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Chapter 1
Getting Started

Introduction

This guide gives you a quick start to core Sage CRM functionality - Basic skills,
Sales, Marketing, Customer Service, and Administration.

Please note that while the document refers to Sage CRM, CRM, or the CRM
system throughout, all functionality covered is also relevant to SageCRM,
SageCRM for Sage Accpac and Softline Accpac CRM.

This document does not cover CRM Options, such as CTI or back office
integration with other products. These are covered in separate guides.

Basic Sage CRM

With the functionality of basic Sage CRM you can:

s Browse Customer Information
= Manage Your Time

s Track All Customer Interactions

This chapter takes you through a brief snapshot of some of the key tasks.

Who can | log on as?

For this chapter, you can log onto CRM with any of the following users:

Name User Name Profile

Dave Montana montanad Marketing Manager

Susan Maye mayes Sales Manager

Kylie Ward wardk Customer Service Manager
Administrator admin System Administrator

None of these users require passwords.

Each of the following chapters takes you through a brief snapshot of key tasks
these types of users perform.
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How do | get started?

How do | get started?

When you log on for the first time, you'll probably arrive at the Quick Start tab.
This tab is part of the My CRM work area, and it contains a wide range of
resources that will help you get to know Sage CRM.

S @ ~oE-
CRM V" oy co o ETTRIETENNE » —

€| > [ Recent RIS Dashboard | Calendar | Contacts | Leads | Opportunities | Cases | Shared Documents | Preferences | Groups | ==

=Y 1)

—
Step 1

ed with Sage
‘ Take the Tour!
et you up to © Introduction to Sage CRM © Finding And Adding

New Speed with SageCRHK in na time! © My Calendar And Tasks Information
Click on the Infroduction ta start. O Reporting in Sage CRM Setfing Up Users
© Customizing Sage CRM © Uploading Contacts

]
My CRM 9 Managing your documents
@

= D
@ system by © User Preferences Wizard

Marketi choosing options and regional
SRy < settings
%)
9 .
Reparts
——————————
) ‘ Step 3: Quick Tips

Log Off " handle © Creating a New Task © The Recent List
common tasks. © Adding a Lead © Hot Keys
© Viewing My Opportunities © wild Card Search
© What's New
D User Guide

© Quick Start Guide

Get familiar with widely used CRM functionality by watching training
videos.

Quickly configure your user preferences with the User Preferences
Wizard.

Read quick tip sheets to get to grips with common CRM tasks.

o o @

Access the latest CRM documentation, including the What's New,
User, and Quick Start Guides.
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How do | change the look and feel of the UI?

How do | change the look and feel of the UI?

You can change the way the Sage CRM interface is displayed by changing to one
of the alternative themes supplied with the product.

To switch themes:

SR &% oMo

Q Login and Session Preferences |
Find Log Me In To: Empty Recent List for each session:  Recent List activation by: ~ Pop Out List act
Quick Start Na Click by: / change
E Click =
New My default Find screen: Show outhound calls In Hy CRM: Currency: 222 Outiook
Ferson N $ % integration
@ Show Leads Pipe Line: Show Opportunities Pipe Line: Show Cases Pipe Line: Grid Size: & Change Pessword
Yes Yes No 10
My CRM _
7
— E-mail Screen Position: Line Ttem Screen Position: Default E-mail address: a) About CRM
(M Spit Split. Susan Maye <mayes@panoplytech.com>
Report Print Preview Default Page  Report Print Preview Default Default E-mail Template: ~ On-screen coaching: @ Help
Orientation: off
Reports Hide CT10n Idle: single-Column Calendar: Humber of Calendar Full menu in Outlook:
Mo Columns: No
9 !
Marketing Preferred Theme:
= Neutral
Log OFF eferences |
Calendar View: Calendar Start Time: Calendar End Time: My week starts on:
Week 08:00 18:00 Monday
Date format: Use AM/PM: Time Zone:
mmjdd/yyyy Yes {(GMT -05:00) Eastern Time (US & Canada)
Number Preferences
Decimal Point: Decimal Places: Thousand Separator:
i 2 ;

(1) Select My CRM | Preferences.

®

Select the Change button.

(3] Select an alternative theme from the Preferred Theme drop-down field,
and save.

Log off and log on again.

(4] The look and feel of the alternative theme is displayed.
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Where’s my stuff?

Where’s my stuff?

Once you've got to know CRM, you'll regularly use the other tabs in My CRM —
your personal work area.

, ——
CRM @ fiy o for: ETTIIETENED) °

& 1> [ Recent | Quick Start | Das

T Status:
JQuick Appaintment 6:00pm 7] |30 mins ¥
(Erers [ =] [ =1 (B £ |
4 wieek 31: August, 2007 [EE| B viewsy: [week ] (View Today to View: [Al - I¥ show Overdue Tasks Action:
| - =

0 %
17 . Dis Fiter
L

IMonday | g:00 am - 5: =+ Details: Call silly Farina
Frml Sl regarding the conference call.

\ Detalls: Phane Sob Coomber. B @ List View
[y [Toesdar g 1000 A - 11:00 M ) 200 PH - 400PM Reming him chiouebrodice =
iz -
Jeaniizid § Desils: Mesting with Alan 0 g MNew Task
y iiednescay (G 4:00 PV - 500 FM Gibson. Ensure he is satisfied =
@ Aug 1 ' ' with progress <o far. @ New
Marketing 01/22/2009 g:v Person: Simon Yaltoy - Appaintment
Thursday (e 10:00 AM - 12:00 BM Company: Gatecom Inc. o[
Aug2 w Phone: 1 206 343-9577 ] New E-mail
Details: Follow Up cn the New
Reports & 00 PM-Z00PM G5, 200 PM - 3:00 P Blite i
= ;—"'u‘dEE 01/23/2009 §o Person: Janstte Mallet 0| 5% oree
(x) [ g SO0PM 00 PM g, 4100 PM -5:00 PM Company: Pole Position Inc. =
Phone: 1 206 624-6680 é Print
Log Off | saturda Details: Phone and introduce
laucs myself as new account
manager. Arrange meeting. @ Help.
| sundar 01/24/2008 {{ Person: Annstte OToole "
{Aug 5 Company: Maverick Papers o

Phane: 1 312 861-1200
Details: Get the PG

01/25/2009 A Persen: Jim Srowne ()
Company: Web Basics Limited =~ —
Phone: 1 212 967-7400
Details: Make initial contact
and pitch product.

01/25/2009 g}w Person: Tony Smith -
Company: Harlob Controls =
Limited
Phone: 1 212 725-5555
Details: Contact Tony. Make
sure he is satisfied. Give him
feedback on planned releases

Clicking on My CRM brings you to your personal work area, no
matter where you are in the system.

You can see whose work area it is from the name at the top of the
screen.

Click on the different tabs to see what current appointments,
opportunities, and personal settings you have.

© ®© © @©

Use the buttons at the top of the Calendar tab to get busy and start
filling up your diary.
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Where’s the rest of the stuff?

Where’s the rest of the stuff?

Check out what kind of data is in your system. Go ahead, be nosy!

CRM
§ Rec it ] e | o,

2
o
b
]

E>)

4
i g
@:

]

¥

7
8

(:x/.‘

&
8

o o© @

o
il
=z

il
3
Ci
8

b

2
&

o
£

&
Ty rine: EET—

! Find

| Last Name:

First Name: Company Name: e

Business E-mail:

Territory:

grea Code: Phone Number:

| Gity: Zip Code:

|
| Account Manager:

ar =

E Create
New Group
@~

Actions:

5 People, Page 1 of 1\
[Last T Phone Full " g Jew
j|Last [First

California Telesensory 1 818 546 4840 . Allen@CaliferniaTelesensery.com US Wwest g ey

Circus Beverage 12165011035  Yaukena.Anderson@CircusBeverageCompany.com US =

Company Central | _

Magnetic Software Ltd. 1 617 720-1530 USEast | L) NewEmai

Citv Oualified Supplies 16052325408  Wilmer.Annala@CitvQualifiedSupplies.com US West N
1410558 6460  William.Anties@Cros kshire.com useast | fiE] BP

Cross Medical
Berkshire

Right-click on the Find menu button, and select the type of search
from the Pop Out list. For example, Person.

Type in one or more search criteria if you want to— or leave these
fields blank to see all the customer information.

Click on the Find action button to start the search.

Click on any one of the hyperlinks to drill down on the customer

information.
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How do | use the Dashboard?

How do | use the Dashboard?

You can use a dashboard to provide a quick overview of information that is
important to you. In CRM you can have as many dashboards as you like. For
example, you could have a Daily Overview dashboard and a Weekly Overview.
Dashboards can be custom built by an individual user, or Standard Dashboards
can be created by the System Administrator.

To create a new custom dashboard:

Shared Documents | Prefe

Sales Dashboard |

Availzble Content Selected Content u
Save
Filter By Blocks Narrow column position: @ Left O Right
Opportunity v ®an Cnarrow O wide y o
Harrow Column Ejf W~
Chart : Team Oppos 28 day target Add [Opportunites Closng - This Quarter
i ki L Saved Search Sunmaries - telp
Chart: Opportunities by Territory Add @ |Upcoming Appointments 2
My High Priority Opportunities Add @ &
Team CRM My Opportunities Add @
El My Opporturities Created This Week Add @ @
My Teams High Priority Opporturities Add e Z
Reports
@ Recently Viewed Opporturnities Add @
Team Opporturities - No target dose Add @ Wide Column |7
Marketing
Team Opportunities 28 day target Add @ =
l‘) My Opporturities In Progress Add @ ﬁ
Log OFf
&
¥

Select the Dashboard tab.

®

If you do not already have another dashboard, the Dashboard Details page
is displayed. If you already have another dashboard, click on the New
Dashboard button.

Enter the name of the new dashboard in the Name field. Select the Set As
Default box if you wish to make this dashboard your default dashboard.

Select Continue.

©® On the Dashboard Content page, you can select dashboard content panels
in the Available Content area and add them to the Selected Content area.

@ Click on the Save button.
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How do | add my own real customer?

How do | add my own real customer?

Have you got a real or imaginary business card there? Well go ahead, add it in!

CRM

€l

A

Recent

Company \
| Company Name: Type: SLA: Website:
[Erowne Communications * [-ione—- =l —Hone - ¥ frtpi/ H Save
=

Status: Segment: Employees: Revenue:
Actve = [tione-- E [ = ~None-- ~
| Source: Territory: Account Manager: Mail Restriction:
Phone - [Defeu =l I Q[ssanvzve ] [Fone—=] @ Help
Address 9
= Address 1: Address 2: T
& ress ress vpe
i *: Business [
ok Address 3: Address 4: g DI
@ | Shipping [
Marketing Gity: State:

Zip Code: Country:
Reports | e -

(%) Phone | E-mail |
Log Off Country  Area Number E-mail Address
Business: Info:
| Fac: | sales:
15DH: Support:
| Modem:
Toll Free:
Person \
| Last Hame: First Name: Salutation: Type
= ki —None-— | Admin O
| rddle: Suffix Gender: it r
—lone—- =
Title Code: Title: Department: Operations [ |
|[-vane-- =l Sales O

@ Right-click on the New menu button, and select Company from
the Pop Out list.

You'll go through an initial "deduplication" screen —just type in
the company name and click on the Enter Company Details
button to proceed.

@ Then go ahead and add in the company, address, and main
contact details.

® Click on the Save button to add all the details into CRM.
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How do | keep track of customer relationships?

How do | keep track of customer relationships?

You can view and build relationships between all main entities, for example,
Companies and Opportunities.

To view relationships:

Company: Gatecom Inc.
Phonwe: 1 206 343-9577

110

— . -J' Parents of Gatecom Inc. 9
ew —

o DN (8C 2
Ny (4 | i ol .

Aok Ball wwllis

a‘ L Ei Siblings of Gatecom Inc.
Team CAM
E - W o
Feports ASW Services | 5.2 Vs biterface
et
Markeong . EJ' Children of Gatecom Inc.
) s
voaoit 3 .

Arfretls Somtbons

Amarican Gags

o Right-click on the Find menu button, and select Company from
the Pop Out list.

Click on the hyperlink of the company whose relationships you
want to view, in this case Gatecom.

®

Click the Relationships tab.

®

You can see from Gatecom's Relationships tab, for example,
that it is owned by Eurolandia, has a supplier called A&W
Services, and owns the Companies Airfreight Solutions and
American Gage.
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How can | synchronize data with MS Outlook?

How can | synchronize data with MS Outlook?

All you have to do is download the MS Outlook Plugin. Shut down Outlook
before you download the Plugin from CRM.

ﬁ ”f My CRM for: Susan Maye

Marketing

¥

Log OFf

®@ ®© @

Login and Session Preferences\

Log Me In To:

Empty Recent List for each session:
Quick Start No

My default Find screen: Show outbound calls In My CRM:
Persan ha

Show Leads Pipe Line: Show Opportunities Pipe Line:
(=] Yes

E-mail Screen Position: Line Ttem Screen Position:

Recent List activation Pop Out List activation
v by:
Click Click
Install CRM
i ’\&@ Outlock

% integration

©

Show Cases Pipe Line: Grid Size:
No 10

Default E-mail address:

Split Split Susan Maye <mayes@panoplytech.com>

Report Print Preview Default Page  Report Print Preview Default Default E-mail On-screen coaching:
Size: Orientation: Template: off

Single-Column Calendar: Number of Calendar Columns: Full menu in Outlook: Preferred Theme:

No No Default
Date/Time Preferences\

Calendar View: Calendar Start Time: Calendar End Time: My week starts on:

Week 08:00 18:00 Monday

Date format: Use AM/PHM: Time Zone:

mm/ddfyyyy Yes (GMT -05:00) Eastern Time (US & Canada)

Number Preferences.\

Decimal Point: Decimal Places:
3 2

Select My CRM.

Click on the Preferences tab.

Thousand Separator:

'

Select the Install CRM Outlook Integration button.

Follow the on-screen instructions to install the plugin.

When you restart Outlook, you should see new CRM Synchronization
buttons on the toolbar. Tasks and Appointments less than seven days
old, and those with a future date specified, get synchronized
automatically when you select the Sync button in Outlook. Use the
Contacts tab in CRM to select contacts for synchronization with

Outlook.
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What can | do next?

What can | do next?

You can move onto the next chapter and try out some of the key tasks of a
Marketing user.

If you are interested in going into more detail on the basic contact management
areas touched on in this chapter, we suggest you check out the following
chapters of the User Guide:

= Moving Around

=  Finding Information

= Working with Lists

= Adding Customer Information
= Doing Your Work

= Working with MS Outlook

= Managing Documents

= Dashboard

s Preferences
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Chapter 2
Marketing

With CRM Marketing you can:

= Set up marketing campaigns and track their costs, effectiveness, and
measure leads that turned into real business

= Set up dynamic sets of prospect profiling data
= Perform e-mail blasts to your prospect database

= Import and qualify raw lead data from your Web site or purchased
contact lists

= Use outbound call lists for repetitive high volume phone-based
campaigns

This chapter takes you through a brief snapshot of some of the key tasks.

Who can | log on as?

For this chapter, you can log onto CRM as:

Name User Name Profile

Dave Montana montanad Marketing Manager

This user does not require a password.
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Where is the control hub of Marketing?

Where is the control hub of Marketing?

As a Marketing Manager, you will be responsible for setting up campaigns and
performing database selections for those campaigns.

@ gb Marketing

CRM

4 |15 || Recent | REXWETONEEY Mass E-mail Status | ==

[End _JActual Cost (€)

01/01/2018 12/31/2018 10,745.06 Status:

lcampaign Name
TimeNExpense Marketing Campsian

| Panoply Website Marksting 01/01/2018 12/31/2018 3,051.19 —All- =l
Cold Calling Camoaign 02/28/2018 04/29/2018 4,054.74 Created By:
I Q bl >
Start:
Between % Al

Team CRM
=

Marketing

©

i
Mew Campaign
Q)

@ Click on the Marketing menu button.

@ The Campaign List tab shows you a list of all campaigns. They are all
hyperlinked for you to drill down on the different phases or "Waves"
and "Wave Activities".

©® You can add a new campaign, with associated Waves and Wave
Activities by clicking on the New Campaign action button.
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What are Wave Activities good for?

What are Wave Activities good for?

Linking wave activities to leads, sales opportunities, and general customer
interactions is key to tracking the effectiveness of your marketing efforts.

3 U Hew Oppartunity =

CRM

0 Cancel

Opportunity Total |
Opportunity Cuermncy

@ Click on the My CRM button, and select the Opportunities tab.

®

Clicking on the New Opportunity action button on the right-
hand side of the screen displays the New Opportunity page.

© The Wave Activity field allows you to link a sales opportunity
to a specific phase of a Marketing campaign.

The ability to link sales opportunities like this one, and also
individual communications such as callbacks, and leads, to a
phase or wave of a campaign persists throughout CRM. This
means you can track every success or failure during the course
of your campaign.
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How can | measure the success of a Campaign?

How can | measure the success of a Campaign?

Use one of the existing reports to see how you can track a campaign’s
effectiveness.

S: Campaign Lead Repart AR e E

i Campaign Opportunity Report P O s

Hew Lampaign Results CrossTak 9 I (] [ s -
o b/ O o W
o i » 2 o —
‘mm b2 a i Fiter

= (g =

®)
wort

@ Click on the Reports menu button.

Select Campaigns from the list of report categories on the
Reports page.

@  Click on the hyperlink of the report called "Campaign Results
Report".

You can select your report output to be on-screen in CRM, or in
PDF, MS Excel, or CSV format.
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What can | do next?

What can | do next?

You can move onto the next chapter and try out some of the key tasks of a Sales
user.

If you are interested in going into more detail on the Marketing areas touched on
in this chapter, we suggest you check out the following chapters of the User
Guide:

= Lead Management

= Outbound Call Handling

= Running Reports and Writing Reports
= Campaign Management

= Groups

We also recommend checking out the following chapters of the System
Administrator Guide:

= Key Attribute Profiling

Quick Start Guide 2-5






Chapter 3
Sales

With CRM Sales you can:

= Track opportunities as they move through the sales cycle
s Create Quotes and Orders and link line items to them
= Assign opportunities and tasks to colleagues for team selling

m=  Report and analyze sales progress, forecasts, and lists

This chapter takes you through a brief snapshot of some of the key tasks.

Who can | log on as?

For this chapter, you can log onto CRM as:

Name User Name Profile

Susan Maye mayes Sales Manager

This user does not require a password.
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What's in my Pipeline?

What’s in my Pipeline?

You can view a graphical and list representation of Susan Maye’s current sales
pipeline.

SR o ——
CRM & My CRM for: oy s

€ || # | Recent || Quick Start | Dashboard | Calendar | Contacts | ads (eSS ture rared Documents | Preferences | Groups | ==

Statistics for Stage: Proposal Submitted

to. Oppos: Forecast: Weighted
3 €420,000,00 Fost
£50,000.00
Average Value:  Average Weighted
£140,000.00 Certainty: Average:
18.33 €25,666,67

1 Guslified ¢2) I Proposal Submitted (3) M Negotiating (1) B9 Sale Agreed (2) I Deal Lost (1)

3 Opportunities, Page 1 of 1

| = Compan: i
I o N T S T
i@ i st

sl ‘ [@] Training course Gatecom Inc. Simon Yaltoy  01/16/2009 Proposal High US West | [-Al- =]
=) = 12:52 BM Submitted F——
(] 200 User Global Deal ~ Maverick Papers  Annette 11/28/2008 Proposal Normal US Central I_E—_|P P —
Marketing o O'Toole 8:33 AM Submitted T
(@] Ehase 2: 30 User Maverick Papers  Annette 12/07/2008 eroposal Normal US Central| Territory:
rollout O'Toole 8:47 AM Submitted —Al— -
%
Reports ‘ i Filter
= %
®
Log Off 9 MNew Opportunity

! @

@ Select My CRM.
@ Click on the Opportunities tab.

©® Click on a segment to toggle the drill down view.
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My manager needs my forecast!

My manager needs my forecast!

You can create and submit a new sales forecast.

Q‘ Mo Forecasts |
Find reac - Jowemer __Jcomma ___ lukely  Juestcose ]
year

@ Select My CRM.
@® Click on the Forecasts tab.

Click on the New Forecast button.

®

Note: To work with forecasting, the System Administrator must
give you rights to access the Forecasts tab.
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How do | capture a new Sales Opportunity?

How do | capture a new Sales Opportunity?

One of your existing customers, Francis Pitford from the company Accounting
Inc., has a serious interest in your latest product.

R oovoruney ]
CRM =

3 £

Company: Person: 9
[ Accountng 1nc [l Francs pitford Iy e mmpw@ Hew Parson
c ¢ 1312566 7381
- o'~
Details
Description: Source: Type: Customer Ref: @ el
N [Fhone =l [hione- =]

My CRM Details: Opened: Closed:

For \

— = [os/02/2007 E [os: 10w B [ | B
("N
ST Territory:
S B- Default -
Mokt Wave Activity:
Q-
Reror status
( :() Stage: Status:
Lead InProgress
Log Off | Priority: Assigned To: Team: Close By:
“Nane-- = 1 Q|—Nune~;|* [“ione- =l I E -
Opportunity Total | R S
Opportunity Currency: Total Quote Value: Total Order Value:

Right-click on the New menu button, and select New Opportunity.

Use the search select advanced buttons to set the For panel to link to
Francis Pitford at Accounting Inc.

Fill in the Opportunity details.

© ® o ¢

Click on the Save button.
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How do | create a Quote and turn it into an Order?

How do | create a Quote and turn it into an Order?

You can generate Quotes and Orders for your Opportunities, and link line items

to them. 9

o
2]
©
(4]

Phone: 1 617 227-1340
e-mad: ko

Decuments | Tracking | Reetisanships | s

v

19,900.00 Status:

Reference
[

-
Big [iter
-4

e

Click on the My CRM button, then select the Opportunities tab.

Click on the hyperlink of the "100 User Licenses" sales
opportunity with Eurolandia.

Click on the Quotes tab.

Click on the New action button on the right-hand side of the
screen to create a Quotation. You can then enter Quote
summary information, add line items, and select Next.

A number of action buttons become available, giving you the
options to convert the Quotation to an Order, or create a printed
version of the Quotation.
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How can | get an overview of my progress?

How can | get an overview of my progress?

Would you like to see a report of Susan Maye’s current sales opportunities?

o AL | Hame
 —
¥ S
Lrealed By
o & B S T -1' TR |
Created Date:
Pl P B [eeteen =] i e
Qupertunbes by Salws Bep (Greup) P2 D . m
?uf.-u Fiter
e e L -vone- 11 (Fp1) 54 ik
Qogortunities Closing o~ 3 b S T [ tew
Opportunitias Closing this Quartsr A i @ =
Qpportunity Closmg History /S O
Qnportunity Statue By Kep plliet T
Banding Activities by Opan Qpportunity - 4 r
Team Opportunties e (R

@ Click on the Reports button.

Select Sales from the list of report categories on the Reports
page.

@  Click on the hyperlink of the My Open Opportunities report.
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What can | do next?

What can | do next?

You can move onto the next chapter and try out some of the key tasks for
Customer Service users.

If you are interested in going into more detail on the Sales areas touched on in
this chapter, we suggest you check out the following chapters of the CRM User

Guide:

Lead Management
Closing A Sale
Sales Forecasting
Running Reports

Adding Customer Information
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Chapter 4
Customer Service

With CRM Customer Service you can:

= Log customer service calls

= Track customer service issues as they progress through to resolution
= Monitor Service Level Agreement adherence

= Publish solutions and key word searches of a solutions database

s Escalate overdue cases

This chapter takes you through a brief snapshot of some of the key tasks.

Who can | log on as?

For this chapter, you can log onto CRM as:

Name User Name Profile
Kylie Ward wardk Customer Service
Manager

This user does not require a password.
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Where is my list of current Customer Service Issues?

Where is my list of current Customer Service Issues?

All Kylie Ward’s Customer Service Cases that she is currently working on are
accessed from the My CRM work area.

& 13 || Recent | Quick Start | Dashboard | Calendar | Contacts | Opportuni red Documents | Preferences | Groups | ==

Find
36 Cases in Total

Logged (19) I Gueued (3) I Investigating (2) I vyating (1) 10 Sclved (4)

My CRM 36 Cases, Page 1 nf4\
- =person_Jeraduct1a _foescrption |
Team CRM =) 5-2  Normal 3.0 ime Manager - User Interface Kylie Ward Investigating US Eas{
- Server License
=] (% 5000)
Marketing (@] 53 mMormal 3.0 Clemence Time Manager - Incorrect version Kylie Ward Solved Us East
= Stickings ~ Server License number.
(5 5000)
(@] 17 HNormal 2.0 Clemence Expense Check Custom screen  Kylie Ward Gueusd Treland
P e Stickings - Server License not using normal
(% 3500) fonts.
( 5(‘) [@] 12 HNormal 2.0 Colin Expense Checke Remote Kylie Ward Logged US East
- Speirs - Server License connection
Log Off (s 3500) problems
@ 5- High 2.0 Clemence Time Manager - Server Crash Kylie Ward Investigating Worldwide B -
10025 Stickings ~ Server License  during peak ‘ﬂ/ New Case
(5 5000) traffic
@ = Normal 2.0 Clemence 10 User License Incorrect time for Kylie Ward Investigating Worldwide E] @ Help
= 10026 Stickings  Pack - TimeMgr North America
($ 10000)
®) 5- Low 2.0 Annette 10 User License Access Violation Kylie Ward Solved worldwide E]
= 10027 QTocle  Pack -ExpCheck accessing tab
(5 7000)
[ 1 Low 2.0 Req Barrow 10 User License Incorrectuser  Kylie Ward Logged Worldwide
10043 Pack - TimeMgr license error
(% 10000)
@) 5- Nermal 2.0 Annette TimEx Menth to Month  Kylie Ward Logged Worldwide @
= 10045 OToole  Enterprise - comparison issue
Server Lic ($
00)
& 5- High 2.0 Annette 10 User License Japanese time Kylie Ward Logged Worldwide @
= 10046 OToole  Pack - TimeMgr issue

@

2 E o]

® o

Select My CRM.
Click on the Cases tab.

The SLA Status column shows which cases are within, approaching,
or breaching the Service Level Agreement (SLA) with the customer.
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How do | log a new Customer Service Case?

How do | log a new Customer Service Case?

Kylie doesn’t have to go far to add a new case.

=E @

& 13 || Recent | Quick Start

N-!' Campany
@ Person

Team CRM

=

Marketing

(3 Appaintme
g Task

rnc: I

iy R for: [XTNTETERNC| >

ent

B E-mail
Reports
" ﬁ Document
€)
Log Off T
[ =
j 10025
& =
10026
® =
L‘ 10027
[CIES
= 10043
= =
& 10045
| B =
- 10046

® @

Dashboard | Calendar

High

Nermal

Narmal

High

-

3.0

2.0

Contacts | Opportunities

Solutions | Shared Documents | Prefer

36 Cases in Total

) W Investigating (3) W veiting (1) B9 Salved (4)

Go to page lﬂ_

Status:

In Progress

Kieran Time Manager - User Interface Kylie Ward Investigating US East
OToole  Server License Stage:
(5 5000) Al =
Clemence Time Manager - Incorrect version Kylie Ward Solved US East E
Stickings ~ Server License number. d
(5 5000)
Clemence Expense Check Custom screen  Kylie Ward Queued Ireland @
Stickings - Server License not using normal
(5 3500) fonts.
Colin Expense Check Remote Kylie Ward Logged US East B | %A
Speirs - Server License connection !
(% 3500) problems
Clemence  Time Manager - Server Crash Kylie Ward Investigating Worldwide E -
Stickings ~ Server License  during peak \" New Case
(5 5000) traffic
Clemence 10 User License Incorrect time for Kylie Ward Investigating Worldwide [ @ Help
Stickings  Pack - TimeMar North America
$ 10000)
Annette 10 User License Access Violation Kylie Ward Solved Worldwide a
OToole  Pack -ExpCheck accessing tab
(5 7000)
Req Barrow 10 User License Incorrectuser  Kylie Ward Logged Worldwide
Pack - TimeMgr license error
(5 10000)
Annette  TimEx Month to Month  Kylie Ward Logged Werldwide
OToole  Enterprise - comparison issue
Server Lic (5
Annette 10 User License Japanese time Kylie Ward Logged Worldwide
OToole  Pack - TimeMgr issue

(S 10000

Right-click on the New menu button.

Select New Case from the Pop Out list.

Fill in the For panel on the New Case page to link the case to a
customer record.
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This one sounds familiar—how do | search the Knowledge Base?

This one sounds familiar—how do | search the Knowledge
Base?

If you think you might already have the answer to a Customer Service case,
search your existing knowledge base of solutions first.

Area: Reference 1d: @
e = =

Stage: Status:

5 [E— E— —

@
=

A & o 9qain5
(@ 2 solutions, e1of1l

e
g its [status +___[Reference 1d [Stage ____[Status________[Description

== 0O 5-10020 Reviewsd Mot Published Export to excel - sxcel not installed
M % ‘_‘ 5-10028 Draft Mot Published Importing from Excel

arketing L

Reports

®

Right-click on the Find menu button, and select Solution.
Type a key word in the Description field. For example, excel.
Select the Contains button.

Click the Find action button.

A list of all matching Solutions in the Knowledge Base is displayed.
Click on the hyperlink of the Solution for more detail.
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How do | update the Status of a Case?

How do | update the Status of a Case?

I've made progress, but I need an expert to test my resolution.

Phone: 44 1344 897 8791

E-mail: Cle

e Company: son:
|3GHomes  § 4413448978791 Clemence Stickings ~ §, 4 1344 897 8791 P dave

Details | B continue
Refld: Found in: SLA: SLA Severity:
53 20 Gold Medium b hext
Description: Area: Source: Customer Ref:
Incorrect version number, Instal Phone Sy
Fixin: Territory: Report
— 3.0 ’ US East (=) Addthis
| Created By: ﬁq record toa
dcanti e ward =
Status \ @ Hel
Bopeess | severity: Assigned To: Team:
) Normal Kylie Ward Customer Service
| stage: Status:
Marketing |Solved In Progress
= | Problem Type: Solution Type: Actions:
(%) | Setup/Installation On-site Engineer s Ay
e Problem Details: Solution Details: Closed: b k]
°a |Old version number displayed after upgrade. Send Eng to check out registry. 9

@ Fail

@ Select My CRM.

®

Select the Cases tab, and click on the hyperlink of any case with a
stage of "Solved". The case should be displayed at the top of the
screen.

©® Click on the Re-Assign workflow bullet to pass this case on to a
colleague.

@ All changes made to the case can be audited from the Tracking tab.
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Which customer has the most open Customer Service issues?

Which customer has the most open Customer Service
issues?

A simple report can give you an overview.

selectieport _lsaved search [un Jedit i avourite]
Oﬁ Lase Prigeity By C5 Agent =

P

©
Created By:
o =

Cecated Date:

Cpen Cases by Agent
o

Isam Cases by Assignment |-Mene- W

Team Cases by Stage [one— w

b o Y| I P p—
gses Open By Severity ] 0 354 Fiter
Cans Trackng 3 O
My Case SLA Status B O [q w
My Cases nbreachof LA b w| 0 Q=
My Gren Sazes By Swverily B [

By Opon Cones by S1ago 3 O
bew Cases Open By week B

P

3

3

b

b BB BN B BY B
]

@ Click on the Reports menu button.

Select Customer Service from the list of report categories on the
Reports page.

@  Select the In Progress saved search next to the Case Stage By
Company report.

® Click on the Run button.
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What can | do next?

What can | do next?

You can move onto the next chapter and try out some of the key tasks for
Administrator users.

If you are interested in going into more detail on the Customer Service areas

touched on in this chapter, we suggest you check out the following chapters of
the User Guide:

= Providing Customer Service
= Knowledge Base

= Running Reports
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Chapter 5
Administration

With CRM Administration you can:

= Customize field, screen, and list layouts

= Modify reports and document templates

= Design and update business workflow processes
= Change user setup and security access settings

= Import data from MS Excel spreadsheets

= Set up business calendars and Service Level Agreements

This chapter takes you through a brief snapshot of some of the key tasks.

Who can | log on as?

For this chapter, you can log onto CRM as:

Name User Name Profile
System admin System Administrator
Administrator

This user does not require a password.
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How do | access the Administration area?

How do | access the Administration area?

The Administration button is the gateway for all system administration tasks in
CRM.

Administration
IWelcome to the Adminstration home page. Smoly select the broad adminsiraton area you want to work on, then dnill down to relsted

and more detais on that admin area, q@
Uszrs Lon

Users Customization

Add new users to the system and change detals of '

existing users,

Customize standard fields and screen areas, work with
N
Customization
o, Data Management
Ln Perform data uploads, create products, and add ngy
currendiss,

(=

Advanced Customization
|_ Carry out advanced customization on the system by
setting up key attribute profiles, workflows, escalation

rules, and changing system menus.

B

System

Specify and change standard system settings for
performance, logging, the database, self service, system
behavior, and locks, 25 well as refresh metadata and work.

E-mail and Documents
ur own E-mall templates and document
k, and configure the system for E-mail and

Data Management

a

Data Management| @ Data Upload b, with SLAS,
&G Products
E-mail and 33 vzt ruies

Documents .
TT%, Company Mame Cleanup

b L—é Currency
System
Currency Configuration
\,_‘) £, Forecast
Log Off

@ Select the Administration button to access the Administration menu
and display the Administration home page.

@® Right-click on any of the Administration menu options, and select an
item from the pop out list to drill down to the administration area you
want to work on.

©® Alternatively, select an option from the Administration home page to
drill down to that option's home page. For example, selecting Data
Management brings you to the Data Management home page.
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How do | create a new User?

How do | create a new User?

As an Administrator, you can create new users in CRM. You can create a user
from a blank page, or you can create a user based on a User Template.

To create a new user:

User

First Name: Last Name: E-mail;

ﬁ | i b continue
User Name: Passward: Administration:
,—.e l— No Admin Rights

User Template Primary Team: Home Territory: .
o = = = Worldni = :
Customization e ~Unassigned arldwide o
Resource:
Faise (=] @ o
Advanced @ =
Customization
—
Data Management
2
E-mail and
Documents
System
*)

Log Off

@ Select Administration | Users | New User.

@ The New User Setup procedure can consist of up to three steps. In
the first step, enter the new user’s details. You can select a User
Template on this page if you wish. If you would like to save just
these settings, click on the Save button. They may be all you need,
especially if you have based the user on a template.

To move to the second step, click on the Continue button.

In Step 2 you can enter further user details, and enter user Security
Profile Settings.

In Step 3 you can set user Login and Session Preferences, Date/Time
Preferences, Number Preferences, and Reminder Preferences.
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How can | edit a User’s Security Profile?

How can | edit a User’s Security Profile?

CRM allows you to set up permissions for users for accessing information stored
in CRM. For example, a US user may only have access to sales information in
their region.

(2
Ti Acdministratioe > Wsers > Sty <> Soouty P

S
CRM _

+ [ et
Proflke rights for [Ters home sy =]

S i NS

riin| 3| ) e

9] @

i | e imatiae | vewssas i |

Syate

@ Select Administration | Users | Security | Security Profiles.

@  Select User's Home Territory from the Profile Rights For drop-down
list.

©  Select the profile you want to edit. This will show the access rights in
edit mode, as well as all the users associated with this profile.

5-4 Sage CRM



How do | change the Company Search screen layout?

How do | change the Company Search screen layout?

Want to switch the order of the fields on one of the screens?

5/
[
N '_ﬁ Administration -> Customization -> Company

CRM =

€% | Recent \ﬂt Tabs | Blocks | TableSaripts | Views | Summary Report | Notifications | ==
Main Menu

Administration Inline Customizaign
Screen Caption
Company Search Sereen

Company Entrv Soreen CompanvBoxlong

CompanySearchBox

E e
@ Help

Company Summary Screen  CompanvBoxShort

Customization 7
Company Marketing Box ~ CompanvMarl 2
Advanced Company Dedupe Search ~ CompanvBoxDedupe 2
Customization Screen
: Case report summary. CompanyRepertSumma 2
Dt Marsaient CompanyTopContent CompanyTopContent 7
[Fo7 WapC ong WapC ang 7
E-mail and
Documents Sops SR 7
B WapCe chBox WapCr
9| P 4
System
©)
Log OFF

@  Select Administration, then right-click on the Customization menu
button and select Company.

@  Select the Screens tab.

®

Click on the Customize button next to the Company Search Screen.
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How can | review the Lead Workflow design?

How can | review the Lead Workflow design?

You can view, edit, and create new graphical workflows.

CRV =

Main Menu

Administration
New Lead

Process
Lead

Users Reassian

Rules

Lead No changes can be made to an enabled workflow

Edit Lead
—

(S T
. LE Administration -> Advanced Customization -> Workflow

Rejected

Start

-

s

Create
Callback
Change
Rating
advanced
Customization i €105 Lead
_ New Lead
Data Management l
. Assigned
P¥Y ¢
E-mail and
Documents
= e}
= (5]
System "4 W
= RateLead Create Calback
% l
Log OFF Rated Assigned
o
o (o]

Process Lead ReassignLead EditLead

i

Assigned

e

@  Select Administration, then right-click on Advanced Customization

and select Workflow.

®@ O

Click on the Edit Workflow button.

Click on the hyperlink of the Lead Workflow.
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What can | do next?

What can | do next?

If you are interested in going into more detail on the Administrator areas
touched on in this chapter, we suggest you check out the following chapters of
the System Administrator Guide. The chapters that most budding Administrators
go for straight away are:

User Setup

Field Customization

Screen Customization

Workflow Customization

Data Upload

Document and Report Configuration

Document Templates
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