Customer Relationship
Management (CRM)

Overview

The Customer Relationship Management module (CRM) contains
the following sections:

Smart Customer M anager
Customer/Product L ogs

Product Reference Guide

Smart Personal Contact M anager
Smart M essenger

Reports

This module provides you the tools to maintain and monitor up-to-
date information about your customers. Y ou can track sales contacts,
customer calls, customer problems, and any product problems or new
feature requests. Y ou can view open items by category to seeif there
are any unresolved customer or product issues.

With Customer Relationship Manager, you can view a complete
history about an individual company of al transactions made;
important phone communications; requests for products and or
service; problems and resolutions; and alist of the individual users
who have been dealing with your customer.
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CRM Flow Charts

The following figure shows the flowchart for the Smart Per sonal
Contact Manager. You can use this application to keep track of al
your business and personal contacts and prospective customers.

Smart Personal Contact Link or Convert
Manager P 0 aCustomer
Create/Edit/View:
- Contacts
- To-Dos L .Remi nder Pops Up
- Journals & in Smart Messenger
Appointments
- Phone Messages

Print Reports
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This next flowchart shows the functions and flow of the Smart
Customer Manager. Here, you can keep track of your existing
Customers and of any reported Problems or Feature Requests for
your Product:

Smart Customer | Link from Smart Personal
Manager < Contact Manager

l

Enter/Edit/View:
- Customer

- Seles Order 5| Reminder Pops Up
- Invoice | in Smart Messenger

- Customer Logs
- Product Logs

l

Print Reports
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Using the Customer Relationship
Management Module

The following section shows you the various ways of using the CRM
module by different types of employees and the managers/owners.
These are only recommendations. Y ou can use this module in many
different ways to suit your individual needs.

How Would My Salespeople Use CRM?

A salesperson might use the Smart Personal Contact Manager for
the following functions:

Create and maintain Contacts and Prospects
Maintain aTo-Do list

Create and view Journa and Appointment entries
Document and view Phone Messages

Y our salespeople can use the Smart Customer Manager for the
following functions:

Find existing Customers

Create Sales Orders and Invoices

Create and track Customer Sales and/or Service Logs
Enter new Feature Requests

Salespeople can also use the menu option of Customer/Product
L ogsto view and track open Customer Logs.

The Smart Messenger provides them with the ability to:

View reminders
Communicate instantly with other employees

Moreover, using the Reports function, they can print a variety of
vital reports about Contacts, Customers, Products, Journal entries,
Appointments, To-Do lists, and Phone Messages.
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How Would My Customer Service Employees
Use CRM?

Y our Customer Service employees can use the Smart Customer
Manager in the following manner:

Follow up on existing Customers

Create Sales Orders and Invoices

Create new, view, or add to Customer Logs
Enter a Product Problem

Enter a Feature Request

Using the menu option of Customer/Product Logs, They can view
and track open Customer Logs.

The Product Reference Guide gives your Customer Service
employees easily accessible information on your product. The FAQs
posted here can help them to knowledgeably answer your
Customers’ questions.

The Smart Messenger provides them with the ability to:

View reminders
Communicate instantly with other employees

Additionally, using the Reports function, they can print a variety of
vital reports about Customers and Products, as well as printing their
own Journal entries, Appointments, To-Do lists, and Phone

Messages.
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How Would My Service Technicians or
Engineers Use CRM?

Y our Technical people can use the Smart Customer Manager to
view existing Customers' information.

They can use the menu option of Customer/Product L og to do the
following:

View al Product Problems
View all Requested Product Features

Y our Technicians and/or Engineers can add to, update, and maintain
the Product Reference Guide.

They can use the Smart Messenger to communicate instantly with
other employees.

Additionally, they can print Reports that will give them vita
information on your Customers and your Product, as well as printing
their own Journal entries, Appointments, To-Do lists, and Phone

Messages.

How Can Owners, Managers, and
Supervisors Use CRM?

There are many ways that management can use CRM. Some of the
suggested uses are:

Selecting the Customer/Product L ogs menu option to view
Open Customer or Open Product issues.

Using the Smart Messenger to communicate immediately with
employees.

Printing avariety of Customer and Product Reportsto review
their status and evauate your employees effectiveness.
Managers can also print Reports for employees To-Dos,
Appointments, and Phone Messages to assist in evaluating
employee performance.
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CRM Setup

Access Rights for Contact Manager

For reasons of confidentiality and data integrity, you may not want
other users to have access to your information. Y ou may want your
secretary to create an appointment for you, but not have accessto
information that describes the result or outcome of the appointment.

M. Access Rights For Contact Manager

Modify Access Rights for: | Appointments E“
You can give individual users access to specific zections of your contact
TSNS .

|l=er ey Edlit Delete i Print | =
KELLY v I I IV v
USERID I rd rd 4 v

Ok - F4 | }(Eancel-FSl

Y ou can authorize and/or deny access to information by setting
access rights. Access rights can be set for Appointments, Contact
Info, Phone Messages, and To-dos List. Y ou give access rights by
selecting the Access Rightsfor Contact Manager option that’s
located under Setup for CRM.

A Important Note: Y ou can only give other users access to your
own information. For another employee to give access to someone
else, he/she must sign in under his’her own user name. When access
rights are set for another user, they are set for accessing the
information of the currently logged-on user.
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Users that you have given access to your information will appear in
your list of users, showing what access you have allowed them to
have.

Smart Customer Manager

T" Smart Customer Manager H=E
Company Phone2 Fax2
Mame e-hiail
Address Wigh Add
City, St Zip Comnments
Country Status | Elalance| 0.00

Transactions |Prod Logs | Cust Logs | Feature Reg

Invoice Mo | Trans Date | Trans Type |Invoice - ChkiCard Mo Description Amount  (Refund Ar{;_l

i i

- = .
Click here to create o " hlew Cust Log | Mewe Prod Logl & Print-F2 | [ECloze-Esc I QFrowse-F3 | FEihiotes Fi2 |
anew Sales Order

Click here to create
anew Invoice

This screen gives you a complete snapshot of a customer. Y ou can
do the following from this screen:

Add new customers

View all details about a customer, including name and contact
information

Create or view customer’ s transactions from Order Entry and
Accounts Receivable

Create or view Product Logs (product or service problems and
product enhancement requests)

Create or view Customer Logs (sales or customer support/service
cals)

Print reports of the Customer Logs for the customer you are
viewing
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New Customer Log

Mewy Cust Log

Click on this button to create a New Customer L og.

Y ou can use the customer log to track and log calls between your
employees and your customers. When you create a Customer Log,
you can assign it as either a Sales or a Service Log. As your
employees communicate with your customers and log the
interactions, a history is built around the customer. This becomes an
audit trail for non-financia transactions, and your employees can see
arecord of who previoudly contacted the company, when, and about
what.

Enter/Edit New Customer Log

Trans I0: | | Company: [c.J. ELECTRONICS SUPPLY | Phone: [a0s-555.1234 |
custp| [1137 Name: [ atir: €.J. |  Fax [a0ssss-s678 |

Trans Type: | Incarming Call [=] S|

—  Category: ~ || Problem Type: | wiating For Data [+
Product: ['versa Pra - Wincow] - | goty | SalssLog E] el d []

= Statuz: |Open - Priority: | High [
O — | I B

Follawup: | 0g/25/2000 MseQ | vieek Daily =]

oelule: [ Hone DL startiston | [00:0415 |

Summary: |

Assigned To: | USERID [=]| |c.J. called and ke has not received his invaice in the mail et for [=]

Created: [USERID purchaze made last month. He needs it for his month-end reports.

0841 302000 03:19:10 P

e

Last Edited: | USERID
08901 552000 03:19:10 P

Times Modifiec: o i_"_

ey Prob | [HSave-ra | X CancelFs IB“CIDSB-ESCI EDBIBTB—FSIQEWOWSE-FB! gmotes-.‘ll‘l & Print-F2 |

The Customer Log has the following fields:

Trans|D: To view or edit a historical transaction, enter the
Transaction ID in thisfield. If you do not know the transaction
number, click on the Browse-F3 button.

Customer ID: When you type in the ID of an existing customer, the
company, name, phone, fax, and e-mail information automatically
displays. If you do not know the customer number, click on the
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Browse-F3 button. To add a new customer, enter the new ID in the
Customer ID field. Once you have typed in the customer 1D, you

can aso click on the Z4L 1B hytton to go to the Customer
Maintenance Screen.

Trans Type: Thisfield has a drop-down menu to specify the type of
transaction. The types that are available initialy are:

Incoming Call

Outgoing Call

Letter

Fax

E-mail

Message

Other
Y ou can also select Add/Delete | tems at the end of thelist to add
your own or delete unused types. Thisoption isonly available if you
have administrative rights.

Product: Thisisthelist of your product names. Y ou can choose to
Add/Delete Items at the end of thislist only if you have
administrative rights.

Version: If your product has version numbers, you can enter the
Version number for the product that isinstalled at this customer’s
site.

Module: If your product is sold in modules or sections, you can
select the module name here. You can aso Add/Delete Items here if
you have administrative rights.

Assigned To: Select the user that you wish to assign to this
transaction.

Category: There are two types of categories for aLog item, Sales
Log or Service Log. Select SalesLog if the call isrelated to asale,
or select Service Log if the call is about servicing a product.

Status: The default status is Open. When you have completed the
call or resolved the issue, you can select Closed.

Problem Type: You can use this drop-down menu to select a brief
description of the problem. Y ou can also select to Add/Delete Items
to thislist if you have administrative rights.
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Priority: Inthisfield you can define the priority of the problem as
Low, Medium, or High. You can Add/Delete Items at the end of
thelist if you have administrative rights.

Follow-up Date/Time: If you need to follow-up with a customer
regarding the problem, specify the date and time. (Do not mark the
L og Status as Closed if you intend to follow up with a customer).

Completed Date/Time: Y ou can use thisfield to specify the
date/time of the completion of the call.

MsgQ: You canindicatein thisfield if you wish to be notified with
areminder message via the Smart Messenger. The choices are:

None

Instant

One Time
Hourly

Daily

Week Daily
Monthly

End of Each Month
Quarterly
Semi-annually
Yearly

Timer Start/Stop: You can use thistimer to track how long you
were on acall with a customer.

Notes: You can use the Notes area to maintain text notes that
describe the services provided to the customer. Y ou can also press
the F9 key to insert the current date and time into this field.

New Product Log

w' Click on this button to create a New Product Log. The
purpose of thislog is to track product problems reported by your
customers. You can also use thisto log service calls placed by the
customer. When you create a Product Log, you can assign it asa
Problem Reported or a Feature Request. A Feature Request isa
request made by a customer to improve or enhance your product or a
service.
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1 - =]
Trans # I:I Cust.IDI Company: | ABC Books

Product: Mocule: _ Wersion;
Brief Description: | | Cateagry:
Prablem: | Requesting an onstte training class from Yersapro. [=] .

[l

Comments: | They have hired many nesw people and are regquesting E

Wersiond:
our help in training them

WErEionz:

Il

el ] cmpers e
QS Pers # 2
Created By: Last Edited By: Times Modified: E
i DA el Do A

[HSave-re I ¥ Cancel-F5 |E;nCIose-Esc| [ Delete-Fe 1 Q\Brov{';‘\-:‘:-?:il @N-’Aea-ﬂ'&l & Prirt-F2 I

A Product Log has the following fields:

Trans#: To view ahistorical transaction, enter the Transaction |1D
inthisfield. If you do not know the transaction number, click on the
Browse-F3 button.

Customer ID: When you type in the ID of an existing customer, the
Company name automatically displays. If you do not know the
customer number, click on the Browse-F3 button.

Product: Thisisthelist of your product names. Y ou can choose to
Add/Delete Items at the end of thislist if you have administrative
rights.

Module: If your product is sold in modules or sections, you can
select the M odule name here. Y ou can also choose to Add/Delete
Items at the end of thislist. The Add/Delete function is only
available to users with administrative rights.

Version: If your product has version numbers, you can enter the
Version number for the product installed at the customer’s site.

Brief Description: Use thisfield to type a brief summary description
of theitem.
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Category: The two types of categoriesfor aLog item are Prablem
Reported or Feature Request. As described earlier, a Feature
Request is a request made by a customer to improve or enhance your
product or a service.

Problem: You can use this area to maintain text notes that describe
the customer’s problem in detail. This can be a problem with a
product or a service. You can aso press the F9 key to insert the
current date and time into this field.

Priority: Thisfield defines the priority of the problem. Options
include L ow, Medium, or High. You can choose to Add/Delete
Items at the end of thislist. This Add/Delete function is only
available to users with administrative rights.

Status: As adefault, atransaction is marked as Open. When you
have completed your actions regarding this transaction, you can
change the status to Closed.

Comments: Y ou can use this area to maintain text notes describing
any actions taken to fix the problem or any related comments. Y ou
can aso press the F9 key to insert the current date and time into this
field.

Version 1 or 2: Use these fields to specify the version of the product
in which this problem existed. Use this field only if you track the
version of your products.

Quality: You can use this area to maintain text notes of comments
from the person who tested and verified that the problem has been
corrected. You can aso press the F9 key to insert the current date
and timein thisfield.

Q/A Person# 1 or 2: The Q/A (Quality Assurance) person who
tested the product can enter his or her initials or name in this text
box.
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Customer/Product Logs

This selection will alow you to view customer and product logs
grouped in categories and without running areport. In each view,
items are grouped by a category and status (Open, Closed, etc.). You
can double-click on amain category to expand it and view the
individual transaction summaries. In addition, you can double-click
on atransaction to view the transaction detail.

Prod Logs - Closed
Features - Open
Features - Closed

Features - Will Mot Be Added
Cust Logs - Open -

Mewy Cust LogINew Prod Logl %‘F‘.’:r:t-l-‘k l B“CIDSE-ESC |

When you select this screen, it will appear as a blank screen. You
can then choose Select a View from alist of predefined views. The
name of the view describes the transactions that will appear within it.
These views are;

Prod Logs— Open

Prod Logs— To Be Tested
Prod Logs— To Be Shipped
Prod Logs — Closed
Features — Open

Features — Closed

Features — Will Not Be Implemented
Cust Logs — Open

Cust Logs— Closed

Cust Logs—All

Service Logs — Open

Sales Logs — Open
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Y ou can click on the Sear ch box to select aview and then, in the
input box next to Search, type the text you wish to search for, within
the current view. Press Enter, and your item displays.

T%; Cust Logs - Open

Select A Yiew: | Cust Logs - Open E Search | Cust Name E Cd
| User Cuist Mame Cust# |[Followln | Received By... Type | LastModified | By.. [#of l;|
C.J. ELECTRONICS 31137 09/25/2000 | 09M 52000 03:|USERID | Incoming Cq094 6/2000 04| USERID | 1

Product Reference Guide

This section is used to maintain alist of frequently asked questions
about your product’ s solutions to customer problems. When your
customer calls an employee and asks them a question, your employee
can use this screen to search for an answer in this reference guide. To
read the complete information, click on the title of the selected item.

Select fisld to zearch and type in the search text: |Tﬂ|EJ'NUTES E| | |

Categaory Title: Created By... Last Modified | By... [=
General
I Howe to Erter & Mew Receipt | 0901972000 05:4 USERID 0941952000 034 USERIC

el
| | »

e Ref thetm | & Print-F2 I [EiCloseEsc |

Y ou can click on the Sear ch box to select afidd and then, in the
input box to the right of it, type the text you wish to search for within
the Product Reference Guide. Y ou can aso click on the Print button
to print areport.
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Add/Edit Product Reference

To create anew item, click on the New Ref Item button. The
following input view displays.

category: | General [=]] Title: [How o Erter a Mew Receipt
Author: [USERID | Dete: [oar1ar2000 | M|

See the Readme File under POS - Entering a New Receipt. —

Esave-ra I # Cancel-f5 |E;nCIose-Escl {i Delete-Fa | QBrowse-FsI &Nmesﬂ'zl &= Bt 2 I

The available fields are:

Trans|D: To view and/or edit a historical transaction, enter the
Transaction ID in thisfield. If you do not know the transaction
number, click on the Browse-F3 button.

Category: You can use thisfield to group or categorize your Product
Reference Guide items. Thisfield could aso be the product type.

Y ou can choose to Add/Delete Items at the end of thislist. You can
Add/Delete Items only if you are a user with administrative rights.

Title: Use thisfield to type a brief summary description of the item.

Notes: You can use the Notes area to maintain text notes that
describe the services provide to the customer. Y ou can also pressthe
F9 key to insert the current date and time into this field.

To edit an existing item, click on the selected Title from the View
Product Reference Guide screen. Thistakes you directly to the
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Add/Edit screen where you can make your changes. Click on Save
when you finish making your changes.

Smart Personal Contact Manager

Contacts

A contact is a person or organization with whom you correspond.
Each contact has information that is relevant to your business. This
information helps you identify them, and enables your employees to
correspond more effectively with them.

1
%, Smart Personal Contact Manager M= E
Contacts IPersonaI ToDa's | Journals & Appointments | Phone Messages | Fitter: | Mone @l

Company | 2,88 Dertist | Address 1255 E, Main St.

First Name |.Jerry |
Micidle | City
Laat Name | Donahue Zip a0 |C0untry |USA

|
Pretix Suttix Salutation | poctor |

Loz Angeles | State |CA

Tl ] Owner Category | Dentists ] 200 New Cartact |
Cortact Info | Notes | Appointments | Hame Infa | User Fields I Uzer Fields

Phone | 215.555.1212 Pager Creste Date | 09/2002000 ([
Mokile Ph |213.555.1515 Phane 5 Edlit Date | ;¢ e 1
Fax [213.555.1213 Phone & First Cantact |oar20/2000 [
; Last Attempt | ¢ 4 = iﬂﬂ
elail | DentistDonahue@xyz com e ':"Ej
A Last Meeting | ; ¢ e Eﬂ

[HSave-rs I ¥ Cancel-Fs |@CIDSE-ESCI '@Dele{e-FSlQElrowse-FSI €< Prev I Next >3 |

Job titles, phone numbers, fax numbers, pagers, addresses, email
addresses, Web page addresses, notes, and appointment schedules
are dl entities or items that carry information. Y ou can enter and
store al such information using the Smart Personal Contact
Manager.
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Creating a New Contact

T, Smart Perzonal Contact Manager

ornlacta |Pu|1unu|Tnbo‘: 1 Jowrels & Spporiments I Fhone Messages I Mﬁh‘t E
Company [TTRRES Bcdress
Firsi Mams
Wikl | ity | Slale |
L=t Neime aip |OJJ1I‘J' I
Frafis | suri | Saliration |
THe Cialiaane - A N Cortred |
Corbee o I hcbes I Apginnemz | Home= Info | Liser Fieids | Uzer Fisits
Fhong Pagar Giesta Dela | ¢y ﬂgl
ok P Frore s FtCirln [+ ¢ =
Fox P 6 Frst ot [ 1/ Hm|
L=t Atbempt | v s =
Sl L=t Comeact | b ¢ =E
i Lost fdesting | v v |
[ Gt | KEME:HE]E}IH:-E:E] i neiete-Fa | Qprovear| O Prev | Hew 33

Y ou creste a contact by entering new information. Y ou do this by
clicking on the Add New Contact button. When you click on the
button, the program inserts the text “New Contact,” indicating that
you can begin to enter information for your contact.

Y ou can categorize the information that you enter for the contact
under the following groupings: Contacts, Contact Info, Notes,
Appointments, Home Info, and User Fields. Once you have entered
all the necessary information or modified an existing one, you click
on the Save button to store the information in your database.

Customizing the Smart Contact Manager
Screen

Y ou can customize the layout of the contact manager screen.
Customization allows you to change the label name of the
information, display text in color, and change the order of
appearance. Y ou can initiate customization by clicking on the layout

%l button. Once clicked, the background color changes to gray.
Y ou are now ready to customize the appearance of your Smart
Contact Manager.
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[T, Smart Perannal Contact Manager

Conpany [ ae Cerlist | sdckess 1250 E man=,
Frat Hama [amry |

Widd= | ot [Los Areaks | = o
Lot Netne | Tp [somig |counier g

[orskie
Prediz Suf= Saluisbion |packor |

Tetke [ Cramer Cabmoory |Dertisla - S ]|
Coriact Inio | Hob= ] S | Haome Indo | User Fislds I User Fiekds
Phorea [ 3135551212 Pt et Dte | nsrancamm E|
ot P | 2155551515 Fhng 5 ERDetE | ¢ ¢ =m
Fax |xz 555173 Fhane @ First Conlect [ oagozoon £
Last Atbenp [ oy HME
Ehiall mmﬁwﬂun@zyzm Last Comact [ 1y __E
e Lt Mesting | 1 ¢ =]

o (e I}(Ean:!}ﬁ]@'.hu&l ‘ﬁ“mm-Fﬂle’maa-saJ €4 Piey | Hest ¥3

Font Name, Font Size, Bold, Italic and Underline are attributes
that, like Color, determine how the text will visualy display. You
can change these in this mode by double clicking on the field that
you select and changing the settings.

Description alows you to customize the name of the field. If the
field has no name, leave the description blank or empty.

Index determines the tab sequencing. Each item has a number that
determines the order in which the fields are accessed by the tab key.

Width alows you to set the horizontal size for the item.

A Important Note: Width only controls the visual display of the
item. It DOES NOT increase or decrease the physical size of the
field with which the item is associated.

In customizable mode, double-click on the item you want to
customize. The selected item will have a blue border. When you
double-click, you are presented with the Property Settings window.
In this window, specify your own values for the attributes.

The following is an example of customization. The images (in the
field that the arrow is pointing to) are created by using specialized
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Customized
images for
Contact Info
fields

fonts (Webdings and Wingdings). The label description has been
changed, and therefore the displayed image.

r" Smart Contact Manager |- [5] =]
Contacts |Persona| ToDo's | Journals & Appoirtments i Phone Messages I Fitter: | Mane @l
Company | Address
First Name |
Midldlle: | City | State |
Last Name | Tin |C0u|‘ﬁrl).l |
Prefix Sutfix Salutation |
Title Category =] Acld New Cortact ]
\ Contact Info | Motes | Appaointments | Hame Infa | Uzer Fields I User Fields
I CresteDate [ /7
-] Phorie 5 Ediit Dat= | / / — Ej
o Phone & First Contact [ / / e
Last attempt [ 7 / = gj
= | | Last Cortact [ / / |
) | | LastMeeting [ 7 He|
| ™ e | K Cancelrs 1E“CIDSE-ESCI @Delete-FSlO\Elrowse-FSI << Frev | Mest 2> |

Other Information

There are other pieces of information that can be important to track.
Such information could be your list of “To-Dos,” Journal notes,
Appointment Schedules, and the most important of al, Phone

M essages.

Personal To-Do's

To-Dos are alist of tasks to undertake and complete. A To-Do could
be a personal or work-related task that you want to track through to
completion. How you record your task depends on how you would
want to create, manage, and handle it. It could be small enough to be
easily handled by oneindividua or large enough to be delegated to
more than one employee. Whatever the nature of the task, Personal
To-dos helps you create, manage, and monitor them.
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Click on theﬁ....ate.l button, to add a new task to the list of To-Dos.
Thiswill bring up the Per sonal To-Dos window. Here you will
assign the task to the user, set the priority for the task, set reminders,
enter the date the task is to be completed, and add any other details

about the task.
T ToDo |
Assigned To [EEH ] Due Date [09r222000 EEA] 050000 m |
Priorty [Migh — [=]  Mew Due Date [09r2272000 M| 050000 P |
Hours = Completed | 1 = [ 5 |
~Status

Rem Code | One Time E}
Remind On (097222000 EE[ 1220852 P11 |

iopen  { Clozed ‘

Subject |Mesting

‘Wil be meeting with Johnny's teacher to dizcuss his progress in school. ‘ﬂ
.«
Crested [USERID [n9/2002000 12:11:40 PM |
Last Modified |USERID |IZIEI.|‘20J‘2IZIIZID 121622 PM |
Murmber of Edits 1 0K -F4 | # Cancel-Fs i il Delete-F5 I

As each phase of the task is handled, you can record the progress by
recording the total hours spent on the task and specifying the
percentage that has been finished. When the task is completed, you
mark it as either completed by filling in the Completed Date or click
on Closed to label it as aclosed item.
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'" Smart Personal Contact Manager == B

Contacts | Journals & Appoirtments I Phone Messages |

Subject Qreatel Print I Due Date Meww Date | Priority Hours [%Complete| Remind On (Donel =
Meeting 09/22/2000 0 09/22/2000 0 High 1.00 narezreoon | |

Hotes For Current eme: ['\wil be meeting with Johnny's teacher to discuss his progress in school, =
Options

% Display Open tems
" Display Clozed ftems
" Display Al tems

View ToDo's For:

T g

Click on the Print button in the initial To-Do screen to print a To-Do
report. You can print a To-Do report either for yourself or for other
users, providing you have access to Print their To-Dos. The program
comes with a default report. Y ou can use it as atemplate to create
your own custom report. The report has standard and advanced
reporting options. Both these options determine what type and or
range of To-Dos to retrieve and the manner (sort order) in which

they will print on the report.

Sample of the default To-Do report:

[ T To-Do List Puge i
T 1 15003 M & Ed i s
e Sumiesn Somdridraio A0 B S

Massmpark, Ck 070

Ml Do Originad e Batn Butject Gtoam  Paorty % Dase  Ha
OHEIIN0N MO0FY [EGL00MIS00D0 PW - Menng Cpan High oo 1m
BOEE P51 ba reasiing vith dohomo'= ieaches Jo dis e bis progres= in schaol
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Journals and Appointments

Y ou use Journals to record an activity. An activity could be the
outcome of a meeting or appointment, interactions with important
contacts, items of significance, and other items of interest.

I Fhone Mezzages | #h |

Date IDQQ?.QDUD Meeting with 245 Dentists to discuss implementing Versapro _ﬂ

Accounting 2001 in their office
bonth| September |Z| iearizoolj :,'j

Sun|Mon| Tue|Wed| Thu| Fri | Sat
1 2
3 4 ] 5] T g 9
o |11 [12 [13 [14 |15 |16

17 (18 |19 2021 |22 |23

Contacts I Personal ToDo's

= =
24 |25 |26 |2F |28 |29 |30
View Appointments For: |ISERID -]
Start End Contact Subject Create] mrint [[=
0902712000 02: 00:00 09272000 04:00:01 Jerry Donahue “ersapro

To record your journa, select the appropriate date (for example, the
date on which a deal was signed, major contract awarded, or maybe
even your first anniversary) and enter the details of interest on the
right. A solid blue square block on the calendar view indicates the
presence of journas on a particular date.

An appointment is an activity that you schedule in your calendar.
You either can create it for yoursalf or for another user, provided you
have the access.

Specify the date and time the appointment begins and ends, the name
and phone of the person with whom you have the appointment, the
location of the appointment, subject of the appointment, and the
purpose or any other details of the appointment. Y ou can also set
reminders about the appointment at specified intervals. A solid dark
red sguare block on the calendar indicates that appointments are
scheduled for that particular date.
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Click on the Print button on the initial Journal and Appointments
view to print alist of scheduled appointments. Like the other reports,
you can print either for yoursalf or for other users, providing you
have access to print their appointments.

The program comes with a default report. You can useit asa
template to create your own custom appointment report. The report
has standard and advanced reporting options. Both these options
determine what type and or range of appointments to retrieve and the
manner (sort order) in which they will print on the report.

Phone Messages

Y ou can schedule phone messages, record your phone conversations
and, if need be, retain them for follow-up. Phone conversations have
become an integral part of daily life, both personal and in business.
This provides you with an excellent way to keep track of the
important ones.

Click on the &te&t& pytton to create a phone message. Phone
messages could fall into various categories depending on the nature
of call and its significance. Possible categories could be Telephone
Message, Returning Call, Please Call, Urgent, Will Call Again,
Cameto See You, Wants to See Y ou, and so on.

Once you have created and saved the message, it will be sent to the
assigned user. The message will be sent just once, when it has been
created.

Click on the Print button to print alist of phone message. Like the
other reports, you can print either for yourself or for other users,
providing you have access to print their phone messages.

The program comes with a default report. You can useit asa
template to create your own custom phone message report. The
report has standard and advanced reporting options. Both these
options determine what type and or range of phone messages to
retrieve and the manner (sort order) in which they will print on the
report. Using the advanced option, you could zoom in on a specific
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set of messages, such as printing only those messages that are
categorized as urgent.

Filters

When you are using the Smart Personal Manager to view contacts,
you can apply afilter to search through a narrower list. You can filter
on the following:

Company
First Name
Last Name
Phone
City

State

Zip Code
Category

% Contact Filter I

Set Filter to: | State -

Look faor: | o |

Click On the RESET button below to
remoyve any fiter settings.

Ok - F4 | }(Eancel-FEi vy Reset I

To usethefilter option, click on the Filter button, select from the
drop-down menu for Set Filter to, and typein the letters or digits on
which to filter.

After you click on OK, the Prev and Next buttons on the bottom
right of the Smart Personal Contact Manager screen will only
select contacts based on the criteria you entered.
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Smart Messenger

Smart Messenger is used to send instant messages to employeesin

your company or to display reminder messages from the Smart
Customer Manager or the Smart Personal Contact Manager.

When you start the program for the first time, the program will
automatically run the Smart Messenger window. As a default, this
window is automatically minimized. When you receive a message,
this window is automatically maximized, so that you can read the
message.

If you are not logged on and someone sends you a message, it will
automatically display when you log on the next time. If you
accidentally close the Smart Messenger window, you can reopen if

by sdlecting the Run Smart Messenger menu option from the CRM
menu.

[[l§ Smart Messenger = =] I
Appointment Reminder AI

Frarn: 09/27/2000 02:00:00 P
To: 0952772000 04:00:00 P
Contact Jerry Donahue
Phone: 213-595-1212
Laocation: Los Andeles Office
Summary: Yersapro

-]
Current Message: 4 ITu:ltaI Mumber of Messages, 7

O New |Snu:u:uze-F4 | '@'Delete-FSl €€ Prev I Mext 22 I

The following buttons are available in the Smart Messenger window:

New: Click on this button to create a new message. Y ou will be
asked to type the ID of the recipient for this message. IF you do not

know the employee'sID, click on theE\J button to browse the list of
users. In addition, you can send a message to a group of users by
clicking on the user group. When you are setting up your employees,
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Reports

you can specify the user group to which they belong. To send a
message to al users, simply type ALL in the text box.

Snooze-F4: When a message pops up, you can click on the snooze
button to have the message pop up again later at the time you
specify. Thiswill work only if you received a timed reminder

message.

Delete-F8: Click on this button to delete the message you are

viewing.

Prev/Next: use this to scroll between the Previous and the Next
Message. Thiswill work only if you have multiple messages.

To view and print the list of Reports available to you, select Reports
from the drop-down menu that appears after you click on CRM. The

following view displays:

1T Contact Management Reports
Print Report For: [USERID [-]
Standard Report List Custom Report List
(Contact - Detail Cefault Report I_ D Mew I
(Cortact - Summary
: Z| i
(Customer Logs Appoirtment List & Edi
List of Appointments Appointy ' MDelete-F5
Ferzonal Journal
Fhans Messanes Ll = vy Reset

Select Repott Optionz: O Standard ¢ Advanced

Sort Range
Starting Of Range  End Of Range
Primaty Sort |None E” | | | ifiCJ
Secondary Sort |N0ne Ei” | | | i_""‘iCJ

To purchaze forms or get free samples
call ZLand.com Forms at
1-800-2-BUY-FORMS

Send Output To :

Sl

© Ok -Fa | XEanceI-Fsl
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The Contact Manager Reports screen displays alist of reports that
you can use to print the stored CRM information. Y ou could use the
default template for your reports or customize your own template.

Y ou can print the following reports:

Contact Detail

Contact Summary
Customer Logs
Appointments

Jour nals*

Phone M essages.

Product L ogs.

Product Reference Guide
To-Dos

A *Important Note: The journals will only print for the current
logged-on user's entries. Y ou cannot print ajournal for another user.

Sample Report of Contact Detail

Daer (RED000 Contact Detall Report Fager |
Tres IR 134 A1 & Ed Elecimuns
Ut st Sk rasiator 1 Main 5
Mo ark, O S0
Campuny Lonad | M Wilm

Ea Deriid vy Canine o
Bwnlncts ARiecen 123 E. WanE1  Lod Angeiss CA A0 LSS
P 213555117
istule FReIes 7175501515
Filil 118251211

AN [Caant e mhym T cony
Boie Crewtak: TACTEO00 Fared Conftact: sk T8 CIVCTOD Caegonyr Derfids
RS Carpats oa dnckrran Conriar
Eemdions AIPE 1IHIZE EING. SipaniHE CA G
Fhans G50 055100 Pagen 74530565
iniwie Plvined 5o 555009
Fac gR5E65.5
oM Lk B vz oon Voeks CharCry.can
Bte Criswsat: FACT000 TaRegONe Sere
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Customize Reports

The contents of areport print with the most common fields
displayed. Y ou can change the list printout by modifying the print
style, the page and paper layout, fonts, and other formatting options.

A Important Note: For the purposes of technical support, we only
support the ability to move fields around. Other features, if available
in this mode, are not supported by technical support.

Creating a Custom Report — Page Layout

To create your own custom report, select the report that you want to
customize from the list on the left. Then, click = [ Hew | and enter a
name for the report. The name cannot exceed 50 characters. Try to
keep the name as brief and meaningful as possible. Brief enough to
view it in the list and meaningful enough to make sense out of it.

T New Custom Report E3

Report Mame |Appnintmerrt Schedule |

< OK-F4 I }(EanceI-FSi

Once you have created a name, the report designer displays and you
first view the Page Setup dialog box. Page Setup lets you adjust
column width and page layout.
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i Page Setup x|

Fage layout:
- Columns

Ok, I

Mumber; I 3:
Cancel |

“wiidth: |8.13823i
Print Setup... |

Spacing; | s =

Print order:

- Print area
{* Printable page EE
" whale page

Left margin: |u.uuut3:

Dimenziong: Inches

A Important Note: The settings you can adjust in this dialog box
depend on the printer you have installed, and these settings are saved
with the report.

Page Layout: Provides a graphical representation of the page,
which reflects your layout in the Report Designer, and the
settings you select or type in the Page Setup dialog box.
Number: Specifies the number of columns to print across the
page. Leave this at its default value.

Width: Specifies the width of individual columnsin inches.
Leavethisat its default value.

Spacing: Specifies the space between columns in inches (not
applicable for a single column report).

Printable Page: The currently selected printer driver will
determine the margins.

Whole Page: The paper size determines the minimum margins.
Left Margin: Specifies the width of the left margin in inches.
Dimensions: Specifies the column width and spacing in inches.
Print Order: Specifies how records wrap when you have
multiple columns (not applicable for a single column report).
Print Setup: Displays the Print Setup dialog box, where you
select a printer, printer path, and paper setting.

To save the custom settings, click on OK. Thiswill take you to
the Report Designer screen.
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Report Designer

The report designer is used to create and modify reports. If you use
the report designer, it will be primarily to modify reports.

Report Designer Toolbar

£| [ 2|B
Data Grouping Layout Toolhar
Daia Color Paletie
Environment Toolhbar
Feport Contols
Toolhar

i@ Repod [ ecigner - cmlE3~002 fix

i il il i | . R e e =1
o] |
o oates peten__| List of Appointments E
= Timee U] TR Aol 5
[ T ] TR & |
T A |
! T L |
T |
| Stanting bateTme Encfing et Time Hubjact
o Pog= Hesdey {
0] TEtoriv Ooke Tre_| Ercineg Dute_Tme___] [diect 12
e hiries [riofas J;I
. o |

= T

B IIIIIF\ E
Wm0
HER=R
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A report consists of a Header band, Detail band, and Footer band.
Each band has a separator bar and the name of the band type appears
on the bar next to a blue arrow, indicating that the band is above, not
below, the bar. The report designer has a vertical and horizontal ruler
to position objects in the bands.

When you are in the report designer, you can access menus to set the
layout, formats, and style of your reports. We have made
customization simple and relatively easy to use.

Font Settings

Beport
[t e S e and
Bz o= ot e
YanamnEs,
Drefault Font...

Erivate [ata Sessing

(et epart
B B epaEn

From the Report menu, which displays in the upper left hand corner
when you are in the Designer, you can use the Default Font option
to set the default font and styles for the report text. You are,
however, not limited to the default selection. You can set different
fonts and styles for each item on the report, depending on how you
want the report to display. The combinations that you can create are
nuUMerous.
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Font E3

Font: Fant style:

Pﬁ IF!eguIar (] I
rial Black = |italic = Canece! |

B Arial Marrow Bold

B aial Rounded MT Bolo Bold [talic
B Ariba Ariba LET

B tvantGarde .ﬂl
T AvantGarde BKBT 7 = =
~Sample
| AsBbYyviz
Script:

| =

Thiz iz a TrueTppe font. Thiz zame font will be uzed on both
your prinker and your screen.

Formatting Items

Almogt al the options in the Format menu apply to individua

and/or group of items. When you want to apply formatting options to
more than one item on the report, you select those items by clicking
on the multiple items while holding the Shift key down.

Farmnat
Align 4
Size 3
Harizontal Spacing 3
Wertical Spacing 4
Bring ta Eront Ctil+G
Send to Back Chrl+]
[FraEln
e gl e}

v Shap to Grid
Set Grid Scale...
Fant...
Tent Alignment 4
Heading [Wrder, 3
i 3
e 4
tode »
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When you have selected all the items, identified by dots in the four
corners of each item, you then select the relevant option from the
Format (located in the upper left side of your screen) menu to apply
the formatting style. Let’s say you want to align the bottoms of two
items. After the items have been selected, you select the Align option
and then Align Bottom Edges. The bottoms of the selected items
will be digned.

Rearranging Items

There might be occasions when you would want to rearrange the
items on the report. To move the items around, you would first select
all the required items, then click on the left button of the mouse and
hold it down (al in one smooth simultaneous motion) and move the
mouse to the desired new location. As you move your mouse, you
should see arectangular shape indicating the movement of the items.

TIP!| Move the itemsto avacant space so that they will smoothly
from one location to another. If they overlap with other items, then
make sure that you are reselecting the correct items and not
disturbing the location of the other items.

A Important Note: If you accidentally moved an item/items, you
can undo the move immediately by pressing and simultaneousy
holding down the Ctrl and Z keys.

Grouping Related Items

You can group inter-related items together. Grouping is normally
done to facilitate smooth movement of items from one location to
another. Rather than individually selecting all the related items, you
just click on the group and move it. All items within the group are
moved to the new location.

In the Contact Detail Report, the phone numbers and fax are idedl
candidates for grouping. To group these items, they first need to be
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selected (earlier we described how the items could be selected by
using the mouse while holding down the shift key).

If theitems are in close proximity to each other, you can also use a
quicker method. Place the mouse pointer beneath the first label, click
the left button of the mouse, and simultaneoudly hold it down. The
mouse pointer turns into a pointing hand. With the mouse button
held down, drag the mouse down and across all the items that you
want to select. Once these items have been selected, sdlect the
Group option from the Format menu. All these items are now
grouped together, indicated by cross markings around the four
corners. Now, when the group is moved, all the items within the
group move aong with it.

If you are not satisfied with the general layout and presentation of
the custom report, you can restore it back to its origina settings

Editing a Custom Report

From the Custom Report List, select the report you want to modify
and click on the Edit button. Y our custom report displaysin the
Report Designer dong with the Page Setup dialog box. If you are
satisfied with the layout, click OK on the Page Setup screen, and
proceed to make the necessary modifications to the report using the
Report Designer.

Deleting a Custom Report

From the Custom Report List, select the report and click on the
Delete button. Y ou will see awarning screen to be sure that you
want to delete the report. Click on Y es to complete the deletion, and
No to abort the deletion. Once the report is deleted, it is permanently
removed from the lit.
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