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Preface
The vtiger CRM manual is a comprehensive step-by-step guide to using this powerful CRM system, an Open
Source Customer Relationship Management project. The vtiger CRM system is one of the most exciting and
best professional-quality Open Source products for companies in the B2B business which have longer sales
cycles and a stable product or service portfolio.

vtiger provides your organization with a powerful, comprehensive and integrated solution for managing cus-
tomer relationships. Because it is Open Source and it provides professional features, the vtiger CRM system
has been adopted by a large and growing community. vtiger CRM is easy-to-understand and widely used.

Important

This manual is based on the official Open Source v5.0.4 release.

1. Why Read This Manual?

This manual is designed to be a clear and supportive reference to the vtiger CRM system. However, this
manual is not an official documentation.

I hope to answer most of the questions you might have about all the features and modules of the vtiger CRM.
The following subjects are covered in particular:

• The general approach to vtiger CRM. With all its modules and their relationship to each other, vtiger
CRM can be a bit overwhelming at first. I quickly get you up to speed on how the pieces fit together.

• How to start using the CRM. What should you do first?

• Sales force automation. After you have entered data into the system how does the system supports you
automatically.

• Account Management. How to work with accounts and contacts. What can you do with them?

• Understanding all of the relationships. Most data entered into the CRM system are somehow related to
each other. These relationships are extensively documented, including the intended purpose. If suitable,
examples of proper usage are given.

• Customizing the CRM system. Each company is different. I explain how you can tailor the vtiger CRM to
fit your company's needs.

• Security Settings. I explain the principles and the implementation of role based security.

• Tools. The CRM system comes with a set of tools that supports the organization of sales teams as well as
the reporting to the management. I show you how these tools can be used.

• Additional resources. Finally, I direct you to other places you can go for all the latest info, and offer a
complete set of online references.

2. This Manual's Audience

This manual has been written for vtiger CRM users and administrators. I expect most readers to have some
familiarity with CRM. Although I provide a description of all features as they are implemented at the release
date, this book may not suffice as your only reference about vtiger CRM. This depends on your needs and ex-

vtiger CRM v5.x

User and Administration Manual vii



perience but also on the progress vtiger CRM makes. For a list of some other good resources, consult Ap-
pendix: Ressources.

3. Organization of This Manual

This manual is divided into four parts and appendixes:

Chapter 1: Introduction
Describes how the manual should be read.

Chapter 2: Data Entries
Explains how customer contacts are defined and how to use the CRM system to collect customer infor-
mation. Shows what type of sales activities the CRM system supports and how these activities are being
entered. Provides all the information required to understand the sales process supported by the CRM sys-
tem. Lists all the possibilities of entering products and price lists to the system.

Chapter 3: Working with the CRM System
Describes how it all fits together and how the CRM system can be used to coordinate the work of sales,
marketing and service staff and to increase the productivity of each individual user. Explains all the au-
tomated functions available, how sales processes can be defined and which after sales services are of-
fered.

Chapter 4: Administrative Tasks
Describes in detail how to manage users and privileges and how to customize templates and the CRM
system configuration.

Appendix: Administration Examples
Provides some sample configurations and FAQ's for security setups. Explains in detail how to assign ac-
cess privileges based on a hierarchical organization structure.

4. Getting This Manual

You can get the latest version of this book in electronic form from the manual's web site:
http://www.vtiger-deutschland.de/vtigerdocu.html.

5. Request for Comments

Please help me to improve future editions of this book by reporting any errors, inaccuracies, bugs, misleading
or confusing statements, and plain old typos that you find. Email your findings and comments to the author at
vtigermanual@crm-now.de.
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Chapter 1. Introduction
This chapter explains how to read this manual and provides an overview of all types of considerations a user
should go through before starting to work with the CRM system.

1.1. About this Manual

With the help of this manual you will quickly become familiar with the CRM system. The aim of this manual
is to bring together the knowledge about the vtiger CRM functions and features with the sales processes as
they are defined by companies using the CRM system. I will explain how to configure the system to fit to
your needs and how to use it effectively.

Please keep in mind that this CRM system is a tool for your sales, marketing, and/or service organization. It
is especially suited for companies:

• which are in the B2B or B2C business

• which have longer sales cycles

• which do not change the product or service offerings frequently

• which are operating with sales, services or marketing teams located at multiple locations

I believe that most vtiger CRM system users and administrators will benefit by reading this manual from
cover to cover. Yet, I also know that if you are involved in CRM today, your hectic schedule may force you
to skim through this manual to get the highlights, until can find a quiet moment to read more thoroughly. So I
have tried to make it easy for you. The document has a clear structure, starting with the basics and becoming
more detailed as you move ahead. In addition, references to other useful resources are provided.

The names for organisations or contacts used in the examples of this manual are imaginary. Any resem-
blances to existing companies or persons is coincidental.

The use of the vtiger CRM software and its related user documentations is subject to the terms and conditions
of the applicable licenses.

1.1.1. Manual Instructions

You can identify the manual version by its ID number located at the second page of this manual. The first 3
digits of this number identify the document type. The next three digits are the version number. The last two
digits identify the edition within a version.

This manual uses the following terms and syntax when explaining procedures and steps:

Browser based user entries
All browser based instructions to be entered by users are written bold or in italics, and put in brackets.

Sample: Please click the [Save] button.

Menu based instructions
Instructions to be entered by the menu are also written bold, or in italics, and put in brackets. Multiple
instructions are separated by the ">" sign.
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Sample: Please click [Contacts] > [New].

Furthermore, several icons are used to mark special comments:

Note

Special comments you should remember when reading the manual.

Important

These are rules you must follow when working with the CRM system.

Warning

Informs about circumstances that can happen if you do something wrong.

Tip

Provides hints for doing something faster or better.

1.2. First Steps

1.2.1. Becoming a User

Before you can start working with the CRM system you must identify yourself to the CRM system as an au-
thorized user. This is done by a login procedure which requires a Username and a Password. Both are pro-
vided to you by your CRM system administrator.

1.2.2. PC Setup and other Requirements

For the simple use of the CRM system you do not need to install any software on your computer system. You
operate the CRM system solely by your favorite browser only.

Note

If you want to have your office environment linked to the CRM system, you may install some exten-
sions on your computer later. For this purpose please refer to the appropriate other manuals listed in
Appendix: Ressources.

Please note the following minimum requirements and follow the browser setup instructions.

Hardware requirements:
PC or Thin Client with Browser and minimum screen resolution of 1024 * 768 pixel.

Browser:
Firefox 1.5 or better (our favorite), MS IE 6.0 or better, Opera 7.01 or better

Chapter 1. Introduction
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Tip

Caution to Internet Explorer users: Depending on your Internet Explorer version, there is ap-
parently a minor bug within page caching that may affect AJAX client performance in some
cases. If your CRM system slows down, I recommend to clear your browser cache.

Your browser configuration must meet the following requirements:

Cookies
You must allow cookies.

Java
You must have JavaScrips enabled in the security settings of your browser.

1.2.3. Login

Your CRM system administrator will provide you with a URL to be used as the access address to the CRM
system at your browser. You will also need the Username and the Password of your CRM account.

Figure 1.1. Login screen

Upon starting the CRM software, the Login screen will appear as shown in figure: Login Screen. The user
must type an Username and Password into the available edit fields in order to continue on the program. A
user may also choose a different Theme or Language. Username, Password, Themes and Languages are pro-
vided by the system administrator. After entering the Username and Password, press <Enter>, or the Sign in
Button.

Caution

Most browsers are able to store your Username and Password to simplify usage. However, this may
be a security risk if you cannot make sure that nobody else has access to your computer. Unautho-
rized persons may get access to your confidential data. This is especially true if you are using a note-
book that can get lost.

Chapter 1. Introduction
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1.2.4. CRM Home Page

After login, you will be shown a Home page screen as shown in figure: CRM Home page.

Figure 1.2. CRM Home Page

Based on the theme you selected, the system settings done by your administrator, and the data stored at the
CRM system, your actual screen may look different. The following chapters will explain how you can cus-
tomize the Home page and how you can use the CRM functions.

Home Page Content

The main area of the Home page, as illustrated in the center of figure: CRM Home page, displays a block
summary of the most important CRM information. You can change the order of theses blocks by dragging
and dropping. You can also change the content of your home page as explained in section: My Preferences.

Table 1.1. List of block information at Home

Homepage Dashboard: This dashboard displays the data stored at the CRM system as a graphic. This
graphic summarizes all information that are related to the user logged in.

My Top Accounts: Here you can see a list of your top accounts. The content of this list is generated
by adding all amounts listed at potentials related to individual accounts.

My Top Open Potentials: This is a list of your potentials. It does not include the potentials assigned to
other users.

My Group Allocations: This a list of CRM entries which have been assigned to a group where you are a
member.

My Trouble Tickets: This is a list of tickets assigned to you or to a group where you are a member.

Chapter 1. Introduction
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Key Metrics: The key metrics is a powerful tool. Its function depends on your list view set-
tings. For the data displayed in each CRM module, you may create list views
based on criteria that meet your special needs. These criteria can be met, for in-
stance, by using the filter functions. The key metrics will add up the number of
CRM entries that meet these criteria. For instance, you build a list view of all
quotes which has been drafted. Then the key metrics will show you the total
number of these quotes.

My Top Open Quotes: Here are only your open quotes listed. All entries are sorted by their amount.

My Top Open Sales Or-
ders:

Here are only your open sales orders listed. All entries are sorted by their
amount.

My Top Open Purchase
Orders:

Here are only your open purchase orders listed. All entries are sorted by their
amount.

My Top Open Invoice: Here are only your open invoices listed. All entries are sorted by their amount.

My New Leads: Here are your new Leads displayed. You may select at the My Settings menu
what you consider as new.

Upcoming & Pending Ac-
tivities:

This lists the upcoming and pending activities from your calendar. Pending ac-
tivities are overdue and not closed.

My Recent FAQs: This is a list of your entries at the knowledge base.

Important

Please note that all data stored at the CRM system have an owner. The owner is marked by an
"[assigned to:]" entry. If you make a new entry, the data will automatically be assigned to you unless
you change this intentionally. At the Home page only data assigned to you will be shown.

In the right-hand area of the CRM's Home page, you see a list of your upcoming and pending activities as
well as the tag cloud. The activity features of the CRM system are described in section: Calendar and Activi-
ties. The purpose and the functions of the tag cloud are explained in section: Tag Cloud.

Navigation

The smart design of the CRM system will allow you to get most information quickly. You can navigate
within the CRM as if you were browsing websites.

Caution

It is not recommended to use the back and forward buttons of the browser. These buttons can cause
problems when browsing through pages with dynamically generated content.

It is recommended to use the icons and links provided by the CRM system. Advanced users may switch to
tabbed browsing (offered e.g. by the Firefox Browser or IE7) to speed up the handling process. You may
reach each CRM page by a few clicks. All CRM pages are in hierarchical order. You may switch between
pages at the same hierarchical level or you may access a page directly. Based on the content of each individ-
ual page you may use the following keyboard shortcuts:

• [Alt+E:] Edit

• [Alt+S:] Save

• [Alt+Q:] Search

• [Alt+C:] Empty

• [Alt+G: ]Select

• [Alt+D: ]Delete
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• [Alt+U:] Copy

At the Top of the CRM system, as illustrated at figure: Top Area you have access to different area types and
functions to navigate and to work with the CRM.

Figure 1.3. Screen Top Area

Login area:
In this area you may access your preference data, get help or release information, or leave the CRM sys-
tem.

Navigation area:
Here you can swap between the functions and data lists offered by the CRM system.

Quick-Menu:
Here you can quickly reach data entry pages, however, with limited functionalities.

Search:
Here you can search you entire data base.

Tools:
By clicking these icons, you get a quick access to the calendar, the clock, the calculator and other func-
tions. In addition, you may use the Open Selection Menu icon for a quick access to all CRM modules.
These icons are available at all CRM menus if appropriate.

My Preferences

When you click My Preferences a new window opens as displayed in figure: My Preferences. This allows
you to view and edit user information and to set your own preferences.
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Figure 1.4. My Preferences

Most of these fields are self-explanatory. The highlighted fields in figure: My Preferences are fields that
serve special purposes and are explained in the following table:

Table 1.2. List of special fields at My Preferences

User Login & Role - Admin: If the check box is marked, the user has administrator privileges. This
field cannot be edited by a user; it can only be changed by the adminis-
trator.

User Login & Role - Role: This field displays the role assigned to the user. This field cannot be
edited by a user; it can only be changed by the administrator.

User Login & Role - Status: This field shows whether a user is active (only important for adminis-
trators). Inactive users are not allowed to access the CRM system. This
field cannot be edited by a user; it can only be changed by the adminis-
trator.

User Login & Role - Default Lead This field defines how long a Lead is considered as new and displayed
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Display: at the home page.

More Information - Signature: This defines the signature which is automatically added to outgoing
emails. You may use HTML tags to format your signature. Note that
the space is limited. Your CRM provider may increase this space if nec-
essary.

More Information - Internal Mail
Composer:

This defines whether the internal CRM mail composer is used when
clicking on an email address. If switched off the mail composer in-
stalled on your computer is used.

More Information - Reports To: Here the supervisor of a particular user is defined. This does not influ-
ence the security settings at all.

User Photograph: Here an image or photo of an user can be stored.

Home Page Components: This defines which CRM information is displayed at the users home
page.

Tag Cloud Display: This defines whether the tag cloud is displayed.

My Groups: If a user is a member of a group, a list of the membership is shown.

Login History: That displays the login history for the CRM system.

Every user can define and change his own password. It is recommended to change the password frequently.

Important

User name and passwords have to be a combination of small or capital letters and numbers. It is rec-
ommended that you use at least 8 digits. As more digits you have, the more secure CRM access is.
The use of special characters such as %, / or umlaut (such as ä, ö, ü or ß), as they are used in other
languages, is not allowed. A good password for example looks like Dhe4K39b. User names once cre-
ated cannot be changed. However, you might create a new user and transfer all data to the new user.

Click on the [Edit] button to make changes. Alternatively you may move your mouse pointer over an entry.
An edit function is then offered, which you can use to change one particular entry.

The View Audit Trail button is only functional, if the CRM system administrator enables this function.
Please refer to section: Audit Trails for further information.

The order and the content of the blocks shown at Home can be modified for each individual user. You may
change the display order of these blocks at home by drag and drop. You may change the content by clicking
[My Preferences] and the [Edit] button. Mark the information blocks you want to see at your home page
display.

In addition, you may define the conditions of displaying entries such as the Default Lead View and Default
Calendar View.

Global Search Function

The Home pages provides a powerful search function that allows you to search the entire database. You may
search for any terms. Fill in the search field and hit the [Find] button, as shown in figure: Global Search.

Figure 1.5. Global Search
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Tip

The % character can be used as a wild card for the search. For example, if you have two contacts
spelled "Meyer" and "Mayer" you may search for both by entering "M%yer" as a search term.

Quick-Menu

The Quick-Menu at Home allows you to jump quickly to an entry page. At the drop down menu select the
new entry you want to make.

Note

The Quick-Menu has only limited capabilities for entering data. For the full set of options available
look at section Chapter 2: Data Entries.

1.2.5. Access Privileges

Your access privileges to the CRM system are set by the administrator when configuring the CRM system.
The following privilege types are available:

• The permission to use certain CRM modules.

• The permission to view data in certain CRM modules.

• The permission to edit or to change data in certain CRM modules.

• The permission to delete data in certain CRM modules.

• The permission to export or import data from certain CRM modules.

The CRM system makes sure that you can only exercise certain operations if you have the proper privileges.
You may get further information at Chapter 4: Administrative Tasks. Please contact your system administra-
tor if you want to know more about the privileges set in your system or if you want to have them changed.

1.2.6. How to Start?

To best use, the CRM system needs to be configured based on your company's needs. Every user with admin-
istrator privileges is allowed to modify the basic settings. All the possibilities are described in chapter: User
Administration of this manual. In addition, there are many functions available which allow users to configure
the presentation of data without changing the basic settings and without administrator access privileges. All
the options will be explained in the following sections.

Even without a lot of configuration you will quickly be able to start with the CRM system. The data about
customers are the core of each CRM system. So you may start to enter such data. Since the CRM system is
much more than a simple storage system, I recommend that you make yourself familiar with the sales process
as described in section: The Sales Process. Start with entering customer data as a Lead. Then convert such a
lead into a Sales Potential. Watch how contacts, accounts and potentials are generated automatically. You
may also import lead data from your existing office environment to speed up the process.

As the first step I recommend to start with entering the most important contact information of your active
customers. You may add further information later. You will also need to enter your company as an account
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and employees data as contacts. You will need these data to efficiently communicate with other users. For
further instructions please refer to section: Customer contacts. After you have entered your contacts, you will
have a wide variety of automated CRM functions available.

As the second step I recommend that you begin with entering your product and/or service offerings. In sec-
tion: Product Related Entries you will find detailed instructions for entering product and service information
as well as price books. Again, start with entering only the most important information. You may append the
data later.

If multiple users start using the CRM at the same time, please keep in mind that you have to enter any kind of
information only once. Make sure that you communicate with the others.

Use your CRM data immediately when you schedule the next customer contact. Get yourself familiar with
the activity functions as they are described in section: Calendar and Activities and define your sales process
by different sales stages.

Over time you will improve your capabilities to operate the system step by step. In a short time you will ex-
perience the use of the system as a habit.

Chapter 1. Introduction

10 User and Administration Manual



Chapter 2. Data Entries for the CRM System

The CRM system offers you almost endless possibilities to enter, to process or to display your business data.
That includes:

• a full steering of your entire sales process starting with the first contact with a prospective client to after
sales support, and

• a contact management for your customers and vendors or for others, related to individual persons, enter-
prises or groups,

• a time and priority controlled activity management,

• a product and service catalog.

You must decide what functions are important to you and your business and what you want to use. The fol-
lowing sections will describe in detail how to enter data into the CRM system and how the data are presented
and managed.

2.1. Customer contacts

The effective administration and utilization of customer contacts is the most important element of a customer
relationship management system. Ultimately, all business activities are targeted on customers. The CRM sys-
tem distinguishes three different contact types:

• Leads

• Contacts to single persons

• Contacts to an organisation, such as legal entities, groups, agencies etc.

The CRM offers you to enter any kind of information to each of these contact types and to link organisation
and individual persons to other CRM entries if appropriate.

During the work with the CRM system, contacts should always be linked to the different stages of the sales
process, such as leads, potentials or help desk. By referencing to sales stages you will be able to handle your
contacts efficiently.

The following example describes a typical sales procedure:

• Based on a first contact to a prospective customer a Lead will be created. As this sales stage it is not clear
whether there will be a business opportunity. This Lead will contain all the information about the contact
or the account available at this sales stage.

• The Lead status of this contact will be maintained until it is clear whether there is a business opportunity.
All activities related to this Lead will be listed within the CRM.

If there is a business opportunity, the Lead will be converted to a Potential. At the same time contacts and
accounts are created automatically and the Lead will be deleted. All the information collected for the
Lead is still available but will now be presented based on the basis of their content in contacts, accounts
or potentials.

By using this procedure, only those contacts and accounts are created which have a chance to become a busi-
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ness. The CRM system will not be overloaded with useless data.

In addition, you may enter new accounts or contacts directly if they do not fit to the described procedure.
This might be true for your own employees, partner of your company, personal contacts etc.

2.1.1. New Leads

The sales process supported by the CRM has been divided into the following steps:

• Lead

• Potential

• Quote

• Sales and Purchase Order

• Invoice

• Service

You will find a more detailed description in section: The Sales Process.

Leads are your first contact to a prospective customer. You may collect leads from your marketing activities
such as trade shows, advertisement, presentations etc. Probably, most of your leads will not lead to a busi-
ness.

Tip

If you click [New Lead] at the Quick-Create menu, you are offered a quick entry menu for leads, but
only for name, company, phone and email entries.

If you want to collect more detailed lead information, you may click the [Sales] tab at the navigation area
shown in figure: Top Area. Use the plus icon to open the edit view for a new lead as shown in figure: New
Lead. Now you can enter all the lead information you have.

Important

Entry field marked by a "*" are mandatory.

Note

With version 5.0.4 role based pick lists have been introduced. Please refer to chapter: Picklist Editor
for more information.

Click [Save] to send your entries to the CRM system.
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Figure 2.1. New Lead

Tip

If you create a lead, this lead will be assigned to you automatically. You may assign the lead to a dif-
ferent CRM user or user group by changing the content of the "Assigned To:" field to a different per-
son or to a team.

2.1.2. New Accounts

It is most efficient way is to create a new account from a lead as described at section: Creating Potentials
from Leads. However, sometimes it will be necessary to enter new accounts directly. This is helpful, for in-
stance, if you want to have competitors, private contacts or special contacts also stored in your CRM system.
Since account information can contain references to contacts, it is always advisable to enter the account in-
formation first before you take care about the contact information. When you add a contact to the CRM sys-
tem later, the related account information will already be available.

To create a new account, click [New Account] at the entry Quick-Create menu shown in figure: Top Area or
goto [Sales] -> [Accounts] and click the plus icon. An new window will open as shown in figure: New Ac-
count - Basic Information.

Chapter 2. Data Entries for the CRM
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Figure 2.2. New Account - Basic Information

Now you can enter the basic account information. You should only enter information which is relevant to
you or to your business. The illustration exemplify already some entries. Non-relevant entry fields can re-
main empty or should be removed by your CRM system administrator. You may also consider to use cus-
tomized fields. If several user have writing access to the same entry fields, make sure that you agree on a
common standard for making entries.

With version 5.0.4 role based pick lists have been introduced. Please refer to chapter: Picklist Editor for more
information.

In case you want to use the Locate Map function of the CRM system in another country than the USA, you
must include the country information.

You may add further account information by clicking the [More Information] tab as shown in figure: New
Account - More Information.

Figure 2.3. New Account - More Information

System
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Important

Some entry fields refer to information already stored in the CRM system. You can see this, for in-
stance, for the Member of entry in figure: New Account - More Information. Here you cannot make
a direct entry. You have to click the folder icon at the end of this line. Then a new window will open
that displays the data already stored at the CRM system. When you make a selection this window will
close automatically.

Click the [Save] button to transfer your data to the CRM system.

2.1.3. New Contacts

If you want to enter contact information to individuals, please click [New Contact] at the entry Quick-Create
menu or goto [Sales] -> [Contacts] and click the plus icon. A new window as shown in figure: New Contact
- Basic Information will open.

Figure 2.4. New Contact - Basic Information

The offered standard fields are self-explanatory.

Important

A Last Name entry should be one word only if you plan to synchronize your data with Outlook. For
instance, if the last name is Mc Murphy make an entry like Mc-Murphy otherwise Murphy will be
counted as the middle name.

System
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Make sure that all CRM users agree on the same purpose for each entry field. Your CRM administrator may
remove those standard fields which are not suitable for your company based on profiles, or add additional en-
try fields as explained in chapter: User Administration.

Note

With version 5.0.4 role based pick lists have been introduced. Please refer to chapter: Picklist Editor
for more information.

If you click the [More Information] tab shown at figure: New Contact - Basic Information, you may add
further information to the contact as illustrated in figure: New Contact - More Information.

Figure 2.5. New Contact - More Information

While most are self-explanatory, the following fields serve special purposes:

Table 2.1. Contact Information

Email Opt Out: Contacts which have this check box selected will not receive email
messages which are normally sent to them by the CRM system. The
CRM system will also not send automatic emails to these contacts. This
helps you, for instance, to respect the contact's wishes when it comes to
privacy.

Reports To: Here you may chose the name of the supervisor if the contact has been
entered already.

Do Not Call: Mark this check box to indicate that the contact does not wish to re-
ceive calls.

Reference: You may use this check box to indicate whether this contact is willing
to serve as a reference for you business with other customers.

Notify Owner: When you mark this check box, the owner of the contact will be in-
formed by e-mail whenever the data change.

Contact Image: If available, you may also upload a contact image to the CRM. Please
note that this image must be in the *.png, *.jpg or *.gif format. Note
that this image will be also displayed as an icon at the contacts list
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view. A mouseover function for this icon is provided at the list view
which displays the full image.

You may also use this entry page to allow contacts to access the Customer Portal. The Customer Portal pro-
vides contacts with a limited access to the CRM help desk functions. Please refer to section: Customer Portal
in this manual and to the Customer Portal manual (see Appendix: Ressources) for further information.

Caution

If you enable the customer portal for a contact by marking the Portal User check box, the CRM sys-
tem will automatically generate an e-mail and will sent it to this contact immediately upon your click-
ing the [Save] button. (You must have the outgoing mail server configured.) This e-mail will contain
the user name and password for accessing the customer portal. It is advised to inform your contact of
this automatically generated message in advance by a separate e-mail.

Click the [Save] button to transfer the entries to the CRM system.

2.1.4. Export and Import of Leads, Contacts, Accounts and Vendors

The export and import functions will help you to exchange data between your office environment and the
CRM system. CRM data can be used by a large variety of other applications at your office.

Tip

In addition to leads, contacts, accounts, and vendors, data for products and potentials can be imported
and exported. Furthermore, notes and e-mails can be exported. Please refer to the proper sections in
this manual for further information.

To export or to import data, click a module name as shown in figure: Top Area. You will get to the List
View . At the top of the list, as shown in figure: Contact List View, you will find the import and export tools
icons.

Figure 2.6. Contact List View

Important

You can only use the export and import tools if they have been enabled by the CRM system adminis-
trator.

Note

The CRM system is using a character set which is UTF-8 (Unicode compatible) coded. Unicode is an
industry standard allowing computers to consistently represent and manipulate text expressed in any
of the world's writing systems.
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Tip

For the importing and exporting contact data, you may also consider the MS Outlook plugin for Win-
dows computer or the Thunderbird extension for Linux, Mac and Windows, as they are provided with
the CRM system.

The following section describes the import and export function for contacts. If you want to import or export
accounts or other modules, you can use this description accordingly.

Import Contacts

Click [Import Contacts] at the Tool tab as shown at figure: Contact List View. A new window will open as
shown in figure: Import Contacts, Step 1

Figure 2.7. Contact Import, Step 1

You have to select your data source by browsing your computer or network.

Note

You can find sample import data at section: Data Format for Imports. This section also explains how
you can create your own data sources. If your data contain more information than the available fields
in the CRM system can provide, you can start to use User Defined Fields as explained in section:
Custom Fields.

Important

Because of possible timeouts with the CRM standard version it is suggested not to import more than
499 customer contacts with a single import operation. (Your administrator may change this number.)
If you have to import more data, you need to split your files before import and repeat the import oper-
ation. All the data you intend to import must contain the mandatory fields as they are marked by a [*]
sign at the contacts edit view.

If you have created a file that meets the requirements, you can upload the file into the CRM system. Click
[Next] to continue.

For the second step, a new window will open as shown in figure: Contact Import, Step 2.

System
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Figure 2.8. Contact Import, Step 2

At this site you have to link your data with the according CRM fields. You see the standard fields as they are
offered by the CRM, and your custom fields if you have created them beforehand. It is not necessary that you
to create references for all data types in your file, but you must link the mandatory fields. In the illustration
you can see sample entries.

Tip

If you have to make multiple imports, the CRM offers you to store the references you have selected
for future use. Mark the check box [Save as Custom Mapping] and write a name of this reference
into the entry field. Make sure that this name has not been used before. This Custom Mapping will be
available at step 2 as Use Saved Mapping when you make the next import.

When you have set all references, click [Import Now] to transfer your data to the data base.

At the last import step the CRM shows you the result of the import operation as you can see it in figure: Con-
tact Import, Step 3. Below you will see a list of all imported contacts.

Figure 2.9. Contact Import, Step 3

Now you can review your import, accept it or reject it.

Tip

If you import contacts with account information, the import will generate contact and account entries
which refer to each other. During an import the CRM checks whether the contacts account name al-
ready exists. If it does, it will link the imported contact to the existing account automatically.

Therefore, it is always better to import the accounts first.

System
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Note

The vtiger community is very active in developing CRM extensions that may help you to import data
from other CRM applications and other programs. You may check out these community projects at
the online vtiger forge.

Export Data

With version 5.0.4 the export functions have been improved. You may select the following criteria for your
export:

• all records of this module

• only the records you have marked at the list view of this module

• all records which meets your search criteria at the list view of this module

• all data of the current page at the list view of this module without search criteria set

Important

Your data are exported in the UTF-8 format. For further use you may have to convert these date to the
character set used in your language. Please refer to chapter: UTF-8 coding tools for further informa-
tion about UTF-8 and convenient conversion tools.

Therefore you have to make your decision at the list view about the data you would like to export, before you
hit the export icon. For instance, if you would like to export all records of contacts where the last name starts
with a B, make a search as explained in section: List Search with B as your search criteria. Afterwards hit the
[export icon] at the list view menu, if this function is available to you, and the menu as shown in figure: Ex-
port selection will be displayed.

Figure 2.10. Export selection

At this menu you may change you selection criteria if desired and click the [Export Contacts] button. A new
window for uploading data to your computer opens. The upload window you will see depends on your oper-
ating system. If you have a Windows computer, you will see a window as shown in figure: Export Contacts.

Chapter 2. Data Entries for the CRM

20 User and Administration Manual



Figure 2.11. Export Contacts

If you click [OK], all data will be exported to your computer. The data are provided as ASCII file with
comma separated values, also called CSV format.

Important

Since the format of the exported data is different than the data format required for an import you can-
not use exported data for an import directly.

2.1.5. Data Format for Imports

Before you can import data you have to format these data in order to meet the CRM's requirements.

The first requirement is that the data must be presented in the ASCII format with comma separated values
(CSV). The CSV file format is often used to exchange data between disparate applications.

Note

A common standard for the CSV format does not exist.

If you want to import data, these data must be formatted according to the following rules:

• All fields are separated by commas and must be individually wrapped by double-quote characters.

• All data sets must include the mandatory fields (e.g. Last Name and Company for leads).

• Fields that contain embedded line-breaks or fields with leading or trailing spaces are not allowed.

• Number fields have to contain numbers only without "." or "," characters (for instance, use 3800 instead
of 3,800).

• Fields that contain double quote characters should be avoided. If you have to use them, they must be sur-
rounded by double-quotes, and the embedded double-quotes must each be represented by a pair of con-
secutive double quotes.

• The first record in your file may be a header record containing column (field) names.

• Dates must be imported in the following format: year-month-day hour:minute:second, for example:
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"2008-01-07 00:00:00"

• Entries for Multi-Select Combo Boxes must be separated by a |##| character string, for example: "Amer-
ica |##| Europe"

• Check boxes must be imported in the following format: 1 for yes, 0 for no

In figure: Sample for Lead Import File a sample file for lead import is shown. Each line represents a data set.

Figure 2.12. Sample for Lead Import File

Important

If you do not have all a full set of lead data available, you must use wrap an empty entry by double-
quote characters as it can be seen in the figure above for the missing telephone number in line 3.

The second requirement is that all your data must use the UTF-8 character set. Please refer to chapter:
UTF-8 coding tools for further information.

The third requirement is that you have to include custom fields with your import if you have created such
fields before. In case you do not have a content for the custom fields you may leave the field in your data list
empty but you must import it. If you do not import these fields, the status of these fields in your CRM's
database remains undefined and you can not use such fields for filter functions.

2.1.6. Hints for CSV and Excel Formats

The file formats used in Microsoft Excel have become a pseudo standard throughout the industry, even
among non-Microsoft platforms.

Excel is an application that also produces and uses CSV. Unfortunately, depending on your Excel version the
import of CSV data may cause some problems. Some Excel versions do not automatically accept comma sep-
arated values. If you experience that after open of exported CRM data, all fields are listed in one column, you
may use the following instructions for clean them up:

• Import the CSV file, rather than just opening it. On the Data Menu, choose Import External Data, then
import your data. Browse to the CSV file from the CRM, and click Open. This brings up the Text Import
Wizard.

• In step 1, select Delimited.

• In step 2, check Comma. You will see a preview that shows how the data will be separated.

• In step 3, you can select each column in turn and choose a format. For the CRM date choose Text and
you will get a well sorted Excel sheet.

Tip

If your data contain line feed or carriage return characters, you have to remove these before importing
the data into Excel. Such characters might be created by the CRM system if you have entries that use
multiple lines. This might for instance be the case if you separate street name and suite number in an
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address entry by an additional line.

If you want to import contact data from you office application, you need to make sure that these data a well
formed. The following list describes how you may use contact data from your MS Outlook:

1. Check the data format:
Unfortunately, in the most cases, data to be imported need to be checked and modified manually before
importing. That is a necessary task to make sure that all data are well formed.

• Export your contact data from Outlook in the Excel format.

• Start Excel and open your data file.

• Look for any special characters such as commas (,) semicolon (;) and double-quote (") and substitute
those, e.g. by a space character.

• Look up the column that contains the mandatory fields. Make sure that each individual data set has a
mandatory entry. Do not use any special characters.

• Remove all columns which you do not need at the CRM system.

• Check the content of each individual entry. Make sure that it contains the information you intend to
have there. Removing wrong entries later at the CRM system will cause a lot of work. It is better to
do it now.

2. Create a CSV file
If you are sure that you have valid and good data, you need to create a CSV file that fits into the CRM
system. There is an Excel Macro online available at the vtiger forge (see
http://forge.vtiger.com/projects/excelimptool/) that does the formatting for you and exports a well
formed CSV file. If you want to do it manually, the following procedure has proven to work quite well:

• For practical reasons add a column at the beginning. Enter the term "Start1111" (without the " char-
acter) in each field for each data set .

• Also for practical reasons add a column at the end. Enter the term "End2222" (without the " charac-
ter) in each field for each data set.

• Save your data as CSV file.

• Open the file with a plain text editor (not MS Word!).

• Substitute all "Start1111" entries by a " character, substitute all "End2222" entries by a " character
and substitute all ; characters by the string ","

• Save your data. Now you have a well formed file that you can import as explained in section: Import
Contacts.

After you created the CSV file you must make sure that this file is compatible to the UTF-8 character set
format.

2.2. Calendar and Activities

The CRM system provides a calendar such as you would normally find at your desktop. This calendar distin-
guishes between meetings, calls (both often referred to as Events) and tasks (ToDos), all together called ac-
tivities. The operational differences between Events and ToDos will be explained in the following sections.
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Important

Be careful when scheduling your activities. Even if you consider a meeting as a task, the CRM system
does not. You will find more about tasks in section: Tasks and ToDos.

The CRM system offers you several possibilities to enter or to schedule calendar related activities. You might
use the calendar directly, the Quick-Menu, or you might create activities during the sales process at Leads or
Potentials, or during services at the Trouble Ticket menu. Calendar entries can and should be linked to other
data stored in CRM system, such as contacts, leads or accounts. Not only does the CRM system help you to
schedule activities, it also provides you with a set of tools for efficiently managing activities throughout your
organization.

2.2.1. Calendar

If you want use the calendar to schedule an event or task, click either on the calendar icon at any list view or
[Calendar] at the navigation area. A new window will open which will display, depending on your system
setup, either the calendars list or the hour view. The hour view is shown in figure: Calendar - Hourly View.

Figure 2.13. Calendar - Hour View

At this view all events scheduled for a particular day are displayed. You may switch to a weekly, monthly or
yearly view by clicking the appropriate icon at the top of the daily calendar. You may also switch to a list
view.

Adding an Event to the Calendar

To enter the schedule of a meeting or call click the [Add Event] button and select your event type. A pop up
window within the calendar will open as shown in figure: New Event .
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Figure 2.14. New Event (Call or Meeting)

Here you may enter your event information.

Table 2.2. Overview event information

Event type: Select call or meeting.

Event name: A mandatory field; you must provide a name for the event.

Description: You may add a short description of this event.

Mark Public: You may mark an event as Public, so that a newly created event is
shared with other users. Look at section: Calendar Sharing for further
information.

Status: By default the status is set to planned. If the status is set to planned
you can only make entries which are dated in the future. If you want to
make entries for the past, set the status to Held or Completed.

Priority: You may set a priority.

Assigned to: By default the creating user is the owner of the event. You may change
it if necessary.

Send Notification: If you mark this check box, an e-mail with the actual event information
will be sent to the owner of the event. You may use this function for in-
stance if the event owner changes.

Start Date/Time and End: Every event has a beginning and an end. You may choose to have an
end date days later. This is for instance the case if you have business
trip of several days.

Invite: You may invite other users to this event by following the instruction
displayed. Note that these users will receive an automatic e-mail with
the event information as content.
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You may click the [Reminder] tab, to schedule an automatic reminder e-mail to be send by the CRM as
shown in figure: Event Reminder.

Figure 2.15. Event Reminder

For the reminder message you have to enter the time. The current version does not allow you to change the e-
mail address. This may change in the future.

In addition, the CRM allows you to schedule events which occur on regular basis. Click the [Repeat] tab, to
make your settings. The dialog is shown in figure: Repeating Events.

Figure 2.16. Repeating Events

Furthermore, you may link an event with your contacts as demonstrated in figure: Event Relations.

Figure 2.17. Event Relations

Finally, click [Save] to transfer the event schedule to the CRM. As a result you will see the event listed in
your calendar.

Note

Each individual user has its own calendar. However, you may invite other CRM users to calls or
meetings and/or share your calendar with other users as explained in section: Calendar Sharing. The
calendar is displayed in the browser defined language. If you see the calendar in a wrong language,
please check your browser settings.

Tasks and ToDos
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The CRM system helps you to schedule tasks which are also sometimes called ToDos. Tasks are always as-
signed to one CRM user or Group and do not have an end date. You cannot invite other users to tasks nor can
you link more than one contact with tasks. However, you may transfer tasks to others by changing the owner.

Important

Tasks are separated from your calendar as ToDos. They are also displayed at the Upcoming and
Pending Activities list at the users Home page.

There are many places at the CRM where you can enter tasks. You may enter tasks at any detail view of steps
in your sales process or in the calendar. The edit view window as shown in figure: New Task / ToDo will
open and you may enter your task information. Please note the mandatory fields.

Figure 2.18. New Task / ToDo

When you are finished click [Save] to store the task at the CRM system.

Calendar Sharing

By default, every user's calendar is set to private and there is no sharing access. However, you may share
your calendar or specific event entries with other CRM system users.

1. Sharing with any CRM user defined by the calendar settings:

Select [Calendar View]--> Click [Calendar Settings] icon -->In Calendar Settings pop-up, select the
list of users with whom you want to share your calendar as displayed in figure: Calendar Settings. All
events which are marked as public, will be visible to the shared users. Other users may also edit this
shared event but are not allowed to delete it.
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Figure 2.19. Calendar Settings

2. Event related sharing with users in the Role based hierarchy:

Irrespective of sharing events settings at your calendar, other users in the role-based hierarchy can view
specific events at other users calendar if these events have been made public. To make a particular event
public, mark the [Public] check box as displayed in figure: Sharing Event Settings when you create a
new event.

Figure 2.20. Sharing Event Settings
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Calendar Settings

In section: Calendar Sharing is already explained how you can access the calendar settings in order to config-
ure the sharing functions. In addition to the calendar sharing function you may configure the time your calen-
dar starts and the time format. Please look at figure: Calendar Settings for further reference.

2.2.2. All Events and ToDos

If you want to see all activities in one list you may click the [All Events & ToDos] tab at the Calendar menu
as exemplary shown in figure: All Events and ToDos View - List View.

Figure 2.21. All Events and ToDos - List View

You can change the list according to your own criteria. Please refer to section: Working with Lists for further
instruction on how to modify the list view. You may also mark an activity as closed by clicking the [X] sign.

At the list view you can click the name of an activity to enter the detail view as shown in figure: All Events
and ToDos - Detail View. At the detail view you can change details by editing, add an entry to the tag cloud,
or duplicate the activity for a new entry.

Figure 2.22. All Events and ToDos - Detail View

2.2.3. Import and Export of Activities

For importing or exporting activities to or from your office environment, the CRM comes with a set of exten-
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sions you may want to install at your computer. This includes an Outlook plugin for Windows computer or a
Thunderbird & Mozilla extension for Windows, Mac or Linux.

For further information on these extensions use the relevant manuals as listed in Appendix: Ressources or
look at section: Synchronizing CRM with Office Environment of this manual.

2.3. The Sales Process

You may use the CRM system to accomplish your entire sales process from the first contact with a prospec-
tive customer to the after-sales services. The CRM system considers, that during this process different re-
quirements for necessary data, sales force automation, reporting an others exist. The following sales process
phases are offered by the CRM and explained in the following sections:

1. Leads

2. Potentials (sorted by different stage, priorities and other criteria)

3. Quotes

4. Sales and purchase orders

5. Invoices

6. Help desk with ticket system and FAQ

The sales phases are connected closely with the contact and activity management, product and service cata-
logues and powerful reports.

Tip

Use the CRM's capability to automatically generate a subsequent operation from a given sales phase .
You can continue to use the entered data. Only if there is no predecessor, you may chose to enter the
information to a sales phase directly.

2.3.1. Leads

Lead are the first phase in establishing a customer relationship. Your company may get leads from marketing
activities such as trade shows, advertisement or press releases. At this phase you do not know whether this
first contact will lead to a business opportunity.

Important

Usually or unfortunately, most of your Leads will not generate any business transactions. The CRM
system considers this by treating Leads different from all other contact information stored in the
CRM. It is sensible to avoid useless Leads loading the CRM system unnecessarily. For this reason
Leads are not linked to other account or contact information.

If you create a Lead, you can capture the following customer related data:

• Contact data to a single person or organization
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• Description for a lead

• Assessment of value of a particular lead for your company

These data will be stored as master lead data within your CRM. Your administrator may modify the type and
amount of master data necessary for your business. As explained in section: New Leads, a lead is most likely
the best starting point for you to enter customer data into your CRM system. Please refer to this section if you
want to create a new lead. Use the lead copy function as a practical tool if you have to create multiple leads
which do not differ much.

If you want to find a lead in your CRM or to add information to an existing lead, go to the Sales > Leads
menu at the navigation area. A list of all your existing leads will be shown as illustrated in figure: Leads -
List View.

Figure 2.23. Leads - List View

With the magnifying glass icon, the lead list offers you a powerful tools to search and quickly finding any
particular information as further explained in section: List Search. At this list view you can also delete leads,
or change the owner or status.

Important

Contents of this list can be configured freely to fit your needs. In addition, the CRM can use these list
for an automatic analysis. Please refer to section: Customize Lists for further information.

Lead Details

In figure: Leads - List View, some sample leads are already included. To see more information about a par-
ticular Lead click [Last Name]. A new window will open as shown in figure: Lead Detail View - Master
Data. At this site you see the master data of a lead.
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Figure 2.24. Lead Detail View - Master Data

Once you have provided the full address information, you may want to use the Locate Map function of the
CRM system to see a map of the location. Please note that the default country is the USA. If you want to use
the system for a different country, you have to provide the country information with the address information.
It can, however, be that your country is not fully covered.

After clicking the [More Information] tab you have the possibility to work with the lead as shown in figure:
Lead Detail View - More Information.

Figure 2.25. Lead Detail View - More Information
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Table 2.3. More Information at Leads

Activities: You may link this Lead with activities such as calls, meetings or tasks.
Here you get a list of all activities related to this lead and you can create
new activities.

E-mails: Here you see a list of all e-mails you have sent to the contact of this
lead or you may use the Email button to send e-mails.

History: Unless they have been deleted, all activities of the past are listed in his-
tory and marked as held at the calendar.

Attachment and Notes: You may add notes or attachments to leads. An attachment can be any
type of file such as data sheets, contracts etc.

Products: You may add information about the products or services which a lead
refers to.

Campaign: You may select a campaign to which a lead is related.

Lead Import and Export

You may import or export the list of all leads. To use these functions you will need import or export privi-
leges set by your system administrator. Please refer to section: Export and Import of Leads, Contacts, Ac-
counts and Vendors for further import instructions. Use the description of the import procedure for contacts
accordingly.

2.3.2. Sales Potentials

In the sales process, sales potentials are the logical successors of leads. Therefore, you may create a sales po-
tential from a lead and transfer all information available for the lead to the new sales potential. In addition,
you may create a sales potential directly. Sales potentials are characterized by the fact that an obvious interest
of a potential customer in an offer of your company exists. The sales department expects that an offer can be
made for this potential customer in the future.

Direct Entry of Potentials

If a sales potential arises from a new customer it is recommended that you create a potential from a lead as
described in section: Creating Potentials from Leads. For a business opportunity which is not based on a lead
you can directly enter a new sales potential. Click the [plus icon] at the potential list view. A new window
will open as shown in figure: Potential - Edit View.
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Figure 2.26. Potential - Edit View

Now you can enter your data to the sales potential. The following listing refers to the default input mask,
which can be changed by your administrator according to your requirements. Please consider the mandatory
entries.

Table 2.4. List of default master data entry fields for potentials

Potential Name: You must give each potential an unique name. For a better overview it
is recommended to include the account name.

Amount: You set an amount of the expected business. Note that this amount will
be used by the CRM to decide automatically whether this potential has
to be listed at Home / My Top Open Potentials.

Account Name: Select an account name already stored in your CRM by clicking the
[folder icon] at the end of this line. Note that you cannot make a direct
entry.

Expected Close Date: Select a expected close date for this business.

Type: Select a type of this potential. The type definition can be configured
freely by your system administrator.

Next Step: Enter the next step you want make to get closer to the conclusion of the
deal.

Lead Source: Select a lead source. The source definition can be configured freely by
your system administrator.

Sales Stage: Select a sales stage. The stage definition can be configured freely by
your system administrator. Every time you are making progress in sell-
ing, you should update this entry.

Assigned To: Select an owner of this potential. Usually this will be the selling co-
worker or a group.

Probability (%): Here you can enter the probability of the success of the selling activi-
ties. You can enter any value from 0-99. 100 should be reserved for a
concluded deal.

Campaign Source: You may enter a reference to an existing campaign.

Description: You may enter additional information to this potential here.
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Tip

Be careful in defining sales stages for your company. If you define too many stages, not all your co-
workers might be able or willing to maintain a valid data base.

Use the extensive possibilities in this input window to store as much information as you have for this poten-
tial. Come to an agreement with your co-workers on how to use the entry fields.

Additional Information for Potentials

In order to assign further information directly to a sales potential, click the name of a potential at the poten-
tial list view, as displayed at the Sales > Potentials menu. You will reach the detail view of the master data
as shown in figure: Potential Detail View - Master Data.

Figure 2.27. Potential Detail View - Master Data

If you click the [More Information] tab, you have the possibility of working with the potential and to add
further information as shown in figure: Potential Detail View - More Information.
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Figure 2.28. Potential Detail View - More Information

Table 2.5. List of more information entry fields for potentials

Activities: Here you will see a list of all your activities such as calls, meetings and
tasks related to this potential. You may create here also new activities.

Contacts: Here you see a list of contacts related to this potential. You may select
additional contacts already stored in the CRM system.

Products: Here you can see a list of all products or services this potential is re-
lated to. You may select additional products or services from the data
base or you can transfer a new product or service to the CRM system.

Sales Stage History: Every time you change the sales stage, a new entry at this history list
will be created.

Attachments and Notes: You may attach notes or attachments to the sales potential.

Quotes: Here your quotes related to this potential are listed. If you create a new
quote from here, all the potentials master data required for the quote
will be transferred automatically.

Sales Order: Here all your incoming sales orders related to this potential are listed.
You might use the CRM's capability of creating sales orders to keep
your CRM up to date. This is especially helpful if quotes and sales or-
ders are different.

History: Here you see a list of all your past activities if they have been marked
as held.

Potentials Import and Export

You max exchange sales potentials between your computer and the CRM system. Check with your system
administrator whether you have the permission to execute such operations. You may use the instructions
given in section: Lead Import and Export for the import and export of potentials accordingly.
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2.3.3. Quotes

The CRM system supports you in the creation of quotes for potential customers. You may use one of the fol-
lowing ways:

• As described in section: Additional Information for Potentials, you can use the detail view of a sale po-
tential to create a quote by clicking at the [Add Quote] button illustrated in figure: Potential Detail View
- More Information. You may chose this way for an automatic transfer of the potentials master data to the
quote.

• You may also create a quote directly by clicking at the plus icon at the quote list view or selecting [New
Quote] in the Quick-Create menu at the navigation area of figure: Top Area. This will require that you
have to set all references, for instance to a sales potential, manually.

Important

A quote relies on your product and/or service catalog and the appropriate price lists, as described
in section: Product Related Entries. Thus, you must have captured your products and services and
as well as your prices in the CRM system before you can create a quote.

The figure: Quote - Edit View for quote and address information shows the quote and the address informa-
tion of the edit view for a quote entry.

Figure 2.29. Quote - Edit View for quote and address information

You may enter the following information:

Quote information

Table 2.6. List of default master data entry fields for quotes
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Subject: You have to give the quote a name. It is practical to have the customers
name mentioned, e.g. Sample Inc. - 1st Quote.

Potential Name: You may select the name of a sales potential that refers to this quote.

Quote stage: The CRM offers you to have the quote created with different stages.
This is helpful, for instance, if someone else has to approve the quote.

Valid Till: Enter the expiry date of this quote. This information will become a part
of the PDF output.

Team: This field has been added for your internal use. If you have a team
working on this quote, you can note this here.

Contact Name: You may select a contact name here.

Carrier: If you have to send goods, you may select an carrier here.

Shipping: You may add additional shipping information such as the approxi-
mately shipping date for internal use.

Inventory Manager: If you use the CRM to maintain your inventory, you may select the in-
ventory manager here. The inventory manager will receive an automati-
cally generated e-mail by the CRM system that informs about this quote
as soon you hit the [Save] button. Your system administrator may
change the settings as described in section: Inventory Notifications.

Account Name: You have to refer your quote to an existing account. You select it here
by clicking the [folder icon]. The CRM will get the address informa-
tion from this account and will automatically fill in the corresponding
fields at this entry page.

Assigned To: Select the CRM user who is responsible for this quote.

Address information

Billing and Shipping Address:
You have to have billing and shipping addresses as part of your quote.

Product Details

For quotes, the CRM system considers all type of taxes or discounts which may apply to the offer of products
or services. These may include local, state or federal taxes as well as special taxes. These taxes can be calcu-
lated individually for each product or service, or calculated for the whole. Before you select products for your
quote, you need to decide what tax mode applies to your offer. The CRM system supports an Individual and
a Group tax mode.

The figure: Product Details for Individual Tax Mode displays an example for the entry details for products
calculated with the Individual tax mode.

Figure 2.30. Product Details with Individual Tax Mode

With this tax mode you may set different taxes for each individual product or service you offer.
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In figure: Product Details with Group Tax Mode you see the entry details with the Group tax mode. Here the
overall tax is calculated after all products or services has been entered.

Figure 2.31. Product Details with Group Tax Mode

Table 2.7. List of default product entry fields for quotes

Product: You must have created a product or service catalog before you can cre-
ate a quote. Here you have to use the [magnifying glass icon] to select
a product or service from the product catalogue. You may add an addi-
tional comment for each individual product you offer.

Qty In Stock: After you have picked a product you will see here the quantity in stock.
Negative numbers could mean that you run out of stock or that no stock
has been setup. You can ignore this.

Qty: You have to select a quantity of products or services you offer.

Unit Price: After you have selected a product or service, the unit price as defined in
the catalogue will be displayed here.

List Price: Here you enter the customers price. Note that you can use the [book
icon] to select the price from your price book entries. That is especially
useful if you maintain various price lists for different types of cus-
tomers.

Discount: You may select a discount for each individual product or service or a
discount for the whole. This discount may be in percent (%) of the list
price or may have a fixed value.

Tax: The CRM calculates your taxes on the basis of the tax information of
your product catalogue. You may modify them for a quote without
changing the product catalogue entry if required. Taxes that apply to
your business are set by the CRM system administrator.

Shipping & Handling Charges: You may add additional shipping charges if applicable.

Taxes For Shipping and Handling: You may add additional shipping taxes if applicable.

Adjustment: Finally you can make an adjustment to the quote by adding or deduct-
ing a fixed amount.

You may add further products or services by clicking the [Add Product] button.

Finally the CRM will add up all your entries and will calculate the Sub Total. You may add further taxes or
adjustments. Note that the terms and conditions can be defined if you hit the [More Information] tab. Your
CRM administrator may define default terms and conditions as described in section: Inventory Terms & Con-
ditions.

Click [Save] to transfer your quote to the CRM.

Important

If you want to have a PDF copy of your quote, you must have set your company information in ad-
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vance as described in section: Company Details.

2.3.4. Sales Orders

Sales orders are orders you receive from customers. Such orders of goods or services are usually presented as
a paper copy received by fax or mail. It makes sense to capture such orders also in the CRM. A sales order
may differ from your quote and you should have such information available at the CRM system.

You may create a sales order from a previous quote by opening the detail view of the corresponding quote
and clicking the [New Sales Order] button. This will automatically transfer your quote information to the
new sales order. You may also create a new sales order by clicking the plus icon at the sales order list view.

Note

To enter sales orders in your CRM system, you must have the services or products ordered in you
product catalogue and in your price book.

In both cases a new window will open as shown in figure: Sales Order - Edit View for sales order and ad-
dress information. If you have used a quote before, you will note that all entry fields have been filled auto-
matically.

Figure 2.32. Sales Order - Edit View for sales order and address information

Note

At the current release, you will not be able to select your sales order number.

Sales Order Information
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Table 2.8. List of default master data entry fields for sales orders

Subject: You have to give this sales order a name. It is advised to make it unique
and to include the account name.

Potential Name: You may select the sales potential related to this order.

Customer No.: If your company works with customer numbers, you may place such a
number here. You may get this number from your accounting team.

Quote Name: You may link this order with a quote. Make your selection here.

Purchase Order: Usually customers will send you an order with a purchase order num-
ber. You may enter it here.

Contact Name: You may select a contact related to this order.

Due Date: You may pick a due date for this order here.

Carrier: You may select a carrier preferred by your customer if you ship goods.

Pending: If this sales order is pending for any reason, you may note it here.

Status: Select a status for this sales order. This a practical tool if orders must be
approved.

Exercise Duty: If there are any special taxes o other costs related to this order, you may
enter them here.

Account Name: You must select the account that is related to this sales order.

Sales Commission: You may enter a sales commission here.

Assigned to: Select the CRM user who is responsible for this Sales Order. You can
select only single users, no groups.

Address Information

As soon you pick an account name, the address information is taken from the account and included automati-
cally. You may change it if necessary.

Product Details

Here the ordered goods and services ordered are listed. Please refer to Product Details in Quotes for more in-
formation.

Note

Your system administrator may customize the entry fields.

Important

If you want to have a PDF copy of your order, you must have set your company information in ad-
vance as described in section: Company Details.

2.3.5. Purchase Orders

The CRM supports you in purchasing goods or services. That might be helpful if you have to order some-
thing to fulfill a customer sales order or to maintain your company operation.

Note

Before you can enter any purchase orders, you must have the vendor in the vendors list. This is ex-
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plained in section: Vendors. You must have also the products or services to be purchased in your
product catalogue as well in a price book.

To enter a new purchase order, click the [plus icon] at the Inventory > Purchase Orders menu. As another
option, you may click the [Add New Purchase Order] button at the detail view of a vendor at the Inventory
> Vendors menu. By using this option the CRM will transfer the vendor information to the new purchase or-
der automatically. A new window will open as shown in figure: Purchase Order - Edit View for purchase or-
der and address information.

Figure 2.33. Purchase Order - Edit View for purchase order and address information

Now you may enter the following information to your purchase order:

Note

At the current release, you will not be able to select your own purchase order number.

Table 2.9. List of default master data entry fields for purchase orders

Subject: You have to give this sales order a name. It is advised to make it unique
and to include the account name.

Vendor Name: You have to select a vendor name already stored in your CRM system.
This will automatically fill in the address information entry fields.

Requisition No: You may use requisition numbers in your organisation. You may enter
such number here.

Tracking Number: You may enter your internal or your vendors tracking number here.

Contact Name: You may select a contact related to this order. This may be related to
your vendor or to a person who works with you on this purchase order.

Due Date: You may enter a due date for this purchase order.

Carrier: You may select your preferred carrier.

Sales Commission: You may enter a sales commission that is included in your purchase or-
der. This entry has a numeric value.
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Exercise Duty: You may enter tax information if applicable. Note that this has a nu-
meric value.

Status: If more than one person works with this order, you may use the status
field to distinguish certain levels of completion.

Account Name: You must select the account that is related to this sales order.

Sales Commission: You may enter a sales commission here.

Assigned to: Select the CRM user who is responsible for this Sales Order. You can
select only individual users, no groups.

Note

Your system administrator may customize the entry fields.

The meaning and the function of the other purchase order entry fields are identical to the fields in quotes as
described in section: Quotes.

Important

If you want to have a PDF copy of your order, you must have set your company information in ad-
vance as described in section: Company Details.

2.3.6. Invoices

You may use the CRM system to create customer invoices. Click the [plus icon] at the Sales > Invoice menu
or, preferably, use the [Create New Invoice] button at the detail view of a sales order. A new window will
open as shown in figure: Invoice - Edit View for invoice and address information.

Figure 2.34. Invoice - Edit View for invoice and address information
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You may add the following information to your invoice:

Invoice Information

Table 2.10. List of default master data entry fields for invoices

Subject: You have to give your invoice a name. It is advised to make the name
unique and to include the customers name.

Sales Order: You may select a sales order this invoice refers to.

Invoice No: The system automatically proposes an invoice number every time you
create a new invoice by adding 1 to the last existing invoice number.
You may define your own standard numbering format for your com-
pany as explained in section: Invoice Number Customization.

Customer No: You may use customer numbers in your organisation. Ask you account-
ing department. You may enter such number here.

Invoice Date: Every invoice must have a date. You may pick it here.

Due Date: You should enter a due date for this invoice.

Purchase Order: You may enter information on a purchase order that refers to this in-
voice.

Sales Commission: You may enter a sales commission which is included in your purchase
order. This entry has a numeric value.

Exercise Duty: You may enter tax information if applicable. Note that this has a nu-
meric value.

Sales Commission: You may enter a sales commission that is included in your invoice. This
is a numeric value.

Account Name: You must select an account related to this invoice. Note that by select-
ing the account the address fields are filled out automatically.

Status: If more than one person works with this invoice, you may use the status
field to distinguish certain levels of completion.

Assigned to: Select the CRM user who is responsible for this Sales Order. You can
select only single users, no groups.

Note

Your system administrator may customize the entry fields.

The meaning and the function of the other invoice entry fields are identical to the fields in quotes as de-
scribed in section: Quotes.

Important

If you want to have a PDF copy of your invoice, you must have set your company information in ad-
vance as described in section: Company Details.

You may send the PDF copy of invoices as an e-mail to customers directly from the invoice detail view as
displayed in figure: PDF output for invoices. If you click Send Email With PDF the mail edit window will
open which contains the invoice as an attachment allows you to add the receiver and additional text to the e-
mail.
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Figure 2.35. PDF output for invoices

2.4. Marketing

The CRM supports your marketing efforts with a Campaign module. Click the [Marketing] menu to open
the list view of your marketing campaigns as shown in figure: Campaigns - List View.

Figure 2.36. Campaigns - List View

You may add a new campaign by clicking the [plus icon] on top of the list. The edit view is shown in figure:
Campaign - Edit View.
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Figure 2.37. Campaign - Edit View

You are offered to include the following basic information:

Table 2.11. List of default master data entry fields for campaigns

Campaign Name: You have to give your campaign a short and unique name.

Campaign Type: You may select a campaign type. The CRM comes with a set of pre-
defined types that may be changed by your CRM system administrator.

Product: You may select a product from your existing product catalogue.

Campaign Status: You should select a status of your campaign. The list that comes with
the CRM can be changed by the CRM system administrator.

Expected Close Date: You may include the finishing date of the campaign.

Expected Revenue: You may enter an amount of revenue that you expect from the cam-
paign.

Budget and Actual Cost: You may include the costs for your campaign.

Expected Response: You may include the level of responses you expect from your cam-
paign.

Assigned To: You have to assign the campaign to a user or a group.

Num Sent: If you are carrying out a mailing campaign, you may include the num-
ber of mailings you are going to send.

Sponsor: If you have a sponsor for your campaign, you may note it here.

Target Audience and Target Size: You may define your target audience.

Expected and Actual Sales Count: If you can measure the success of your campaign by a number of sales,
you may note this here.

Expected and Actual Response
Count:

If you expect customer responses, you may note it here.

Expected and Actual ROI: If you expect a return of investment, you may note it here.

Description: You may add further information to the campaign.

System

46 User and Administration Manual



Click [Save] to transfer your campaign data to the CRM.

To work with a campaign, open it by clicking the name at the list view. The master data you just entered, are
displayed immediately. Click the [More Information] tab to add contacts and leads to your campaign as
shown in figure: Campaign - Detail View.

Figure 2.38. Campaign - Detail View More Information

You may add individual contacts, leads, potentials or activities to your campaign. Or, you may load existing
contact lists or lead lists to your campaign by making the proper selection. These lists must already exists as
customized list view in your lead or contact modules. For a detailed example please have a look at the Ap-
pendix: Administration FAQ. You may send a mass mailing to selected contacts by pushing the [Send Email]
Button.

Note

The marketing module will be developed further with the next CRM releases.

2.5. Product Related Entries

The CRM uses the term product as a comprehensive term for all kinds of goods or services your company
offers. Similar to a catalogue, the CRM provides functions to capture and to categorize your products with
various prices and vendors. These information can be actively used in the work with customers.

2.5.1. Products

The CRM allows you to link product information with your sales process. To enter a new product, click the
plus icon at the Inventory > Products menu for the full set of options. A new window will open as shown in
figure: New Product - Edit View Master Data.
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Figure 2.39. New Product - Edit View Master Data

You may enter the following product or service information.

Product Information

Table 2.12. List of default master data entry fields for product information

Product Name: You have to give each service or product an unique name.

Product Code: You should give each product an unique order code. This could be a
combination of letters and numbers. Customers should use this code
with their orders.

Product: You may select a product from your existing product catalogue.

Active: By marking this check box, a product becomes active and is available
for purchase.

Product Category: Here you may select a category for your product. Note that your CRM
administrator can modify the selection list.

Sales Start/End Date: You may select a time frame in which your company sells this product.

Support Start/Expiry Date: You may select a time frame in which this product is maintained.

Leads/Accounts/Potentials: You may refer this product with a special lead, account or potential.
Note that you cannot enter a reference directly. You have to pick a ref-
erence from existing CRM data.

Contact Name: You may pick a referencing contact. That could be, for instance, a per-
son which you can contact for further product information.

Website: You may enter a website with more product information.

Vendor Name: If you sell third party products, you may select a vendor here.

Part No: If each of your products have their own part numbers, you may enter it
here.

Vendor Part No: If you vendor has provided you with a part number for ordering the
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product, you may enter it here.

Serial No: If each of your products have a special serial number, you may enter it
here.

Product Sheet: You may enter a name of a product data sheet that is available form
other resources.

GL Account: This entry refers to a General Ledger Account and could be useful if
you were importing/exporting items from your accounting program.
Each account in your General Ledge usually has a number for refer-
ence.

Pricing Information

Table 2.13. List of default master data entry fields for product pricing information

Unit Price: You should enter a price per unit. This price may be the list price you
pay when you purchase this product from a third party. Note that the
selling price can be different as defined in you price lists (see section:
PriceBooks).

Commission Rate: You may enter your commission in %.

Tax Class: You may enter a tax in % that applies to a product. Note that your CRM
administrator configures the tax types and rates as explained in section:
Tax Calculations. Only tax types defined by the administrator will be
displayed. You may change the tax amount but not the tax type if nec-
essary.

Stock Information

The CRM supports you in maintaining a stock of goods. You may specify stock information and assign
someone responsible for maintaining the stock.

Table 2.14. List of default master data entry fields for product stock information

Usage Unit: You may enter the type of units of goods in your stock. Note that this
list can be modified by your CRM administrator.

Qty/Unit: You may enter a number of goods per unit (e.g. 15 pieces of goods in
each unit).

Qty in Stock: You may enter the quantity in stock. This information is used by the
CRM when making quotes, orders or invoices. Whenever you make a
quote etc. the quantity in stock is displayed and reduced automatically
if you sell a product.

Handler: You should assign a responsible person for maintaining the stock. This
person will automatically be informed by the CRM system if goods are
sold.

Reorder Level: Here you may enter the minimum quantity of goods you want to keep
in stock. If the CRM system detects that during the sales process the ac-
tual quantity in stock gets close to the minimum amount, the person in
charge of the stock will be notified by e-mail.

Qty. in Demand: Here you may note the quantity of goods you usually buy.

Product Image Information:

You may add up to 6 product images to your product. The image must be in .jpg, .gif or .png format.
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Warning

Do not use file extensions with capital letters (JPG, GIF, PNG).

You should keep the image size as small as possible to avoid time consuming downloads every time you dis-
play this CRM page. If you add more than one image, your images will be displayed as rotating cube as
shown in the next figure:

Figure 2.40. Display of multiple images for products

Description Information

Here you have a space for further product information if required.

Click [Save] to transfer your product information to the CRM system. After saving, the detail view of your
product opens. You will see the master data you have just entered.

Figure 2.41. Product - Edit View More Information
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If you click the [More Information] tab have the possibility to enter additional information or to work with
the product as displayed in figure: Product - Edit View More Information.

Table 2.15. List of default master data entry fields for more information to products

Trouble Tickets: Here you will find all product related tickets. These tickets may be
based on customer complains, product bugs, or other customer related
after-sales events. You may find further information about tickets at
section: Trouble Tickets.

Attachments and Notes: Here you may add attachments or notes to a product. That can be data
sheets, additional product images or others.

Quotes: The CRM lists all quotes which contain this product. You may also cre-
ate a new quote here.

Purchase Orders: The CRM lists all purchase orders which contain this product. You may
also create a new order here.

Sales Orders: The CRM lists all sales orders which contain this product. You may
also create a new order here.

Invoice: The CRM lists all invoices which contain this product. You may also
create a new invoice here.

Price Books: The CRM lists all price books which contain this product. You may
also create a new price book here.

Leads: The CRM lists all leads which contain this product. You cannot create a
lead here.

Accounts: The CRM lists all accounts which contain this product.

Contacts: The CRM lists all contacts which contain this product.

Potentials: The CRM lists all potential which contain this product.

2.5.2. PriceBooks

The CRM allows you to work with an unlimited number of different price lists, called price books. This is
very helpful, for instance, if your company has different customer types which require a different pricing.
You may use special retail, distribution, end customer price lists or others.

Create Price Books

To create a new price book, click the [plus icon] at the Inventory > PriceBooks menu. A new window will
open as shown in figure: New Price Book - Edit View.
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Figure 2.42. New Price Book - Edit View

You have to give this Price Book an unique name. You may add a description for future reference. Mark the
check box [Active] if you want to have this price book available for quotes, orders and invoices.

Click [Save] to create this new Price Book at your CRM system. The detail view of this new price book
opens as displayed in figure: Pricebook - Detail View.

Figure 2.43. Pricebook - Detail View

Edit Pricebooks

To add a product to your pricebook, click the More Information tab displayed at figure: Pricebook - Detail
View. You may add a product or service to your price book by clicking the [Select Product] button.

The new window which opens as shown in figure: Price Book - Product Selection List, lists all the products
stored in the CRM. You may pick the products you want to add to this price book by selecting the corre-
sponding check box. You should also set a list price for the product. The entered list price is only valid for
this price book. The unit price as set in the product catalogue is shown as a reference. Click [Add To Price-
Book] to save your selections.

Important

Only activated products are available for selection. If you do not see a product in the selection list,
you may check the product status by opening the detail view of this product.
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Figure 2.44. Price Book - Product Selection List

2.5.3. Vendors

The CRM allows you to enter an unlimited number of vendors which provide goods or services to your com-
pany or to your customers. Such vendors are stored separately and not part of the contacts or accounts lists.

To enter a new vendor click the [plus icon] at the Inventory > Vendors menu. A new window as shown in
figure: New Vendor - Edit View will open.

Figure 2.45. New Vendor - Edit View

You may add the following basic information:

Table 2.16. List of default master data entry fields for vendor information

Vendor Name: You should use the vendors corporate name for any name entry.

Phone: You may enter the phone number of your vendor.

e-mail: You may enter the e-mail address of your vendor contact.

Website: You may enter the vendors website.

GL Account: This entry refers to a General Ledger Account. Each vendor in your
General Ledger usually has a number for a reference.

Category: You may enter a category if required.

After clicking the [More Information] tab, you may complete the vendor information by adding the mailing
address and a description.

Note

You CRM system administrator may customize the vendor master data sheet.
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Click [Save] to transfer your vendor information to the CRM. You may view, browse and search your entire
vendor list at the Inventory > Vendors menu.

2.5.4. Product Import and Export

By the export and import functions you can exchange data between the CRM software and a large number of
programs on your computer. All product data can be exported or imported.

For starting to import or export, click the Inventory > Products menu at the navigation area of your CRM
system. The list view of your products will then be shown. Use the icons on top of the list to start the import
or export.

Note

The icons are only functional if you have the permission to use them. These privileges are set by your
CRM system administrator.

Please refer to section: Export and Import of Leads, Contacts, Accounts and Vendors for further export and
import instructions. Use the description of the import procedure accordingly for contacts. You can find sam-
ple import data in section: Data Format for Imports. Use the data format described in this section accordingly
for your product files.
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Chapter 3. Working with the CRM System
This chapter explains how to work efficiently with the CRM system. It includes hints for the usage within the
sales process from leads to after-sales services.

3.1. General Remarks

3.1.1. Working with Lists

If you click appropriate menus at the navigation area, you will see a list of all data stored at the CRM system.
In the course of the time these lists can become very large and difficult to handle. Furthermore, due to the
limited screen size, only a few columns can be displayed.

Therefore, it is appropriate and usually also necessary to adapt the list views to the respective needs of the
users. Generally, each user can create individual lists. These are then also available to other users.

The CRM system gives you various possibilities for arranging the lists according to your needs. Thus you
have a very effective tool for managing larger data sets, getting informed automatically on changes or to se-
lecting data for further use. You are allowed to create an unlimited number of individual list views.

Customize Lists

Using the account list as an example, I will explain how to arrange an individual view. This view can then be
transferred to all other lists in a general manner.

In principle you can set the following parameters:

1. the content of the columns (what will be displayed),

2. the time interval in which data have been created or changed,

3. various logical AND and OR operations between data stored in the CRM system.

To create a new list view for accounts click [New] as shown in figure: Access the Create List View.

Figure 3.1. Access the Create List View

The new window that opens, as shown in figure: Create Custom List - Edit View, will give you the opportu-
nity to create your own list view.
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Tip

Individual lists make working with the CRM system much easier. However, mistakes in the list com-
position, especially by AND and OR operations, can lead to unexpected results. Therefore, unexperi-
enced users should begin with simple lists and simple logical filters, and should examine the results
carefully.

Figure 3.2. Create Custom List - Edit View

The following approach is recommended:

1. Enter a short but unique name for your list.

2. Select the content of the columns. Keep in mind that the more columns you select the more space on
your screen is required.

3. Set a time filter if required. Set logical AND or OR operations for further filtering your data with the ad-
vanced filter operation.

Note

You may include check boxes in your advanced filter options. If you want to check whether a check
box is marked, user the terms "yes" or "1" for comparison. If you want to have a list of entries with
unmarked check boxes use "no" or "0" for comparison.

You can change the default list view by selecting the [Set as Default] check box. You can also select the cre-
ated list view to be present at the Key Metrics, located at Home, by marking the [List in Metrics] check box.
The functions of the Key Metrics are explained in the following section. When finished, click [Save] to trans-
fer you new list view to the CRM system.

Key Metrics

The Key Metrics is located at your Home page. It can offer you a comprehensive view of the most important
data stored within your CRM system. This is done by providing a quantitative summary of the information
selected by your criteria.
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The content of the Key Metrics is defined by your customs list views. For an introduction in custom list
views, you may look at section: Customize Lists. If the check box List in Metrics is marked within a list, the
CRM will consider this list as part of the Key Metrics. As a result the CRM automatically calculates the data
displayed at the Key Metrics.

You may use the Key Metrics to answer questions such as:

• How many quotes are send to prospect customers?

• How many tickets of a special customer are open?

• How many sales potentials are in the last stage?

You may have other questions or you may find your own criteria. The possibilities for listings at the Key
Metrics are only limited by the CRM's capabilities of creating list views.

Tip

You may use the Key Metrics for critical processes, in order to recognize immediately whether some-
thing has changed. For instance, a sales person can immediately see if the service team has to solve
critical tasks with a special customer; a manager can watch the progress in a sales cycle; a service
coworker can see, whether the company has won new customers etc.

List Search

If you have many entries in your list views of leads, contacts, accounts etc., a search function helps you to
find a specific entry fast. Click the magnifying glass icon in the list view to open the search display, as
shown in figure: Basic Search at List View for leads.

Figure 3.3. Basic Search at List View

The basic search function searches for entries related to first name, last name, company name, phone, web-
site, e-mail address, and owner of the data. In addition, you may search by the alphabetical order.

If you click [Goto Advanced Search], a new search window will open that allows you a more detailed
search based on logical combinations, as shown in figure: Advanced Search at List View.

Figure 3.4. Advanced Search at List View
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You may add as many search criteria you need. You may switch between the basic and the advanced search
at any time. Click the [Search] button to start your search.

3.1.2. Tag Cloud

Tag Clouds are designed to improve the usability of the CRM. They help you categorize CRM entries based
on an user's judgment or rating, independent from categories set by the CRM system. Tag Clouds are based
on the assumption that humans tend to pool objects based on subjective or other values. Such a pooling is in
fact a new categorization of data stored at the CRM system.

To meet such a requirement for categorization, the Tag Clouds provide users the capability to build cate-
gories which are not limited to a single CRM module. These categories are independent from the categories
defined at the master data of each CRM entry, usually the pick list entries. For instance, a sales person may
consider a meeting, a customer and a service request as important.

These new categories or groups can be defined freely. You may use any terms such as important, Proposal
,Berlin , private or Spring. You may add such a term with the Tag it function at the Tag Clouds to any
CRM entry that can be considered to be in the same category. A tag cloud entry is shown in figure: Tag
Cloud.

Important

Tags are always single words! Do not use sentences or combined expressions.

Figure 3.5. Tag Cloud

Use the term listed in the Tag Cloud to find all CRM entries which have the same tag. On the Home page, all
the tags will be displayed. Tags for a corresponding entity will only be displayed in the detail view. On click-
ing the tag, in both the detail view and the Home page, the entities tagged with the corresponding tag will be
displayed. You can delete the tag from the detail view tag cloud. You can also delete a tag by deleting the en-
tity.

Tip

The more CRM entries are labelled with the same tag, the bigger this tag will be displayed in the tag
cloud.

To delete a tag, move your mouse pointer above the tag word. An "x" icon will appear. Click this icon to
delete the tag. Alternatively you can delete your data entry. With this entry the tag will also be deleted.

Tag cloud entries are assigned to the user who made such entry. You can not share tag cloud entries with
other users.
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If a user does not intend to use the tag cloud this function can be switched off as explained in section: My
Preferences.

3.1.3. Chat Functions

The chat functions offered by the CRM system provide instant messaging capabilities in a form of real-time
communication between two or more CRM users based on typed text.

The CRM system offers public as well as a private chat capabilities in so-called chat rooms. The public chat
allows all CRM users to share a common chat room where each user can read all messages and can con-
tribute if desired. The private chat room serves as a platform for the communications between two users.

To open a chat room click, in the [Chat Icon], which is available at every list view. An new browser window
will open, as illustrated in figure: Chat View.

Figure 3.6. Chat View

To contribute to the chat, enter your message and click [Send]. You message will be displayed at the chat
room. Besides the chat room, you see the list of logged-in users. To open a private chat, click the appropriate
user name. A private chat room will then open.

3.1.4. Tools Menu

The CRM offers a set of additional tools which are useful for the daily work with customers.

RSS

RSS is a Web feed format, used for Web syndication and stands for Really Simple Syndication. Web feeds
are widely used by the weblog community for sharing the latest entries headlines or their full text, and even
attach multimedia files. Some providers allow other websites to incorporate their syndicated headline or
headline-and-short-summary feeds.

RSS is used for many purposes, including marketing, bug-reports, or any other activity involving periodic
updates or publications. Many corporations are turning to RSS for delivering their news, replacing e-mail and
fax distribution. The news media is also utilizing RSS by bypassing traditional news sources.

CRM users are able to have news constantly fed to them instead of searching for them. In the Tools > RSS
menu the CRM system provides an RSS reader - which can check a list of feeds on behalf of the users and
displays any updated articles that it finds. You may search the Web for RSS feeds you are interested in. Ev-
ery RSS feed has a unique address similar to Web URLs. To watch an RSS feed, you have to enter these ad-
dresses into the CRM system.
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My Sites

You may link the CRM system with other web sites which are of any interests for your business. Users do
not need to leave the CRM system to access third party web sites or other Intranet or Internet sites. You may
use this function, for instance, for watching important customers, your own web site, or the websites of your
competitors. It is also very useful for tracking shipments, or conducting web based communication with ven-
dors.

Before you can see any website at the Tools > My Site menu, you need to bookmark a site. Click[ Manage
Sites] to enter a new web site. Click the [My Sites] to see the bookmarked web sites.

Notes

Notes are a practical tool to add further information to Contacts, Accounts, Leads, Potentials, Products, In-
voices, as well as Sales and Purchase Orders. You may enter a note by using the Quick-Menu or the Plus
Icon at the list view of the Tools > Notes menu. You may also add notes directly at the detail views of cer-
tain CRM modules. As displayed in figure: Note - Edit View you may also attach files to notes.

Figure 3.7. Note - Edit View

You may use this function, for instance, to collect documents important to your companies operation.

3.1.5. Send and Receive E-mails

The CRM system offers a variety of methods for including e-mails in your work with your customers, co-
workers, suppliers and other contacts. You may

send e-mails to contacts directly from the CRM system:
These functions are explained in section: Sending Emails and section: Email Mass Mailing.

transfer received or sent e-mails from your office environment to the CRM system:
The CRM comes with an Outlook plugin as well as a Thunderbird/Mozilla e-mail client extension. You
may use these additional programs on your computer. Please refer to section: Synchronizing CRM with
Office Environment for more information.

receive e-mails at the CRM system from personal mail accounts:
The functions offered to receive e-mails are explained in section: Receiving Emails.

For outgoing e-mails you have to configure a common mail server access as explained in section: Outgoing
Server. You will also need to configure the access to the individual receiving mail servers for each individual
user as explained in section: Receiving Emails.
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Sending E-mails

If you want to use the CRM system for outgoing e-mails you have three options:

1. You may create an e-mail from the detail view of one of your leads, contacts or accounts. By using the
contact details already stored at your CRM system, the system makes sure that the sent e-mails will be
stored in reference to the existing contact entries. You may see such e-mails at the contacts detail view
as shown in figure: Email listing at Contact Detail View.

Figure 3.8. e-mail listing at Contact Detail View

You can select the receiving parties at the list view as exemplary shown in figure: Mass Mailing Selec-
tion or you may select your receivers at the Compose Email menu as exemplary presented in figure:
Compose an Email.

2. You may select the receiving parties at the list view as shown in figure: Mass Mailing Selection.

3. You may create an e-mail directly at the Emails menu. In this case the reference to a contact has to be
made manually. An example is shown in figure: Compose an Email.

Figure 3.9. Compose an e-mail
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Important

To be able to send an e-mail, the CRM system needs to access your outgoing e-mail server. The setup
of the server connectivity is explained in section: Outgoing Server.

At the composing menu you may use the entry fields based on the following description:

Table 3.1. List of common entry fields for outgoing e-mails

To: Here you may enter the e-mail addresses of the recipients.

CC: CC stands for Carbon Copy. The recipient entered here will receive a
copy of the sent mail.

BCC: BCC stands for Blind Carbon Copy. This means the same as CC, how-
ever the recipients entered here will be invisible for the other e-mail re-
cipients.

Subject: You should enter a subject for this e-mail.

Attachment: You may add an attachment to your e-mail.

Note

At the current release the maximum size of an attachment is
limited to a file size of about 1 Mb.

Description: You may enter your e-mail message here. Note that the e-mail will be
sent as an HTML mail by default. You can use the design tools to en-
hance the layout of the e-mail.

Tip

The CRM system can store your standard e-mail signature and add it to your message automatically.
The signature is set by the My Settings menu at the CRMs Login Area. You may also find further ex-
planations at the section: Users Configuration.

Beneath the description field, the buttons serve the following purposes:

Table 3.2. List of supporting buttons for outgoing e-mails

Select Email Template: The CRM offers you to work with e-mail templates. These templates
must be designed and stored at the CRM system as explained in sec-
tion: E-mail Templates.

Send: The e-mail will be send. A signature will be added automatically if de-
fined before.

Note

The e-mails will be assigned to the sending user. A copy of the
e-mail will be automatically send by the CRM system to the as-
signed user.

Save: You may save this e-mail without sending it. The e-mail will be stored
and get listed when you click the My Home Page > Emails menu.

Cancel: You may cancel the e-mail operation. All changes will be lost.
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E-Mail Mass Mailing

You can send a common e-mail from the CRM to several persons at the same time. You may use this func-
tion for mass mailings to your customers or to other contacts stored in your CRM system. For mass mailing it
is recommended to create a mail from the list view.

• Create a customs view of your leads, contacts, or accounts. Use the filter operations to select the desired
contacts. You may refer to section: Customize Lists.

• Save the custom view.

• Display the custom view. Select the contacts which are to receive your mass mailing. Click the [Send
Mail] button at the bottom of the list as shown in figure: Mass Mailing Selection.

Figure 3.10. Mass Mailing Selection

The e-mail creation window will open as shown in figure: Create Mass Mailing E-Mail.

Figure 3.11. Create Mass Mailing E-Mail

Edit your e-mail. You may also add further e-mail addresses which you have not selected before.

• Click the [Send] button to send your e-mail immediately, or the [Save] button, to store the e-mail at the
CRM system without sending it. With the Select Email Template button you
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A reference to a copy of the sent e-mail, will be stored at each individual contact and is displayed in the de-
tail view.

Receiving E-mails

If you generally receive your e-mails at your office, you may use the Outlook Plugin or the Thunderbird ex-
tension to transfer selected e-mails to the contacts stored at your CRM system. Please refer to section: Syn-
chronizing CRM with Office Environment for further descriptions.

In addition, you have the possibility to receive e-mails directly at the CRM. Before you can receive any e-
mail at your CRM, you must have setup the access to your receiving e-mail server. The necessary precondi-
tion for this, the user must have an entrance to an e-mail server outside of the CRM system.

To configure the access to the receiving mail server click [My Home Page > Webmail] menu at the naviga-
tion area. You do not need administrative privileges for this operation. The e-mail client menu opens, as
shown at figure: Webmail Menu.

Figure 3.12. Emails Menu

Click the [Settings Icon] to open the e-mail server configuration menu as shown in figure: Incoming Mail
Server Details.
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Figure 3.13. Incoming Mail Server Details

You have to enter all configuration data as described in the following table. Please ask your e-mail service
provider for the necessary access information.

Table 3.3. List of settings entry fields for incoming e-mails

e-mail ID - Display Name: You should give each mail server an unique name. This name will be
displayed at the mail server account list.

e-mail ID - Email You must enter the e-mail address you use at your receiving mail
server.

Mail Server Settings - Mail Server
Name or IP:

You must enter the address of your mail server. You may use a name or
the IP address.

Mail Server Settings - User Name
& Password:

You must enter the user name and the password you use to access the
mail server.

Mail Server Settings - Mail Proto-
col:

At the current release only IMAP is supported and fully functional as
your e-mail protocol. The POP protocol will be available in the future.

Mail Server Settings - SSL Op-
tions:

You must select whether you want encrypted communicate with your e-
mail server.

Mail Server Settings - Certificate
Validations:

If you use encryption to access the mail server, you should select
whether the certificate is validated.

Mail Server Settings - Use Internal
Mailer:

If configured by your service provider, you might use the internal
mailer to send e-mails.

Mail Server Settings - Refresh
Timeout:

You may change the refresh rate.

Mail Server Settings - Emails per
page:

You may select the number of e-mails (webmails) you want to display
on a single page.
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Click [Save] to configure the mail function at the CRM system.

All your e-mails are organised at the My Home Page > Webmail menu as displayed in figure: Webmail
Menu.

The buttons at the top of this figure provide the following functions:

Compose:
This opens the compose window.

Settings:
This opens the settings window for your incoming e-mails. Note that the administrator configures the
outgoing mail server.

The CRM comes with a set of standard mail folders:

Inbox:
This folder lists all you incoming e-mails. Thereby, the following cases are distinguished:

• If an e-mail comes from a contact which is not related to any of the campaigns, on qualifying the e-
mail will automatically be moved to the Qualified Mails folder and related to that contact.

• If an e-mail comes from an undefined user, on qualifying the CRM system will create a new contact
and associates the e-mail to the newly created contact.

• If an e-mail comes from a lead of a Campaign, on qualifying the e-mail of the corresponding Lead
will be converted to a contact related with the Campaign. The CRM system traces the conversion ra-
tio of Leads to Contacts on a per campaign basis to judge the effectiveness of a Campaign.

• If an e-mail comes from a Contact of a Campaign, on qualifying the e-mail will be added and related
to that Contact.

All qualified e-mails will be moved into the Qualified Mails folder automatically.

Sent Mails:
This folder lists all your sent mails organized by the type of contact.

You may search your e-mails by the subject or sender or both.

Important

E-mails are received in unprotected mode. That means that the CRM does not check for any viruses
other threads frequently transmitted by e-mails. Even if these threads cannot cause any damage to the
CRM, it is advised to take protecting actions at the receiving mail server, especially if you plan to
download e-mail content to your computer.

3.2. Working with the sales process

The CRM system has been designed to support you in all phases of your sales cycles, starting with leads up
to closed businesses by integrating all relevant data.

Sales processes are defined differently in each enterprise . Yet, there are common principles for the work
flow, which the CRM system represents.

The most common scenario for goods or services with longer sales cycles could be:
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1. When you have your first contact to a prospective customer, you create a lead. At this time you do not
know whether this contact has serious interests in the goods or services your company offers. You may
collect as much information about this contact as possible.

2. Now sales is starting to work with this lead. You may schedule meetings, make some calls or send e-
mails until you know whether there is a business opportunity.

3. If you find out that this lead does not go any further, you set the lead status to lost and forget about it. If
this lead looks promising for your business, you can convert it to a sales potential.

4. During conversion the CRM will create a sales potential, an account and a contact, using the data you
have already collected. The lead will be deleted.

5. Now you start working with the potential. You indicate the progress by setting different sales stages.

The contact and account information related to your sales potential are the basis for you and your co-workers
for the work with a potential customer. You may use this information for scheduling and controlling activi-
ties, distributing tasks, forecasting revenues, understanding the purchase decision process of a customer, and
much more.

3.2.1. Working with Leads

A lead represents the first stage of a sales process and is therefore the starting point for many activities. In or-
der to work with leads effectively the CRM system provides you a set of tools.

Leads List View

You may reach the lead list view at the Sales > Leads menu as shown in figure: Lead List View.

Figure 3.14. Lead List View

At this menu you may

• delete leads: Mark the leads to be deleted and hit the appropriate button.

• send e-mails to leads: Mark the leads to be recipients and hit the appropriate button. Refer to section:
Sending Emails for further instructions.

System

User and Administration Manual 67



• change the status of a lead: A lead status represents the status of your work with a lead. The CRM of-
fers you several lead states. Note that your system administrator may change the status list. Mark the
leads to be changed and hit the appropriate button. In the pop up window select the new status.

• change the owner of a lead: Owners are CRM users only. Mark the leads to be changed and hit the ap-
propriate button. Note that any further access is controlled by the role settings of the new owner.

• create, modify and use display filters: As described in section: Customize Lists, you may change the
content of your list view on the basis of filters.

• merge lead information with e-mail templates: Mark the leads to be merged, select a template and hit
the appropriate button. You may refer to section: Mail Merge Templates for further information.

Link Leads with other CRM entries

You may link a lead with other activities such as calls, meetings or tasks and with e-mails, attachments, notes
or products. To establish such links, you may use one of the following ways:

1. By the lead detail view

Open an existing lead and create new entries related to this lead.

2. By direct entry

Click [New Event], [New Task], [New Note] or [New Product] in the entry area of your CRM system,
or open an existing entry. Select the related Lead as a reference before you save your entries. The infor-
mation will be linked to the lead and will be available at the lead's detail view.

Note

All established links will be also available at sales potentials after conversion as explained in section:
Creating Potentials from Leads.

3.2.2. Working with Potentials

In the sales process, sales potentials are the logical successors of a leads. Therefore, you should create a sales
potential from a lead and transfer all information available for the lead to this sales potential as explained in
the next section. You can also directly create a sales potential (see section: Direct Entry of Potentials). Sales
potentials are characterized by the fact that obvious interests of a potential customer in an offer from your
company exist. Sales expects that an offer can be made in the future and estimates that it is appropriate to
take over lead data.

Creating Potentials from Leads

To create a sales potential based on an existing lead, you have to switch to the lead detail view as shown in
figure: Lead Detail View - Master Data.
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Figure 3.15. Lead Detail View - Master Data

Click the Button [Convert Lead]. A new pop up window will open as shown in figure: Convert Lead.

Figure 3.16. Convert Leads

With the lead conversion the following operations are automatically performed by the CRM system:

• Creation of new entries for Accounts and Contacts. Transfer of all data from the lead to the new created
entries.

• Creation of a potential linked to the newly created account and contact.

• Deletion of the lead.

Note

A lead transformation cannot be canceled.
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In reference to the figure: Convert Lead, you can control the conversion by making the following entries:

Table 3.4. List of settings for lead conversion

Assigned To: Here you must chose the new owner of the converted data.

Account Name: This shows you the account name as stored with the Lead.

Do not create a new potential upon
conversion:

If you mark the check box, only new entries for an account and for a
contact will be created by the conversion. There will be no potential re-
lated to it. You may use this function if you intend to store account and
contact information that are not related to an upcoming business but im-
portant enough to be listed in the CRM system.

Potential Name: Here you must enter an unique name for your new potential. It makes
sense to include the account name in order to maintain a clear name
structure.

Potential Close Date: You must pick a most likely closing date for this potential. You will be
able to change it later if necessary. This is a useful information e.g. for
creating forecasts.

Potential Amount: You may enter a potential amount of the business you expect. You may
change it later. This amount might be used for forecasts.

Potential Sales Stage: You must enter a sales stage for the potential. The sales stages can be
defined and changed by the CRM administrator.

Click [Save] to execute the conversion.

After conversion a new window will open that shows the detail view of the account you have just created. In
the More Information tab you will also find the links to the related contact and the sales potential.

Your new potential is now also listed at the potential list view as shown in figure: Potentials List View.

Figure 3.17. Potentials List View

Note

Contents of this list representation are freely configurable. Beyond this, these lists can be automati-
cally evaluated by the CRM system, in order to refer to certain events. You will find further informa-
tion related to this topic in section: Working with Lists.

System

70 User and Administration Manual



Change the Potentials List view

You may reach the lead list view at the Sales > Potentials menu as shown at the previous figure: Potentials
List View.

At his menu you may:

• delete potentials: Mark the potentials to be deleted and hit the appropriate button.

• change the owner of a potential: Owners are CRM users only. Mark the potentials to be changed and hit
the appropriate button. Note that the further access is controlled by the role settings of the new owner.

• create, modify and use display filters: As described in section: Customize Lists you may change the
content of your list view on the basis of filters.

• search lists: As describes in section: List Search, you may reduce the number of potentials displayed by
using the filters of the advanced search function.

Use the Potential Detail View

You may use the potential detail view to link a potential with further CRM entries. In the detail view click
the [more Information] tab.

In this menu you may:

• assign Activities to Potentials: You may assign any activity to a sales potential.

• assign Contacts to Potentials: You may assign any person stored in the CRM to a sales potential.

• assign Products to Potentials: You may add any product or service listed in your product catalogue to a
sales potential.

• view Sales Stages: Within the sales potentials you have the possibility to specify different sales phases.
That helps you document the development of a customer relation. Information about the past sales phases
is logged by the CRM system.

Note

The CRM provides you with a set of default sales stages. Your system administrator my change
these based on your company's requirements.

Each change of the sales stage automatically creates an entry at Sales Stage History tab. This entry in-
cludes

• the amount of the potential,

• the sales stage,

• the probability,

• the expected closing date,

• and the date of modification.

• assign Attachments to Potentials: You may add any type of attachment to a sales potential.

• Quotes: The menu lists the existing quotes for a potential and allows you to create new quotes.

• Sales Orders: The menu lists the existing sales orders for a potential and allows you to create new or-
ders.
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• Activity history: You may see all past activities related to a potential if they have been marked as held in
the calendar.

Send E-mails to Contacts related to Potentials

In order to send an e-mail to a contact which is listed at the potentials detail view, you need to select this con-
tact by clicking its name. The detail view of this contact opens. Proceed as described in section: Sending
Emails. You may send an e-mail to multiple contacts by creating a special list and using the mass mail func-
tion as explained in section: Email Mass Mailing.

Link Potentials with other CRM Entries

You may link a potential with other activities such as calls, meetings or tasks and with contacts, products, at-
tachments, notes, quotes or sales orders . To establish such links you may use one of the following ways:

1. by the potential detail view

Open an existing potential and create new entries related to this potential as described in section: Use
the Potential Detail View.

2. by direct entry

Click [New Event], [New Task], [New Notes], [New Quote] or [New Sales Order] at the entry area of
your CRM system, or open an existing entry. Select the related potential as a reference before saving
your entries. The information will be linked to the potential and will be available at the potentials detail
view.

3.2.3. Working with Support

The CRM system offers comfortable possibilities to maintain the valuable customer relationships after a
business transaction has been made, by offering support functions.

Why should you use the support functions?

• Above all, the support functions help you to collect and sort customer requests, inquiries, disturbances,
problems etc. related to the sold goods or services.

• The support functions keep CRM users and customers informed on the status reached in respect to the re-
sponse to customers messages.

• Support staff gets a very effective tool to keep track of customer complaints or requirements related to
customers or products or both.

• Sales staff and management can get a quick overview of support activities related to customers or prod-
ucts or both.

• CRM user or customer get a convenient access to frequently ask questions (FAQ). That can help you
company to keep the service requests low and to maintain standard procedures in responding to cus-
tomers requests.

The CRM's capabilities of providing FAQ as well as tickets are extended by the Customer Portal functions as
explained at Customer Portal manual.
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Trouble Tickets

In the CRM terminology, tickets are any kind of customer service requests as they occur after sales. Tickets
are listed at the Support > Trouble Tickets menu.

Create New Tickets

To create a new ticket, open the Support > Trouble Tickets menu as shown in figure: Trouble Tickets - List
View with two sample entries. You may use the magnifying glass icon on top of the list for searching the list.
You may also use this menu to change the owner of a ticket, delete unwanted tickets, set filter functions for
the list view or merge ticket information with templates.

Figure 3.18. Trouble Tickets - List View

Click the plus icon to open a new ticket as shown at figure: Ticket - Edit View.

Figure 3.19. Ticket - Edit View

You should enter as much information as possible. Use the Priority, Severity and Category to weight the
ticket. In detail you should provide the following information:

Table 3.5. List of default entry fields for tickets

Assigned To: You may assign the ticket to a person who is listed as CRM user or to a
user group. This person or group will be in charge to answer to the cus-
tomer's request.

Priority, Severity and Category: You may select the appropriate entries based on their importance. That
can help your service staff to schedule their work and the management
to be informed.

Title: You should give each ticket a unique name.

Contacts, Accounts: You should link this ticket to a specific contact or account.
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Product Name: You may link this ticket with goods or services your company has sold.

Status: You should set the actual status of the ticket.

Attachment: You may add an attachment to a ticket.

Description: You should enter a brief description of the cause for this ticket.

Tip

Your CRM system administrator may add additional custom field to your tickets or change the con-
tents of the drop down lists.

Caution

If you intend to use the Customer Portal, you may check the information provided for the customers
before changing the configuration in order to preserve the confidentiality of internal data.

Work with Tickets

In figure: Trouble Tickets - List View, one sample ticket is already listed. To work with a ticket click, its ti-
tle. A new window will open as shown in figure: Ticket Detail View - Master Information.

Figure 3.20. Ticket Detail View - Master Information

At this menu you may:

• edit, duplicate or delete a ticket: The edit function allows you and your co-workers to change the en-
tries and to make comments before or after a solution has been found. Note that you may enter data with-
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out opening the edit view. Just move the mouse pointer to the appropriate fields within the detail view to
make your entries.

With the duplicate function you may copy a ticket. This function might be useful to split ticket. Use the
delete function carefully. It might be better to keep a ticket in the list and change its status.

• convert as FAQ: You may receive frequent customer requests to a same topic. This function allows you
to convert a ticket to a FAQ as explained in the next section.

• add a tag: You may use this function to set your own priorities as explained in section: Tag Cloud.

• merge the ticket information with a template: You may use this function to merge ticket information
with an e-mail template.

You can modify the master data in the edit view of a ticket as shown in figure: Ticket Edit View.

Figure 3.21. Ticket Edit View

Each ticket can go through different working stages and will be closed sooner or later. The CRM will help
you to keep track of the working progress and records the changes.

Any CRM user can post a comment. The comments will be sorted in chronological order and indicate the
CRM user who made the comment. At the end of the live cycle of a ticket, you may present the solution.

All changes to a ticket are displayed at the ticket history. The information provided allows you to find out:

• Who changed ticket information?

• What changes have been made?

• What was a change made?
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Click the More Information tab to view or to add ticket related activities, notes or attachments.

Frequently Asked Questions (FAQ)

The CRM system offers you to have a FAQ list. FAQ refer to listed questions and answers, all supposed to
be frequently asked in some context, and pertaining to a particular issue. You may use this for instance

• as a knowledge base to inform your customers about your products, services or procedures,

• for your employees to inform on internal business procedures,

• for your service staff to discuss procedures for helping customers,

and much more.

You may reach the FAQ list at the Support > FAQ menu. Click the [plus icon] on top of the list to enter a
new FAQ. In figure: New FAQ Entry you see the screen for a new FAQ entry. You may enter a question and
an answer.

Figure 3.22. New FAQ Entry

In addition, you may

• link this entry to a product or service your company offers,

• assign a category for this entry,

Note

Your CRM system administrator may change the categories.

• set a status for the entry.

Caution

FAQ are also displayed at the Customer Portal. You may control the FAQ entries that will pub-
lished at the Customer Portal. Only entries with the status published will be visible there.
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3.2.4. Reporting and Analysis

The CRM provides you with several possibilities for evaluating your data according to criteria you have se-
lected beforehand.

Dashboard:
The dashboard gives you a graphical representation of your sales and service data.

Reports:
You may summarize your data stored in the CRM by reports. You have a set of predefined reports avail-
able which you can customize to your needs.

You should use these report and analysis features to get an overview of customer related activities and to
draw conclusions on how to improve your sales process.

Dashboard

You can reach the Dashboard function at the Analytics > Dashboard menu. The dashboard includes a graph-
ical representation of sales and services related data as partly displayed in figure: Dashboard.

Figure 3.23. Dashboard

You may switch between different reports and views. Some reports, such as Dashboard Home, allow you to
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modify the period as well as the type of data included. Click [Edit] to modify the settings. Use the Strg but-
ton on your keyboard to select multiple data sets to be displayed.

Note

The time period used at the dashboard does not automatically update with the passing time. You have
to set the required period, and you should click [Refresh] to make sure the actual data are shown.

The sales stages, status as well as the other source information used may get changed by your CRM system
administrator.

Reports

You may get a report for almost any data you have stored in your CRM at the Analytics > Reports menu as
shown in figure: Reports Home.

Figure 3.24. Reports Home
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The CRM offers you a report generator as well as a report designer.

Report Generator:
The report generator provides you with reports which you can see at the screen or export as PDF or Ex-
cel files.

Report Designer:
The report designer allows you to select the data you want to see in a report and to modify their repre-
sentation.

The CRM comes with a rich selection of standard reports as illustrated in the previous figure. Each of these
reports comes as two types:

Tabular Report:
Tabular reports are the simplest and fastest way to get a listing of your data.

Summary Report:
Summary reports allow you to view your data along with subtotals and other summary information.

In the following section I will explain how to modify reports or even setup your own report folders.

Edit Reports

To change an existing report click the Report Name. An new window will open which list the selected re-
port and allow to customize it.

Figure 3.25. Report Detail View

To open the report editor for changing an existing report, click Customize Report as indicated in figure: Re-
port Detail View. Follow the instructions.

To create a new report, click the New Reports icon shown in figure: Reports Home. First you are ask for the
CRM module which provides the data for the report. Based on this selection the fields available for the re-
ports are selected by the CRM system.

The opening pop up window displays the next steps for report creation as shown in figure: New Report De-
tail.
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Figure 3.26. New Report Detail

Follow the instructions.

Caution

At the current release, the CRM does not monitor the available site space for a proper PDF to be cre-
ated. If you chose too many columns, you might not get a useful PDF export.

Note

Designing a report can be a very complex task. You should start with a very simple report and fre-
quently check your results before beginning to use filter functions.

If your report design is finished, click [Next] to save your settings and to start the report generator. Then you

• can see the report at your screen,

• may export the report as PDF or Excel file, and

• may print the report.

Example: Let's assume you want to have a list of accounts who bought a specific product

You should follow these steps to create a report:

1. create a new report with a name, report folder and description

2. you will be asked for the related module; select Products

3. you will be asked for the format of the report; make your choice

4. select the fields you want have in the report

5. select the field in advanced filter as Product Name - equals -<name of your product>
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Customized Report Folders

To create your own report folder, click the [Create New Folder] icon as shown in figure: Reports Home. In
the new pop up window, you may give this folder a name and a description.

Click [Save] to create this folder. You could use this folder to store your own or modified reports. The new
folder will be listed at the Analytics > Reports menu.

At the Analytics > Reports menu you may also move or delete reports by clicking at the appropriate buttons
or icons.

Note

You may create any report to be listed in your own folders. Select your folder in step 1 of the new re-
port creation process.

3.2.5. Synchronizing CRM with Office Environment

The CRM comes with a set of programs which enhance the functionality of your office environment by link-
ing your desktop computer with the CRM system.

Thunderbird Extension

The Thunderbird/Mozilla e-mail client is an Open Source program that runs under Windows, Mac and Linux
operating systems. It allows you to send and receive e-mails and contains an address book. With the help of
the Thunderbird Extension program you may:

• send e-mails you have received, to the CRM and store them in reference to the appropriate contact

• send contact information from your e-mail client to the CRM

• receive contact information from your CRM

Please consult the Thunderbird extension manual for further information.

Outlook Plug-in

MS Outlook is most common in office environments. The Outlook plug-in enhances the functionality of out-
look and allows to synchronize data between Outlook and the CRM system. In detail you may

• transfer any e-mail to the CRM system and attach it to the appropriate contact

• synchronize your calendar

• synchronize your contacts

• synchronize your notes

• synchronize your tasks

Please consult the Outlook plug-in manual for further information.
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Chapter 4. Administrative Tasks
This chapter explains how the CRM system can be configured and managed by users with administrative
privileges.

It is most important that a CRM system administrator is capable to configure the CRM according to the in-
tended purpose and the company's business processes. Any skilled CRM administrator knows that under-
standing how things work is as important as knowing how things are done. Therefore, the following sections
describe not only the CRM functions but also the basics of role based security and other business related is-
sues an administrator should consider.

4.1. Role Based Security Basics

With the latest CRM version role based security has been implemented to control who is allowed to browse,
delete or update information stored in the CRM. This is a significant improvement, making the CRM system
more scalable, flexible, and easier to implement for larger corporations.

This section explains how to start working with CRM's security settings and the role-based security concept
as it is provided by the CRM system. It's an overview of all types of considerations an administrator should
go through before starting to setup the CRM system.

4.1.1. Introduction to Role Based Security

The CRM system operates on the basis of a state-of-the-art security management which utilizes the concepts
of roles, similar to the implementation of security in many current computer operating systems. Role based
security (also called role based access control) is built on the premise that users are authenticated, which is
the process of identifying the user. Once identified, roles and permissions are assigned.

Note

Role based security specifies and enforces enterprise-specific security policies in a way that maps nat-
urally to an organization's structure.

Role based security has become the predominant model for advanced access control because it reduces the
complexity and cost of security administration.

While role-based security may be overkill in trivial settings (e.g. small enterprises with a couple of users who
are all allowed to browse, delete or update all data) it is an extremely powerful tool for handling complex en-
vironments. This includes typical company settings where various sales teams or customer service teams
need to browse, delete or update customer related data while at the same time permissions on such data may
vary depending on the function or task of an employee within the company. This concept is especially suited
for companies:

• who want to have a larger number of people to work with the CRM simultaneously,

• who want to have restricted browse, delete or update capabilities for individual users, and

• who want to have an hierarchical privilege order implemented.

Although role based security does not promote any one protection policy, it has been shown to support sev-
eral well-known security principles and policies that are important to commercial and government enterprises
which process unclassified but sensitive information. These policies can be enforced when profiles are autho-
rized for a role, when users are authorized as members of a role, at the time of role activation (e.g., when a
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role is established as part of a user's active session), or when a user attempts to perform an operation on data.

4.1.2. Definition of Terms

Definition of Users

There are two types of users for the CRM software:

• standard user

• administrator user

Standard users have a limited access to the CRM system to perform CRUD (Create, Retrieve, Update, and
Delete) and limited user specific customization operations.

Administrator users are capable to manage the complete software including:

• managing users and groups and their access privileges,

• customizing the CRM user interface,

• creating communications templates,

• configuring all organization-wide settings,

• changing passwords, deactivating users, and viewing the login history, and

• exercise CRUD operations for all data.

In figure: Special Admin Function you see the detail view of an users provided by the CRM user manage-
ment function. With marking the Admin check box any user may get administration privileges and become
an administrator user.

Figure 4.1. Special Admin Function at Users Menu

Note

Administrator user have all privileges in the organization.
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Definition of Roles

At the core of role based security stands the concept of collecting permissions in roles, which can be granted
to standard users. Each role is based on one or more profiles. It is a user's membership in roles that deter-
mines the privileges the user is permitted to perform. Security administration with role based security con-
sists of determining the operations that must be executed by persons in particular jobs, and assigning employ-
ees to the proper roles. The role based security framework provides for mutually exclusive roles as well as
roles having overlapping responsibilities and privileges.

For example, some general CRM operations may be allowed for all employees, while other operations may
be specific to a role. Role hierarchies are a natural way of organizing roles within an organization and defin-
ing the relationship and attributes of the roles. Complexities introduced by mutually exclusive roles or role
hierarchies as well as regulating who can perform what actions, is all handled by the role based security set-
tings.

One of the greatest advantages of role based security is the administrative capabilities it supports. User mem-
bership in roles can be assigned and revoked easily, and new memberships established as job assignments
dictate. With role based security, users are not granted permission to perform operations on an individual ba-
sis, rather operations are associated with roles. Role association with new operations can be established as
well as old operations deleted, as organizational functions change and evolve. This basic concept has the ad-
vantage of simplifying the understanding and management of privileges. Roles can be updated without hav-
ing to directly update the privileges for every user on an individual basis.

Important

Each user created in the CRM system must be associated with a role. A role must be associated with
at least one profile.

Furthermore, individual users (e.g. John, Mary) might be assigned to one or more roles, where the roles are
based on the user's job responsibilities and competencies in the organization. Users should be assigned multi-
ple roles to reflect the fact that some users connect to the system in different function depending on the tasks.
For example, user John might be assigned the role Head-Sales, because John is the head of sales at your
company, as well as the role admin, because John is also CRM system administrator. If John wants to work
as administrator he logs in as admin, if John wants to work as head of sales, he logs in as Head-Sales. It is
possible to let John connect to the system with the same password, regardless of whether he acts as adminis-
trator or head of sales.

Note

Users at any given role can always view, edit, delete all data owned by users below in the hierarchy.

For the CRM system to reach its full potential as a means for enterprise CRM, access control mechanisms
must be in place which can regulate user access to information in a way that face your business today. Role
based security allows for the specification and enforcement of a variety of protection policies which can be
tailored on an enterprise-by-enterprise basis. The purpose of the role based security setting is to provide this
access control service. Once the role based security framework is established for the organization, the princi-
pal administrative actions are the granting and revoking of users into and out of roles as job assignments dic-
tate. These maintenance tasks are easily performed using the CRM system's user settings tool.

Definition of Profiles

Profiles are used to define privileges for executing CRM system operations. From a functional perspective,
the central notion of role based security is that of profiles representing actions associated with roles and users
that are appropriately made members of roles.

The relationships between users, roles, and profiles are depicted in figure: Users, Roles and Profiles Rela-
tions as many-to-many relationship. For example, a single standard user can be associated with one or more
roles by different user names, and a single role can have one or more user members. Roles can be created for
various job positions in an organization. For example, a role can include sales representative or assistant in a
company.
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The profiles which are associated with roles, constrain members of the role to a specified set of actions. For
example, within a sales organization the role of the sales representative can include operations to create, edit,
and delete the own accounts; the role of an assistant can be limited to browse existing information of a partic-
ular sales rep, and the role of the head of sales may be to review all sales data.

Figure 4.2. Users, Roles and Profiles Relations

The association of profiles with roles within an enterprise can be in compliance with rules that are self-
imposed. Profiles can be specified in a manner that can be used in the demonstration and enforcement of reg-
ulations. For example, an assistant can be constrained to adding a new entry to a customers history rather
than being generally able to modify sales records.

Access privileges based on profiles are set by the CRM system administrator. The administrator has to set
these privileges when configuring the CRM system. Thereby the following privilege types are available:

• the permission to use certain CRM modules

• the permission to view data in certain CRM modules

• the permission to edit or to change data in certain CRM modules

• the permission to delete data in certain CRM modules

• the permission to export data from certain CRM modules

• the permission to import data to certain CRM modules

The CRM system makes sure that a user can only exercise certain operations if the user has proper privileges
assigned.

Important

Note the following general rules:

• special privileges are always superior to common privileges

• revoked privileges overstrike always granted privileges

• at the CRM system there are special rules, in the following please note these special rules marked
as Important
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Thereby, the CRM system distinguishes the following privilege types:

Table 4.1. Privilege Types at Profiles

Global Privileges: If you create a profile, the global privileges allow you to decide whether the
common privilege to view or to edit all information / modules of the CRM sys-
tem is given:

• View all: A user with a role based on a profile that allows to view all data,
can view all data in the entire organization. You should not give this privi-
lege if you want to implement restricted access rules.

• Edit all: A user with a role based on a profile that allows to edit all data, can
create/edit all data in the entire organisation. You should not give this privi-
lege if you want to implement restricted access rules.

Important

Global privileges in profiles override the permissions defined by Tab,
Standard, Field and Utility Privileges as they are explained below.

Tab Privileges: The option to set tab privileges allow you to decide which tabs or modules to be
shown. For this purpose the CRM displays all available modules.

Field Privileges: The option to set standard privileges allow you to decide whether create or edit,
delete, and view privileges are given related to the CRM modules. For this pur-
pose the CRM displays all available modules.

Important

Custom fields are included. Therefore, you should have created your cus-
tom fields before starting to set field privileges.

Utilities: Numerous CRM modules come with utility functions such as import, export,
merge, and convert lead. The option to set utility privileges allows you to decide
whether these functions will be available for roles that are based on a specific
profile.

Important

Privileges defined by profiles override the Default Organization Sharing Rules and the User de-
fined Sharing Rules.

For example, let us assume that the organization sharing rule allows a user to view the potentials of
others. However, if the profile does not allow to access the potential module these access privileges
are revoked.

Definition of Groups

For better manageability, the CRM system allows to collect users, roles, roles with subordinates and user
groups in groups. It is important to understand, that groups are not a tool for defining security settings. Rather
user groups are used to manage the data access.

Important

Note that the group settings overrides the profile settings. Group privileges may become restricted by
custom organisation sharing privileges.
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Group of Users

The CRM system provides functions to define groups of users, sometimes called team. You may give these
groups their own name and assign an unlimited number of users to one group. As an example a group called
Team A is shown in figure: Group of Users - Example.

Figure 4.3. Group of Users - Example

Group of Roles

You can also build groups which are based on roles. That might be a helpful function if you do not know the
individual users and their task within you company. An example is shown in figure: Group of Roles - Exam-
ple.

Figure 4.4. Group of Roles - Example

In this group all users that have the role Sales or Marketing are members of this group. If you assign a data
entry at the CRM system to this group, all members become owners of this entry.

Group of Roles with Subordinates

In addition to simple role based groups you may also build groups which include subordinates. That means
the users who are assigned to roles which are below a selected role, will be included. The following figures
illustrate this. Let's assume your company has set up a hierarchical order as shown in figure: Hierarchy Ex-
ample.

Figure 4.5. Hierarchy Example

In this figure the role Sales has a subordinated role Sales Assistant and the role Marketing is the master to the
role Marketing Assistant. If you create a user group as shown in figure: Group of Roles with Subordinates -
Example all users with sales and marketing related roles, including the assistants will become members of
this group.
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Figure 4.6. Group of Roles with Subordinates - Example

Group of Groups

You may build groups where the members are also groups. That means, that all users who are a member of a
selected group will also become members of the new group. Let's assume you want to build a hierarchy as
shown in figure:Sample Hierarchy for Groups. Based on these structure you may create a user group Sales
where the groups Team A and Team B are members. At this example the Team A and Team B groups are
build with users as members.

Figure 4.7. Sample Hierarchy for Groups

If you assign a CRM data entry to the group Sales the Persons 1 to 4 will all become the owners of this entry
with all privileges.

4.2. CRM Administration

This section explains the administrative tasks required to manage the CRM system. It describes:

• the user administration and role based security settings,

• the configuration of standard and custom entry fields,

• the templates and the configuration of other preset tools, and

• the basic system configuration.

For users with administration privileges the CRM system displays an additional [Settings] button in the Nav-
igation bar as shown in figure: Additional Settings Button.

Figure 4.8. Additional Settings Button
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Tip

It is advised that only one or a very limited number of users get administration privileges.

By clicking this button a CRM configuration window will open which is only available to administrators.

4.2.1. User Administration

The user management functions are the core of the security management of the CRM system. They control
the access to the CRM system based on the users privileges. The following sections will explain in detail the
purpose of these functions and the features available. You may look up the simple organisation setup exam-
ples at the Appendix: Administration Examples or at the Appendix: Administration FAQ for further refer-
ence.

User Administration Basics

From the organisation point of view, user administration means administration of privileges. Essentially, the
use of privileges depends on the number of users and the company structure. Few users in small enterprises
have few requirements for privilege administration. With an increasing number of users the complexity of the
relations between the users increases and usually develops the need to assign and administer privileges.

The CRM system offers a privilege system that is based on the following simple looking rules:

• Who can see certain data?

• Who can change certain data?

• Who can delete certain data?

• Who can create certain data?

In the CRM system, privilege assignment primarily means the withdrawal of privileges. In the practical work
with the CRM this is most helpful and necessary as the following examples illustrate:

• A selling co-worker would certainly not be pleased, if somebody else changed the data of customers.

• Personal information remains confidential only if other co-workers are not allowed to see it.

• The company management does not want everybody to see the revenue figures.

• Only one person is allowed to change the product or service catalogue.

Therefore, it is necessary that the user privilege assignment is truly based on business requirements as de-
scribed in the following examples:

• Only the sales staff is allowed to change customer related data.

• The secretary does not get any access to revenue numbers.

• Only the product manager is allowed to change prices of services or goods offered by the company.

• Only the management is allowed to see all CRM data.

• Nobody is allowed to export any contacts.
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Considering the current CRM capabilities of managing user privileges you should configure your system in
the following order:

Set the Default Organisation Wide Privileges:
Organisation Wide Privileges should be created first. They are the basis for the privilege assignment
valid for all users.

Create Profiles:
Profiles are the basis for the privilege assignment to users. In any organization there are usually different
users with different tasks, like sales, service, secretary or CRM administrator. Depending of the user
type, the privileges for accessing data and using CRM modules and functions can be assigned.

Define Roles:
Roles are based on profiles and linked with the hierarchical order of the company. They define the over-
all privileges for each individual user.

Define Groups:
Larger organizations may define groups to improve the usability of the CRM system.

Create Users:
The privileges of individual users are defined by roles. You have to assign a role to a user.

Tip

Never use the admin role for your daily work with CRM system. It is advised to create individual
users instead. Later, if you want to delete a user, you can assign all data to a new user.

Single users do not need any privilege management. They have and need all privileges to access and to
change all data stored in the CRM. Nevertheless it is helpful to know the basics of privilege assignment. This
might be needed if additional users will be needed in the future.

A small number of users, who use the CRM system together, should be familiar with the simple solutions of-
fered by the privilege assignment. This includes particular:

• To prohibit that other CRM users see confidential data.

• To prohibit that other users can delete or modify data.

In a small organization there is usually no pronounced hierarchy between co-workers. A complex privilege
administration does not have to be developed. However, if it should be necessary to granulate the privileges
more finely, you should begin with the use of different profiles. Each individual user may get its own profile
with certain privileges.

To provide a larger number of users within an organization with different user privileges, a clear structure of
the privilege assignment is necessary. It is sensible to connect user privileges with the position or tasks of
each individual user or user groups.

The current CRM version supports a fine grained privilege management.

User and Access Management

In the following sections, the management of users is explained in the order of the menu. Keep in mind that a
complete user setup includes several steps in a certain order as explained in the previous sections.
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Users Configuration

To create or to manage users, click the Users menu to open the users list as shown in figure: User List View.

Figure 4.9. User List View

This user list includes the user name, the role, the e-mail address and other details for each individual user.

Note

The list view includes all users independent of whether they are active users or not.

You may edit or delete users at this view. If you want to delete a user click the [Trash Icon] at the users row.

Important

This function deletes a user but not the users data. You will be asked who you want to assign as the
new owner of the data. You cannot delete default users provided by the CRM system.

Click the users name (User ID) to open the detail view of a particular user as displayed at figure: User Detail
View. This view includes user master data related to the login and to the users role and other user informa-
tion. User privileges are not shown. These privileges are defined by the user profiles and organisation-wide
settings as it will be explained later.
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Figure 4.10. User Detail View

With the help of the buttons displayed at this view you may perform the following operations:

view Audit Trail:
This button opens a new window which provides detailed information on the login history. Note that this
function needs to be permitted by the CRM system administrator, as explained in section: Audit Trails.

duplicate:
This button allows you to copy user data. This is helpful if you have to configure several users with
equal settings.

edit:
This button allows you to edit the user master data.

The entry fields at 1. User Login & Role displayed at figure: User Detail View have the following meanings:

Table 4.2. List of default entry fields for User Login and Role

User Name: Each user must get an unique and secure user name. Use at least 8 dig-
its. User names once created cannot be changed in the edit view.

Admin Checkbox: Check this box only if you want to create a user with administrator
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privileges, independent from the role.

Warning

Users with administration privileges can see and modify the set-
tings and all user data.

Password: Each user must get an unique and secure password. Use at least 8 digits.
Every user has the privilege to change his own password.

First and Last Name: Enter the users name. The first name will be used for the welcome mes-
sage. If you do not enter a first name, the last name will be used for the
welcome message.

Role: As explained before, roles define the privileges for a user. A role must
be assigned to each individual user and must be created before. You
may find additional information in section: User Roles.

Email: Enter the e-mail address of this user. This address will be used by the
CRM for outgoing e-mails.

Status: You may set a user as active or inactive. Inactive users are not allowed
to login.

Default Activity View: Here you can set the default activity view and decide how activities are
presented to the user at the home page.

Default Lead View: Here you can set the default lead view and decide how leads are pre-
sented to the user at the home page.

Currency: You may set the currency for this user here. Note that the currencies
used by the CRM system are defined by the currency settings menu.

Important

User name and passwords have to be a combination of small or capital letters and numbers. It is rec-
ommended that you use at least 8 digits. The more digits you have, the more secure is the CRM ac-
cess. The use of special characters such as "-","/" or umlaut (such as ä, ö, ü or ß) as they are used in
other languages as well as names with empty spaces or apostrophe are not allowed.

You may add further information at the 2. More Information section:

Table 4.3. List of default entry fields for User More Information

Title, Department: You may enter the name of the position the user has in the company,
and his department.

Reports to: You may select the supervisor of the user. Note that this is only a refer-
ence and does not influence the security settings.

Other Email: You may enter an additional e-mail address for this particular user.

Yahoo Id: You may enter a Yahoo ID for this user. This ID might be used as an
additional option when sending e-mails.

Signature: You may enter an e-mail signature. This signature will be added to ev-
ery e-mail which is send by the CRM automatically.

Office Phone, Mobile, Other, Fax,
Home Phone:

You may enter additional contact information for this user.

Date Format: You may change the date format for this user.

Notes: You may enter additional information related to this user.

Internal Mail Composer: This controls which mail program is used if you click on an e-mail ad-
dress. The default value is yes and this means that the CRM mail client
is used. If you change it to no, the mail client installed on your com-
puter is used for composing an e-mail.
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Use the 3. Address Information section to enter the users address information. At 4. User Image Informa-
tion you may store a photo of this user. At 5. Home Page Components you decide what will be displayed at
the CRM Home page of a particular user. Click Hide or Show to make your selection.

The entries at 6. My Groups and 7. Login History are for information only. They cannot be edited. My
Groups displays the group membership of a particular user. The Login History displays when a user has ac-
cessed the CRM system.

Note

User information is not visible to other users.

If you create a new user, note that an automatic e-mail will be sent to this user with the login data. It is advis-
able to inform a prospect user in advance about the purpose of this e-mail.

User Roles

The term Roles and their functions have been explained in section: Definition of Roles. Click the Roles menu
to open the hierarchical role view as shown in figure: Company Hierarchy Example.

Figure 4.11. Company Hierarchy Example

At this menu you are offered to add, edit, delete or move roles. Move your computer mouse pointer over a
role entry. You will see a set of icons that allows you to perform these operations.

The "Add" function creates a new role which is located in the hierarchical order one level below an existing
role. figure: Role - Edit View displays a sample for an edit view of an existing or new role. You have to give
the role an unique name and to decide which profiles will be associated with a particular role. Furthermore,
the superior role will be displayed.
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Figure 4.12. Role - Edit View

Note

Users at any given role can always view, edit, delete all data owned by users below in the hierarchy.

Profiles

All roles are based on profiles as explained in section: Definition of Profiles. With profiles you set the user
privileges to access, change or delete data.

Important

Please note the special rules that apply to profiles in relation to other security settings as described in
section: Definition of Profiles.

Click the Profiles menu to open the list view of your profiles as shown in figure: Profiles - List View. Here
you see a list of all profiles that have been defined in your CRM system. The CRM systems comes with a set
of pre-defined profiles which you can use and change but not delete.

Figure 4.13. Profiles - List View

Click the name of a profile to see the details. The privilege setting terms have already been explained in sec-
tion: Definition of Profiles. You may change the profile by clicking the [Edit] button.

To create a new profile click the [New Profile] button at the list view. Follow the instructions provided:
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Step One:
Give the profile an unique name and a description. Select whether you want to use an existing profile as
a template. It is recommended to use this option. Click [Next] to continue.

Figure 4.14. New Profile - Step 1

Step Two:
The menu for step two is displayed in figure: New Profile - Step 2. At this step you configure the access
privileges for all modules. First you might select at the Global Privileges entry fields whether the profile
allows to view or to edit all data.

Figure 4.15. New Profile - Step 2

Then you can configure the profile related access privileges for each individual CRM module. You may
select Create/Edit, View and Delete privileges as well as the fields to be displayed in each module. Click
[Finish] to save your profile at the CRM system.

Chapter 4. Administrative Tasks

User and Administration Manual 97



Important

Please note that the settings of the Global Privileges are always superior to the other privilege
settings.

Note that a new profile always has a parent but can be edited independent. At Appendix: Administration Ex-
amples you will find samples for profile configurations.

Important

The CRM system uses profiles in relation to the access privileges to modules and fields as described
in section: Sharing Access and section: Default Organization Fields Access.

Groups

Groups are a very effective tool in order to summarize users and privileges as explained in section: Definition
of Groups. Any type of relationship can be used to form a group, such as:

• users at the same location

• users with a common task

• user at the same department

• users with the same working history

• users with the same interests

Click the Groups menu to open the list view as shown in figure: Groups - List View. You see a list of all ex-
isting groups.

Figure 4.16. Groups - List View

Click the name of a group to get the details as shown exemplary in figure: Group - Detail View. The detail
view lists the name, the description and the current users who are members of this group. You may change
the group settings by clicking the [Edit] button.
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Figure 4.17. Group - Detail View

To create a new group click the [Create New Group] button at the list view. The new entry window as
shown in figure: Group - Edit View allows you to define the conditions for a group.

Figure 4.18. Group - Edit View

First, give the group a name and provide a short description. Then select the criteria for a membership of this
group. The filter function as well as the search function allows you to select members quickly. As explained
in section: Definition of Groups, you may chose users, roles, roles and subordinates as well as other groups
as group members.

Click [Save] to store you new group in the CRM system. The assignment of a user to a group will also be
displayed at the users detail view as shown in figure: User Detail View.

Sharing Access

The CRM system allows you to set default privileges that are valid organisation-wide. It is the purpose of this
type of privilege to give an administrator tools that allow a fast overall security setting.

Important

Profiles always override the organisation wide sharing privileges!

The Sharing Access privileges include Global Access Privileges and Custom Access Privileges. By default
the sharing access settings allow all users to use all CRM features if not limited by profiles. In most cases
there is no need to change this. However, if necessary you can restrict the access to individual modules
within your organization.
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Important

If you make changes to the sharing rules you must hit the [Recalculate] button to make your changes
valid! Beware, based on the number of users and the sharing rules, the recalculate procedure may last
a couple of minutes.

Goto the Sharing Access menu to get an overview about the settings. The CRM system comes with default
Global Access Privileges for the most important CRM modules as shown in figure: Global Access Privileges
- List View. These privileges control the data sharing at organization level.

Figure 4.19. Global Access Privileges - List View

The following sharing permission types can be set :

Table 4.4. Sharing Permission Types

Type Description

Private Only the record owner, and users with a role which is
above that of the record owner's role in the hierarchy,
can browse, edit, delete and report on those records.
That means by default a specific user can view only
the data sets that are owned by the user, owned by a
group where the user is a member, owned by subor-
dinate users, or shared to the user

Public Read Only All users can view and report on records but not edit
them. Only the owner, and users with a role which is
above that of the record owner's role in the hierarchy,
can edit or delete those records.

Public Read/Write All users can view, edit all records. Only the owner,
and users with a role which is above that of the
record owners role in the hierarchy, can delete those
records.

Public Read/Write/Delete All users can view, edit and delete all records.
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Important

Please note the following rules:

• Default organization sharing privileges are overridden by profile settings.

• For the activities module the default organization sharing privilege value is set to the fixed value
Private and cannot be altered.

• Regardless of the organization-wide defaults, users can always view and edit all data owned by or
shared with users below them in the role hierarchy if not prohibited by the profile.

• When an account has been set to Private, the access to related potentials, tickets, quotes, sales or-
ders, purchase orders, and invoices is also set to private. You must have at least read access to a
record to be able to add activities or other associated records to it.

Note

You cannot change the calendar access privileges here. You may configure the sharing access at the
calendar settings menue as described in section: Calendar Sharing.

In addition, you may create user defined sharing rules set by Custom Sharing Rules. These functions allow
the administrators to selectively grant data access to a set of users.

Custom data sharing rules can be created to share module related data between the following entities:

• From Role to Role

• From Role to Role with Subordinates

• From Role to Group

• From Role with Subordinates to Role

• From Role with Subordinates to Role with Subordinates

• From Role with Subordinates to Groups

• From Group to Role

• From Group to Role with Subordinates

• From Group to Group

Sharing Rules can be created for the following modules:

Table 4.5. Sharing Rules for Modules

Leads Sharing Rules: Leads owned by the users of a given Role/Role Subordinates/Group can
be shared with users of a another Role/Role Subordinates/Group with
Read Only or Read/Write permission. E-mails related to a lead will also
be shared with Read Only or Read/Write permission.

Accounts Sharing Rules: Accounts owned by the users of a given Role/Role Subordinates/Group
can be shared with users of a Role/Role Subordinates/Group with Read
Only or Read/Write permission. E-mails related to a account will also
be shared with Read Only or Read/Write permission.
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Potentials Sharing Rules:
Potentials owned by the users of a given Role/Role Subordinates/Group
can be shared with users of a Role/Role Subordinates/Group with Read
Only or Read/Write permission.

Quotes and Sales Order related to a potential will also be shared with
Read Only or Read/Write permission.

Trouble Tickets Sharing Rules: Tickets owned by the users of a given Role/Role Subordinates/Group
can be shared with users of a Role/Role Subordinates/Group with Read
Only or Read/Write permission.

Email Sharing Rules: E-mails owned by the users of a given Role/Role Subordinates/Group
can be shared with users of a Role/Role Subordinates/Group with Read
Only or Read/Write permission.

Quotes Sharing Rules:
Quotes owned by the users of a given Role/Role Subordinates/Group
can be shared with users of a Role/Role Subordinates/Group with Read
Only or Read/Write permission.

Sales Orders related to a quote will also be shared with Read Only or
Read/Write permission.

Purchase Order Sharing Rules: Purchase Orders owned by the users of a given Role/Role Subordi-
nates/Group can be shared with users of a Role/Role Subordinates/
Group with Read Only or Read/Write permission.

Sales Order Sharing Rules:
Sales Order owned by the users of a given Role/Role Subordinates/
Group can be shared with users of a Role/Role Subordinates/Group
with Read Only or Read/Write permission.

Invoices related to a sales order will also be shared with Read Only or
Read/Write permission.

Invoice Sharing Rules: Invoices owned by the users of a given Role/Role Subordinates/Group
can be shared with users of a Role/Role Subordinates/Group with Read
Only or Read/Write permission.

Important

Sharing Rules created for the Accounts module will automatically apply to the Contacts module.

Important

Please note the following general sharing rules:

• Custom Sharing Rules can only extend the visibility, but they cannot hide it.

• Sharing Rules cannot be specified to share data between two users. (If you want to do this, please
refer to Appendix: Example II.)

• Sharing rules apply to all existing data and the data which will be added in future.

• The number of sharing rules which can be defined for a single Role, Role Subordinates or Group
is not limited.

Fields Access

The function available at the default organization Field Access menu is used to control the visibility of fields
in various modules for the entire organization. You can use this function to either show or hide entry fields to

Chapter 4. Administrative Tasks

102 User and Administration Manual



the entire organization.

By default the CRM is configured as to display all master data which are provided in the CRM system. As an
example, in figure: Fields Manager for Calendar you see the default fields for the calendar. If you want to re-
strict access to specific fields, you can edit and change the settings for each individual CRM model.

Figure 4.20. Fields Manager for Calendar

Tip

Default field access settings include custom fields you may have created before.

Default field privileges can be defined for the following modules: Leads, Accounts, Contacts, Potentials, Cal-
endar, Trouble Tickets, FAQ, Price Books, Purchase Order, Invoice, Notes, Emails, Products, Vendors,
Quotes, and Sales Orders.

Important

Please note the following rules:

• It is not possible to disable the mandatory fields in the modules.

• Default Organization field access overrides the profile level field access.

For example, let us assume a profile allows to view the website field in leads. However, if this
field has not been enabled at the organization level field access settings it will not be displayed.

Audit Trails

You may want to know what a particular user has been done in the CRM system. For this type of audit open
the Audit Trail Information menu.

Important

Please check the legal regulations in your country or your company procedures before you start an au-
dit trail. In some countries or companies it is illegal to log user data without letting the users know
that you are collecting such information.

In figure: Audit Trail - Configuration Menu you see the audit trail configuration menu.
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Figure 4.21. Audit Trail - Configuration Menu

To configure a audit trail for a particular user, select a user name at the drop down menu and mark the check
box. Immediately you will see a display message that indicates that the audit trail has been enabled.

To see the collected data, select the user's name and click the [View Audit Trail] button. A new window will
open which displays the collected data, as shown in figure: Audit Trail - Report.

Figure 4.22. Audit Trail - Report

You may stop an audit trail my removing the check box mark for a particular user. Immediately you will see
a display message that indicates that the audit trail has been disabled. Note that the audit trail function might
slow down the CRM system.

User Login History

As CRM system administrator you may want to know who has accessed the system. At this menu you may
get the login history for each individual user. Open the menu and select a user then you will see the login de-
tails, as illustrated in figure: Users Login History. Note that the login date and time are always displayed. The
logout data are only available if a user used the logout button.

Figure 4.23. User Login History
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4.2.2. Studio

The studio allows you to customize your master data and to modify the content of the pick lists in each indi-
vidual module as explained in the following sections.

Custom Fields

You may configure your own entry fields for most of the CRM modules. If you want to create such custom
fields go to the Custom Fields menu. Depending on the CRM module selected, the menu displays the exist-
ing custom fields. figure: Custom Fields - List View displays, for instance, the content for accounts.

Figure 4.24. Custom Fields - List View

To create a new custom field, select the desired CRM module first. You may add a new custom field to the
selected module by clicking the [New Custom Field] button. A new window will open as displayed in fig-
ure: Custom Field Definition.

Figure 4.25. Custom Field Definition

Now you have to select the data format first. The CRM offers you the following options. Make sure that each
custom field gets an unique name.

Table 4.6. Custom Field Types

Type Content

Text [Length:] Enter the maximum number of characters, e.g. 10 for ten characters.

Number [Length:] Enter the maximum number of digits, e.g. 10 for ten digits; [Decimal
Places]: Enter the number of decimal places you want to have, e.g. 0 has no deci-
mal places, 1 creates one decimal place,like 55.4 and so on.
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Percent [Length:] Enter the maximum number of digits, e.g. 3 for three digits; [Decimal
Places]: Enter the number of decimal places you want to have, e.g. 0 has no deci-
mal places, 1 creates one decimal place,like 55.4 and so on.

Currency [Length:] Enter the maximum number of digits, e.g. 6 for six digits; [Decimal
Places]: Enter the number of decimal places you want to have, e.g. 0 has no deci-
mal places, 1 creates one decimal place,like 55.4 and so on.

Date Just give the field a name.

Email Just give the field a name.

Phone Just give the field a name.

Pick List You may create this pick list by using a new line for each entry.

URL Just give the field a name.

Check Box Here you may define a check box (yes/no). Just give the field a name.

Text Area This is a field where you may enter up to 255 characters of text.

Multi-Select Combo Box You may create a list by using a new line for each entry. In contrast to the Pick
List you will be able to select multiple entries at once.

Skype You may use this custom field to link the CRM System with the Skype applica-
tion running at your client computer. Just give this field an unique name. At your
edit view of the related CRM module you may enter a Skype ID or a phone num-
ber. For more information about Skype look at http://www.skype.com.

Tip

You should write down your content selection for further references. You will need this if you want
to convert leads to sales potentials as described in the following section.

Custom Fields for Leads

Custom fields for leads are special. You may decide what will be done with the content stored in these fields
if you convert a lead to a sales potential. You may drop these information or transfer the content of these
fields to corresponding custom fields at potentials, accounts or contacts.

You should adopt the following procedure to prepare the transfer of custom fields from leads for further use:

1. Create custom fields for potentials, accounts or contacts in reference to custom fields in leads. E.g., if
you have created a custom field account number for leads, you should create a custom fields for poten-
tials, called account No. It is recommended not to use the same name.

Caution

The format of the custom fields in leads and the corresponding custom fields in potentials, ac-
counts, or contacts must be absolutely identical!

2. Open the leads module at Studio>Custom Fields>Leads Module.

3. Click the [Custom Field Mapping] button (only displayed for Leads). A new window will open as
shown in figure: Map Lead Custom Fields .
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Figure 4.26. Map Lead Custom Fields

4. All custom fields created for leads are displayed. Select the mapping to the corresponding fields in con-
tacts, accounts or potentials you want to have. In the sample display of figure: Map Lead Custom Fields
, you see that the Contact custom field Purchaselimit has been assigned to the Limit field of Leads.
Click [Save] to transfer your settings to the CRM system.

When finished the mapped custom fields are linked and will be used when you convert a lead into a potential
as described in section: Creating Potentials from Leads.

Picklist Editor

Picklists are drop down menus which are offered to you at the edit or ajax view of several CRM modules.
This menu allows you to define the content of the pick lists based on the roles. Click the Picklist Editor
menu to get an overview about the CRM modules which have pick lists included, as shown in figure: Studio
Picklist Editor.

Figure 4.27. Studio Picklist Editor

With version 5.0.4 role based pick lists have been introduced. That means that the content of the pick list for
each individual (non admin) user depends on the role which has been assigned. You may use this feature for
instance to create pick lists in different languages or to restrict the users access to certain entries.

To modify the pick list content, select a role first and choose a corresponding CRM module. The display of
the available pick lists will change accordingly. (Note that after a fresh installation all entries for all roles are
equal.) To change the content of a pick list click [Edit]. At the new window which pops up you may make
your changes.

You may change the applying role while you are in the edit view. If you want to modify the same pick list for
another role just hit the [Select the parent role] button and switch to another role.
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Important

Some content of the pick lists cannot be changed. This content is defined by the system settings.
Please contact your CRM system provider if the offered content does not fit your needs.

Note

At the edit and detail view of the CRM modules the content of the pick lists is displayed in alphabeti-
cal order. A user with admin privileges always sees all picklist entries, indenpendent of its role as-
signment. If a pick list entry has been assigned that is not accessible by the role of the current user a
message "not accessible" will be displayed.

Click [Save] to transfer your changes to the CRM system.

4.2.3. Communication Templates

Communication templates intend to help you to work with the CRM more efficiently. The CRM allows you
to create and to use templates for mails and documents, to set automatic notifications for special events and
to manage your inventory. The following sections explain the details.

E-mail Templates

If you use the CRM for sending standard e-mails frequently it is most helpful to have such e-mails available
as template . To see any existing e-mail template list, click the E-mail Templates menu. The CRM comes
with templates as listed in figure: Email Templates - List View. You may modify existing templates or create
an unlimited number of new templates. Note that there are public and private templates. Public templates are
available to all CRM users. Private templates are only used by particular users.

Figure 4.28. Email Templates - List View

Click [View Sample Email] to see the detail view of an existing template as shown in figure: Email Tem-
plate - Detail View. Note the merge field values highlighted in this illustration. Merge field values are used to
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dynamically include data from your CRM into the mail. In this example mail, the merge field value
$contacts_firstname represents the first name of a contact. The other merge field values are related to the
user who sends the e-mail.

Figure 4.29. Email Template - Detail View

You may include dynamic merge fields into your template at the edit view as shown in figure: Email Tem-
plate Edit - View. The merge field dialog supports you for defining the merge field syntax. Use the copy and
past to enter the field codes. You must fill in all mandatory fields.

All e-mails are send in the HTML format. You may use the HTML editor functions to design a special lay-
out. You may also include HTML code which has been created by an external editor. But be careful and test
your results, not all HTML code options are supported.

Figure 4.30. Email Template - Edit View

Tip

You may clone templates. Edit an existing template and store it under a different name.

Click [Save] to transfer your template to the CRM system.
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Mail Merge Templates

The CRM system allows you to use the stored data to be merged with your MS Word application at your of-
fice environment. This is very helpful if you frequently have to write letters, quotes or other standard docu-
ments .

Important

Mail merge templates have to be created at our office environment first. You will need the MS Office
plugin provided with the CRM system. Please refer to Appendix: Ressources for further details.

To upload a template to the CRM system click the [Add Template] button at the Mail Merge Template
menu as shown in figure: Mail Merge Template - List View. At this menu you see a list of all existing tem-
plates and you can mark and delete templates you do not need anymore.

Figure 4.31. Mail Merge Template - List View

The edit view for new templates is shown in figure: Mail Merge Template - Edit View. At this view you
should provide a short description and select whether this template applies to Leads, Accounts, Contacts or
Trouble Tickets . Then you have to provide the location of the template on your computer or network. Click
[Save] to transfer your template to the CRM system.

Figure 4.32. Mail Merge Template - Edit View

Notification Scheduler

The CRM may automatically send notifications on special events by e-mails . Click the Notification Sched-
ulers menu to see the status of the notification scheduler and all message types as shown in figure: Notifica-
tion Schedulers - List View.

Chapter 4. Administrative Tasks

110 User and Administration Manual



Figure 4.33. Notification Schedulers - List View

Note

At the current release the CRM administrator cannot modify the causes for notifications. The big deal
notification is set to the value of 10.000 of your currency. You should contact your software provider
if you want to have this changed. This provider may also help you to configure the threshold values
for Delayed Tasks and Pending Tickets. Too many tickets are related to a particular account, and Sup-
port Starting & Ending dates to customers.

Use the [Tool] icon to activate or to deactivate a notification and to determine the content of a notification.
All active notifications will be sent as e-mails if the conditions are met. They will be sent to the owner of a
particular contact, potential or ticket. The messages about the upcoming end of an support case are send to
the owner of the module as explained in section: Module Owners.

Inventory Notifications

You may use the CRM system for automatic notifications to the inventory manager if certain conditions oc-
cur. Click the Inventory Notification menu or look at figure: Inventory Notifications for a description of
these conditions.

Note that you can assign the product handler for individual goods or services at the product catalogue as de-
scribed in section: Product Related Entries. You can determine which messages will be sent to the buying
agent of your company. Click the [Tools] icon related to a notification to make modifications.
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Figure 4.34. Inventory Notifications

Inventory Terms & Conditions

You may store your default company terms and conditions in the CRM. Click [Edit] at the Inventory Terms
& Conditions menu to open the edit view as shown in figure: Inventory Terms & Conditions - Detail View.

Figure 4.35. Inventory Terms & Conditions - Detail View

Note

The space available is limited to 255 characters.

Enter your information. Click [Save] to transfer the information to the CRM. These terms and conditions will
be available as default entries whenever you create a new quote, order or invoice.

4.2.4. Other Settings

With the help of the configuration functions you may specify your company information, configure the out-
going mail server, your backup access, and your default currencies.

Company Details

If you use the CRM to create PDF outputs for your quotes, orders or invoices you must define the company
information.

Important

The CRM system uses the company information for creating PDF output. If this information is not
available at the time you create a PDF, an error message will be presented.

At the Company Details menu click the [Edit] button to enter company information as shown in figure:
Company Information - Detail View. You have to fill in all entry fields.

Chapter 4. Administrative Tasks

112 User and Administration Manual



Figure 4.36. Company Information - Detail View

Make sure that the size of your company logo meets the space available at the PDF outputs. The logo must be
provided in the *.png or *.jpg file format. The recommended size is about 150x60 pixel.

Outgoing Server

If you want to send e-mails from the CRM system or if you want to receive notifications, you must configure
the outgoing mail server.

Tip

All CRM user will use the same outgoing mail server. If a user sends an e-mail by using the CRM,
the user's e-mail address as defined for each individual user at the users settings will be used automat-
ically as the sending e-mail address.

Click [Edit] of the Outgoing Server menu to enter your mail server configuration as shown in figure: Out-
going Mail Server Configuration - Edit View. Ask your service provider for the access data. Make sure that
the server can be reached by the CRM system.

Figure 4.37. Outgoing Mail Server Configuration - Edit View

Important

Your outgoing mail server must be accessible from the Internet.
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Backup Server

The CRM system allows you to make a backup of the database at your own FTP server. If configured, the
CRM will make a backup of all data every time the admin user logs out. Every backup will create a new file
at the backup server. Make sure you have enough disk space available. The names of these files are created
automatically in the following format: "backup-<date>-<time>.sql".

Important

If the a admin user wants to quit, he has to log out properly to start the backup procedure.

Tip

Depending on the speed of your access line to the FTP server, a backup of the full data base might
slow down your logout procedure. If you do not need such frequent backups, check with your CRM
system provider for other backup procedures.

Click the [Edit] button at the Backup Server menu to enter your server data as shown in figure: FTP Server
Configuration - Detail View. Ask your FTP service provider for the access data. You may switch the backup
on and off by marking the check box.

Figure 4.38. FTP Server Configuration - Detail View

Click [Save] to transfer your configuration to the CRM system.

Module Owners

Each CRM module has an owner. By default this owner is the user admin. At the current release, this func-
tion is only working for the trouble tickets in relation to the customer portal. Do not change the other set-
tings!

You may assign the Trouble Tickets to an other CRM user. When a ticket from the Customer Portal has
been created, this ticket will be assigned to the corresponding module owner (user). The assigned user will
receive an immediate e-mail notification on the ticket creation. This is useful, for instance, for active trouble
tickets management.

Currencies

Click [Currency Configuration] to set your system-wide currencies. You may add an unlimited number of
currencies, by clicking the [New Currency] button as shown in figure: Currency Configuration.
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Figure 4.39. Currency Configuration

You may also delete or edit exiting currencies by clicking the appropriate icons.

For new currencies you will have to provide the following information, as shown in figure: Currency - Edit
View:

Figure 4.40. Currency - Edit View

Table 4.7. Currency Information

Type Content

Currency Name: The name of the currency, e.g. US Dollar.

Currency Code: The short name of the currency, e.g. Dollar.

Currency Symbol: Enter the symbol of the currency. This symbol will be used at the CRM for all
price information, e.g. $.

Conversion Rate: Enter the currency conversion rate in relation to the CRM basic currency. The
basic currency is the first currency at your currency list.

Status: You may set a currency as active or inactive. Inactive currencies cannot get as-
signed to users as described in section: User Management.

Click [Save] to transfer your currency settings to the CRM system.

Tax Calculations

In all phases of the sales process, the CRM system considers all type of taxes which may apply to the sales of
products or services. That may include local, state or federal taxes as well as special taxes. These taxes can
be calculated individually for each product or service to be sold, or may be calculated for the whole. You
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may refer to the article Product Details in Quotes for further information on the use of the tax settings. The
CRM System may include taxes when calculating prices for quotes, orders or invoices. To change the set-
tings of the existing taxes, click the [Edit] Button at the Tax Calculations menu as shown at figure: Tax Set-
tings - List View.

Figure 4.41. Tax Setting - List View

To add new taxes use the Add Tax button. You might define as many additional taxes as you need. Enter
your taxes in percent (%). Note that you cannot delete the default taxes as they are provided with the CRM
system. However, you may deactivate not needed taxes by clicking the appropriate check box.

Click [Save] to transfer your tax settings to the CRM system.

System Details

If you click the System Information menu, details on the server where the CRM system is running are pre-
sented. You may use these information to check the hardware resources available at your server.

Proxy Server

If you company is using a proxy server to access the Internet, you can use the Proxy Server Settings menu
as displayed in figure: Proxy Server Settings - Edit View to enter server information. This might be needed
by your CRM system when you use the RSS Reader or for accessing web pages as described in section: My
Sites.

Figure 4.42. Proxy Server Settings - Edit View

You need to enter all information. Please contact your service provider for the access information. Click
[Save] to transfer the settings to the CRM system.

Announcement

System administrators or users with administration privileges are provided with a function that enables them
to send announcements to all CRM users. Such an announcement will be displayed at the top of the CRM
system as illustrated in figure: Announcement View.
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Figure 4.43. Announcement View

You may edit an announcement by clicking the Announcements menu button to open the edit view as pre-
sented in figure: Announcement - Edit View.

Figure 4.44. Announcement - Edit View

Click [Save] to make your announcement public. You may see the announcement when you leave the set-
tings menu.

Invoice Number Customization

While the CRM system uses its internal numbering system for all data stored in the system you can define
your own numbering scheme for your invoice numbers. You should define your numbering scheme by click-
ing the Customize Invoice Number menu button as shown in figure: Customize Invoice Number.

Figure 4.45. Customize Invoice Number

You have to define a string that accomplishes the invoice number at the front and the starting number for
your invoices. Click [Save] to make your numbering scheme active. This scheme will now be used for all in-
voices as described in section: Invoices.

Default Module View

The detail view of CRM entries is offering a More Information tab, that provides additional information re-
lated to an entry. You may switch to a Singlepane view. At this view the additional information will be listed
below the master data as displayed in figure: Default and Singlepane View Details. Note that after switching
the detail view for all CRM system modules changes.
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Figure 4.46. Default and Singlepane View Details

Migration Wizard

If you want to transfer your data from a previous version of the CRM system to a new version, you need to
upgrade your data base. This can be done in the Migration Wizard menu. To migrate, please follow the in-
structions given on the screen. Make sure that you have made a backup of your data before you start migrat-
ing.

4.3. Customer Portal

The CRM system provides a feature that offers customers a limited access to your trouble ticket system. This
access is provided by the Customer Portal.

The customer portal displays published FAQ's and allows authorized contacts to communicate with your
company directly. That includes:

• The access to CRM system FAQ's by a Knowledge Base. You may us this to provide release information
or to answer common questions on the goods or services your company offers.

• The possibility to create and to track tickets.

You can define who may access the ticket and FAQ system by a special login procedure. The access is con-
trolled by the contacts master data as described in section: New Contacts.

You may access the customer portal by a special URL. Ask your CRM administrator for this. Please refer to
the Customer Portal Manual for further information, as listed in Appendix: Ressources.
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Appendix A. Administration Examples
This appendix discusses the security setup for example organizations and explains what individual users are
allowed to do on the CRM system under certain conditions. These examples do not include all possibilities
for configuring the CRM system based on a company needs. However, I believe that the principal functions
of the security features are covered so that an administrator might quickly be able to create his own setup .

A.1. Example I: Organizing a very small organization

The following configuration examples are based on a sales team as illustrated in figure: Example Sales Team
1. The Sales manager is the supervisor for person 1 and 2 which are members of the Team A. The sales man-
ager is also the supervisor of the secretary.

Figure A.1. Example Sales Team 1

A.1.1. Example I: simple settings

For the first example settings we want to have the following rules implemented for Leads:

• Person 1 and Person 2 have the permission to create Leads that are owned by Person 1 or Person 2.

• Person1 will have no access privileges to Leads from Person 2 and vice versa.

• The Sales manager has all access privileges to all Leads.

• The secretary has no privileges to access Leads.

The following settings are necessary:

Create one common profile for Person 1, Person 2 and the Sales manager:
We need one profile, called Sales which should include all CRUD privileges for Leads. Make sure that
the Global Privileges are disabled.

vtiger CRM v5.x
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Create one profile for the Secretary:
Based on the Sales profile create a new profile, called Secretaryprofile where the access to the Leads
module is disabled.

Create three roles:
We need one role for the Salesmanager, called Sales Manager, and one subordinated role for Person 1
and 2, called Sales Men. All roles are based on the Sales profile.

In addition, we need another subordinated role for the secretary, called Secretary Sales based on the
Secretaryprofile that reports to the sales manager.

Set the sharing access:
At the Organization-level Sharing Rules menu set the rules for Leads to private.

Important

Always remember: If you make changes to the sharing rules, you must hit the [Recalculate] button to
make your changes valid!

Since role of the Sales manager is superior to the role of Person 1, 2 the Sales manager has all CRUD privi-
leges to the data of Person 1 and Person2. If Person 1 or Person 2 create a Lead, the owner gets assigned. If
Person1 is assigned as owner of a Lead, Person 1 and the Sales manager can access and modify this Lead. If
the ownership is changed to any one member of the team (Person 1 or Person 2) then only this person and the
Sales manager can access the Lead. The secretary does not see any Lead data.

A.1.2. Example I: settings with groups

As another example settings we want to have the following rules implemented for Leads:

• Person 1 and Person 2 have the permission to create Leads that are owned by Person 1 or Person 2 or by
the team.

• If a Lead is owned by a single Person the other team member will have no access privileges to this Lead.

• The Sales manager has all access privileges to all Leads.

• The Secretary has all access privileges to Leads owned by the team.

In order to implement these rules you have several options. These options are based on the following com-
mon settings:

Create one common profile for Person 1 and 2 and the Sales manager:
We need only one profile, called Sales which should include all CRUD privileges for Leads. Make sure
that the Global Privileges are disabled.

Create two roles:
We need one role for the Sales manager, called Sales Manager, and one subordinated role for Person 1,
2 and the secretary, called Sales Men. Both roles are based on the Sales profile. Since the role of the
Salesmanager is superior to the role of the other users the Sales manager has all CRUD privileges.
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Create one group:

Option 1:
Create a group of users, called Team A. Include the Person 1 and Person 2 and the secretary user. We
have to include the Sales Manager because groups of users are independent to the role based hierarchy
and we will need access to the Leads assigned to Team A.

Option 2:
Create a group of role & subordinates, called Team A. Include the role of the Sales Manager.

Option 3:
Create a group of roles, called Team A. Include the role Sales Manager, the role Sales Men.

Set the sharing access:
At the Organization-level Sharing Rules menu set the rules for Leads to private.

Important

Always remember: If you make changes to the sharing rules you must hit the [Recalculate] button to
make your changes valid!

If Person 1 or Person 2 create a Lead the owner gets assigned. If Team A is assigned as owner of the Lead,
Person 1, Person 2, the Sales manager as well as the secretary can access the Lead. If the ownership is
changed to any one member of the group (Person 1 or Person 2), then only this person and the Sales manager
can access the Lead.

A.1.3. Example I: settings with sharing access

As another example we want to have the following rules implemented for Leads:

• Person 1 and Person 2 have the permission to create Leads that are owned by Person 1 or Person 2.

• If a Lead is owned by a single Person another team member will have read only access privileges to this
Lead.

• The Sales manager has all access privileges to all Leads.

• The secretary has View only privileges to access Leads.

In order to implement these rules I have to implement the following settings:

Create one common profile for Person 1 and 2 and the Sales manager:
We need one profile, called Sales that should include all CRUD privileges for Leads. Make sure that the
Edit All check box under Global Privileges is disabled.

Create one profile for the Secretary:
Based on the Sales profile create a new profile, called Secretaryprofile where the access to Leads is set
to View only.

Create three roles:
We need one role for the Sales manager, called Sales Manager, and one subordinated role for Person 1
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and 2, called Sales Men. All roles are based on the Sales profile.

In addition, we need another subordinated role for the secretary, called Secretary Sales based on the
Secretaryprofile that reports to the Sales manager.

Global Access Privileges:
We need to set the global privileges for Leads to Public Read Only.

Important

Always remember: If you make changes to the sharing rules you must hit the [Recalculate] button to
make your changes valid!

Since the role of the Sales manager is superior to the role of Person 1, 2 the Sales manager has all CRUD
privileges to the data of Person 1 and Person2. If Person 1 or Person 2 create a Lead the owner gets assigned.
If Person1 is assigned as owner of a Lead, Person 1 and the Salesmanager can access and modify this Lead.
If the ownership is changed to any one member of the team (Person 1 or Person 2) then only this person and
the Sales manager can access the Lead. The secretary has read only privileges to all Lead data.

A.2. Example II

This example demonstrates how the access to certain data can be controlled by a combination of groups with
sharing rules.

Let us assume we have a sales team as displayed as an organization chart in figure: Example Sales Team 2.
The sales manager is the supervisor for Person 1 to 4, all organized in Team A and B, as well as the sales as-
sistant. This sales assistant supports the sales teams.

Figure A.2. Example Sales Team 2

A.2.1. Example II: Settings primary based on groups

Let us assume we want to have the following rules for Leads implemented:
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• Person 1-4 have the permission to create Leads which are owned by any person or by the Team A or B.

• Person 1-4 have Read/Write privileges to all Leads regardless who owns it.

• The Sales assistant has Read/Write privileges to Leads of the Team A only and cannot access the Leads
of Team B.

• The Sales manager has all access privileges to all Leads.

In order to implement these rules I set the following privileges:

Create two profiles:
We need one profile for Persons 1-4 and the Sales manager, called Sales that should include all CRUD
privileges. In addition, we need a profile for the Sales assistant called Assistance which should have the
Edit all check box under Global Privileges deactivated. Besides, the Delete permission for the Leads
module must be deactivated, too.

Create three roles:
We need one role for the Sales manager called Manager, one subordinated role for the Sales assistant
called Salesassistant and one subordinated role for all Persons 1-4 called SalesAll. The roles Manager
and SalesAll are based on the Sales profile whereas the role Salesassistant is based on the Assistance
profile.

Create three group of users:
We create a group called Team A with the members Person 1 and Person 2 and a group called Team B
with the members Person 3 and Person 4. We create a group called Assistant with the user Sales assis-
tant as the only member.

Note

As described in section: Sharing Access sharing rules cannot be specified to share data between
users. Since we want to use sharing rules for the Sales assistant, we have to create an additional
group with only one member.

At Default Organization Sharing Access we set the Global Access Privileges for "Leads" to Private
This will cause that users cannot access other users Leads.

Set Custom Sharing Rules for Leads:

1. Leads of Group Team A can be accessed by Group Team B, we set the access privilege with Read/
Write permission.

2. Leads of Group Team B can be accessed by Group Team A, we set the access privilege with Read/
Write permission.

3. Leads of Group Team A can be accessed by Group Assistant, we set the access privilege with
Read/Write permission.

4. Leads of Group Team A can be accessed by Group Team A, we set the access privilege with Read/
Write permission.

5. Leads of Group Team B can be accessed by Group Team B, we set the access privilege with Read/
Write permission.
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Note

Since we have set the Global Access Privileges for Leads to private, Rules 4 and 5 are necessary
to allow that the group members of Team A and B can see each others Leads.

A.2.2. Example II: Settings primary based on roles

As a modification to the example above let us assume we want to have the same rules for Leads imple-
mented:

• Person 1-4 have the permission to create Leads that are owned by any person or team.

• Person 1-2 have Read/Write privileges to all Leads owned by Person 1-2 and Team A. They have Read
only permissions to Leads owned by Person 3-4 or Team B.

• Person 3-4 have Read/Write privileges to all Leads owned by Person 3-4 and Team B. They have Read
only permissions to Leads owned by Person 1-2 or Team A.

• The Sales assistant has Read privileges to all Leads.

• The Sales manager has all access privileges to all Leads

In order to implement these rules we set the following privileges:

Create one common profile for all Persons, the Sales assistant and the Sales manager:
We need only one profile, called Sales that should have the Edit all check box under Global Privileges
deactivated.

Create four roles:

1. We need one role for the Sales manager called Manager, based on the Sales profile.

2. We need one subordinated role for the Sales assistant called Salesassistant, based on the Sales pro-
file.

3. We need one subordinated role for the Person1 and Person2 called Team A, based on the Sales pro-
file.

4. We need one subordinated role for the Person3 and Person4 called Team B, based on the Sales pro-
file.

As a result, the roles Salesassistant, Team A, and Team B are on an equal hierarchical level subordi-
nated to the Manager role.

Create three group of users:
We create a group called Team A with the members Person 1 and Person 2 and a group called Team B
with the members Person 3 and Person 4. Note that the Sales manager has to be included in both groups
since groups of users are independent of the role based hierarchy and he will need access to the Leads as-
signed to Team A as well as Team B. We create a group called Assistant with the user Sales assistant
as the only member.
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Note

As described in section: Sharing Access sharing rules cannot be specified to share data between
users. Since we want to use sharing rules for the Sales assistant we have to create an additional
group with only one member.

At Default Organization Sharing Access we set the Global Access Privileges for "Leads" to Private:
This will cause that users cannot access other users Leads.

Set Custom Sharing Rules for Leads:

1. Leads of Role Team A can be accessed by Role Team B, we set the access privilege with Read
Only permission.

2. Leads of Role Team B can be accessed by Role Team A, we set the access privilege with Read
Only permission.

3. Leads of Role Team A can be accessed by Role Salesassistant, we set the access privilege with
Read Only permission.

4. Leads of Role Team B can be accessed by Role Salesassistant, we set the access privilege with
Read Only permission.

5. Leads of Role Manager can be accessed by Role Salesassistant, we set the access privilege with
Read Only permission.

6. Leads of Role Team A can be accessed by Role Team A, we set the access privilege with Read/
Write permission.

7. Leads of RoleTeam B can be accessed by Role Team B, we set the access privilege with Read/
Write permission.

A.3. Administration FAQ

How to remove not needed Tabs:

Let us assume you do not need the Tools tab for certain users. To make this tab invisible, you have to disable
the modules RSS and My Sites at the users profile. RSS and My Sites are displayed as sub tabs at the tools
menu.

You may follow this procedure:

1. Locate the profile which a non-admin user belongs to. For example: Person1 has the role of a Sales-
Manager which is associated with the Sales profile.

2. As administrator goto the Settings menu and click [Profiles]. There you will find a list of profiles in-
cluding the Sales profile. Open the Sales profile by clicking the [Edit] button. You will see a list of all
modules with check boxes.

3. Unmark the check boxes of modules which you do not want to have displayed.

Users with administrator privileges can see all the data, hence this feature of hiding modules is not available.
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Note

As a general rule, as soon all sub tabs of a menu are disabled in the profile, the parent tab will no
longer be displayed.

How to delete users, groups, profiles and roles:

If you delete a user, group, profile or role you will be asked for a new owner of the data. After selection the
data will be moved to the new owner and will not be lost.

How to change a users login name:

You cannot change the login name of a user directly. Instead, create a new user with a new login name and
delete the old user. During deletion transfer all data of the old user to the new user.

How to restrict users sharing access:

If you have set everything based on the rules and tips provided and you still not get the desired results please
check the following:

• Have you set the default organisation sharing access to private?

• Have you disabled View All and Edit All at the Global Permissions for profiles used?

• Have you clicked on the Recalculate button after making changes to the organisation sharing access?

• Have you disabled the admin option for the users?

The CRM system checks the security system in the following order:

1. The Global Privileges are checked first. If the Global Privileges are enabled, no other security check
will be done. Depending on the settings, any user may view and edit all the data of the CRM System,
except the Settings module. At the same time the profile permission overrides the sharing rules, because
the CRM system will not include the sharing rules into considerations.

2. If the Global Privileges are disabled, the system will check for the Tab Privileges at the Profiles. If
the Tab Privileges are disabled, a user cannot view a particular model. At the same time the profile per-
mission also overrides the sharing rules. This is because whatever permission you have in the sharing
rules, this will not be taken into considerations if you do not have access to a particular module in first
place.

3. If the Tab Privileges are available, this means that a current user can view a particular model. Now the
CRM system checks for the settings of the Sharing Rules.

How to include contacts into a campaign:

Follow these steps if you want to associate a list of contacts to particular campaign:

1. at the Contacts List View:

• If you do have contacts already in your CRM import your contacts (see section: Export and Import
of Leads, Contacts, Accounts and Vendors).

• Create a custom view for the imported contacts (see section: Customize Lists).
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2. at the Campaign List View:

• Create a campaign.

• In campaign detail view, scroll down to the Contacts related list (or select the More Information
tab).

• In Contacts related list there are three options: Load List | Select Contact | Add Contact

• Load List: for associating contacts in bulk from the custom view. Select your required custom
view to load your contacts list.

• Select Contact: for selecting a few contacts from the available contact list

• Add Contact: for adding new contact on-the-fly

• Select the contacts you want to include into your campaign.
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Appendix B. Resources
The quantity of information about vtiger CRM is growing on a daily basis. This appendix strives to provide
both a complete bibliography of the references mentioned explicitly in this book, and a sampling of resources
for additional information on vtiger CRM and on CRM in general. Although not all of these resources are fo-
cused on vtiger CRM specifically, they still provide helpful information for vtiger CRM users.

B.1. Latest Versions of this Manual

The latest version of this manual can be obtained from the document download page at
http://www.vtiger-deutschland.de/vtigerdoku.html

B.2. Resources for Resources

Easily the largest and most up-to-date list of other vtiger CRM resources can be found on the vtiger Web
page: http://www.vtiger.com.

B.3. Other Material on vtiger CRM components.

vtiger hosts a set of documents that provide installation and operational descriptions about the CRM and its
extensions at http://wiki.vtiger.com/index.php/Users_Zone#vtiger_Extensions__Documents. Here you will
find:

• vtiger CRM installation manuals

• additional administration and user manuals

• manuals for the CRM extensions such as the Outlook Plugin, Office Plugin, Customer Portal, Thunder-
bird Extension and Firefox Extension

• Administration manuals for technical issues

• How Tos

B.4. International vtiger community

There is a large international community that contributes to the vtiger CRM system. You may check out the
following links for other documents or contributions:

• France: http://www.vtiger.fr/

• Germany: http://www.vtiger-hilfe.de

• Italy: http://www.vtiger.it

• Netherlands: http://vtiger-nl.org/
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• Poland: http://www.vtiger.org.pl/

• Russia: http://www.vtiger.ru/ and http://myvtiger.kostigoff.net/

• Spain: http://www.vtigercrm.es/

This list might be incomplete since the vtiger community is growing fast. Please contact the author at vtiger-
manual@crm-now.com if you know other references to be included in the next manual revision.

B.5. UTF-8 coding tools

The CRM system uses the UTF-8 format to store data. The following links may help you to understand this
format and to use it when you import or export data.

• The online Wikipedia explains everything what you know about UTF-8:
http://en.wikipedia.org/wiki/UTF-8

• Notepad++ is a generic editor you can use to convert data from and to UTF-8:
http://sourceforge.net/projects/notepad-plus/

• vtiger tool for UTF-8 conversion: http://forge.vtiger.com/projects/utf8converter/

• a collection of other converting tools for UTF-8: http://dataconv.org/apps_unicode_utf8.html
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Appendix C. ChangeLog
This appendix details the changes made between versions.

C.1. for vtiger CRM Version 5.x
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