignment. You must enter the following fields, as shown in Figure 15.43:

e Department - indicates the department of the assigned user of the ticket

e Resource Assigned - indicates the user belonging to the previously selected
department who is assigned the ticket

e Assigned Group - indicates the user group to which the ticket is assigned
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. Actlon Plans - allows you select an action plan from the set of action plans.

Cn‘hegorles for Site |
broft Categories

_aw_lmd Action Plans for Category: Technical
Hame

-
T Approvad Actn Data Archivad Archived Date
Level L Level 2 | cellaberation with DaS | ves |emmomeeoT| Me |
Eidling =l [-- none -+ E 2 - 3 b= Rt =]
Cridqr Switch to Site [Hen-gite =
Other
Salos | yrdetermmed =] [undetermined =] [urdearmred =] [ und i =] | Seacch |
Recards 1 k0 3 of 3 te8al [Previcus|Naxt] o
._Jm* e Approved A DM bummamm
p Cellaberation weh DRS Yes £/25/2006 EOT | Ha
o | Liras: imgdemantation, Migration, Yes | E/Z2006EDT| Mo |
j | and ddminiztration | |
Edit | r' Maintenance and Support of N!h.mrlc Yas s.ll:a.rz,uus E1:|T' Mo
ol
= [Prewnces |[Next ) r:u;cl of 1, Items per page: | 10 -I
Rasourca Assigned pad

. Partha [Schoct] | Done | Cancel | ichecs 0] [Clsar 211}
assigned Group Saks Group [Seleck] [ Bone

C’Elﬁlbhwatm with oRs =] [miap] |

2

[l |

Rewvart to Active List | | Activare row |

Figure 15.43 Help Desk Categories and Ticket Assignment

15.6.7 Configuring the Object Events and Scheduled Events

The Admin page provides the following configuration options for a help desk

e Object Events. You can select this option by clicking Object Events, as shown in
Figure 15.42. This page enables you to insert and update ticket objects.

e Scheduled Events. You can select this option by clicking Scheduled Events. This
page enables you to access ticket notifications.

es = Help Desk > Object Events
Dbject Ev:@ Triggered Process r::::::::“ Available
& | In:iart tlc:l_v-:at ub]ati hv i .in | 6 YES
"-'T Updata ac‘tmmtemwmrk ht.-'. niternw rk data | ? | “r’-u-
lﬂyUlew Detaills _: R e Ly o

Figure 15.44 Object Events
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Number af

Process to Execute Schedule components available
Edit | Overdua tickat notification Every 10 minutes; 8§ AM - G PM 2 s

Figure 15.45 Scheduled Events

Object Events and Scheduled Events are a set of workflow rules activated by
actions in the system. Click Object Events to view the details page, as shown in
Figure 15.44. In Object Events, the workflow is activated when a ticket is entered
or closed.

The Process Details page, which allows you to insert a ticket object is shown in
Figure 15.46.

|Process: Ticket change notification
Global Parameters (6} [Show]

Step 1: Was the ticket just closed?
Rasults Go to
Yes i Step 2
Vs [disaBled P Step 3
Mo 1 Step d
Step 2: Send an emall notification to a user
Parameters (5) [Show]
Results Go to
Process Finished 4 Stop
F:ar:lid. org.aspcfs.modules. troubletickets.components. SendTicketSurvey
Results Go to
Precess Finished 4 Step
Step 4: Was tha ticket just assigned or reassigned?
Results Go to
Y 3 Step §
No + Stop
Step 5: Send an amail notification to a user
Parametars (6) [Show]
Results Go to
Pracess Finkshed & Soop

Figure 15.46 Insert Ticket Object

Note: In both the options, you can hide or show the global parameters. The pages
displayed when global parameters are hidden and shown are shown in
Figure 15.47 and Figure 15.48.
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Global Parameters (6} [Hide
Namea Valua
notification, body The fellowing ticket in Centric CRM has been closed:
=== Ticket Datalls ===
Ticket & S{this.paddedld}
Priority! ${mcketPriorityLookup. description}
Severity: &{ticketSeveritylookup.description}
Izgue: ${this. problem )
Commeant: ${this cemmeant}
Closed by ${ticketModifigdByContact. nameFirstlast)

Solution; ${this.soliation}

notification. ipemid S{this.id}

notification. itemMadified S4{this. modified}

notification. module Titkers

notification. subject Centric CRM Ticket Closed: ${this.paddedid})
notification. userTaNotify S{previous. enteredBy )

Figure 15.47 Ticket Change Notification: Global Parameters
Hidden

Process: Overdue ticket notification
Glabal Parameters (5) [She

Generate a list of tickets based on specified parameters. Are there any tickets matching
the parameters?

Parameters (6] [Show]

Step 1:

Results Go to

End of step 3 Step 2
Step 2: Saends a ticket report to specified users with the specified parameters
Parameters (5) [Show)

Rezults Go o

PFrocess Finished § Stop

Figure 15.48 Ticket Change Notification: Global Parameters
Shown

Click Scheduled Events to view the details page, as shown in Figure 15.45. In
Scheduled Events, workflows are activated by timing, for example, every hour or
every day. The Scheduled Events page with global parameters displayed, is
shown in Figure 15.49.
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ket notification
Glabal Parameters (5 [Show)

e AT a (it of tickets based on speciied parameters. Are there any tickets matching
the parameters?

Parameters (&) [Show]

Stap 1:

Results Go to
End af step 2 Step 2
Stap 2: Sends a ticket report to specified users with the specified paramaters
Parameters (5) [Show)
Results Go to
Process Finished : Stap

Figure 15.49 Scheduled Event: Global Parameters Shown

15.6.8 Configuring the Product Catalog

The Admin section provides a web based interface to configure and manage your
company's Product Catalog.

Configuration Options
uslem.Felders G Figlds
L f!i!! ] Iiil'ﬂ

Figure 15.50 Product Catalog Main Page

The feature available in Product Catalog is Lookup Lists
Using the above feature, you can configure lookup-lists.

15.7 Configuring the System

To configure your system, click Configure System from the main Admin module
page. A Configure System page is displayed, as shown in Figure 15.51.

rameter Current value
Edit | Company Information | GEE Financials
ELlil) BosnEss Rengess MenpueaEnt, . 00 SO ENEI G B s CEEERTEa
Edit | HTTP-XML API Client Manager | Total # of enabled olients0 |

Figure 15.51 Configure System Page

There are a number of settings which are usually set at installation, and rarely need
to be modified. These settings include:

e Company Information - allows the administrator to configure your company
information
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Business Process Management - allows the administrator to configure workflows
based on your company's business processes

Session Timeout - displays the time, defining the period of inactivity that forces a
user to be automatically logged out of the system

Email Server - allows you to configure a mail server such that your Centric CRM
server is able to access mails

Email Address - allows you to set this address in the From field of the message
You can assign a person to receive the mails sent to this address.

Centric CRM URL - defines the Uniform Resource Locator(URL) that can be
included in emails to allow you to access the site

= This is used when a survey is sent to a contact.
m The URL must be specific and must exist in your Domain Name Server (DNS).

= If a domain name is not configured, you can specify the Internet Protocol (IP)
address and include the full path to access the Centric CRM web application.

Fax Server - which allows you to configure the fax server you want Centric CRM
to use

HylaFax is currently the only fax server supported. Leave the field blank if this
facility will not be used.

Default Time-zone for new users - which allows you to configure a lookup list
defining all time-zones

Default Currency for the system - which allows you to configure a lookup list
with all the currency types your system recognizes

Default Locale for the system - which allows you to configure a lookup list
defining the locales supported by your system

Default Country for the system - which allows you to configure a lookup list
defining the countries your system supports

15.7.1 Modifying Company Information

To modify company information, click Edit beside Company Information. A
modify page is displayed, as shown in Figure 15.52. This page enables you to
change the following details:

Organization name
Web Site URL
Phone numbers

Address

Email addresses

Click Update to save the modified information.
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 armpay Trbormation_

Modify Company Information

e
Urganization | f  arse Ventures

Hame | Enter the URL

of the website

Wb Site URL| e

[Phone Numbers
Phone 1| [ main 52 axt,

Addresses
Type || Primary EI

Address Line 1
Agddress Ling 2

Address Line 3

City |
Etilte.l'l‘r{wlncg. --Noee-- __=3
Postal Code
Country | | UNITED STATES =

Email Addresses

Emaif 1 Primary dfr

Figure 15.52 Modify Company Information

15.7.2 Modifying Business Process Management

To modify business process management information, click Edit beside the
Business Process Management link. A workflow page is displayed, as shown in
Figure 15.53. You can upload an XML Workflow file that updates the workflow
schema. Whenever you perform certain actions within Centric CRM, which has a
series of automated actions associated with it, the workflow engine performs these
actions sequentially.

Submit Workflow File

] Delete existing events and business processes

Select file to
upload here

File (Chocte Fle | no Al selected 4

* Large files may take swhile to uplaad.
Wait for file completion message when upload finishes.

(iiiead)

Figure 15.53 Business Process Management Using Workflows

15.8 Checking System Usage

To check the system usage, click Check System Resources. A Usage page is
displayed, as shown in Figure 15.54. This page displays information about the
system, including the version of Centric CRM you are using.
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Current Usage and Billing Usage Infermation

.3 cnabled users

1 files stored In the document library using 237,457 bytes of storage

Tadiy

o o T v, RS 3 D
End! ‘ariuf2006 | @

Usage for 2/11/2006 - 2/12/2006

_1 It?gln

_2 files uploaded, using 44,762 bytes of bandwidth
@ files downloaded, using O bytes of bandwidth

| b emalls sent, consisting af O bytes

;ﬂ- faxs sent, consisting of O bytes

Application Verslon: 3.1.2 (2005-12-27)
Database Version: {2005-07-08)

Figure 15.54 System Usage Display
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