Microsoft® Business Solutions

Relationship Management—
Navision® 3.70

Microsoft
Solutions



DISCLAIMER

This material is for informational purposes only. Microsoft Business
Solutions ApS disclaims all warranties and conditions with regard to
use of the material for other purposes. Microsoft Business Solutions
ApS shall not, at any time, be liable for any special, direct, indirect or
consequential damages, whether in an action of contract, negligence or
other action arising out of or in connection with the use or performance
of the material. Nothing herein should be construed as constituting any
kind of warranty.

COPYRIGHT NOTICE

Copyright © 2003 Microsoft Business Solutions ApS, Denmark.

TRADEMARKS

Microsoft, Great Plains, bCentral and Microsoft Windows 2000 are
either registered trademarks or trademarks of Microsoft Corporation or
Great Plains Software, Inc. in the United States and/or other countries.
Great Plains Software, Inc. and Microsoft Business Solutions ApS are
wholly owned subsidiaries of Microsoft Corporation. Navision is a
registered trademark of Microsoft Business Solutions ApS in the United
States and/or other countries. The names of actual companies and
products mentioned herein may be the trademarks of their respective
owners. No part of this document may be reproduced or transmitted in
any form or by any means, whole or in part without the prior written
permission of Microsoft Business Solutions ApS. Information in this
document is subject to change without notice. Any rights not expressly
granted herein are reserved.

Published by Microsoft Business Solutions ApS, Denmark.
Published in Denmark 2003.

DoclD: NA-370-ILT-029-v01.00-W1W1



TABLE OF CONTENTS

Chapter 1

INtrodUCtioN.......coviieer e —————— 141
1.1 About the Relationship Management Sales Course ...................... 1-2
1.2 COUISE OVEIVIEW .....ooiuiiiiiiieiiie ettt 1-4
Chapter 2

Introduction to Relationship Management.............cccccoiiiiiiciicennnnnnnn. 21
2.1  Defining Relationship Management............ccccceveiiiinieeniecniieeennnenn 2-2
2.2  Relationship Management Application ........ccccccoeciiieeiiiiniiiiineenn. 2-4
2.3  Selling Points for Relationship Management.............ccccccoviinineen. 2-8
Chapter 3

Relationship Management Setup ..o s 31
3.1 The Relationship Management Setup Window.............ccceccvuvneen.. 3-2
3.2  Automatically Recorded Interactions ...........ccccooviiiiiieiiiiinniiiiieenn. 3-7

3.3 Synchronization with Customers, Vendors and Bank Accounts .. 3-11

3.4 Duplicate Search .......ccccoooiiiiiiiiiiieeeen 3-14
3.5 E-Mail LOogQing .ccccceiiiiiiiie ettt 3-17
Chapter 4

CoNtACES ....coeiiriciri e ————————— 41
4.1 Setting Up ContactS.......c.ueviiiieiiiiiiiiiiiee e 4-2
4.2  The Contact Card ........ccccoceeeriiiiiii e 4-7

4.3  Creating Contact COmMPaNI€S.........cceviuieeeiiiieeeiiieeeeeiieeeeeieea e 4-13



TABLE OF CONTENTS

4.4  Creating Contact Persons.........ccccueiiiiiiiiiiiiiiiee e 4-19
4.5 Searching for CoNtacts .........cccooecviiiiiiee i 4-24
4.6  Searching for DUPliCates..........cooiiieiiiiieiiee e 4-39

4.7  Synchronizing Contacts with Customers, Vendors and Bank

ACCOUNTS ... e 4-42
4.8  EXporting CoNtacCES..........ceeieiiiiiiiiiiiiee et e e 4-48
4.9  Contact StatistiCs .......covieriiiiiii 4-49
410 Contact Reports.........cccooeeiiiiiiiiii 4-51
411 EXEICISE ..ottt 4-54
412 Self-TOSt i i 4-56
Chapter 5
Interactions and Document Management ...........ccccccceiiiiniciiienennennnn, 51
5.1 INtroduCtion ... 5-2
5.2  Setting Up Interactions............ccoceeiieiiiii i 5-3
5.3  Using the Create Interaction Wizard.............cccccevviiiiiiicninenninnns 5-13
54 Phone CallS .....oooiiiiiiiiieee e 5-17
5.5 E-MailS i 5-20
5.6  Automatically Recorded Interactions ............cccccooiiiiiiiicniiinnns 5-23
5.7 Canceling and Deleting Interaction Log Entries...........ccccccoevnns 5-27
5.8 Interaction StatistiCs.........ccccoviiriiiiiiiii 5-28
5.9 EXEICISES ...ooeiiiiiiiee ettt 5-29
Chapter 6
Campaigns and Segmentation...........ccccccvriminiiiin 6-1

6.1  Introduction to Campaigns and Segments...........c.cccceeviiieenienn. 6-2



6.2  Setting Up Campaigns.......ccoiiiiiiiiiieiiiiiiiiee e 6-3

6.3  Creating Campaigns ........ccceuiiuuiiiieeeeeeiiiieee e e e e e e 6-4
6.4 Creating Segments ...... ..o 6-9
6.5 Creating Interactions for Segments .........ccccoevviniiiiicniciieee 6-15
6.6  Creating Segments by Reusing Logged Segments..................... 6-21
6.7  Creating Segments by Reusing Saved Segment Criteria............ 6-25
6.8  Campaign PriCiNg.......c.ccooiiiiiiiiiie et 6-26
6.9 Campaign StatiStiCS ........ccvviiiiiiiii 6-30
B.10  EXEICISES ....oeiiiiiiiiieeeee ettt e 6-31
Chapter 7

Task Management ...........oocccvirimiiiinccsseerree s ssssssre e smne e e s s nnnns 71
7.1 Introduction to Task Management ............ccccceiiiiiiiieeee e, 7-2
7.2  Setting Up Teams and Activities .........ccooeeiiiiiiiii i, 7-3
7.3 Creating TO-dOS ......cooiiiiiiiiiie et 7-6
7.4 Assigning ACHVItIES .....evvveiiiie i 7-10
7.5 Creating Recurring TO-dOS...........cuuvieeiiiiiiiiiiieee e eeiiiieeee e e e e 7-12
7.6  Modifying TO-AOS ..o 7-13
7.7  Sending E-Mail Meeting Invitations............cccocveiiicieiiieniieee 7-16
7.8  Closing, Canceling and Deleting To-dOS ........cccccoevviiiviiereeeeiinns 7-18
7.9 Viewing Statistical Information about To-dos..........ccccceeiierennee. 7-20
710 EXEICISES ...oveiiiiiiee ettt 7-22
Chapter 8

Outlook Integration ...........cccoiiiinii 8-1



TABLE OF CONTENTS

8.1 Introduction to Outlook Integration.............ccccceeiiiiiiiienii e, 8-2
8.2  Setting Up Outlook Integration...........cccccuveeiereeiiiiciiiieeee e, 8-3
8.3 Integrating Contacts.........ccoeeiiiiieiiie e 8-7
8.4  Integrating To-dOS.........coociiiiiiiiiee e 8-14
8.5  Synchronizing Data.........cccceeiiiiiiiiiiiie e 8-20
8.6  Conflict Resolution and Error Handling..........ccccceeviiiiiiiinieeniins 8-25
8.7 EXEICISES ....oeiiiiiiiie ettt 8-27
Chapter 9

Opportunity Management............ccocmiiimine s 9-1
9.1 Introduction to Opportunity Management.............ccccoviiiiiiiiiineenees 9-2
9.2  Setting Up Opportunities..........cceveeriiiiiiiiii e 9-3
9.3  Creating OpportuNities..........cccuviiiiieeiiiiiiee e 9-7
9.4  Updating Opportunities ...........cccceeeiiiieeiie e 9-12
9.5 Creating To-dos for Opportunities ..........ccccceeeicieeeeicee e 9-14
9.6  Creating Sales Quotes and Orders for Opportunities................... 9-16
9.7  Closing and Deleting Opportunities ..........ccccccveeeeiiciiiiinie s 9-19
9.8 StatiStCS....oiei e 9-21
0.9 EXEICISES ...ooiiiiiiiiie ettt 9-27
Chapter 10

Profiling and Classification ...........cccccciiiiciiimmiicccceeree e 10-1
10.1 Introduction to Profiling and Classification ..............cccceeviineens 10-2
10.2  Profile QUESLIONNAIreS..........ccccoeiiiiiiiiiii e 10-3

10.3 Contact RAtiNG ...cccceeviiiiiiiiee e 10-7



10.4 Entering Contact Profiles ..o, 10-10

10.5 Creating Segments Using Profile Information.............cccccceee... 10-11
10.6 Updating Profile Questionnaires ............cccocooeeeiiiiiiiniiieeeee. 10-14
10.7 Testing and Printing Questionnaires............ccccceevveeniieeiieeennnen. 10-15
10.8 EXErCISES .....ooiiiiiiiiicie e 10-18
Chapter 11

Multilanguage Salutation and Attachment..............ccccccmmiiiiiiccccieenns 1141
11,1 INtrodUCHION ... 11-2
11.2  Setting Up Salutation FOrmulas ............ccocccviiieieeiiiiiiiicee e 11-3
11.3 Assigning Salutation Code to the Contact ............cccoocoeiiiiiins 11-5
11.4 Creating an Interaction Using Salutation Code...........cccccceevnene 11-6

11.5 Creating Interaction using a Segment Including Logging of the

RS T=Te ] 3 0T o | R 11-9
11,6 EXEICISES ...ttt 11-12
117 SOIUHIONS ... 11-13
Chapter 12
Quotation to Contacts..........ccuvmviemnimnin s ———— 12-1
121 INrOdUCHION ... 12-2
12.2  Setting up Customer Templates ..........ccooecvviieeeeeiiiicieieee e 12-3
12.3 Making a Sales Quote from the Opportunity List Window ........... 12-5
12.4 Making a Sales Quote from the Sales Quote Window................. 12-8
12.5 Creating a Sales Order from the Sales Quote Window ............. 12-10
12,6 EXEICISES ....eeiiiiiieieee e 12-11

D A T [ 1o 1= 12-12



TABLE OF CONTENTS

Chapter 13

Document LOGQing......cccccvrrmiiiincssnerrnesnisssssssssnessssssssssssnssssssssssssssssnnnes 131
13,1 INtrodUCHION .....oeviiiiii 13-2
13.2 Saving a Sales QUOLE ........ccuuiiiiiiiiie e 13-3
13.3 Restoring a Sales QUOLE..........ccocoiiiiiiii e 13-5
13.4 Logging and Saving a Version of a Sales Order..............cccccueene 13-6
13.5 Restoring @ Sales Order .........ccccvviiieiieeiiicieee e 13-7
13.6  EXEICISES ....eeeiiiiee e 13-8
13,7 SOIULIONS ...ttt 13-9
Appendix A.

Course Schedule ... 1

Appendix B.

Terminology List.......iiiiire e 3

Appendix C.

Class Project ... s e 9



Introduction 1-7

PREFACE

Navision is a collaborative business management solution for medium-
sized companies. It is an integrated product that includes functionality to
support financial and relationship management, distribution and
manufacturing.

This course is designed for students who have a basic knowledge of
Navision (equivalent to the contents of the Navision Essentials course) and
is intended for people working at Microsoft Certified Business Solutions
Partners who want to demonstrate, provide support for and set up
Relationship Management.

| Introduction to Microsoft Business Solutions D
| Navision Overview D
| Navision Essentials D
Financial MNavision
Mansgarment ‘ Trade Commerce Porlal Programing
Inventory Sarvice Commerce Mavision Solution
RECI S Management Management Gateway Development
Inventory Costing User Portal
Warshouse
Rmﬁx 2 Management
Systams
Manufacturing
Manufacturing
Costing







Chapter 1

Introduction

This chapter outlines the overall structure of the Relationship Management
course

This chapter contains the following sections:

¢ About the Relationship Management Sales
Course

e Course Overview
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1.1 ABOUT THE RELATIONSHIP MANAGEMENT SALES COURSE

This Relationship Management—Navision course is an instructor-led
training course. It provides you with in-depth knowledge of the granules
that make up the Relationship Management application area.

This course book provides the material you need to cover courses in
Microsoft Business Solutions—Navision 3.70.

Course Organization
The course consists of the following chapters:
¢ Relationship Management
¢ Relationship Management Setup
e Contacts
¢ Interactions and Document Management
e Campaigns and Segmentation
e Task Management
e Outlook Integration
e  Opportunity Management
e Profiling and Classification

e Multilanguage Salutation and Attachment

¢ Quotation to Contacts

e Document Logging

The chapters contain instructional text, which introduces an area of the
program; examples of how this area works, and exercises that allow you to
practice.

In addition to the course chapters, a number of appendixes offer you
additional guidance and information:
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Target Audience

Appendix A: Course Schedule
Appendix B: Terminology List

Appendix C: Class Project

The course is intended for people working in Microsoft Certified Business
Solutions Partners who want to demonstrate and set up Relationship
Management, and for those who want to be able to provide support for
Relationship Management.

Course Prerequisites

Course Objectives

Participants need to have a basic knowledge of Navision (equivalent to the
contents of the Microsoft Business Solutions—Navision Essentials course),
user-level knowledge of Microsoft Word, Microsoft Outlook, and Microsoft
Internet Explorer.

The course is designed to build the product knowledge required for you to
demonstrate and set up Relationship Management, as well as providing
you with the knowledge needed to be able to support Relationship
Management.
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1.2 COURSE OVERVIEW

Before you begin the course, you must have Microsoft Business Solutions—
Navision installed.

Chapter 2, Relationship Management, introduces you to the concept of
relationship management and gives you a general overview of the subject.
In this chapter, you will also learn about some steps that need to be taken
when implementing relationship management and the benefits of an
integrated solution: ERP (Enterprise Resource Planning) and relationship
management. In addition, you will learn about the vision for Relationship
Management and the overall structure of the Relationship Management
application area.

Chapter 3, Relationship Management Setup, provides you with the steps to
set up Relationship Management. You will learn about:

e the Relationship Management Setup window

e automatically recorded interactions

e synchronization with customers, vendors and bank accounts
e duplicate search

e e-mail logging.

Chapter 4, Contacts, teaches you how the program can help you manage
your contacts. In the chapter you will learn how to:

e set up contacts

e create contact companies

e create contact persons

e search for contacts

e search for duplicates

e synchronize contacts with customers, vendors and bank accounts
e export contacts

e view contact statistics
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e view contact reports.

Chapter 5, Interactions and Document Management, teaches you how the
program can help you log your interactions (which are all the types of
communication between your company and your contacts) and how you
can keep track of your documents. You will learn how to:

e set up interactions

e create interaction templates

e assign attachments to interaction templates

e create Microsoft Word documents

e copy, import and export attachments

e create automatically recorded interactions

e integrate your e-mails with MS Outlook

e use the interaction log

e view interaction statistics.

Chapter 6, Campaigns and Segmentation, teaches you how the program
can help you create campaigns for various purposes and set up segments
of your contacts. You will learn how to:

e setup and create campaigns

e create segments

e create interactions for segments

e create segments by reusing logged segments

e create segments by reusing saved segment criteria

e create campaign prices and discounts

e view campaign statistics.

Chapter 7, Task Management, teaches you how you can use the tools in
the program to manage your tasks. You will learn how to:
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e setup teams and activities

e create and modify to-dos

e assign activities

e create recurring to-dos

e close, cancel and delete to-dos

e view statistical information about to-dos

Chapter 8, Outlook Integration, teaches you how to set up and use MS
Outlook integrated task, calendar and meeting scheduling. You will learn
how you can:

¢ integrate meetings and appointments in Outlook with to-dos in Navision
e integrate tasks in Outlook with to-dos in Navision

e transfer contacts from Outlook to Navision and back

e synchronize data in Outlook and Navision.

Chapter 9, Opportunity Management, teaches you how to use opportunities
to keep track of potential sales. You will learn how to:

e setup and create opportunities

e update opportunities

e create to-dos for opportunities

e create sales quotes and orders for opportunities
¢ close and delete opportunities

e view statistics.

Chapter 10, Profiling and Classification, teaches you how the program can
help you create profiles of your contacts. You will learn how to:

e set up profile questionnaires

e enter contact profiles
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Course Duration

e create segments using profile information
e update profile questionnaires
o test and print questionnaires.

Chapter 11, The Multilanguage Salutation and Attachment feature provides
you with steps to set up Salutations and Attachments. You will learn about:

e creating salutation formulas
e assigning a salutation code to the contact
e creating an interaction using salutation code

e creating an interaction using a segment including logging of the
segment.

Chapter 12, The Quotation to Contacts feature, provides you with steps to
set up a customer template, and use it in quotation to contacts. You will
learn about:

e setting up customer templates

e making a sales quote from the Opportunity List window

¢ making a sales quote from the Sales Quote window

e creating a sales order from the Sales Quote window.

Chapter 13, Document Logging, provides you with steps to apply this
feature. You will learn about:

e saving a sales quote
e restoring a sales quote or sales order
e logging and saving a version of a sales order

e restoring a sales order.

We recommend that the course is taught over a period of three days. You
can find a suggested schedule in Appendix A.
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Dates

The dates shown in the screen shots are in the European format Therefore,
if you use a different date format, for example, the American format, there
will be differences between the solutions in the training material and your
solutions.

The working date is set to be 25-01-01 (25 January 2001). It is important
that this date is used when doing the activities.

Demonstration Data

All exercises are based on a fictitious company, CRONUS International Ltd.

License Information

To run the examples and exercises in this course you need a training
license.

Further Information

You can learn more about Navision in the Microsoft Business Solutions—
Navision Essentials and Financial Management Courses.




Chapter 2

Introduction to Relationship
Management

This chapter introduces you to the concept of relationship management and
the product.

This chapter contains the following sections:
¢ Defining Relationship Management
¢ Relationship Management Application

¢ Selling Points for Relationship Management
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2.1 DEFINING RELATIONSHIP MANAGEMENT

To Navision, relationship management is more than just a set of products —
it is a method designed to manage all your contacts and the interactions
you have with them and a business strategy to identify, attract and retain
customers; this helps businesses to optimize profitability and increase
customer satisfaction. Just because you implement a RM software solution
for a customer does not mean that this customer has a RM strategy.
Defining a strategy should actually be the first stage in implementing
customer relationship management. The process should start with
companies implementing a RM strategy before they go on to implement a
system to support this.

The goal for your customer is to establish long relationships with their
customers. RM systems will just help them create and maintain these
relationships. Clearly, this means that your customers have to start by
deciding to become a customer-focused company and then determine a
strategy to achieve this. If the RM strategy isn’t right, there is the strong
possibility that the implementation of a RM product will fail. A successful
RM implementation integrates business processes with IT systems.

The Benefits of an Integrated Solution

CRM complements Enterprise Resource Planning (ERP) and is dependent
on integration with an ERP system to provide a complete picture of a
customer relationship.

For example:

e Marketing people need to know what customers have purchased in the
past before attempting to interest customers in new products or cross-
selling opportunities. This information may come from an order history
file in the ERP system.

e Salespeople need to know if products are available before accepting
new orders, ensuring that the products can be delivered to suit the
customer's need. This information may come from an item card in an
inventory management module.

¢ Production managers need to have a complete overview of vendors
and when specific vendors will deliver material used in the production.

¢ The Finance Dept. in the company needs fully updated and accessible
information from the company’s bankers.
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e Service people need to know if a customer has been billed for or has
paid for their support contract before responding to support incidents.
This information may come from billing or cash receipt information held
in an accounts receivable module.

e Business partners need to be able to see customer-related ERP data,
just as e-customers ordering online need to know that the goods they
are ordering are in stock and quoted at the latest price. This
information may come from an inventory control module.

In all these examples, different groups of people in a company need to
access information stored in different places. When using an integrated
solution, the whole company shares and has access to different data
information silos and this enables everybody in the company to always
have an entire overview of the customers.
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2.2 RELATIONSHIP MANAGEMENT APPLICATION

In this section, we will look at the product Relationship Management. We
will introduce you to the ideas and vision behind Relationship Management
and to the structure of the product.

Vision for Relationship Management

Communication is a key word in the vision for Relationship Management.
Our ambition is that companies using Relationship Management will be
able to tailor communication with different customers (both existing and
potential), vendors, business partners and others according to their needs.
We believe that this is necessary for companies if they want to succeed in
the future.

This means that Relationship Management is a tool that helps companies
communicate with their customers based on their previous interactions.
This tool also makes it easier for enterprises to keep track of all the
documents that a company sends to customer.

This allows enterprises using Relationship Management to communicate
with their customers on a more individual basis and thereby enables them
to perform one-to-one marketing.

The structure of Relationship Management

In this part, we will present the features and granules that are included in
Relationship Management.

The datasheet for Relationship Management is represented in the table
below. The Key Features column presents both the key features of
Relationship Management and also the six granules that Relationship
Management consists of. Contact Management is the basic granule and
Relationship Management cannot be sold without this granule.
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Key Features

Description

Contact
Management

Maintain an overview of your contacts

Duplicate check automatically alerts you if you enter
contact information that already exists

Categorize your contacts based on profiling criteria
created by you

Personalize your approach to your contacts

Task
Management

Organize your campaign, marketing and sales tasks
Create to-do lists for yourself

Assign tasks to other users or teams of users recorded in
the program

Create an activity composed of several to-dos

Create internal to-dos without a contact

Contact
Classification

Classify your contacts into different categories, and tailor
your marketing messages to suit the individual needs of
the customer

Automatically group your contacts into different classes
based on criteria specified by you, for example, group
contacts in terms of revenue

Rate your contacts based on weights of two questions to
identify the value of a third question
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Campaign
Management

Organize campaigns based on the segments you create

Segment your contacts based on specific criteria, such
as sales, contact profiles and interactions

Reuse existing segments, for example, specify whether
or not these segments are to be updated every time new
information on the contact is entered, or ‘freeze’ the
group for follow-up activities, such as direct mailing

Make use of multilanguage templates to target contacts
in different languages

Mail merge the identified segment with a Microsoft Word
document

Document
Management &
Interaction Log

Log the interactions that you have with your contacts,
such as a telephone call, a meeting or a letter. If an
interaction contains a document, you can save it under
the relevant contact and keep track of the document in
question

Record interactions performed in other application areas,
including documents send to your contacts

Call a contact simply by clicking the button on the contact
card and using TAPI (Telephony Application
Programming Interface) compliant telecom devices

Opportunity
Management

Keep track of sales opportunities
Section your sales process into different stages

Maintain an overview of opportunities in your sales
pipeline

Contact Search

Search for all information related to a contact, such as an
opportunity, an address or a comment

Misspell the contact name and you still retrieve
information as fuzzy logic functionality is available
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E-Mail Logging | og all your e-mail correspondence — inbound or

for Microsoft
Exchange

outbound

Log your e-mails sent through Navision or sent through
Microsoft Outlook

Server-based solution to keep your e-mails in their
natural environment

Outlook Client
Integration

Synchronize your to-dos and contacts in Navision Attain
with meetings, tasks and contacts in Microsoft Outlook

Create, update, cancel and delete records in one
program and the other program is automatically updated

Gain access to contact information when you are working
offline

Update your information through a batch job when you
are online again

System Requirements

Microsoft Exchange Server (min. version 5.5 with service pack 4) for E-Mail
Logging for Microsoft Exchange.

Navision supports graphical 32-bit technology and genuine client server,
multitasking environment. The following operating systems are supported:

Client 32-bit: Windows XP, Windows 2000, Windows NT, and Windows 98

Server: Navision Database Server: Windows 2000, Windows NT, IBM AlX

Microsoft SQL Server Option for Navision: Any operating system supported
by MS SQL Server 2000.
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2.3 SELLING POINTS FOR RELATIONSHIP MANAGEMENT

This section contains the selling points for Relationship Management. This
is not a very in-depth discussion of the selling points but only meant to give
you an overview. You can find a more in-depth discussion of the selling
points in the Selling Against Sheet for Relationship Management — you can
obtain this sheet from your local Microsoft Business Solutions office.

Integration to the ERP Solution

¢ A company only has to know one software platform.

e The product application area is completely integrated within Navision
Solutions. It is a front-office application that is supported by back-office
information.

Easily Adapts to Your Way of Working

e Itis possible to customize the application to meet specific needs. This
gives competitive advantages.

Easy to Use

e The new wizards, which are an integral part of Relationship
Management, help users to easily work with the product.

e |tis easy and quick to learn how to use the product.

All the Information You Need in One Place

e Customer information can easily be accessed while talking to a
customer on the phone. Communication is individually tailored to each
customer, and customer loyalty will increase as a result.
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Relationship Management Setup

In this chapter, you will learn about:

The Relationship Management Setup
Window

¢ Automatically Recorded Interactions

¢ Synchronization with Customers, Vendors
and Bank Accounts

¢ Duplicate Search

e E-mail Journaling
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3.1 THE RELATIONSHIP MANAGEMENT SETUP WINDOW

The General Tab

In the Relationship Management Setup window, you can decide how you
want the program to manage certain aspects of your contacts, for example,
default values and number series.

To open the Relationship Management Setup window, click Relationship
Management, Setup, Relationship Mgt. Setup.

The Relationship Management Setup window contains eight tabs:
e General

e Inheritance

e Defaults

e Interactions

e Synchronization

e Numbering

e Duplicates

e E-mail Logging

Attachment Storage

You can store within Navision all the documents that you send to your
contacts, as well as the documents that you receive from your contacts, for
example, letters, price lists, product information, and so on. You can assign
these documents as attachments to interaction templates, which you can
use to create interactions, for example sending a letter to a contact. (See
chapter 5 “Interactions and Document Management.”)

You can attach all types of documents to interaction templates and
interactions, for example, Microsoft Word documents, Microsoft Excel files,
Microsoft PowerPoint presentations, .txt files, and so on. Before you can
start working with attachments, you must specify the place where they will
be stored. You do this in the Relationship Management Setup window,
on the General tab.
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Inheritance

In the Attachment Storage Type field, you can decide where you want the
program to store the attachments: within Navision (option Embedded), or
on a disk file. In order to facilitate the access to attachments, it is
recommended that you store the attachments within Navision. However, if
you decide to store them on a disk file, ensure that all users of the
Relationship Management application area have access to it.

&= Relationship Management Setup

General | Inheritance | Defaults | Interactions || Synchronization | Mumbering | Duplicates | E-Mail Logging

Attachment Storage T.., | Epl=slsEs) =]

Search Index Mode . . . |suta &)

If you have selected Disk File as your attachment storage type, you can
specify in the Attachment Storage Location field, the drive and path to
the location where the attachments are stored.

Search Index Mode

The contact search index can be set manually or automatically. In the
Search Index Mode field, select the option you need - Auto or Manual.

If you select Auto, each time you add or modify any information, for
example, if you change the description of an interaction or a contact
address, the program will automatically process this information for future
search operations.

If you select Manual, you will need to run the Generate Search Index batch
job for the program to process the new or changed information for future
search operations.

Some information about contact companies is identical to information about
contact persons working within these companies, for example, the address
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details (for example, the Address, Address 2 and Post Code fields). The
program can automatically copy these fields from the contact company
card to the contact person card each time you create a contact person for a
recorded contact company. This prevents you from entering the same
information both on the contact company card and on the contact person
card.

You can have the program copy the following information:

The salesperson code

e The territory code

e The country code

e The language code

e Address details, that is the address, address 2, city, post code and
county

e Communication details, that is the fax number, telex answer back and
phone number

You can specify this in the Relationship Management Setup window, on
the Inheritance tab.

&= Relationship Management Setup

General | Inheritance | Defaults | Interactions || Synchronization | Mumbering | Duplicates | E-Mail Logging

Inherit
Salesperson Code . L .

Territory Code. . . . .

Counkry Code . L. L
Language Code . . . .
Address Details . . . .

Communication Details .

For example, if you want the program to automatically copy the
salesperson code from the contact company card to the contact cards of
the persons working within this company, you must insert a check mark in




Relationship Management Setup 3-5

Defaults

the Inherit Salesperson Code field.

When you modify one or more of these fields on the contact company card,
the program will automatically modify the field(s) on the contact person
card (unless you have manually modified the field on the contact person
card).

You can have the program automatically assign a specific language code,
territory code, salesperson code, country code and sales cycle code as
defaults to each new contact you create. To do this, you must enter the
codes you want to use as default values in the Relationship Management
Setup window, on the Defaults tab.

&= Relationship Management Setup

General | Inheritance | Defaults | Interactions || Synchronization | Mumbering | Duplicates | E-Mail Logging

Diefault
Salesperson Code . . .
Territory Code, . . . .
Counkry Code . .. L

Language Code . . . .

Cotrespondence Type .
Company Salutation ... [(COMPARY

Person Salutation Code M

B R R

Sales Cycle Code . L .

To-do Date Calculation. |

For example, if you want the program to automatically assign the country
code GB to each new contact you create, enter GB in the Default Country
Code field.

The inheritance of fields overrides the default values you have set up. For
example, if you have set up English as a default language, but the contact
company’s language has been modified to German, the program will
automatically assign German as the language code for the contact persons
you create for that company.
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Number Series

Default Salutation Codes

You can set up a default salutation code to be used automatically by the
program for your company contacts and your person contacts. To enter a
default company or person salutation code, in the Relationship
Management Setup window, on the Defaults tab, click the AssistButton in
the Company Salutation Code field or Person Salutation Code field.
Select a code from the Salutations window that appears, or enter a new
code and click OK (see chapter 11, "Multilanguage Salutation and
Attachment").

Default Sales Cycle Code

You can record in the program all the sales opportunities you have with
your contacts (see chapter 8, “Opportunity Management”). You can set up
a default sales cycle code that the program will automatically assign to
each new opportunity you create. You do this on the Defaults tab by
entering a sales cycle code in the Default Sales Cycle Code field.

You can set up number series for contacts, campaigns, to-dos, segments
and opportunities in the Relationship Management Setup window on the
Numbering tab.

& Relationship Management Setup

General | Inheritance | Defaults | Interactions | Synchronization | Numbering | Duplicates | E-Mail Logging

Contack Mos, . . .. . . e 3]
Campaign Mos, . . . . . CAMP
Segment Mos.. . . . . . SEGM
TodoMos, . o v 00 . Ti-Di
Opportunity Mos., . . . . QPP

For example, if you have set up a number series for contacts, then when
you press Enter in the No. field on the contact card, the program
automatically enters the next available contact number.
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3.2 AUTOMATICALLY RECORDED INTERACTIONS

The Relationship Management application area enables you to record all
the interactions you have with your contacts, for example, meetings, phone
calls, e-mails, correspondence, sales orders, invoices, and so on. The
program stores recorded interactions in the Interaction Log Entry table.
The Interaction Log Entry table contains the interactions you have
created manually using the Create Interaction wizard (or from the
Segment window) and also the interactions that the program records
automatically.

Sales, Purchase and Service Documents

The program can automatically record sales and purchase documents that
you create and print for your customers and vendors.

You can have the program automatically record an interaction when you do
the following things in the program:

e Print sales and purchase quotes

e Print sales and purchase orders

e Print sales and purchase invoices

¢ Print sales and purchase blanket orders
e Print sales reminders and statements

e Print sales and purchase credit memos
e Print sales shipment notes

e Print purchase receipts

o Create sales service orders

e Post sales service orders

e Print sales return orders and return receipts
e Print sales finance charge memos

e Print purchase return shipments and return order confirmations
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e Print service contracts, contract quotes and quotes

For the program to automatically record these types of interactions, you
must do the following:

1 Specify interaction template codes for sales, purchase and service
documents. You do this by clicking Relationship Management, Setup,
Interaction, Interaction Template Setup and specifying interaction
templates for the documents in the Interaction Template Setup
window, on the Sales, Purchases and Service tabs.

£ Interaction Template Setup |’._||’E|[5__(|

General | Sales | Purchases | Service

Invoices . . ... ... 3] Return Orders, . . . . . SYEDOC 3]
Credit Memos . . . . . . CREDIT =] Return Receipks. . . . . SYSDOC =
Order Confirmations, . . | S¥SDOC £ Finance Charge Memos . | 5Y¥SDOC £
{0, MTalu o R e SYSDIOC [+

Blanket Crders . . . . . SYSDOC 3]

Shipment Motes . . . . . SYSOOC [+

Skaterents . ... L SYSDOC [+

Reminders . . .. ... SYSDOC ]

2 Set up the synchronization with customers and vendors. You do this in
the Relationship Management Setup window, on the
Synchronization tab.

EE Relationship Management Setup

General | Inheritance | Defaults Interactionsl Synchronization | Mumbering | Duplicates | E-Mail Logging

Bus, Relation Code For, .

Customers :
N ERElORs e
Bark Accounts, .. . . BANE

3 Make sure that the customer or bank account is also recorded as a
contact in the Relationship Management application area.
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For example, if you want the program to automatically record the sales
quotes you print for your customers as interactions, you must enter an
interaction template code in the Sales Quotes field on the Interactions
tab.

E-Mails, Phone Calls and Cover Sheets

You can have the program automatically record an interaction when you:

e Print cover sheets for your contacts from the contact card and the
Segment window.

¢ Send e-mails to your contacts from the contact card, the customer
card, the vendor card and the bank account card by clicking the icon to
the right of the E-Mail field and using the Create E-Mail wizard.

e Call your contacts from the contact card, the customer card, the vendor
card and the bank account card by clicking the icon to the right of the
Phone No. field and using the Make Phone Call wizard. (You must
have a TAPI compliant telephone and the right installation.)

For the program to do this you must specify interaction template codes for
e-mails, cover sheets and outgoing phone calls in the Interaction
Template Setup window, on the General tab.

EE Interaction Template Setup E@@

General | Sales | Purchases | Service

E-Mails . . . . ... . . D= [
Cover Shests . . . . L COVERSH 3
Oukgoing Calls . . . . . QUTGOING [+

For example, if you want the program to automatically record the e-mails
you send to your contacts as interactions, you must enter an interaction
template code in the E-Mails field on the General tab.

Recording Interactions from the Customer Card, the Vendor Card and the Bank Account
Card

On the customer card, the vendor card and the bank account card, on the
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Communication tab, there is an icon with a telephone to the right of the
Phone No. field. You can only use this button to record telephone calls as
interactions if the customer, vendor or bank account is also recorded as a
contact in the Relationship Management application area.

& 10000 The Cannon Group PLC - Customer Card

zeneral | Communication |Inv0icing Payments | Shipping | Foreign Trade | Commerce Porkal

Phone Mo, . .. .. .. I:l

FaxNo.. . ... ... L ]

E-Mail. ... ... ... |the.cannon.group.plc@cronuscorp... |
Home Page . . . . . .. | |

[gustomer v] [ Sales v] [ Help ]




Relationship Management Setup 3-11

3.3 SYNCHRONIZATION WITH CUSTOMERS, VENDORS AND BANK
ACCOUNTS

If some contacts are also customers, vendors, and/or bank accounts, you
can synchronize their contact cards with their customer cards, vendor
cards, and/or bank account cards.

Before you can synchronize contacts with customers, vendors and/or bank
accounts, you must specify a business relation code for customers,
vendors and bank accounts in the Relationship Management Setup
window on the Synchronization tab.

EE Relationship Management Setup

General | Inheritance | Defaulks | Interactions | Synchronization | Numbering | Duplicates | E-Mail Logging

Bus, Relation Code For, .

Customers . . . . . . [+
N ERElORs e VEND
Bark Accounts, .. . . BANE

For example, in order for the program to synchronize contact cards with
customer cards, you must enter a business relation code in the Bus.
Relation Code for Customers field.

If you want the program to record the sales document that you print for your
customers as an interaction, you must specify a business relation code in
the Bus. Relation Code for Customers field.

If you want the program to record the purchase document that you print for
your vendors as an interaction, you must specify a business relation code
in the Bus. Relation Code for Vendors field.
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Synchronizing the Contact Card with the Customer Card, Vendor Card and/or Bank

Account Card

After you have specified business relation codes for customers, vendors
and bank accounts, you can synchronize contacts with customers, vendors
and bank accounts by:

Creating contacts as customers, vendors and/or bank accounts from
the contact card.

Creating contacts from customers, vendors and/or bank accounts.

Linking contacts with existing customers, vendors and/or bank
accounts.

Some details such as invoicing and posting information do not appear on
the contact card. You have to add them manually on the customer card,
vendor card and/or bank account card when you create contacts as
customers, vendors and/or bank accounts.

Consequences of Synchronization

When the contact card is synchronized with the customer card, the vendor
card and/or bank account card:

You only have to update information in one place. For example, if you
modify the phone number on the contact card, the program will
automatically make the same modification on the customer card,
vendor card, and/or bank account card.

If you have specified a number series for contacts, then when you
create a customer card, a vendor card or a bank account card, the
program automatically creates a contact card for the customer, vendor
or bank account.

You can open the contact’s customer card or vendor card, and from
there create sales quotes, blanket orders and orders, or purchase
quotes, blanket orders and orders.

You can have the program record interactions when you perform
actions in Navision, such as printing orders, blanket orders, creating
sales service orders, sending e-mails, and so on.

If you delete a contact linked to a customer, vendor and/or bank
account, only the contact card is removed from the program. The
customer card, vendor card and/or bank account card remain(s) in the
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program.

e If you delete a customer, vendor and/or bank account linked to the
contact, the contact card remains in the program.
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3.4 DUPLICATE SEARCH

The Relationship Management application area enables you to search for
duplicate contacts. The contact duplicate search only applies to contact
companies (and not to contact persons).

You can search for duplicates in two ways:

¢ You can have the program automatically generate search strings and
search for a possible duplicate each time you enter a contact.

e Oryou can search for contacts manually, for example, after you have
entered new contacts.

Setting Up the Automatic Search for Duplicates

In the Relationship Management Setup window, on the Duplicates tab,
you can specify the way you want to search for duplicates.

£ Relationship Management Setup

General | Inheritance | Defaults | Interactions || Synchronization | Mumbering | Duplicates | E-Mail Logging

Maintain Dupl. Search ...
Autosearch For Duplica. ..

SearchHE % . . .. . . 60| | Search Strings

Insert a check mark in the Maintain Dupl. Search String field if you want
the program to automatically maintain the search strings you have defined
in the Search String Setup window (see below).

Insert a check mark in the Autosearch for Duplicates field if you want the
program to automatically search for duplicates each time you create a new
contact.
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Setting Up Duplicate Search Strings

When searching for duplicates, the program uses search strings. You can
set up search strings in the Duplicate Search String Setup window by
combining the first and last characters of any of the following fields in the
Contact table: Name, Name 2, Address, Address 2, Post Code, City,
Phone No. and VAT Registration No.

Each time you generate the duplicate search (or each time you create a

new company), the program will compare the new contact’s search strings
with the search strings of the other contacts in the program.

Example

In the Duplicate Search String Setup window, you can set up the
following search strings:

& Duplicate Search String Setup g@]g|

Field Part of Field Length

» Name| (=] First 5
Mame Last 5
Address First 5
Address Last 5
Post Code First g
Post Code Last 5
City First 5
ity Last 5
Phone Mo, First 5
Phone Mo, Last g

Then, for a contact with the following information:
London Postmaster
10 North Lake Avenue
London GB-N12 5XY
VAT Registration No.: 895741963
Tel: 5544 5566
The program will create the following search strings:

LONDO, ASTER, 10NOR, VENUE, LONDO, ONDON, GBN12, 125XY,
89574, 41963, 55445, 45566
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The Search Hit Percentage

In the Relationship Management Setup window, on the Duplicates tab,
you can define a search hit percentage. The search hit percentage is the
level of precision you want the program to apply when searching for
duplicates.

In the Search Hit % field, you can enter a percentage, which indicates how
many search strings must be identical between two contacts for the
program to consider them duplicates:

¢ Alow percentage results in the program finding many duplicates, but
many of these will not be true duplicates. For example, if the percent is
equal to 5, the program will consider as duplicates all contacts with 5%
of identical search strings.

¢ A high percentage gives a better chance of finding true duplicates. For
example, if the percent is equal to 90, the program will consider as
duplicates all contacts with 90% of identical search strings.

Example

Look back at the previous example.

If the search hit percent is equal to 50%, then when five of another
contact’s search strings (out of ten search strings in total) are identical to
the search strings generated for London Postmaster., the program will
consider the two contacts duplicates.
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3.5 E-MAIL LOGGING

With the Relationship Management application area, you can exchange e-
mails with your contacts, customers, vendors and so on. You can send and
receive your e-mails either from Navision or from Microsoft Outlook.

Setting Up the E-Mail Parameters

Before you can exchange e-mails this way and have the system store and
queue your e-mails, you must set up the parameters on the E-mail
Logging tab in the Relationship Management Setup window:

1 In the Time Interval (Sec.) field, enter the interval in seconds that you
want the e-mail dispatcher to use for checking for mails in the
Navision Queue folder. The default is 30 seconds but you can change
that.

2  Inthe E-Mail Logging Profile Name field, use the Browse button to
find a profile name to insert in the field. If you only have one Outlook
profile (which is normally the case), this profile will automatically be
selected when you click the Browse button.

3 In the Queue Folder Name field, use the Browse button to set the
folder in Outlook that you want to use as your queue folder for your e-
mails.

4 In the Storage Folder Name field, use the Browse button to set the
folder in Outlook that you want to use as your storage folder for your
e-mails.

5  Use the E-Mail Logging User ID field to enter the Navision user you
want to use for the logging or click the AssistButton and fill in the fields
in the Database Logins window that appears. When this Navision
user logs in, the e-mail dispatcher starts logging with the interval you
specified in the Time Interval (Sec.) field.

If you use a Navision Application Server, this field should not be filled
out.
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& Relationship Management Setup

General | Inheritance | Defaulks | Interactions | Synchronization || Mumbering | Duplicates | E-Mail Logging
Time Inkerval (Sec.) . . .
E-Mail Logging Prafile ... | Outloak
Queue Folder Mame . . . | Public Foldersial Public FoldersiMavisia. ..
Storage Folder Mame . . | Public FoldersiAll Public FoldersiMavisio. ..
E-Mail Logging User ID, . |SUPERS
Note

For more detailed information about installation and setup of the e-mail
logging functionality, please refer to the following technical white paper:
Relationship Management—Navision Technical White Paper.




Chapter 4

Contacts

This chapter contains the following sections:

e  Setting Up Contacts

The Contact Card

¢ Creating Contact Companies
e Creating Contact Persons

¢ Searching for Contacts

¢ Searching for Duplicates

e Synchronizing Contacts with Customers,
Vendors and Bank Accounts

¢  Exporting Contacts
e Contact Statistics

e Contact Reports

* Exercise

e Self-Test
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4.1 SETTING UP CONTACTS

In the Relationship Management application area, you can record as
contacts all the external entities that you have business relations with, for
example, customers, prospective customers, vendors, lawyers,
consultants, and so on.

When creating contacts in the program, you can enter specific information,
such as the industry the contact companies belong to, your business
relations with the contacts, and so on. Before you can do this, you must set
up the different codes you will use to assign this information to your contact
companies and people: mailing groups, industry groups, business relations,
Web sources, organizational levels and job responsibilities.

Setting Up Mailing Groups

Mailing groups are used to identify groups of contacts that you want to
send the same information to, such as a price list or a Christmas card. You
set up mailing groups in the Mailing Groups window.

To set up mailing groups, follow this procedure:

1 Click Relationship Management, Setup, Mailing Groups. The Mailing
Groups window appears.

& Mailing Groups E@@

Code Description Mo, of C...
b | 5-CARD ¥-mas card 13
#-GIFT ¥-mas gift 1

e T

2 Press F3 to enter a new mailing group.
3 Inthe Code field, enter a code for the new mailing group.
4 In the Description field, enter a description of the new mailing group.

The No. of Contacts field contains the number of contacts that have been
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assigned the mailing group. To see a list of the contacts you have assigned
the mailing group, click the AssistButton to the right of the No. of Contacts
field, or click Mailing Group, Contacts. The Mailing Group Contacts

window appears.

& X-CARD X-mas card - Mailing Group Contacts

| |cTzo0001
| |cTzono0z
| |cTz00091
—

| |cTeon0sd

| CT200105
—
CT200107

Contact ...
11000} (3] Eco Office Inc.

Conkack Company Mame

Officeland Of Manchester
Mational Wholesale Carp
efmericonda

DHL Express

Capital Office Furnishings
Taylor's Office 'Warehous
WioodImes Ltd

Furnitures At Work,
National Wholesale Corp
& Gibson"s LawFirm

Zonkack Name
Christie Moon
Andy Teal

David 1. Liu

Sisser Wichmann
David Campbel
Michael Preiffer
Pat Colemnan
Henrning Serritsley
Pete Mals

Dvlan Miller

David Cliver Lawrence

|

In this window, you can assign new contacts to the mailing group.

Setting Up Industry Groups

You can use industry groups to specify which industry your contact
companies belong to, for example, the retail industry. You set up industry
groups in the Industry Groups window.

To open the Industry Groups window, click Relationship Management,
Setup, Company, Industry Groups:

£ Industry, Groups

Code
ADVERT
LAWYER
MAN
PRESS
RET
WHOLE|

Dezcripkion
Advertising

Lawwyer or Accountant
Manufacturer

Tw-station, Fadio or Press

Retail
Whilesale

Mo, of C..,

L I S R I

Industry ... v] [ Help ]

To set up industry groups, follow the same procedure as for setting up
mailing groups.
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The No. of Contacts field contains the number of contact companies that
have been assigned the industry group. To see a list of the contact
companies that you have assigned the industry group, click the
AssistButton to the right of the No. of Contacts field, or click Industry
Group, Contacts. The Industry Group Contacts window appears. In this
window, you can assign contact companies to the industry group.

Setting Up Business Relations

Business relations are used to indicate the business relationship you have
with your contact companies. You can specify whether a contact is a
customer, a bank, a vendor, and so on. You set up business relations in the
Business Relations window.

To open the Business Relations window, click Relationship Management,
Setup, Company, Business Relations:

& Business Relations

Code Description Mo, of C...
ACCOUNT  Accountant 1
ATHOR Authorities i]
BAMEK Bank Account 5
CUST Customer 65
0B Job- and temp agent 3
LA Lawvwyer 3
PRESS Press, news and media z
PROS Prospeckive Customer 11
TRAVEL Travel agencies 1
» | WEMD) wendor 66
Business ... v] [ Help ]

To set up business relations, follow the same procedure as for setting up
mailing groups.

The No. of Contacts field contains the number of contact companies that
have been assigned the business relation. To see a list of the contact
companies that you have assigned the business relation, click the
AssistButton to the right of the No. of Contacts field, or click Business
Relation, Contacts. The Business Relation Contacts window appears. In
this window, you can assign business relations to other contact companies.

Setting Up Web Sources

In the Web Sources window, you can set up the Web sources (search
engines and Web sites) you want the program to use when looking for
information about your contact companies on the Internet.
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To open the Web Sources window, click Relationship Management, Setup,
Company, Web Sources.

& Web Sources

Code Description LIRL Comment
I ALTAVIST.C\| Alkavista Rkt e, altavista. comfcgi-...
|0 E0.Ccom hktp: e, g, com) Titles?eal,
- M3N Microsoft Metwork, http:ffsearch.msn. comyresalts, .
|USSTOCK Stack info by symbol http:jffinance.yahoo.com/q?s. ..
_|¥AHOD Yahoo bttt fink. wahoo, combinquer . .
[ﬂeb S0U... v] [ Help

In the URL field, enter the URL the program will use to search for
information about the contact company on the Internet. Type %7 to indicate
the place of the search word in the URL. When you launch the Web source
from a contact card, the program will replace %1 with the search word (for
example, the name of the company) that you have entered in the Contact
Web Sources window.

Setting Up Organizational Levels

In the Organizational Levels window, you can set up the organizational
levels you want to use when entering information about your contact
people, for example, Manager.

To open the Organizational Levels window, click Relationship
Management, Setup, Person, Organizational Levels:

EE Organizational Levels E|E| El

Code Descripkion

CEO| Chief Executive Officer
CFO Chief Financial Officer
J-MANA Junior Manager

MAMA Manager

SALEMP Salaried Employes
SEMMAN Senior Manager




Relationship Management-Navision® 3.70

Setting Up Job Responsibilities

In the Job Responsibilities window, you can set up the job responsibilities
you want to use when entering information about your contact persons, for
example, Sales Responsible.

To open the Job Responsibilities window, click Relationship
Management, Setup, Person, Job Responsibilities.

The No. of Contacts field contains the number of contact people that have
been assigned the job responsibility. To see a list of the contact people that
you have assigned the job responsibility, click the AssistButton to the right

of the No. of Contacts field, or click Job Responsibility, Contacts. The Job

Responsibility Contacts window appears.

BE SALE Sales Responsible - Joh Responsibility Contacts

Contack ..,

p | CT100002
CT100124
CT100125
CT100127
CT100125
CT100134
CT100135
CT100136
CT100137
CT100141
<

Contact Mame

ihriskie Moon

i Eco Office Inc, -

Adam Barr
Andrew Lan
Barbara Moreland
Mark. Harrington
Julia Moseley
Andreas Berglund
Diane Tibbott
Enrique il Gomez
John Tippett

8=

Contact Company Mame

Lordship Lane Furnishiers

Zane Showroom

Compohandler Led

London Postmaster

vllie £ Mar

Viksjd Snickerifabrik A

Tavylor's Qffice Warehous

Subacqua

Bovbridage Tool Mart L
>

In this window, you can assign new contact persons to the job

responsibility.
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4.2 THE CONTACT CARD

The contact card contains information about your contacts. To open the
contact card, click Relationship Management, Contacts.

You can use the contact card to view information about your contacts, and
you can also create a new card for each contact company or person that
you want to record in the program.

The contact card contains both basic information (for example, the name,
address and phone number of the contact) and more detailed information
that helps you improve and personalize your business relationship with
your contacts, such as information about a company’s size and ownership,
and information about people’s interests and family life.

Here is the contact card for The Cannon Group:

& CT000001 The Cannon Group PLC - Contact Card

=13

General | Communication | Segmentation | Foreign Trade | Commerce Portal
o £T000001 =l £ SearchMame . . . . . . THE CAMNON GR...
Type. e Company = Phome Mo, . . . .. ..
Salesperson Code . . . . |PS
Salutakion Code, . . . . COMPANY
[amajiiieermiarat] The Cannon Group PLC (]| Last Date Modified . . . | 31-01-03
A dres s iR 192 Market Square Date of Last Interaction . | 31-01-03
Acddres sERlERE R Last Date Attempted . . | 31-01-03
Past Codef/City . . . . . GB-B27 4KT [#]| |Birrninabiarn Mexk To-daDate . . . .
Courtry Code, . .. L GE (%]
Question Answer Que... Last Dat...
| Discount (%) Last Year Low discounk usage 31-01-01
Discount (%) Current Year Medium discount usage 31-01-01
Profit {LCY) Current Year Top 25 % of Cuskomers 31-01-01
Company Cwnership Stackexchange 31-01-01
Mo, of employvees 1..99 31-01-01
[ Contack v] [ Functions v] [Create lnteract] [ Help

By combining general and detailed information about the contact, the
contact card gives you an instant view of who the contact is. The contact
card is composed of two parts:

e The header, which contains general, communication, segmentation,
and foreign trade information about the contact.

e The lines, which contain an overview of the contact’s profile. You can
enter the contact’s profile in the Contact Profile Answers window
(see chapter 9, “Profiling and Classification”).
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The General Tab

On the General tab, you can view general information about your contact.

The Type of Contact

The contact card can contain both contact people and contact companies.
In the Type field, you can see whether the contact is a company or a
person:

e If the contact is a person, the Company No. field contains the number
of the contact company the person works for, and the Company Name
field contains the name of the contact company the person works for.

e If the contact is a company, the Company No. and Company Name
fields are not active.

Company Details
If the contact is a person, you can view details about the company that the

contact person works for in the Company Details window.

To open the Company Details window, click the AssistButton to the right
of the Company Name field.

£ CT000001 The Cannon Group PLC - Comp... E|@|E|

General

L =y e e The Cannon Graup PLC

Nl eSS e 192 Market Square

Address 2, . . . . ...

PostCode . . .. ... GB-B27 4KT [#]| |Birmingharn
Country Code, . ., . . =2} [

RhoneilotE

In this window, you can see a short presentation of the company. It
contains the basic information that identifies the contact company the
person works for, such as name and address details. This window enables
you to see which company a contact person works for without having to
open the contact card.
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Name Details
If the contact is a person, you can see the details of the contact’'s name in

the Name Details window.

To open the Name Details window, click the AssistButton to the right of the
Name field.

B CT200136 Mindy Martin - Name Details (i=)E3

General
Salutation Code . . L . . F-MAR. 3
obiliEle e e o
Initials . . . ... ...
Firctifameis s Ilindy
Middle Mame L.
SLERAM e Iartin
Language Code . . . . . EMU 3]
[ Salutations ] [ Help

In this window, you can enter the different parts of a contact’'s name, as
well as the contact’s job title and assigned salutation.

The Interactions Involving the Contact

The Date of Last Interaction field on the contact card contains the date of
the last successful interaction involving the contact, for example, a received
or sent mail or e-mail.

The Last Date Attempted field contains the date when the contact was
last contacted, for example when you tried to call the contact with or
without success.

The information contained in the Date of Last Interaction and Last Date
Attempted fields depends on the type of contact:

e If the contact is a company, the Date of Last Interaction and Last
Date Attempted fields contain information based on the interactions
involving the company, as well as those involving the people working
for that company.

e If the contact is a person, the Date of Last Interaction and Last Date
Attempted fields contain information based on the interactions

involving the particular person.

To see more details about the interaction, click the AssistButton to the right
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of the field.

The To-dos Involving the Contact
The Next To-do Date field contains the date of the next to-do involving the

contact.

To see more information about the to-do, click the AssistButton to the right
of the field.

The Segmentation Tab

The Segmentation tab contains information about the mailing groups,
industry groups, business relations, job responsibilities and organizational
levels assigned to the contact. Click the Segmentation tab.

& CT000001 The Cannon Group PLC - Contact Card E|[E|E|

General | Communication | Segmentation | Foreign Trade | Commerce Portal

Ma. of Mailing Groups . . 0

Mo, of Business Relations

Mo, of Industry Groups . 0

Exclude from Seament, . []

Question Answer Que... Last Dat...
| Discount (%) Last Year Low discounk usage 31-01-01
Discount (%) Current Year Medium discount usage 31-01-01
Profit {LCY) Current Year Top 25 % of Cuskomers 31-01-01
Company Cwnership Stackexchange 31-01-01
Mo, of employvees 1..99 31-01-01

[ Contack v] [ Functions v] [Create lnteract] [ Help

The No. of Mailing Groups field contains the number of mailing groups
assigned to the contact.

The No. of Business Relations field contains the number of business
relations assigned to the contact.

The No. of Industry Groups field contains the number of industry groups
assigned to the contact.

If the contact is a person, the No. of Mailing Groups, No. of Business
Relations and No. of Industry Groups fields contain information about the
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mailing groups, business relations, and industry groups assigned to the
contact company the person works for. Click the AssistButton to the right of
these fields to see which mailing groups, business relations and industry
groups that the contact is assigned to.

For example, if you click the AssistButton to the right of the No. of
Business Relations field, the Contact Business Relations window
appears, containing a list of the business relations you have assigned to
the contact company.

Business. .. | Business Relation Description
p|cusT (2] Customer

The No. of Job Responsibility and Organizational Level Code fields are
only valid for contact people.

A check mark in the Exclude from Segment field indicates that the
program should not include the contact in segments.

Viewing Related Contacts

You can view a list of the contacts working within a company in the
Contact List window. This window contains both the contact company and
the people working within the company.

To view a list of the contact people working for The Cannon Group, on the
contact card for The Cannon Group, click Contact, Related Contacts.
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& CTO00001 The Cannon Group PLC - Contact List

Mo, Mame Fhone Mo, Salesper... | Territory... Search N...
Z e FORETGM  THE CAN...
| CT100140  David Hodgson 3] MIC DAVID H. ..
| |CT100156 John Emory Ps MID JOHME...
| CT200136  Mindy Martin 3] FOREIGM  MIMDY M...
| CT100210  Stephanie Bourne F5 MID STEPHA...
[ Contack v] [ Funckions v] [Create 1nteract] [ Help ]

This window gives you a quick overview of your contact people within a
company, and enables you to quickly and easily navigate from a contact
person card to the contact card of the company the person works for, or to
the contact card of other people working for the same contact company.




Contacts 4-13

4.3 CREATING CONTACT COMPANIES

You create a contact company by setting up a contact card for the
company.

To create a contact company in the Relationship Management application
area, follow this procedure:

1 Click Relationship Management, Contacts. The contact card appears.
2  Press F3 to enter a new contact.

3 Inthe No. field, press ENTER to have the program automatically enter
the next available contact number.

4 Inthe Type field, select Company.
5 In the Name field, enter the name of the contact company.

6 In the Address, Post Code/City, and Phone No. fields, fill in the
relevant information.

7 In the Salesperson Code field, select the name of the responsible
salesperson.

After you have created a contact card for your new contact company, you
can enter more detailed information, such as the industry the company
belongs to, your business relationship with the company, and so on.

Assigning Industry Groups to Contact Companies

To assign an industry group to a contact, follow this procedure:

1 On the contact card, click Contact, Company, Industry Groups. The
Contact Industry Groups window appears.
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& CT000151 MultiSport Ltd. - C... [Z][8][X]

Industry. .. | Industry Group Description
||

Press F3 to assign a new industry group to the company.

Click the AssistButton to the right of the Industry Group Code field to
see the available industry groups.

Select the relevant industry group and click OK.

The program automatically enters 7, in the No. of Industry Groups field,

on th

e Segmentation tab of the contact card.

Assigning Business Relations

To assign business relations to a contact, follow this procedure:

On the contact card, click Contact, Company, Business Relations. The
Contact Business Relations window appears.

Press F3 to assign a new business relation to the company.

Click the AssistButton to the right of the Business Relation Code
field to see the available business relations.

Select the relevant business relation code and click OK.

The program automatically enters 7, in the No. of Business Relations

field,

Assigning Web Sources

on the Segmentation tab of the contact card.

You use Web sources to have quick access to all types of information

abou

t your contact on the Internet.
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In the Contact Web Sources window, you can select a search engine or
Web site and enter a search word that the program will use when searching
for information about the contact on the Internet.

To assign a Web source to a contact, follow this procedure:

1 On the contact card, click Contact, Company, Web Sources. The
Contact Web Sources window appears.

2 Inthe Web Source Code field, select the desired search engine or
Web site.

3  Inthe Search Word field, enter the word you want the program to use
to search for information about the company.

Launching Web Sources

To have the program open your Internet browser and display a list of
matching links, click Function, Launch.

Entering Comments

You can enter comments about a contact in the RIshp. Mgt. Comment
Sheet window. Follow this procedure:

1 On the contact card, click Contact, Comments.

& CT000001 The Cannon Group PLC - Rishp.... [= |[8]]

Date Comment
# | 10-02-03 |

Comments v] [ Help ]

2  The work date automatically appears in the Date field. You can enter
another date if you like.

3 Inthe Comment field, enter any comments you have about the
contact.
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Exercise 1

Setting Up a Contact Company

As a salesperson working for Cronus, you regularly meet prospective
customers. At the end of each week, you enter the results of your visits in
the Relationship Management application area.

Earlier today, you had a meeting with a new prospective customer, a
company called MultiSport, which seemed to be interested in Cronus’ new
bicycle model.

1 Create MultiSport as a contact company in the Relationship
Management application area. The company details are:

MultiSport Ltd.

2200 Newport Street
GB-N12 5XY  London
Telephone 5050-4545

Richard Lum (RL) is the responsible salesperson.

2 As areseller of sport equipment, MultiSport Ltd. belongs to the retail
industry. Assign the Retail industry group to MultiSport.

3 MultiSport is not yet a customer of Cronus, but a prospective
customer. Enter the business relationship you have with MultiSport in
the Contact Business Relations window.

4  Because you closely follow your contacts’ business environment, you
would like to have quick access, through Yahoo, to all types of
information about MultiSport Ltd. on the Internet. Assign Yahoo as a
Web source for MultiSport. Use Multisport as the search word.

5  You would like to specify that any question concerning MultiSport be
addressed to you. Enter this information in the RIshp. Mgt. Comment
Sheet window.
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Solutions

The contact card for MultiSport Ltd. should look like this:

& CT000151 MultiSport Ltd. - Contact Card

General | Communication | Segmentation || Foreign Trade | Commerce Portal
Moo oo dl Searchblame . . . . . .
TYPE . oo Comparty = Phome Mo, . . ... ..

|:| Salesperson Code . . . . |RL [+]

Salutation Code, . . . . COMPANY
Name st [MultiSpart Lkd. [=| Last Date Madified . . . | 10-02-03
Address . L. 2200 Newpart Street | Date of Last Inkeraction .
Address 2, . .. L. L [ | Last Date Attempted . .
Post CodefCity . . . . . |GB-n1zSxy (] [London | MextTo-doDate . . . .
Courtry Code, L L . L [eis) (]
[ Contack v] [anctions v] [Create 1nteract] [ Help

When you have assigned an industry group to MultiSport, the
Segmentation tab on the contact card should look like this:

& CT000151 MultiSport Ltd. - Contact Card =13
General | Communication | Segmentation | Foreign Trade | Commerce Portal
Mo, of Mailing Groups . 0
Mo, of Business Relations a

Mo, of Industry Groups

Exclude from Segment. .

[ Contack v] [anctions v] [Create 1nteract] [ Help

When you have assigned a business relation code to MultiSport, the
Contact Business Relations window should look like this:




4-18

Relationship Management-Navision® 3.70

& CT000151 MultiSport Lid. - C.. .

Business... Business Relation Description
b |PROS Prospective Customer

On the contact card, on the Segmentation tab, the No. of Business
Relations field should contain.

When you have assigned a Web source to MultiSport, the Contact Web
Sources window should look like this:

£ CT000151 MultiSport Ltd. - Contact Web Sources

“Web Sou... Web Source Description Search Word
YAHOO  Yahoo Multisport|

Functions v] [ Help
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4.4 CREATING CONTACT PERSONS

You create a contact person by setting up a contact card for the person.
You can create contact persons for existing contact companies, or you can
create independent contact persons.

Creating Contact Persons for Existing Contact Companies
To create a contact person for an existing contact company, follow this
procedure:
1 Click Relationship Management, Contacts.

2 On the contact card, press F3 to enter a new card.

3 In the No. field, press ENTER to have the program automatically enter
the next available contact number.

4 In the Type field, enter Person.

5 Inthe Company No. field, enter the contact number of the relevant
contact company. Click the AssistButton to the right of the field to see
a list of the existing contacts.

The program automatically copies the address details, salesperson code
and phone number from the company's contact card to the contact
person’s contact card.

Entering Name Details

To enter the details of the contact person’s name, follow this procedure:

1 Open the Name Details window by clicking the AssistButton to the
right of the Name field.

2 In the Salutation Code field, click the AssistButton to the right to open
the Salutations window

3 In the Salutations window, click Salutation, Formulas to open the
Salutation Formulas window, and select or create a salutation
formula as described in Chapter 10 "Multilanguage Salutation and
Attachment”.
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Creating Independent Contact Persons

The Relationship Management application area also enables you to record
independent contact persons. Independent contact persons are people who
don’t work for a particular company, but who work independently or free-
lance. You can enter the details of an independent contact person on a
contact card.

To create an independent contact person, follow this procedure:

1 Click Relationship Management, Contacts.

2 On the contact card, press F3 to enter a new card.

3 In the No. field, press ENTER to have the program automatically enter
the next available contact number.

4 In the Type field, enter Person.
5 Leave the Company No. field empty.
6 In the Name field, enter the contact person’s name.

7  Enter the contact person’s address details in the appropriate fields.

Finding an Independent Contact in the Contact List Window

Exercise 2

The program automatically inserts independent contact people at the top of
the Contact List window.

To find the independent contact in the Contact List window, go to the
contact card and click Contact, List. Then scroll to the top of the Contact
List window.

The program displays the independent contacts in alphabetical order.

Creating Contact Persons

A few weeks after your first meeting at MultiSport, you meet the purchaser,
Mr. Smith. When you come back to the office, you would like to record Mr.
Smith in the program as a contact person at MultiSport. Mr. Smith gave you
his business card, which looks like this:
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MultiSport Ltd.

Sportswear

John Smith - Purchaser
2200 Newport Street, GB-N12 5XY London

Phone 5050 4545 Direct 5050 4567

1 Create a contact card for Mr. Smith. Include the details listed on the
business card.

2 Enter Mr. Smith’s details in the Name Details window.
3 Enter John Smith’s job responsibility in the program.

For the translation of all publications concerning their products and
corporate information, Cronus works with a freelance translator, Madeline
Parker. You would like to record her as a contact in the program.

1 Create a contact card for Madeline Parker as an independent contact
person.

2 Enter Madeline Parker’s address details:

456 Swimthon Street
GB-MQO2 4RT Manchester

3 Find Madeline Parker’s name in the Contact List window.
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Solutions

When you have entered John Smith’s details, the Name Details window
should look like this:

& CT000152 John - Hame Details

General

Salutation Code, . L L

obETitlEs |Purchaser |
Initials v 00

First Mame . . . . . . . [30hn |
Middle Name . . L. [ |
SUnAME R [ Smith] |
Language Code . . . . .

[ Salutations ] [ Help

The program automatically enters the contact person’s full name in the
Name field on the contact card.

The contact card you have just created looks like this:

& CT000152 John Smith - Contact Card

General | Communication | Segmentation | Foreign Trade | Commerce Portal

i G /l D
e Persan ] Phome Mo, . . .. ..
Company Mo, . . ... CTOO0151 (] Salesperson Code . . . . |RL
Company Mame . . . . . MultiSpork Lkd. 2] Salutation Code, . . . . M
Hlameit i i, [30hin Smith| [=l| Last Date Modified . . . | 10-02-03
AddressEliisied e 2200 Mewport Street | Date of Last Interaction .

Address2, . .. ... [ | Last Date Attempted . .

Past CodefCity . . . . . [gB-n1zsxy (3] [London | MextTo-daDate . . . .

Courtry Code, . . . . GE [+]

[ Contack v] [anctions v] [Create lnteract] [ Help

When you have entered John Smith’s job responsibility, the Contact Job
Responsibility window will look like this:
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& CTo00152

Job Res...

PURCHASE Purchase Resnonsible

John Smith - Cont..

Job Responsibility Description

The contact card for Madeline Parker should look like this:

B8 CT000153 Madeline Parker - Contact Card

General | Communication | Segmentation | Foreign Trade

Commerce Porkal

Campany Mo. .

Company Mame

Address . . .
Address 2, . .
Post Code/Ciky

Country Code.

..... CTOO0153 = #
..... Person =]

Search Mame . . . .

Phome Mo, . . 0

Salesperson Code . . . .

Salukation Code ., . .

..... [Madeling Parker

Last Date Modified

g H

..... [456 Swimthan Street

..... [gB-moz 4RT (] [Manchester

.....

MADELIME PARKER.

10-02-03

Date of Last Interaction .
Last Date Atternpted . .
Mext To-do Date . 4

Contack

v] [anctions v] [Create Lnteract] [

Help

The Contact List window should look like this:

& Contact

Ma,
 |cTionziz
CTO00145
CTO00153
CT100223
CT200006
CTO00146
CTi00211
CTO00147
CTO00148
CTO00150
 |cr100006

Mame Phone Mo, Salesper...
Karen frcher MD
Linda Martin LM
iMadeline Parker

Magnus Hedlund P3
Mark Mearthur IR
Mary A, Dempsey MO
Peter Conelly D
Peter Saddow PS
Richard Lum RL
Standard Conkact ternplate

A Gibson™s Lawfirm AH

Territory ...
Sl

FOREIGM
SWAL

EANG

Search M.,
KAREM &...
LIMDA M...
MADELL..

MAGNLS. ..
MARK M...
MARY A....
PETER C...
PETER. 5...
RICHAR...
STAMNDA. ..
A GIESC,, .

13

|i£

l

84 l [ Cancel ] [ Conkack

v] [anctions v] [Create Lnteract] [

Help
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4.5 SEARCHING FOR CONTACTS

The Contact Search feature allows you to increase the accuracy of your
search for contact information. The results of the search will be based on
the nearest match or closest match for the word or group of words you
have entered in the Find What field. You do not have to enter the exact
word or phrase in order to find results with the Contact Search feature; just
one of the words you are looking for will do.

For example, when an employee receives a phone call, he needs to quickly
find the contact card and other information to serve the customer
individually. The employee may not always have his customer’s complete
name to search for or perhaps he can’t remember exactly how it is spelled.
With Contact Search the employee can find his customer’s contact card
using the approximate spelling of the customer’s name or just the
customer’s company name or some other detail about the customer that he
can remember quickly.

Fields Supported by Contact Search
While searching for contacts, the program considers the following fields:
In the Contact table:
e Name

e Search Name

e Name 2

e Address

e Address 2
o City

e Phone No.

e Telex No.

e Fax No.

e Telex Answer Back

e VAT Registration No.
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e Post Code
e County
e E-Mail
e Home Page
¢ Company Name
e Mobile Phone No.
e Pager
In the Rlshp. Mgt. Comment Line table:
e Comment
In the Interaction Log Entry table:
e Description
e Subject
In the To-do table:
e Description
In the Opportunity table:
e Description
Blurry Keys

For all words the program has found in the fields listed above, it creates

one or two blurry keys following a certain fuzzy logic algorithm, for
example, JN and AN for Jean or KRX and KRK for Karch. After the

program has completed the search for the exact match, it performs the
search on the basis of the blurry keys which allows you to find words

with a close spelling and/or pronunciation in the languages of the

Romano-Germanic group, and therefore increases the search hit rate.

The program does not use the blurry keys while searching for contacts

if you have selected the check box in the Exact Match field in the
Contact Search window or if you use the wildcards in your search
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query.

To be able to use the Contact Search feature, you should set up some
parameters that the program will use while searching for contacts.

Setting Up Search Parameters

Reindexing information
You need to index the information that will be used for future searches,

especially if you have modified or added any information.

You may choose to have the contact search index generated automatically
or do it manually:

Click Relationship Management, Setup. In the Search Index Mode
field, select the option you need — Auto or Manual.

If you select Auto, each time you add or modify any information, for
example, if you change the description of an interaction or a contact
address, the program will automatically update the data in the fields
processed by the contact search feature as well as the blurry keys for
the words they contain for future search operations.

If you select Manual, you will need to run the Generate Search Index
batch job for the program to process the new or changed
information for future search operations.

To reindex the information about contacts:

Click Relationship Management, Periodic Activities.

On the dropdown menu, click Generate Contact Search Index.
Choose the area you want to reindex.

The corresponding Generate Search Index window appears. If, for
example, you have chosen to reindex all areas simultaneously, the
Generate Search Index window will look as follows:
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2% Generate Search Index E[E]E|

Conkact | Interaction Log Entry | To-do | Opportunity | Rlshp. Mgt Comment Line
Field Filter
*»
[ Ok ] [ Cancel ] [ Help ]

4 Enter the filters you want to apply (optional).

5  Click OK to start reindexing. The progress bar appears indicating the
status of the process. It shows the information about the overall and
current processes.

Try to avoid clicking Cancel during the reindexing process. This may cause
unpredictable results and the search function will work incorrectly.

Setting Up Delimiters

You may also want to define a set of characters that the system will use to
split the textual information into smaller parts which will be used while
performing the search.

The following characters are used by the system as default delimiters:
F"H$%&' () +,-./5;<=>?@N\_{|}~
Using delimiters in the program allows you to increase the search hit rate.

For example, in the RIshp. Mgt. Comment Line window, you entered the
comment:

Call the manager,important!

You were in a hurry and did not read this sentence again. You therefore
forgot to put a space between the two words: “manager” and “important.”

Later you are looking for the contact with this comment. Unless you have

put a comma “,” into the delimiters set, you will not be able to find this entry.
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If a comma is not considered by the program as a separator between
words, you will never find this comment line entering either “manager” or
“important’ in the Find What field. The system will look for the
“manager,important’ entry only.

To set up search delimiters, follow this procedure:

1 Click Relationship Management, Setup, Contact Search,
Delimiters.

2  The Search Delimiters window appears. It contains the delimiters
that the program uses while searching.

EE Search Delimiters @@l@l
Deliriter
! =
_#
....... $
....... o.l'lo
&

-y =~ -

Functions v] [ Help ]

3 Enter or delete any delimiters you want. If you do so, the dialog box
appears asking you to reindex the information according to the new
settings. Click Yes to start reindexing.* The progress bar appears.
Your new settings are saved into the database.

* If you click No, your changes will not be accepted.

If you have changed the set of delimiters and then decided to return to the
default one, click Functions, Restore Delimiters Defaults.

The four characters: space (), asterisk (*), “at” (@), and question mark (?)
are used by the program as delimiters regardless of whether or not they are
included into the current delimiters list.
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You can open the Contact Search feature from the main menu in the
Relationship Management application area, as well as from the Contact
Card or the Contact List and the Create Interaction, Create To-do and
Create Opportunity wizards.

Searching for Contacts from the Main Menu

To search for a contact from the main menu, follow this procedure:

1 Click Relationship Management, Contact Search. The Contact
Search window appears.

B8 Contact Search g@| E|
General
raune -
Search drea . ... . all =]
Cortack Type .« v v . . ®al
O campany
(Oiperson
ExactMatch , . ., . . . il
-~
v

2 In the Find What field on the General tab, type a word or phrase that
is related to the contact you want to find.

3  Select the area to search in from the Search Area dropdown menu.
Select the type of contact you will search for by clicking one of the
following options in the Contact Type field: All, Company, or Person.

4 If you want the program to find only exact matches, select the check
box in the Exact Match field.

5  Click Find.

6  The search results (if any) will be displayed on the lines in the bottom
part of the window.
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E= Contact Search

General
Find Ywhat
Search Area

Conkack Type

Exact Match

Contack Mo

CT2001356
CTi00210
CT100156
CT100140

. [cannan

=] Find

:

O

O Company

OEerson

Conkack Mame

The Cannon Graup PLC
Windy Martin
Stephanie Bourne
John Emnary

David Hodgson

Mo, of R...

[ SN

Shiow

J |

Help ]

&= Search Result List

Select the one you need and click Show to view the Contact Card.

If you want to see the place where the match was found, on the
Contact Search window, place the cursor in the No. of Records field
of the contact you need and click the drill-down button to the right. The
Search Result List appears. You can view the corresponding card (or
the list for the Interaction Log Entry) where the match was found by
clicking Show.

Table Name
Contack
Oppartunity
Interaction Log E...

Mo,
CTO00001
QP000001L

92 Follaw up on the meeting with
91 A personal invitation to the

Description
The Cannon Group PLC
Seling ko Cannon

[

Shiow

J

Help ]

Using the System to Compose Search Expressions

If you are not sure how to enter a search expression, you can have the
system help you compose it. Do the following:

1

Click Relationship Management, Contact Search. The Contact
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Search window appears.

2  Inthe Find What field, on the General tab, you can type a word or
phrase that is related to the contact you want to find or you may leave
the field blank.

3 Click the AssistEdit button at the end of the Find What field. The
Query Details window appears.

2= Query Details Q@EI

General
FindWhat . . . .. .. Zannon & @meeting
Logical Operator Exclude Ward(s) Match Case
R Cannon v
b |AMND E] meeting
CK ] [ Cancel ] [ Help ]

4 In the Logical Operator field, select the option you need from the
dropdown menu.

5  Place a check mark in the Exclude field if you want the system to
search for the contacts that do not contain the search word(s) in the
Word(s) field.

6 Inthe Word(s) field, add a new word or edit the existing one (if any)
for the contact you want to find.

7  Place a check mark in the Match Case field if you want the system to
take letter case into consideration. You may enter several lines of the
extended search expression (repeat steps 4-7).

8 Click OK. The Contact Search window will appear. The system
breaks down the search expression and places it in the Find What
field using special symbols. You may specify other search parameters
(see step 3 and further of the previous procedure), or just click Find to
initiate the search. To view the results, follow the procedure (from step
7) described above.




4-32 Relationship Management-Navision® 3.70

If you have entered an incorrect search expression, a warning message will
appear. Press F1 to see the rules for entering search expressions.

Searching for Contacts from the Contact Card or the Contact List

You can also use the Contact Search feature from the Contact Card or
the Contact List.

To search for contacts from the Contact Card or the Contact List:

1 Click Functions, Contact Search. The Contact Search window
appears.

2 In the Find What field, on the General tab, type a word or phrase that
is related to the contact you want to find.

3  Select the area to search in from the Search Area dropdown menu.
Select the type of contact you will search for by clicking one of the
following options in the Contact Type field: All, Company, or Person.

4 If you want the program to find only exact matches, place a check
mark in the Exact Match field.

5  Click Find.

6  The search results (if any) will be displayed on the lines in the bottom
part of the window.

7  Select the one you need and click Show to view the Contact Card.

8 If you want to see the place where the match was found, on the
Contact Search window place the cursor in the No. of Records field
of the contact you need and click the drill-down button to the right. The
Search Result List appears. You can view the corresponding card (or
the list for the Interaction Log Entry) where the match was found by
clicking Show.

When you search for a contact from the Contact Card or Contact List,
you may use an additional functionality. When you select one of the search
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results in the Contact Search window and click OK, the program
automatically opens the Contact Card for this contact (if you were
searching from the Contact Card) and the Contact List with the contact in
question activated (if you were searching from the Contact List).

Searching for Contacts while Working with Wizards

To search for a contact using the Create To-do, Create Opportunity and
Create Interaction wizards, click the Contact Search icon next to the
Who is the contact?, Which contact is involved?, and Who are you
interacting with? fields correspondingly. The Contact Search window
appears. Then follow the same procedure as for searching for a contact
from the main menu (from step 2).

Entering Search Expressions

A search expression is one or several words that you want the system to
use while searching for a contact. The search expression may be either as
simple as one descriptive word or more complex: several words (possibly
with wild cards) with logical operators.

The full list of implemented logical operators and wild card symbols is
provided below.

| (logical ‘or’)
For example, Cannon | Gun
To search for contacts which have “Cannon” or “Gun” as part of their fields.

& (logical ‘and’)

For example, Cannon & Group

To search for contacts which have “Cannon” and “Group” as part of their
fields.

<> (logical ‘not')

For example, <>Cannon

To search for contacts which do not have “Cannon” as part of their fields.
* ' (exact phrase)

For example, ‘The Cannon Group’

To search for contacts which have the exact phrase “The Cannon Group” in
their fields.

? (one unknown character)




4-34

Relationship Management-Navision® 3.70

Examples

For example, Cann?n
To search for contacts which have “Cannan” or “Cannon”, and so on, as
part of their fields.

* (string of unknown characters)

For example, *no* *no, no*

To search for contacts which have texts that contain “no” as part of their
fields.

@ (ignore case)

For example, @Cannon

To search for contacts which have “cannon” or “CANNON?”, and so on, as
part of their fields.

The following extended examples will help you enter search expressions.
They will illustrate most controversial and difficult cases in order to
minimize the possibility of making a mistake and so increase the accuracy
of your search results.

e The default OR operator:
By default, Contact Search finds the contacts that include any of the
key words which are entered in the Find What field. The contacts
containing more matching results will be the first in the list of the
search results.
Thus, if you simply type The Cannon Group PLC, the system will
consider this search expression in the following way: The | Cannon |
Group | PLC and will show all contacts that have any of these words.

e The logical And operator:
This operator is not a default one. It is used by the program to search
for the contacts whose text includes all key words entered in the Find
What field. Please note that these key words may or may not be
located in the same field or in the same record related to the contact.
But the position in the search results list will reflect the relevance of
each contact: the ones containing matches within the same field or
record will be the first in the list.
Thus, if you have entered bicycle & discount, the system will look for
these words within the text information of the contact (for instance, the
word bicycle may be found in the opportunities, and discount in the
interactions involving this contact).

e Case sensitivity by default:
The key words entered in the Find What field are case-sensitive by
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default. If you put @ at the beginning of the search expression, you will
ask the system not to take letter case into consideration while
searching.

For example:

manager — case-sensitive

@manager — case-insensitive

e Exact phrase:
The search expression entered (or converted by the program) in single
quotes presupposes that the system looks for the exact phrase which
should be located in one field of a particular record; the match should
reflect the order of the words precisely as they appear in the search
expression.
If you type ‘London Light Company’, the system will find exactly this
phrase which is located in one field of the contact.

e Search expression optimization:
To enhance the program’s speed while searching, Contact Search has
the query optimization function. This feature removes the redundant
elements from the search expression.
For example:
If you enter ‘Cannon Group’| Cannon, the program will simplify the

search expression and will look for Cannon.If you enter ‘Cannon
Group’ & Cannon, the program will search for ‘Cannon Group’.

Incorrect Search Expressions

There are some unacceptable ways of entering search expressions. If you
use them, the program will show the Incorrect Query warning message.
Following are some examples of an incorrect search expression and their
explanation:

e Cannon && Group — only one logical operator is allowed before every
key word.

e Cannon <>& Group — wrong order of the phrase components.
e Cannon | *? — each key word must contain meaningful characters.

e  @’london light company’ — you may not look for the exact phrase and
at the same time ignore the case.

o 7, @& *& @*- you may not enter a search expression which




4-36 Relationship Management-Navision® 3.70

consists of the wild cards combination only.

e  @cannon@group — you may not use wild cards (@) in the middle of a
search word.

Search Tips

e If you are not familiar with logical operators, wild cards and syntax
rules of Contact Search, use the Query Details window to facilitate
building a search expression.

e Be careful when entering just a number of words in the Find What
field. This may cause the system to find too many results.

e If you received too many results, try turning on Exact Match (check the
corresponding box on the Contact Search window).

¢ If you are not sure about the spelling of the word, do not use the Exact
Match function. In this case the program will search for all approximate
matches (for example, the words that sound or are spelled alike).

e Try to avoid using the logical NOT operator (that is, when the Exclude
checkbox on the Query Details window is checked) in combination
with wild cards. It is a time-consuming operation.

Exercise 3 Finding a Contact

You are going to talk to a customer about an opportunity connected with
new tables. You remember that there is information about this opportunity
in the system. Try to find the contact using this information.

When on the phone, you ask the person to give you his name. You are not
sure about the spelling of the last name, but the first name is George. Use
this additional information to find the contact you need.
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Solution

After you have entered “new tables” in the Find What field, you will get
many results:

£ Contact Search

General

FindWhat . . . .. .. |new kables E” Find
Search Area . . . . .. all =]
Eontactilvpe misssr s all
(OrComparry
OEerson
ExactMakch , . , ., . . O

Contack Marme Mo, of R...

» Mew Eank of London 1
CTOO000Z Mew Concepks Furniture 1
CT200130 &lan Steiner 1
CT200127 Biob Gage 1
CTz00122 David I, Bradley 1
CTzO0116 David Oliver Lawrence 1

Show ] [ Help ]

In order to find the contact you need right now, click the AssistEdit button in
the Find What field to go to the Query Details window. Using the logical
AND operator, add the word “Pete”.

& Query Details

General |
Find what . . . . . .. @new | @kables & Pete
Logical Operator Exclude Ward(s) Match Case
OR new
OR tables
i = Pete 4
OR
CK ] [ Cancel ] [ Help

In this case you will find the exact contact you need — Pete Male from
Furnitures At Work:
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&= Contact Search g@

General |
Find What . . . . ... |@new | @tables & Fete = Find
Search drea . ... .. all =]
Contact Type . . o v . s @ all
O company
OEerson
Exact Match , , , , . . il
Contack Mo Conkack Mame Mo, of ...
] z
CTz00101 Pat Caleman 2
CTO00012 Metatorad Malaysia Sdn Bhd 1

Shiow ] [ Help ]
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4.6 SEARCHING FOR DUPLICATES

If you have inserted a check mark in the Autosearch for Duplicates field
in the Relationship Management Setup window, the program will
automatically search for possible duplicates each time you create a new
contact company (see chapter 3, “Duplicate Search”).

If you have synchronized contacts with customers, vendors and bank
accounts, then when you create a new customer, vendor or bank account,
the program automatically creates a new contact, and searches for
duplicates.

Searching for Duplicates Manually

If you have not enabled the automatic search for duplicates in the
Relationship Management Setup window, you may want to do it
manually, for example, after you have created a new contact.

Generating Duplicate Search Strings

The program uses the search strings you have set up in the Duplicate
Search String Setup window to search for duplicates. In order for the
program to accurately search for duplicate contacts, you must generate an
updated list of search strings for the contact companies in the program, that
is, update search strings for already existing contacts and create search
strings for newly created contacts.

You can use the Generate Duplicate Search String batch job to manually
generate duplicate search strings. To do this, follow this procedure:

1 Click Relationship Management, Periodic Activities, Duplicates,
Generate Duplicate Search String.

2% Generate Dupl. Search String g@@
Contact
Field Filter
¥ | Mo, | [+
Company Mo,
Lask Date Modified
External ID
[ (a4 ] [ Cancel ] [ Help ]

2 On the Contact tab, enter the filters you want to apply to select the
contacts you want to generate search strings for.
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You may want to specify a contact number filter on the Contact tab if you
want the program only to generate search strings for one specific contact.

Viewing the Duplicates Found

The program uses the search strings you have generated to search for
duplicates. If two contacts have a percentage of search strings equal to or
greater than the search hit percent you have defined in the Relationship
Management Setup window, the program considers the two contacts
duplicates.

You can view a list of the duplicates the program has found in the Contact
Duplicates window.

To open the Contact Duplicates window, click Relationship Management,
Periodic Activities, Duplicates, Duplicate Contacts.

B Contact Duplicates EJ@] El

Conkact ... Contact Mame Duplicat... | Duplicate Contact Mame Separgt...
| CTO00129  World Wide Bark CTO00130  Wiorld Wide Bank vl
CTO00123  world Wide Bank, CTO00131  World Wide Bank,
CTOO0130  Wworld Wide Bank. CTO00128  World Wide Bank v
CTO00130  WWorld Wide Bank. CTO00131  ‘World Wide Bank
CT000131  Wworld Wide Bank CT000129  World Wide Bank
CTO00131  world Wide Bank, CTO00130  wWorld Wide Bank,
Address Post Code  City Phone Ma. VAT Reaqistrati...
Contact . . |1 High Halborn GB-WC1... | London
Duplicate . . |1 High Holborn GE-WC1... | |London

In the Contact Duplicates window, each line represents one possible
duplicate. This means that if a contact has, for example, two possible
duplicates, the program will show one line for each of them.

Handling Duplicate Contacts

If the two contacts are not true duplicates, but separate contacts, insert a
check mark in the Separate Contacts field. When you have specified that
the contacts are two separate contacts, the program will not take these two
contacts into consideration the next time you run a search for duplicates.

If the two contacts are true duplicates, the program does not automatically
remove one of them. Therefore, you may want to do this manually. You do
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so by deleting the contact card of the duplicate contact.

Example: Create a Duplicate Contact

To try the duplicate search function, you must deactivate the autosearch
function and then create a duplicate contact. Follow this procedure:

Click Relationship Management, Setup, Relationship Mgt. Setup.

In the Relationship Management Setup window, on the Duplicates
tab, click the Autosearch for Duplicates check box to clear it.

Click Relationship Management, Contact Card.

Click F3 and create a new contact with the following details:

Zuni Home Crafts Ltd.
456 Main Street
GB-DY5-4DJ Dudley

Click Relationship Management, Periodic Activities, Duplicates,
Generate Duplicate Search String. The Generate Duplicate Search
String window appears.

Click OK.

Click Relationship Management, Periodic Activities, Duplicates,
Duplicate Contacts.

The new contact and the duplicate contact card appear as duplicates
in the Contact Duplicates window:

B8 Contact Duplicates E]@E'

Contack ... | Contack Name Cuplicat,., ' Duplicate Contack Mame Separat...
p |CTODOO45  iZuni Home Crafts Ltd, {CTO00154  Zuni Home Crafts Ltd,

CTO00129  World Wide Bank, CTO00130  World Wwide Bank v

CTO00129  World Wide Bank CTO00131  World Wwide Bank

CTO00130  World Wide Bank CTO00129  World Wwide Bank v

CTO00130  World Wide Bank, CTO00131  World Wide Bank

CTO00131  World Wide Bark CTO00129  World Wide Bank

CT000131  World Wide Bank, CT000130  world Wwide Bank.

CTO00154  Zuni Home Crafts Led, CTOO0004E  Zuni Home Crafts Led,

Address Post Code  City Phaone ha. WAT Reqgistrati. ..

Contact . . | 456 Main Street GB-DYE ... | | Dudley 879132357
Duplicate . . | 456 Main Street GE-DYS ... | | Dudley
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4.7 SYNCHRONIZING CONTACTS WITH CUSTOMERS, VENDORS AND BANK
ACCOUNTS

If some of your contacts are or become customers, vendors, and/or bank
accounts, you can synchronize their contact cards with their customer
cards, vendor cards, and/or bank account cards. This means that you only
have to modify the information in one place. For example, if a contact is
also a customer and you have synchronized the contact card with the
customer card, then when you change the address on the contact card, the
program automatically updates the customer card.

You may want to synchronize your contacts with customers, vendors,
and/or bank accounts in the following cases:

e When a contact becomes a customer, vendor and/or bank account

 When a contact company has been created both as a contact in the
Relationship Management application area and as a customer in the
Sales & Receivables application area

¢ When a contact company has been created both as a contact in the
Relationship Management application area and as a vendor in the
Purchases & Payables application area

¢ When a contact company has been created both as a contact in the
Relationship Management application area and as a bank account in
the General Ledger application area

Before you can synchronize contacts with customers, vendor and bank
accounts, you must specify a business relation code for customers,
vendors and bank accounts in the Relationship Management Setup
window.

But you can also manually synchronize your contacts with existing
customers, vendors and bank accounts by:

e Linking contacts with existing customers, vendors and/or bank
accounts

e Creating contacts as customers, vendors and/or bank accounts from
the contact card

e Creating contacts from customers, vendors and/or bank accounts

After you have set up the synchronization of contacts with customers,
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vendors and bank accounts, then each time you create a customer card, a
vendor card or a bank account card, the program automatically creates a
contact card for the customer, vendor or bank account.

Creating Contacts from Customers, Vendors and Bank Accounts

If you have set up the synchronization of contacts with customers, vendors
and bank accounts, then each time you create a customer card, a vendor
card or a bank account card, the program automatically creates a contact
card for the customer, vendor or bank account in the Relationship
Management application area.

If you have created customers, vendors or bank accounts when the
synchronization of contacts with customers, vendors and bank accounts
was not specified, then the program has not automatically created a
contact card for the customer, vendor or bank account. In this case, you
can have the program create contacts on the basis of the existing
customer, vendor or bank account data.

The following procedure shows how to create contacts from customers.
You can create contacts from vendors and bank accounts by following a
similar procedure.

1 Click Relationship Management, Periodic Activities, Integration,
Create Contacts from Customers. The Create Contacts from
Customers window appears.

4% Create Conts. from Customers EI@IEI

Customer

Field Filber

» | Mo 0
Search Mame
Cuskomer Posting Group
Currency Code

Ok ] [ Cancel ] [ Help ]

2  Setfilters if you only want to create contacts from specific customers.
3  Click OK to start creating contacts.

The program automatically assigns the business relation code for
customers specified in the Relationship Management Setup window to
the newly created contact(s).
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Creating Customers, Vendors and Bank Accounts from Contacts

Exercise 4

As the business relationships you have with your contacts evolve, you may
want to record them as customers, vendors and/or bank accounts.

The following procedure shows how to create contacts as vendors. You
can create contacts as customers and bank accounts by following a similar
procedure.

1 Click Relationship Management, Contacts.

2  Select the contact that you want to create as a vendor and click
Functions, Create As, Vendor.

3 Confirm the subsequent message.

The program automatically transfers the contact information from the
contact card to the vendor card, but you may also want to add specific
vendor information such as invoicing and payment details to the vendor
card.

The program automatically assigns the business relation code for vendors
to the contact. To see it, on the contact card, click the Segmentation tab,
and then click the AssistButton to the right of the No. of Business
Relations field. The Contact Business Relations window appears.

If there is a business relation that is no longer relevant, the program does
not automatically remove it. You can do this manually in the Contact
Business Relations window.

Check the General, Communication and Foreign Trade tabs to ensure
that the information entered by the program is correct.

Creating a Contact as a Customer

MultiSport Ltd. has decided to place an order with Cronus. You decide to
create this contact as a customer.

1 Create MultiSport as a customer.

2  Delete any business relations that no longer apply to MultiSport.
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Solution

You should be able to see the new customer card for MultiSport from the
contact card by clicking Contact, Customer/Vendor/Bank Acc. The
customer card for MultiSport Ltd. should look like this:

& CO0010 MultiSport Ltd. - Customer Card

General | Communication | Invoicing | Payments | Shipping | Foreign Trade | Commerce Portal
B A 00010 E ﬂ Search Mame . . . . . . MULTISPORT LTD,
hames e it MulkiSport Ltd. Balance (LCY). . . . . . 0.00
Address . ... ... 2200 Mewpark Street Credit Limit (LYY . . . . 0.00
Address2, . ... Salesperson Cods, . . . |RL [
Post CodefCity . . . . . GE-M12 SXY [4]| |London Responsibility Center . x
Colittude il GB L Service Zone Code . . . [+]
Phiome:[ ol Gt S050-4545 i S =
e e e Last Date Modified . . . 10-02-03
Eoka e

[ Customer v] [ Sales v] [ Help ]

Click the Segmentation tab and in the No. of Business Relations field,
check that the Prospect code no longer exists.

Linking Contacts with Existing Customers, Vendors and Bank Accounts

If you have created both a contact card and a bank account card for the
same company, you can link the two cards.

The following procedure shows how to link contacts with bank accounts.
You can link contacts with customers and vendors by following a similar
procedure.

1 Click Relationship Management, Contacts.

2  Select the contact you want to link with an existing bank account and
click Functions, Link with Existing, Bank.

3 Fill in the Bank Account Link window, and click OK to create the link.
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& CT000151 BANK - Bank Accoun... [= |[B][X]

General

Bank Account Mo, . . . &

Current Master Fields . . (¥)Conktact

(CBank
i K i [ Canicel ] [ Help
In the Current Master Fields field, you specify which fields the program
should prioritize in case of conflicting information in fields common to the
contact card and the bank account card. For example, if the address is
different from one card to the other, you can specify by selecting Contact
that the valid information is on the contact card.
Exercise 5 Linking a Bank Account Card to a Contact Card

1 Create a new contact company by entering the following information:
Contact Name: New Bank of London

A few months later, you realize that the company is already recorded as a
bank account in the General Ledger application area, as the New Bank of
London.

2 Link the bank account card for the New Bank of London to the contact
card for the bank.

Solution

The contact card for the New Bank of London should now include the
details form the bank account card, as in the following picture:
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& CT000151 New Bank of London - Contact Card

General | Communication | Segmentation | Foreign Trade | Commerce Portal
| O M e e CTOO0151 =] ﬂ SearchMame . . . . . . MEW BARK OF LD,
Tvpe. o Campany = PhomeMo. . . . . ...
Salesperson Code., . . . IR
Salutation Code. . . . . COMPANY (3]
e Mew Bank of London [eed| Last Date Modified . . . 10-02-03
Dicldiiess i i 4 Baker Street Date of Last Inkeraction .
el e s iR Last Date Atkempted . .
Post CodefCity . . . . . GE-W1 3AL [#]| [London Mext To-do Date . . . .
Country Code., . . . . . [+
[ Contackt V] [ Functions V] [Create lnteract] [ Help ]

Deleting Contacts, Customers, Vendors and Bank Accounts

If you delete a contact linked to a customer, vendor and/or bank account,
only the contact card is removed from the program. The customer card,
vendor card or bank account card linked to the contact card remains in the
program.

To delete a contact, browse to the relevant contact card, press F4 and
confirm the subsequent message.

Exercise 6 Deleting a Customer Card

A few months later, Mr Smith at MultiSport has decided not to place an
order after all and seems to have lost interest.

1 Delete the customer card for MultiSport, without deleting the contact
card.

Solution

You should no longer be able to see the customer card for MultiSport, but
the contact card should still be in the Relationship Management application
area.

The program has automatically removed the business relation code for
customers from the Contact Business Relations window for MultiSport
Ltd.
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4.8 EXPORTING CONTACTS

You can select a list of contacts from your database and export it to a disk,
for example, if you want to send it to an advertising agent.

1 Click Relationship Management, Periodic Activities, Export Contact.
The Export Contact window appears:

* Export Contact

Contact | Options
Field Filker
b |Ho, (x)
0K ] [ Cancel ] [ Help ]

2 On the Contact tab, enter any filters necessary to select the contacts
you want to export.

3 On the Options tab, in the File Name field, enter the name and path
of the file that you want to contain the contact’s data.

4  Click OK to start exporting.
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4.9 CONTACT STATISTICS

The General Tab

In the Contact Statistics window, you can see the key figures concerning
your contacts. To open the Contact Statistics window, on the contact
card, click Contact, Statistics, or press F9.

In the Contact Statistics window, on the General tab, you can see
information about the interactions involving the contact. This includes the
number of interactions involving the contact, as well as their total cost and
duration.

& CT0001 28 New Bank of London - Contact ... E|@|rg|

General | Opportunities

No. of Interactions . . . i
i e .00
Durakion (Min.) . . . . . 30

Click the AssistButton to the right of the No. of Interactions, Cost (LCY)
and Duration (Min.) fields to see a list of these interactions in the
Interaction Log Entries window.

& CT000151 New Bank of London - Interaction Log Entries

C.. A Date Interacti... Description .| E..| Cost (LCY) Duration {|
» 05-02-03 BUS Business letter on monthly pay... F.. &.00
£ b
Conkack Name Contact Cornpany Marne
Mews Bank, of London Mew Bank of London
Entry v] [ Functions v] [ Show ] [Create lnteract] [ Help

In the Interaction Log Entries window, the program displays one line for
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each interaction involving the contact. You can see details about each
interaction in the different fields of the window. For example, the
Evaluation field contains the evaluation of the interaction.
You can also find information about the last interactions involving the
contact on the contact card in the Last Date of Interaction and Last Date
Attempted fields.

The Opportunities Tab

On the Opportunities tab, you can see information about the opportunities
involving the contact. This includes the number of opportunities involving
the contact, as well as their total estimated value and current calculated
value. The estimated value is the value entered by the salespeople as the
estimated value of the opportunity. The current calculated value is the
value that the program calculates based on the estimated value and the
probability for the opportunity resulting in a sale.

£ CT000151 New Bank of London - Contact ... E|@|rg|

General | Opportunities

Ma. of Oppartunities, . . § li
Estimnated Walue (LC¥) . . 20,000.00
Caled, Current Value .. 100,00

Click the AssistButton to the right of the No. of Opportunities, Estimated
Value (LCY) and Current Calc. Value (LCY) fields to see a list of the
opportunity entries in the Opportunity Entries window.

& Opportunity Entries |Z| |E| g|

Opportu...  A.. A.. Dateof ... | Date Clo... | Days Open Sales Cv... | Estimated Val... Calcd. Curre... | Com
v 10-02-03 ul 1 20,000,00 100.00
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4.10 CONTACT REPORTS

You can use the reports in the Relationship Management application area
to view and print information concerning your contacts, salespeople, teams,
to-dos, opportunities, campaigns, profile questionnaires and segments.

There are seven contact-specific reports:

The Contact - List Report

With this report, you can print a list of all or some of your contacts. The
report provides details about each contact as well as related opportunities
and to-dos, and includes the following information:

e The number, name, address and type of the contact

¢ The number of opportunities involving the contact, as well as their total
estimated value and calculated current value

e The total cost and duration of the interactions involving the contact

e The next to-do date

The Contact - Company Summary Report

In this report, you can print overall information about contact companies.
The report provides details about the company, related interactions and to-
dos, and includes the following information:

e The number, name and address of the contact company

e Alist of the to-dos involving the contact company, including their
number, description, date, type, priority, status, and the code of the
salesperson or team handling the to-do

o Alist of the interactions involving the contact company, including their
entry number, description, date, initiator, information flow, the
salesperson handling the interaction and the number of the to-do that
the interaction is linked to

The Contact - Person Summary Report

In this report, you can print overall information about contact people. The
report provides details about the person, related interactions and to-dos,
and includes the following information:
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e The number, name and address of the contact person

e Alist of the to-dos involving the contact person, including their number,
description, date, type, priority, status, and the code of the salesperson
or team handling the to-do

e Alist of the interactions involving the contact person, including their
entry number, description, date, initiator, information flow, the
salesperson handling the interaction and the number of the to-do that
the interaction is linked to

The Contact - Labels Report

In this report, you can print labels with the contacts’ names and addresses.
The report can be used when sending sales and marketing campaign
letters, for example.

To open this report, click Relationship Management, Reports, Contact-
Labels.

On the Options tab, you can select the format you want to use when
printing labels for your contacts.

H Contact - Labels

Contact | Options

Farmat

(337 % 70 mm (3 columns)
(336 % 105 mm {2 columns)
()37 % 105 mm (2 columns)

Print... ] [ Previgw ] [ Cancel ] [ Help ]

The Contact - Cover Sheet Report

In this report, you can print cover sheets to send to one or more contacts.
To open the report, Click Relationship Management, Contacts. On the
contact card, click Functions, Print Cover Sheet.

On the Options tab, in the Text field, you can enter the text that you want
to appear on the cover sheet. In the Marks field, insert a check mark before
the relevant option, and/or select the last option to enter your own
comment.
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B Contact - Cover Sheet

| Contact | Options |
B e a0 o || |
| |
| |
| |
| |
Rem ARk chr R [ as agreed upon
|:| Far wour information
|:| Your comments please
[] For vour approval
[1 Please cal
[ Returned after use
] | I
Log Inkerackion .« .« . . .
Print... ] [ Previsw ] [ Cancel ] [ Help ]

The program automatically inserts a check mark in the relevant option on
the printed cover sheet.
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4.11 EXERCISE

Create the following contact company in the program:

Rent-a-Bike

123 Main Street

GB-E125TG Edinburgh

Phone No.: 444-555 Fax No.: 444-666

Activities: bicycle renting
VAT Registration No.: 123 654 789

After you have created the company, enter the following contact
person for that company:

Rent-a-Bike

Eric Davis

Manager

GB-E12 5TG Edinburgh

Phone No.: 444-556 Mobile Phone No.: 222-333

Rent-a-Bike has now become a customer. Record this contact
company as a customer and update the business relation.

Create Rent-a-Bike as a vendor.

Delete the vendor card you have created for Rent-a-Bike.
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Solutions

The contact card for Rent-a-Bike should look like this:

& CT000152 Rent-a-Bike - Contact Card

General | Communication | Segmentation || Foreign Trade | Commerce Portal
| (e CTO00152 = ﬂ Search Mame . . . . . . REMT-&-BIKE
TYPE Company = Phome Mo, . . .. ... 444-555
[Eromnisz 4] salesperson Code . . . .
Salutation Code, . . . . COMPANY
Blame e ) |Rent-a-Eike [=| Last Date Madified . . . | 10-02-03
Address . L. [123 Main Street | Date of Last Inkeraction .
Address 2, . .. L. L [ | Last Date Attempted . .
Post Code/City . . . . . |sBE125T6 (@] [Edinburgh | MextTo-doDate . . .
Country Core. . . . .
-~
v|
[ Contack v] [anctions v] [Create 1nteract] [ Help

The Name Details window for Eric Davis should look like this:

= CT000153 Eric Davis - Name Details

General

Salutation Code, L L
nbiTiclessara iy [Manager| |
Initials . . . ... 1
First Mame . . . . . .. |Eric |
Middle Mame . . .. .. | |
ST e il s |Davis |
Language Code . . . . .

[ Salutations ] [ Help

There should be a customer card for Rent-a-Bike, with just the customer
business relation assigned to it, but a vendor card for Rent-a-Bike should
no longer exist.




4-56 Relationship Management-Navision® 3.70

4.12 SELF-TEST

Try entering different types of almost-duplicate contacts and run the
duplicate check. Think about the different ways duplicates could be entered
in your organization (such as typos, someone entering a new contact
without checking whether it already exists, and so on).




Chapter 5

Interactions and Document
Management

This chapter contains the following sections:
¢ Introduction
e  Setting Up Interactions
¢ Using the Create Interaction Wizard
* Phone Calls
¢ E-Mails
* Automatically Recorded Interactions

e Canceling and Deleting Interaction Log
Entries

Interaction Statistics

e Exercises
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5.1 INTRODUCTION

In the Relationship Management application area, you can record all the
types of communications you have with your contacts, for example,
correspondence, meetings, sales and purchase documents, and so on.
This enables you to effectively keep track of the sales and marketing efforts
that you direct at your contacts, and thus improve the quality of your
business interactions.

In Navision, interactions are all the types of communications between your

company and your contacts. For example, letters, faxes, e-mails, invoices,

telephone calls, meetings, and so on. You can create interactions using the
Create Interaction wizard.

There are several ways of recording your interactions:

e You can create interactions linked to a single contact using the Create
Interaction wizard.

e You can create and log interactions linked to several contacts from the
Segment window.

e You can have the program automatically record interactions when you
perform specific actions in Navision.
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5.2 SETTING UP INTERACTIONS

You can use interaction groups to store the interaction templates that you
use to create interactions. For example, you can create an interaction
group to store all your letters, another one for your price lists, and so on.
Interaction groups are mainly used to view statistics for a group of
interaction templates. For example, you can see how many times you have
used a particular interaction template or interaction group to create
interactions.

Setting Up Interaction Groups

You can set up interaction groups in the Interaction Groups window. To
open the Interaction Groups window, click Relationship Management,
Setup, Interaction, Interaction Groups.

&5 Interaction Groups

Code Descripkion
b | COMTR Contracts
Do Documents

LETTER Letters

MEETIMG  Meetings

PHOME Telephone conversations
SYSTEM System Generated Entries

[Lnteracti. it v] [ Help ]

You identify interaction groups by entering a unique code and description
for each interaction group.

You can view a list of the interaction templates belonging to each
interaction group. For example, to view a list of the interaction templates
belonging to the Letters interaction group, select the Letter interaction
group and click Interaction Group, Interaction Templates.

The Interaction Templates window appears, containing only the templates
that belong to the Letter interaction group.
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& Interaction Templates

Code Interacti,.. Descripkion W. Languag... Attachment Ignore C...| C.. Unit Cosl
p |ABSTRACT LETTER Abstracts of meeting s} es v H..
BUS LETTER. Business |etker .. Yes v H..
GOLF LETTER Golf event ] Yes v E..
MEMO LETTER. Memo o] es v H..
< ¥
Interacti... v] [attachment v] [ Help ]

Creating Interaction Templates

Interaction templates are the models you use to create interactions. They
can include attachments, for example, Microsoft Word documents,
Microsoft Excel files, and so on.

In order for the program to record your interactions in the Interaction Log
Entry table, you must specify an interaction template when you create an
interaction.

To create a new interaction template, follow this procedure:

1 Click Relationship Management, Setup, Interaction, Interaction
Templates.

& Interaction Templates

Code Inketacti...  Description W. Languag... Artachment Ignore C...| C.. Unit Cosl
| »|ABSTRACT| LETTER  Abstracts of mesting 0. Yes ¥ H. ~
__|BUS LETTER Business letter .. Yes v H..
| |COYERSH  SYSTEM Coversheet Mo
| CREDIT SYSTEM Credit Mo
| |GoLF LETTER Golf event . Yes ¥ E..
| |INcomME PHOME Incoming phone call Mo B
| |INHOUSE ~ MEETING ~ Meeting held at CRONUS Ma
| IMSDCHC DnnZ Insert a document L. Mo
| |MEMO LETTER. Mema o ‘fes v H..
| OMSITE MEETING  Meeting at the customers site Mo b
< | >
Interacti,.. v] [&ttachment v] [ Help

2 Press F3 to enter a new template.
3  Fillin the Code and Description fields.

4 If you want to assign the interaction template to an interaction group
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(for statistical purposes, for example), in the Interaction Group Code
field, select the interaction group that you want the interaction
template to belong to.

5 In the Unit Cost (LCY) field, enter the usual cost for this type of
interaction.

6  Inthe Unit Duration (Min.), enter the usual duration for this type of
interaction.

7 Inthe Initiated By field, specify who usually initiates this type of
interaction. There are two options: Us and Them. Select Us if the
interaction is usually initiated by your company. Select Them if the
information is usually initiated by your contacts.

8 Inthe Information Flow field, specify the information flow of this type
of interaction. There are two options: Outbound and Inbound. Select
Outbound if the information is usually sent by your company. Select
Inbound if the information is usually received by your company.

When you create an interaction using the Create Interaction wizard or
from the Segment window and you select an interaction template, the
program automatically uses the contents of the fields in the Interaction
Templates window as default values for the interaction.

Entering Campaign-Specific Information

If you always use the same interaction template to create interactions
linked to a specific campaign, you can link the interaction template to the
campaign. You do this by specifying a campaign code in the Campaign
Code field in the Interaction Templates window. The program
automatically links the interactions you create, using the interaction
template, to the specified campaign.

If the contacts involved in the interactions created using the interaction
template are usually the target of a campaign, place a check mark in the
Campaign Target field.

If you intend to use the interaction template to record interactions that are a
response to a campaign, place a check mark in the Campaign Response
field.

Assigning Attachments to Interaction Templates

You can insert attachments in the interaction templates. Attachments can
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be all types of documents, for example, Microsoft Word documents,
Microsoft Excel files, text files, and so on. However, Navision is only fully
integrated with Microsoft Word. This means that you can only create
Microsoft Word documents from within Navision; you cannot create
Microsoft Excel files or other types of attachments directly from within
Navision.

There are several ways of assigning attachments to interaction templates.
You can:

e create Microsoft Word documents.
e import all types of documents.

e copy already existing attachments from other interaction templates.

Creating Microsoft Word Documents

If you have Microsoft Word 2002 installed, you can create attachments
(Microsoft Word documents only) from the Interaction Templates window.
To create a standard letter, follow this procedure:

1 In the Interaction Templates window, select the interaction you want
to create an attachment for, and click Attachment, Create.

The program automatically launches Microsoft Word, and opens a new
document.

When you create Microsoft Word documents as attachments from within
Navision, the new document that appears contains mail merge fields from
the program, for example, the contact number, name, address, and so on.
You can select these fields from the Merge Fields field in the Microsoft
Word window, and insert them at the relevant place in the document.

1 In the new Microsoft Word document, enter the main text of your
documents and select the relevant merge fields.

2 Close the document. A dialog box appears in which you must click
Yes to confirm.

Only the Microsoft Word document that you have opened from within
Navision is linked to the program. If you create a new Microsoft Word
document from within Microsoft Word, then even if you open it from the
document linked to Navision, the new document is not linked to Navision. If
you want to link this new document to an interaction template or an
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interaction in the program, you must import the new document.

You can insert only one attachment in each interaction template.
Consequently, you cannot create an attachment for an interaction template
already containing an attachment. If the interaction template contains an
attachment, when you click the AssistButton to the right of the Attachment
field, the program opens the assigned attachment.

Closing Microsoft Word

The documents that you open from Navision are independent from the
other Microsoft Word documents that you have opened before or while the
document linked to the application is open. This means that if you close
Microsoft Word from a document that is not linked to Navision, the program
will not close the open Microsoft Word document linked to Navision.

When you close Microsoft Word from the document linked to Navision, a
dialog box appears where you are asked if you want to save the changes
made in the document and import the document again into the program.

When you are working in a Microsoft Word document opened from within
Navision, you cannot return to work in the program before you have closed
Microsoft Word.

Saving Microsoft Word Documents

If you save the Microsoft Word document linked to Navision, the program
records the changes in the document. However, when you close Microsoft
Word, you will be asked again if you want to save the changes and import
the document into the program.

This means that you can open a Microsoft Word document (attachment)
from within Navision, make changes in the document, save it on a disk file,
and import the document again into the application with the changes made.
If you do not import the document into Navision again, the changes you
have made will not be saved in the attachment.
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Exercise 7

When working in the Interaction Templates window, if two or more users
open and modify an interaction template attachment (Microsoft Word
document) at the same time, the program will only save the changes made
by the first user to import the document into Navision again. The changes
made by the other user(s) will not be recorded.

Create an Interaction Template with an Attachment

Create an interaction template for the follow-up letters that you send after
your first meeting with a contact.

Additional information:

Code: FOLLOWUP

Unit Cost: 70 LCY Unit duration: 10 min
You usually send this letter by e-mail.

The interaction template belongs to the Letter interaction group. The
attachment is a Microsoft Word document. Create it including the following
merge fields: the contact’'s name and e-mail address, and the
salesperson’s name and telephone number.

Solution

When you have created the interaction template and the attachment, the
Interaction Templates window should look like this:

& Interaction Templates

Code Interacti,.. Descripkion W. Languag... Attachment Ignore C...| C.. Unit Cosl
b |FOLLOWUP LETTER Follow-up letter [s 1 es E. ~
GOLF LETTER. Golf event .. Yes v E..
INCOME PHOME Incoming phone call Mo
INHOUSE ~ MEETING — Meeting held at CROMUS Mo
INSDOC D Insert a document I.. Ma
MEMO LETTER. Memo (2 es v H..
OMNSITE MEETIMNG  Meeting at the customers sike Mo
QUTGOING PHOME Cubgoing phone call Mo
PAYMENT  COMNTR Payment kerms Mo
REMIN SYSTEM Reminder Mo b
< ¥
Interacti... v] [attachment v] [ Help ]
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When you have finished creating the Word document and you close the
document, this message appears:

Microsoft Business Solutions-Havision

Yo

‘.p Import attachment FOLLOWUP Follow-up letter?

Importing Attachments

Instead of creating new documents, you can import documents from disk
files into Navision. You may want to do this if you want to use a document
that you have already created. For example, you may want to attach a
Microsoft Excel file. You must create it and save it on a disk file, and then
import it into Navision.

To import attachments to interaction templates, in the Interaction
Templates window, click Attachment, Import. The Import Attachment
window appears.

Import Attachment

E_ BFoLLowe

My Recent
Docurnents

Desktop

My Documents

O e

by Computer
File narme:

Iy Network, [1 Open as read-only

Select the path, drive, and file name of the attachment you want to import,
and click Open. The program imports the document.
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Copying Attachments

You can also insert attachments in interaction templates by copying the
attachments assigned to other interaction templates. To copy attachments
from one interaction template to another, follow this procedure:

1 In the Interaction Templates window, select the interaction you want
to copy the attachment to.

2 Click Attachment, Copy From.

3  The Interact. Templ. Languages window appears showing a list of all
the interaction templates, in different languages, that contain
attachments.

EE Interact. Tmpl. Languages

i... Languag... Description Attachment
: Yes
Yes
GOLF Yes
GIOLF [Ny Yes
MEMG ‘fas
MEMO [y Yes
£ >
[ O ] [ Cancel ] [ﬂttachment v] [ Help ]

4  Select the interaction template containing the attachment that you
want to copy, and then click OK.

Attachment-Specific Information in the Interaction Templates Window

When an interaction template contains an attachment, the Attachment
field contains Yes. The Attachment field is not editable. If the Attachment
field contains Yes, when you click the AssistButton to the right of the field,
the program opens the document.

In the Correspondence Type field, you can specify how the attachment
contained in the interaction template is usually communicated to contacts.
There are three options: Fax, E-Mail and Hard Copy. If you have filled in
this field, the program automatically fills in the Correspondence Type field
in the Create Interaction wizard or in the Segment window when you
create an interaction.

In the Wizard Action field, you can specify the action that you want the
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program to perform when you click Next in the first window of the Create
Interaction wizard. There are three options:

¢ Blank: If you select this option, the program immediately displays the
second window of the wizard when you click Next.

e Open: If you select this option, the program will open the attachment
when you click Next.

e Import: If you select this option, the program will import the attachment
when you click Next.

Removing Attachments from Interaction Templates

You can remove attachments assigned to interaction templates, for
example, if the document is not used anymore, and you would like to
replace it.

To remove attachments from interaction templates, follow this procedure:

1 Click Relationship Management, Setup, Interaction, Interaction
Templates. The Interaction Templates window appears.

2 Find the interaction template containing the attachment that you want
to delete and click Attachment, Remove.

Microsoft Business Solutions-Navision |z|

?/ Do you want to remove Attachment?s
-

3 Confirm the subsequent message.

The program removes the attachment.

Removing the attachment from an interaction template does not affect the
attachments included in the interaction log entries that you have created
using the template. You can still open these attachments from the
Interaction Log Entries window.
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Exporting Attachments

You can export the attachments contained in interaction templates to a disk
file, for example, if the attachment is a Microsoft PowerPoint presentation
that you would like to have on a disk.

To export an attachment, follow this procedure:

1 In the Interaction Templates window, select the interaction template
containing the attachment you want to export.

2  Click Attachment, Export. The Export Attachment window appears:

Export Attachment

My Recent
Documents

Desktop

My Documents

by Computer

File name:
[ Saveastype  |wordDocuments [doc)  w| [ Cancel |
by Mebwark

3  Select the drive, path, and file where you want to export the
attachment to, and then click OK.

The program exports the attachment.




Interactions and Document Management 5-13

5.3 USING THE CREATE INTERACTION WIZARD

You can create interactions involving single contacts using the Create
Interaction wizard.

The Create Interaction Wizard

You can open the Create Interaction wizard from the contact card or the
salesperson/purchaser card by clicking Create Interact.

BIX

£8 JR John Roberts - Create Interaction

This wizard helps vou ko create inkeractions and record
information regarding their cost, duration and connection to a
campaigr.

Wha are vou interacking with?

I @ O

What is the type of inkeraction?

Language Code

Wha is the salasperson responsible?

R |

Describe your interackion.

| | 2]

Mandatory Information

When you create interactions using the Create Interaction wizard, you
must specify the following information:

e The name of the contact involved in the interaction

e The code of the interaction template you want to use (see below)
¢ The salesperson/purchaser responsible for the interaction

e The description of the interaction

e The date of the interaction

The program automatically enters the values assigned to the interaction
template by default, but you can change them.
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Optional Information

o Correspondence type — if the interaction contains an attachment, you
can enter a correspondence type in this field. There are four options:
<blank>, Hard Copy, E-Mail, and Fax. If you select Hard Copy, when
you click Finish, the program automatically prints the attachment. If you
select E-Mail, when you click Finish, the program automatically sends
the attachment by e-mail. If you select Fax, and if your program is
integrated with a fax, the program automatically sends the attachment
by fax. If you leave this field blank, the program will not send or print
the attachment. You can use this option, for example, if you have
already printed or sent the attachment before you recorded the
interaction.

e Campaign number — you can link the interaction to a campaign and
when you click Finish, the program automatically records the
interaction as a campaign entry for the specified campaign.

Importing Attachments

If you have chosen an interaction template that does not include an
attachment, but for which the option Import has been selected in the
Wizard Action field in the Interaction Templates window, then when you
click Next in the first window of the wizard, a dialog box appears where you
can select the drive and path to the attachment that you want to import.

This enables you, for example, to record received letters as interactions. To
do this, you must scan the letter you have received, and then import it from
the Create Interaction wizard. After having recorded the interaction, you
can find the scanned letter as the attachment for that interaction in the
Interaction Log Entries window.

Recording the Interaction

When you click Finish in the Create Interaction wizard, the program
automatically records the interaction in the Interaction Log Entry table.
You can see the interaction you have created in the Interaction Log
Entries window for the contact.

For example, to see the interactions involving The Cannon Group, on the
contact card, click Contact, Interaction Log Entries. The Interaction Log
Entries window for The Cannon Group appears.
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Exercise 8

8 CT000001 The Cannon Group PLC - Interaction Log Entries g@@
C.. A, Date Interacti... = Description Attachrment Conkack ... E.. Cosk (LCY) Duration {1
4 04-01-01 S¥SDOC  :Order J0LA0L ... ] CT000001 8.00 b
05-01-01 S¥SDOC Order 101001 CTOO0001 §.00
06-01-01 S¥SDOC Order 101001 CTOO0001 §.00
07-01-01 SALE Order 101001 CTOO0001 8.00
14-01-01 CREDIT Credit Memo 104001 CTOO0001 §.00
17-01-01 SY¥SDOC Order 6005 CTOO0001 §.00
17-01-01 SALE Order 6005 CTOO0001 §.00
22-01-01 S¥SDOC Invaice 103001 CTOO0001 §.00
22-01-01 SALE Invoice 103001 CTO00001 8.00
25-01-01 SYSDOC Order 101016 CTOO00001 8.00 ~
< >
Contack Name Conkact Comparry Mame
The Cannon Group PLC The Cannon Group PLC
Entry v] [ Functions v] [ shaow ] [Create lnteract] [ Help

In the Interaction Log Entries window, you can see a list of all the
interactions involving the contact. In this window, you can also see detailed
information about the interactions, for example, their cost, duration, and the
salesperson that handled them. If the interaction contains an attachment,
you can view it by clicking the AssistButton to the right of the Attachment
field. This enables you, for example, to view the letters and other
documents you have sent to your contacts.

Depending on where you open it from, the Interaction Log Entries window
displays different information. For example, if you open the Interaction
Log Entry window from the contact card, it will display the interaction log
entries for that particular contact.

Recording Interactions

You have just come back from a meeting with John Smith at MultiSport,
where you presented your new line of bicycles to him. The meeting went
well.

1 Record the interaction using the ONSITE interaction template and
including your evaluation of the meeting.

One week after the meeting, you decide to send a follow-up letter to John
Smith to ask him whether he would like to receive further information
concerning the line of bicycles.

2 Use the interaction template called Business Letter to have the
program automatically print the letter and record the interaction.
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You have received a letter from John Smith asking you to send him a sales
quote for 50 bicycles. It is a company policy at Cronus to record all
interactions that you have with your contacts. Consequently, you would like
to import the letter you have received from John Smith and record it as an
interaction.

3 In Microsoft Word, write a fictitious letter and save it on your disk
drive. Use the Received Letter interaction template.

Solution

The Interaction Log Entries window should now display three interactions
involving John Smith.

B CT000151 MultiSport Ltd. CT000152 John Smith, - Interaction Log Entries

C. A, Date Interacti... | Description Attachment’ Contact ... | E..| Cost (LCY) Duration {1
4 06-02-03 CONSITE i i i CTOOO152 P, 45.00
11-02-03 BUS Follow-up letter after meeting s CTO00152 3.00
11-02-03 RECEILETT Letter from John Smith asking ... CTOOO1S2 P, 0.00
< ¥
Conkack Mame Conkact Company Marne
John Smith MultiSport Ld,
Enkry v] [anctions v] [ Shaw ] [Create lnteract] [ Help

Find the letter in the Interaction Log Entries window, in the line containing
the interaction recording the letter, by clicking the AssistButton to the right
of the Attachment field. The program automatically launches Microsoft
Word and opens the letter.
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5.4 PHONE CALLS

You can also record phone calls as interactions in the program.

Making Phone Calls

Before you can record phone calls as interactions in the program, you must
ensure that the interaction template code for outgoing phone calls has been
selected in the Outgoing Calls field on the Interactions tab of the
Relationship Management Setup window. Then follow this procedure:

1 Click Relationship Management, Contacts.

2 Browse to the relevant contact card for the contact and click the
Communication tab.

3 Click the telephone icon to the right of the Phone No. field. The Make
Phone Call wizard appears.

2 CT200032 James D. Kramer - Make Phone Call

E)X]
This wizard helps wou to create phone calls and record
infarmation regarding their cost, duration and connection ko a
campaign. Phone calls are recorded as interaction log entries,

Call ko Contact Marme:
|James D. Kramer |

What is their phone number?
50504567 E

Cescribe the call,

N

Wha is the salesperson responsible?
C (#]

Wha initiated the call?
5 K4}

Dial Conkact on Mexk

[w)

[

4  Enter a description of the call.
5  Click Next.

A dialog box appears, indicating that the program is currently dialing the
contact’'s number. If you can’t reach the contact, for example, if the line is
busy, click Hang Up.

6  When the phone conversation is over, click Hang Up.
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If you are not able to get through to the contact, then in the second window
of the wizard, click to remove the check mark in the Attempt was
successful field.

Note
If you go back to the first window of the wizard (by clicking Back in the
second window), the program automatically removes the check mark in the
Dial Contact On Next field, so that it does not dial the contact’s number
once again when you click Next. However, if you want to call the contact
again, click the field to insert a check mark.
7 Click Finish.
When you click Finish, the program records this interaction in the
Interaction Log Entry table.

Exercise 9 Making a Phone Call

The warehouse manager has just informed you that, due to a low level of
stocks, the delivery of the bicycles ordered by MultiSport will be delayed by
two weeks.

1 Call John Smith to let him know.
John Smith is not in his office. You leave a message with his secretary.

2 Record the interaction.

Solution

You should be able to view the interaction you have just created in the
Interaction Log Entries window for John Smith.
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B8 CT000151 MultiSport Ltd. CT000152 John Smith - Interaction Log Entries

G A Date Interacti... = Description Attachrment Conkack ... | E.. Cosk (LCY) Duration {1
| 06-02-03 OMSITE Presentation of the new bicycle CTOOO1S2 P, 45,00
| 11-02-03 BUS Follow-up letter after meeting s CTO00152 3.00
nd v 11-02-03 QUTGOING | i CTO00152 1.00
| 11-02-03 RECEILETT Letter from John Smith asking . CTOOO1S2 P, 0.00
e ,
Conkack Name Contact Company Mame
John Srith MulkiSport Lkd.,
Entry v] [ Functions v] [ shaw ] [Create lnteract] [ Help

Note the check mark in the Attempt Failed field, which indicates that your
attempt to talk to John failed.
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5.5 E-MAiLs

Sending E-Mails

Exchanging e-mails with your business contacts is probably an important
part of your daily tasks.

If you have Outlook installed, you can send your e-mails from Navision
through Outlook. This is an easy and quick way to communicate with your
contacts (customers, vendors, and so on).

You can have all your e-mails logged as interactions in the interaction log
and thereby share knowledge with your colleagues about any e-mail
correspondence going on with your external contacts. This allows other
members of the organization to follow up on e-mail correspondence.

From the Interaction Log Entries window, you can open mails and view
their contents if you click Show.

& AH Annette Hill - Interaction Log Entries

C... lAa.. |Date Interacti... | Description Attachment’ Contact ... E... Cost (LCY) Dur
» i SYSDOC Invitation ko video conference CT100210 P... 8.00
12-02-03 S¥SDOC Confirm participation in video conf... CT100210 M., 8.00
£ b
Conkact Name Contact Cornpany Marne
Stephanie Bourne The Cannon Group PLC
Enkry v] [ Functions v] [ Shiow ] [Create lnteract] [ Help

Before you can log e-mails, certain parameters must be set up correctly
(see chapter 3, "E-Mail Logging").

This section describes how you send and receive e-mails and have them
logged in Navision.

There are two ways of sending e-mails to your contacts from Navision: you
can click the envelope icon to the right of the E-Mail field on the
Communication tab on the contact card and then go through the Create
Mail wizard; or you can use the Create Interaction wizard and select E-
Mail in the Correspondence Type field.
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Receiving E-Mails

Exercise 10

When you send e-mails, the e-mail becomes the attachment in the
Interaction Log Entries window, and the description you entered on the
first page of the wizard becomes the subject of the e-mail.

If you want the e-mail to be logged in the interaction log, you must set up
rules in Outlook that define which e-mails will be stored in the Navision
Queue folder you specified in the Queue Folder Name field (Relationship
Management Setup, the E-Mail Logging tab).

Incoming e-mails are received in your Outlook Inbox and, depending on the
rules you have set up for received e-mails, they will be copied to the queue
folder you specified in the Queue Folder Name field (Relationship
Management Setup, the E-Mail Logging tab).

To have your e-mails logged in the Interaction Log you must specify a
queue folder name and set up the rules that Outlook should apply to have
the e-mails copied to the Navision Queue folder. (For further details, refer
to the Technical White Paper — E-Mail Logging for MS Exchange Server).

If you want to see the contents of the mail, click Show in the Interaction
Entries Log window.

Sending an E-Mail

As you were unable to talk to John, you decide to send him an e-mail. You
find the e-mail address on the contact card (Communication tab) for John
Smith: John@multisport.co.

Create an e-mail to send to him, informing him of the delayed delivery:
Subject: Delayed delivery of ordered bikes.
Dear John,

Due to stock problems, the delivery of the bikes you have ordered will be
delayed by two weeks.

Best regards,
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Solution

You should be able to view the interaction you have just created in the
Interaction Log Entries window for John Smith.

B CT000151 MultiSport Ltd. CT000152 John Smith - Interaction Log Entries

C.. A, |Date Interacti... | Description Attachment Contact ... E... Cost (LYY Dur
06-02-03 OMSITE Presentation of the new bicycle CTOOO152  P... 45.00
11-02-03 BUS Follow-up letter after mesting Yes CTOO00152 8.00
» 11-02-03 S¥SDoC Delaved delivery of ordered bikes | : CTO00152 8.00
¥ 11-02-03 QUTGOING  Tell John about lake delivery of bic... CTO00152 1.00
11-02-03 RECEILETT Letter from John Smith asking for ... CTOOO15Z2  P... 0.00
£ b
Conkact Name Contact Cornpany Marne
John Smith MultiSport Ltd,
Enkry v] [ Functions v] [ Show ] [Create lnteract] [ Help
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5.6 AUTOMATICALLY RECORDED INTERACTIONS

You can have the program automatically record the sales, purchase and
service documents that you print for your contacts as interactions. You can
do this only if the contact is also recorded in the program as a customer,
vendor, or bank.

For example, if a contact is also recorded as a customer, you can create a
sales quote from the contact’s customer card, and you can have the
program automatically record an interaction when you print the sales quote.
When you perform certain sales, purchase and service actions in Navision
for a customer or vendor that is also recorded as a contact, the program
automatically records the action as an interaction for the contact in the
Relationship Management application area.

The program records interactions when you do the following:

e Print sales and purchase quotes

e Print sales and purchase orders

e Print sales and purchase invoices

e Print sales and purchase blanket orders

e Print sales reminders

e Print sales statements

e Print sales and purchase credit memos

e Print sales shipment notes

¢ Print purchase receipts

e Create sales service orders

e Post sales service orders

e Print sales return orders and return receipts

¢ Print sales finance charge memos

e Print purchase return shipments and return order confirmations
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e Print service contracts, contract quotes and quotes

You can see the interactions that the program has automatically created for
a contact in the contact’s Interaction Log Entries window.

Example: Creating Sales Quotes for Customers

You can create sales documents for contacts that are also recorded in the
program as customers.

1 To open the customer card, click Relationship Management, Contacts
and browse to the relevant contact card. Click Contact,
Customer/Vendor/Bank Acc. The customer card appears.

Before you can create a sales quote for a customer, you must ensure that
posting groups have been specified. To do this, on the Invoicing tab, in the
Gen. Bus. Posting Group, Gen. VAT Posting Group, and Customer
Posting Group fields, select the appropriate posting groups.

2  Click Sales, Quotes. The Sales Quote window appears.

3 Inthe No. field, press Enter to have the program automatically enter
the next available sales quote number.

4 Fillin the lines with the item and quantity.
5  Click Print to print the sales quote. The Quote window appears.

6  Fillin any filters on the Sales Quote tab and the number of copies you
want printed on the Options tab.

7 Click Print.

When you click Print in the Quote window, the program automatically
records the sales quote as an interaction for the contact. You can view it in
the Interaction Log Entries window for the contact by selecting the line
with the quote and clicking Show.

Printing a Contact Cover Sheet

The program also automatically records interactions when you print cover
sheets for your contacts.

1 On the contact card for your contact person, click Functions, Print
Cover Sheet. The Contact - Cover Sheet window appears.
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2  Click the Options tab.

B Contact - Cover Sheet

Contact | Options

[ AT e i s [ &s agreed upon
|:| Far wour infarmation
|:| Your comments please

[ Far vour approval

[ Flease cal
[ Returmed after use
O
Log Interackion . . . . .
Print... ] [ Preview ] [ Cancel ] [ Help

3 Fill in the Text and Remarks fields as desired.
4 Click Print.

When you click Print, the program automatically records a new interaction
for the contact person. You can view it in the Interaction Log Entries
window for the contact.

If you do not want to log an interaction when printing a cover sheet, clear
the Log Interaction check box on the Options tab in the Contact - Cover
Sheet window.

Exercise 11 Creating Automatically Recorded Interactions

In his letter, John Smith asked you to send him a sales quote for 50
bicycles (item number 1000).

1 Set up the customer card for Multisport so that you can create the
quote, then create a sales quote and view the interaction created.

Use the following information:

Gen. Bus. Posting Group: EU
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Gen. VAT Posting Group: EU

Customer Posting Group : Domestic

Four days later, John Smith informs you that he would like to order the
50 bicycles.

2 Create a sales order for this.

Solution

The Interaction Log Entries window for MultiSport should now look like
this:

& CT000151 MultiSport Ltd. - Interaction Log Entries

. A | Date
06-02-03
11-02-03
11-02-03
11-02-03
11-02-03

¥ 11-02-03
11-02-03

3

Contact Name

Mulkisport Led,

Interacti...

CMNSITE
S¥SDOC
S¥SDOC
BUS

SYSDOC

Description Attachment Contact ... E... Cost (LCY) Dur
Presentation of the new bicycle CTOOO15Z2  P... 45.00
iDuoke 1002 CTO00151 0.00
Crder 1002 7000151 0.00
Follow-up letter after mesting Yes CTO00152 8.00
Delayed delivery of ordered bikes Yes CTOD0152 3.00
QUTGEOING  Tell John about late delivery of bic... CTOD0152 1.00
RECEILETT Letter from John Smith asking For ... CTODO1SZ  P... 0.00
Contact Cornpany Marne
Multisport Led,
Entry v] [ Functions v] [ Show ] [Create lnteract] [ Help

You can view the sales order from the Interaction Log Entries window by

selecting the line with the order and clicking Show.
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5.7 CANCELING AND DELETING INTERACTION LOG ENTRIES

Canceling Interaction Log Entries
You can cancel interaction log entries, for example, if they record

interactions that have not been performed.

To cancel interaction log entries, open the Interaction Log Entries window
and select the interaction log entry you want to cancel. Click Functions,
Switch Checkmark in Canceled. Confirm the subsequent message.

Deleting Interaction Log Entries
Only canceled interaction log entries can be deleted. To delete canceled

interaction log entries, follow this procedure:

1 Click Relationship Management, Periodic Activities, Delete, Canceled
Interaction Log Entries. The Delete Interaction Log Entries window
appears.

1% Delete Interaction Log Entries g@@

Inkteraction Log Entry

Field Filker

» |Entry Mo. (4]~
Caonkack Ma,
Drate
Campaign Mo,
Interaction Group Code w

[o]4 ] [ Cancel ] [ Help ]

2 Inthe Entry No. field, click the AssistButton to the right of the Filter
field and select the interaction log entry that you want to delete.

3  Click OK.

4 In the Delete Interaction Log Entries window, click OK.
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5.8

INTERACTION STATISTICS

You can view statistics about your interactions in the Interaction Tmpl.
Statistics window and the Interaction Group Statistics window.

Interaction Templates Statistics

In the Interaction Tmpl. Statistics window, you can view information
about the interaction templates, such as the number of interactions created
using the interaction templates, the total cost and total duration of these
interactions.

To open the Interaction Tmpl. Statistics window, in the Interaction
Templates window, select the interaction template that you want to view
statistics for, and then click Interaction Template, Statistics.

To see the details about the interactions created using the interaction
template, in the Interaction Tmpl. Statistics window, click the
AssistButton to the right of the No. of Interactions, Cost (LCY) or
Duration (Min.) fields.

Interaction Group Statistics

In the Interaction Group Statistics window you can view information
about interaction groups. This window enables you to see statistics for a
group of interaction templates. For example, for all the letters, you can see
how many interactions were created using interaction templates from this
group, and their total cost and duration.

To open the Interaction Group Statistics window, in the Interaction Group
window, select the interaction group that you want to view statistics for, and
then click Interaction Group, Statistics.

To see details about the interactions created using interaction templates
from the interaction group, in the Interaction Group Statistics window,
click the AssistButton to the right of the No. of Interactions, Cost (LCY) or
Duration (Min.) field.
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5.9 EXERCISES

Exercise 12

Solution

Creating a sales quote and an order for the Interaction Log

1 Create a letter to Eric Davis from Rent-a-Bike to propose a meeting
where you will present your new range of tires and bells to him.

2 Ericis considering purchasing 20 tires and 50 bells. Create a sales
quote for Rent-a-Bike.

Additional information: Posting groups for Rent-a-Bike

General business posting group: EU
General VAT business posting group: EU
General customer posting group: Domestic
Tire Item No.: 1160

Bell Item No.: 1600

3 Print the sales quote, and check that it has been recorded as an
interaction.

4  Finally, Eric decides to purchase 25 tires and 25 bells. Create the
sales order and print it.

5  Open the Interaction Log Entries for Rent-a-Bike and check that it
contains all the interactions you have recorded.

When you have completed all the exercises, the Interaction Log Entries
window for Rent-a-Bike should look like this:
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G A, Date Interacti...  Descripkion Attachment Conkact ... E...  Cosk(LCY) Du
i 06-02-03 BUS Letter about tires and bells Yes CTO0015Z2  P...
| 11-02-03 SYSDOC Cuote 1001 CToo0152
| 11-02-03 SYSDOC Order 1001 CToo0152
[ e 3
Conkack Name Contact Company Mame
Rent-a-Bike Rent-a-Bike
Entry v] [anctions v] [ shaw ] [Create lnteract] [ Help
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Campaigns and Segmentation

This chapter contains the following sections:
¢ Introduction to Campaigns and Segments
e Setting Up Campaigns
¢ Creating Campaigns
e Creating Segments
¢ Creating Interactions for Segments

¢ Creating Segments by Reusing Logged
Segments

e Creating Segments by Reusing Saved
Segments

e Campaign Pricing
e Campaign Statistics

e Exercises
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6.1 INTRODUCTION TO CAMPAIGNS AND SEGMENTS

Campaigns

Segments

In the Relationship Management application area, you can create
campaigns and set up segments of your contacts for mailings and other
types of interactions. You can use these features to create and keep track
of mass mailings and other interactions in connection with your sales and
marketing activities.

A campaign can be any sort of activity that involves a number of contacts.
It could be anything from sending out catalogs and special offers to
organizing a special event (in which case the contacts might be both
vendors and customers). You can record contact responses to campaigns
as interactions.

There is a statistics window for each campaign that provides information
about the costs and success rates of the campaign.

Segments are groups of contacts that you create using filters. You can
create segments for use with campaigns, or for other purposes. You use
segments to create interactions, such as mailings, and to view statistics
about your sales and marketing activities for that segment of your contacts.

If the interaction is a fax or an e-mail, you can have the program
automatically send these to the contacts in the segment. If the interaction is
a letter, you can have the program print the letters and mailing labels for
the letters. Whichever type of interaction you choose, it is registered as an
interaction for the contact.

Once you have created a segment, you can reuse the actual group of
contacts or you can reuse the segment criteria to create a new segment
based on the same criteria.
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6.2 SETTING UP CAMPAIGNS

Before you can use your campaigns, you must set up campaign status
codes. You can use these codes to manage your campaigns by assigning
a status to the campaign. As you work through the stages of the campaign,
you and other users of the program can quickly see which step a campaign
is at and which step is coming next.

Setting Up Campaign Status Codes

To set up campaign status codes, follow this procedure:

1 Click Relationship Management, Setup, Campaign, Campaign Status.
The Campaign Status window appears:

B Campaign Status E| @| PX|

Code Description
b |[1-PLAN Flanned

Z-BFP Approved

3-INIT Initiated

4-5CH Scheduled
5-5TART Started
9-DOME Done

2  Click F3 to add a new line.
3 Inthe Code field, enter a code for the campaign status.
4 In the Description field, enter a description of the campaign status.

5  Repeat the procedure for each campaign status you want to set up.




6-4

Relationship Management-Navision® 3.70

6.3 CREATING CAMPAIGNS

You can view general information about your campaigns on the campaign

card.
track

Creating Campaigns

You create a campaign card for each campaign that you want to keep
of.

To record a new campaign in the program, follow this procedure:

1

Click Relationship Management, Campaigns. The campaign card
appears:

& CP

1001 Increase sale - Campaign Card

General | Invaicing |
Salesperson Code, . . . |DC [x]
| Last Date Modified . . .
Status Code . . . . L 5-3TART Activated ., . ... L L
Starting Date . . . . . 01-11-00
EndingDate. . . . . . . 01-04-01
[Ca_mpaign V] [anctions V] [ Help ]

Press F3 to create a new campaign.

In the No. field, press Enter. The program automatically enters the
next available number in the number series for campaigns.

In the Description field, enter a description of the campaign.

Click the AssistButton to the right of the Status Code field. The
Campaign Status window appears.

EE Campaign Status El@| El
Code Description
1-PLAN Planned
2-0PP Approved
S-IMIT Initiaked
4-5CH Scheduled

S5-START  Started
9-DOME Done
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6  Select the appropriate status code and click OK.
7  Inthe Stating Date field, enter today’s date.

8 In the Salesperson Code field, enter the responsible salesperson.

Creating Interactions Linked to Campaigns

After you have created a campaign, you can record interactions for that
campaign. You can create interactions involving a contact and that are
linked to the campaign using the Create Interaction wizard. For
information on using this wizard, see chapter 5, “Using the Create
Interaction Wizard.”

Entering Campaign Information in the Create Interaction Wizard

You can enter information about the campaign that an interaction is linked
to on the last page of the wizard. You can select which campaign the
interaction is linked to, specify if the contact is a target contact for the
campaign, and specify if the interaction records the response to the
selected campaign.

To enter information about the campaign, follow this procedure:

1 On the contact card, click Create Interact, the Create Interaction
wizard appears.

2 Fillin the mandatory and any relevant optional fields of the wizard. On
the last page of the wizard, click the AssistButton to the right of the
Campaign No. field.

3  Select the campaign that the interaction is linked to and click OK.
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&= CTO00008 New Concepts Furniture CT100152 Belinda Newma. .. |Z||E||z|

The Following fields are optional.

What campaign is the inkeraction linked to?

Spring offer |

[]This contact is being targeted as part of a campaign.

|:| This interaction is a response to a campaign.

Finish ] [ Cancel

If the contact is part of the target group for the campaign, place a check
mark in the Campaign Target field.

4  If the interaction is a response to the campaign, place a check mark in
the Campaign Response field.

5  Click Finish.

When you click Finish, the program automatically updates the Interaction
Log Entries window for the contact, and enters a new entry in the
Campaign Entries window for the relevant campaign.

Viewing the Interaction in the Campaign Entries Window

You can see this interaction in the Campaign Entries window for the
relevant campaign.

To open the Campaign Entries window, click Relationship Management,
Campaigns. Find the campaign card for the campaign and click Campaign,
Entries. The Campaign Entries window appears.
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B CP1004 Spring offer - Campaign Entries

Entry Ma. | C.. Date Description Cask (LCY) Duration (Min.) | Mo
3 1 25-01-01 Interactions &,00 30
< >
Entry v] [anctions v] [ Help ]

To see the interaction log entry linked to the campaign entry, select the
campaign entry and then click Entry, Interaction Log Entries.

The Interaction Log Entries window appears.

EE Interaction Log Entries El@‘g‘
Akt Interaction Contact Cost  Duration  Salesper... Campaign
Can... Failed Date Templat.., ' Description Attachment Mo, Ev..o {LCYY | (Min) Code Mo Entry I
[y 3 25-01-01 BUS Discuss advert design For sprin... Ves CT100152 8,00 30 R CP1004

e -
Contack Name Conkact Company Mame
Belinda Mewman Mew Concepts Furniture

[ Entry  w] [Functions ] [ show | [createlnteract] [ Help

Changing the Status of the Campaign

Once your campaign is under way, you must modify the status of the
campaign, you can do this directly on the campaign card.

To modify the status of the campaign, follow this procedure:
1 Click Relationship Management, Campaigns.

2 On the campaign card, click the AssistButton to the right of the Status
Code field.

3  Inthe Campaign Status window, select the appropriate option, and
click OK.
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Example

Creating an Interaction Linked to a Campaign

As part of the Increase Sales campaign, you are planning to hold a press
conference at the Hotel Continental to present a new product. You have an
initial meeting at the hotel that goes well and you book their conference
room.

Record this meeting as an interaction linked to the Increase Sales
campaign.

When you have created the interaction, the last window of the Create
Interaction wizard will look like this:

EE CT000024 Niewwe Zandpoort NV CT100215 Kenneth Cools - Cr... [= |[8][X]

The Following Fields are optional,

‘what campaign is the interaction linked to?
[Increass sals 3

[ this contact is being targeted as part of a campaign,

é‘l’his interaction is a response ko a campaign. ;

[k = [ Finish ] [ Cancel ]
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6.4 CREATING SEGMENTS

You can create segments, for example if you want to select a group of
contacts according to specific criteria, such as the industry the contacts
belong to, your business relation with the contact, the interactions you have
had with the contact, and so on.

You can, for example, create a segment to select the contacts you want to
target with a campaign.

There are two steps in creating a segment in the program: entering general
information about the segment, and selecting the contacts to be included
within the segment.

Entering General Information

Before you can select the contacts within the segment, you must create the
segment in the program. To do this, follow this procedure:

1 Click Relationship Management, Segments. The Segment window
appears.

B SM00004 Target for, Spring Offer - Segment

General | Inkeraction | Campaign
Mo SMOo004 =] Dakei e 25-01-01
Description . . . . . . . Target For Spring Offer N ol s NN 0
Salesperson Code. . . . |MD E3] Mo, of Criteria Actions . . 0
Contact (s
Mo, T.. Contact Company Mame Conktact Mame Description
| #p
£ >
Seqgrnent v] [anctions v] [ Log ] [ Prink v] [ Help

2  Press F3 to create a new segment.

3 Inthe No. field, press Enter to have the program automatically enter
the next available segment number.

4 Inthe Description field, enter a description of the segment.

5 In the Salesperson Code field, enter the responsible salesperson.
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Selecting Contacts for the Segment

Example

After entering general information about the segment, you must select the
contacts to be included in the segment. You can use a variety of criteria to
select contacts. For example, you can select contact persons working at a
customer site or prospective customer site who are responsible for
purchases at their company.

You use filters to add contacts according to, for example, the job
responsibility of the contact person or the business relation or industry of
the contact company. Once you have added contacts, you can then
remove contacts using other filters, such as mailing groups or another filter
not used previously.

Adding Contacts to the Segment

To select the contact persons who, for example, have the business relation
Customer and are responsible for purchases, follow this procedure:

1 In the Segment window, click Functions, Segment, Wizard. The
Segment Wizard appears.

—
-

EX]

EE SM00004 Target for, Spring Offer - Segment Wizard

This wizard helps wou ko segment vour contacts, It uses the
most common criberia For defining segrments,

If wou want to define vour segment using ather criteria, vou
can do this in the Segment window by clicking Functions,
Segment, and then Add Contacts or Remove Contacts,

Do o wank ko

2  Select the option Add Contacts and click Next. The second page of
the wizard appears:
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= SM00004 Target for Spring Offer - Segment Wizard |Z||§||z|

Select the criteria in any of the following pages to define which
contacts you want to add ko vour segment.

Business relations
ST [E3]
Salespersons
Industry groups
Mailing groups

Job Responsibilities

PURCHASE]| £

[ < Back ][ Mext = ] [ Eirish ] [ Cancel ]

3 Click the AssistButton to the right of the relevant criteria, in this

example the Business Relation field, select Cusfomer, and click OK.

4  Click the AssistButton to the right of the Job Responsibilities field.

Select the job responsibility Purchase, and click OK.
5  Click Finish.

The Segment window now looks like this:

B SM00004 Target for Spring Offer - Segment

General | Interaction | Campaign |

Rl i i SMO0o04 El Diabeiis i i 25-01-01

Description . . . . . . . |Target Far Spring Cffer | Mo. ofLines. . . . . . . 26

Salesperson Code. . . . |EE @ Mo, of Criteria Actions . . 1
Contact (@
Mo, T.. Contact Company Mame Contack Mamne Descripkion
CT100202 Afrifield Corporation Janice Galvin Target Far Spring Offer fad
CT100159 Bilabankinn Ragnar Eirikssan Target Far Spring Offer B |
CTi00232 Candoxy Konkar &5 Ingelise Lang Target Far Spring Offer
CTI00172 Englunds Kontarsmibler 4B Eritta Simon Target Far Spring Offer e
L3 | ¥

[ Seqgment v] [ Functions v] [ Log ] [ Prink v] [ Help ]

In the No. of Lines field, the program has automatically entered the
number of contacts selected according to your criteria.
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Exercise 13

Creating a Segment

This year at Cronus, you have decided to sponsor the biggest national golf
tournament and would like to invite some of your contacts to attend this
event.

Create a segment with contacts that are members of the press.

Solution

When you have created the segment, the Segment window should look
like this:

EE SM00005 Golf Tournament - Segment [:J@g]

General | Interaction | Campaign
Bog o SMO000s E MAke i 25-01-01
Description . . . . . . . Golf Tournament Mo GO Eg, & & o o 15
Salesperson Code. . . . [DC E3] Mo, of Criteria Actions . . 1
Contact (s
Mo, T.. Contact Company Mame Conktact Mame Description
L » m&] TelecomPetit Allan vinther-wahl Golf Tournament -~
CT100185 TelecomPetit Arlene Huff Golf Tournament
CT200019 TelecomPetit Kevin Yerboort Golf Tournament
CT200131 TelecomPetit Linda Moschell Golf Tournament e
£ >
Seqgrnent v] [anctions v] [ Log ] [ Prink v] [ Help

Removing Contacts from the Segment

Once you have added contacts to your segment, you can also remove
contacts using other criteria. For example, you could remove all contacts in
a specific mailing group or those on a certain organizational level. If you
made a mistake and want to remove an entire group that you added
previously, then you can use the same criteria to remove the contacts as
when you added them to the segment.

To remove contacts from a segment, follow this procedure:
1 In the Segment window, click Functions, Segment, Wizard.

2 On the first page of the wizard, select the option Remove Contacts
and click Next.
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3 On the second page of the wizard, select Reduce your segment and
click Next.

& SM00005 Golf Tournament - Segment Wizard E”E|

‘ou have chosen to remowe contacts From your segment., You
can do this in bwo ways,

Do you want ko

@Reduce your seqment;
(define the contacts you want ta remove From your

segment)

OReFine your segrenkt

{define the conkacks vou wank to keep in wour segment)

[ <Bock ][ tert>

4 On the next pages of the wizard, click the AssistButton to the right of
the criteria you want to use, for example the Country field. Select the
relevant country and click OK.

5  Click Finish.

After you have reduced your segment by excluding for example contacts
from GB, your Segment window could look like this:

&= SM00005 Golf Tournament - Segment

General m"?paigﬂ
|\ e s e SMO0005 =] DAte s 25-01-01
Description . . . . . .. |GOIF Tournarment | No. of Lines. . . . . .
Salesperson Cods. . . . [DC 3] Mo, of Criteria Actions .
Contact (s
Mo, T.. Conkack Company Mame Conkact Mame Drescription
3 m&] UpTownSvea Anna Lidman Golf Tournament fad]
CT200026 UpTownSvea Benjamin C. Willet Golf Tournament L]
CT200034 UpTownSvea Eirgitte Yestphael Golf Tournament
CT200043 UpTownSvea Jens Toft Golf Tournament
£ || i} ] £
Seqgrenk v] [ Functions v] [ Log ] [ Prink v] [ Help ]
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The Go Back Function

If for some reason you need to reverse the addition or removal of a group
of contacts from a segment, you can do this with the Go Back function. The
program allows you to undo your segmentation actions.

To add contacts you have just removed, go to the Segment window and
click Functions, Segment, Go Back.

The program automatically replaces the contacts that you have removed.

Saving Segmentation Criteria

You can save your segmentation criteria so that you can reuse the
segment for other campaigns and interactions.

To save the segmentation criteria that you have defined, follow this
procedure:

1 In the Segment window, click Functions, Segment, Save Criteria. The
Save Segment Criteria window appears.

B Save Segment Criteria E@@

(G e R S SEGCRITOZ

Description . . . . . . . Press @roup ko Golf Tournament

[ oK ] [ Cancel ] [ Help ]

2 In the Code field, enter a code for the segment criteria.
3 In the Description field, enter a description of the segment criteria.

4  Click OK.

Linking Segments to Campaigns

You can link segments to specific campaigns. To do this, follow this
procedure:

1 In the Segment window, on the Campaign tab, click the AssistButton
to the right of the Campaign No. field. Select the relevant campaign,
and click OK.

2 If the segment is the target of the campaign, click to insert a check
mark in the Campaign Target field.
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6.5 CREATING INTERACTIONS FOR SEGMENTS

You can create interactions for all the contacts within a segment. You can
do this directly from the Segment window. In the Segment window, on the
Interaction tab, you can specify interaction-related information. You can,
for example, select an interaction template and an attachment that will be
applied to all the contacts within the segment.

Entering Interaction Information for a Segment

To enter information related to an interaction for a segment, follow this
procedure:

1 In the Segment window, click the Interaction tab.

2 Click the AssistButton to the right of the Interaction Template Code
field. Select the relevant interaction template and click OK.

When you leave the Interaction Template Code field, the following
message appears:

Microsoft Business Solutions-Navision

Py You have rodified Interaction Template Code,

Do wiold want to update the segment lines with the same Interaction Template Coder

I Yes l [ Mo ]

3 Because you want to send the attachment to all the contacts, click
Yes.

The program automatically applies the interaction template to all the
contacts within the segment.

The program uses the information defined for the interaction template in the
Interaction Template window to fill in the different fields on the Campaign
tab.

The Interaction tab looks like this:
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&5 SM00004 Target for Spring Offer, - Segment

General | Interaction | Campaign

Interaction Template ... Information Flow . . . .
Language Code (Default) Initiated By . . . . . . . Us =]
subject (Default) . . . . | | Unitcost Ly . .. ,00
Attachment, . . L Yes [ Urit Duration {Min.) . .
Ignore Contact Corres. .. Send Word Dacs, as a... []

Correspondence Type ... |Hard Copy =l

Contack Car... Sale:
Mo, Type | Contack Cornpany Marne Contack Marme Description Code
CT100163  Har... Lowaina Conkrackors Dotis Harkwig Targek for Spring Offer MDA~
CT100145  Har... Marshaolm Karmstal Michael Lund Target Far Spring Offer MO
CT100145 Har... Meersen Meubelen IMonica Brink Target for Spring Offer MO
CT100149  Har... Michael Feit - Mabelhaus Christian Kleinerman Target For Spring Cffer MO
£ ¥

[ Segment v] [ Functions v] [ Log ] [ Print v] [ Help ]

Exercise 14 Sending a Letter to a Segment

Send a letter to the segment you created earlier, using the Business Letter
interaction template.

Solution

When you have created the interaction for the segment, the Interaction tab
for the segment should look like this:

B8 SM00005 Golf, Tournament - Segment

General | Interaction | Campaign

Interaction Template ... |GOLF %] Information Flow . . . .

Language Code (Default) Initiated By . . . . . . . Us =]

Subject (Default) . . . . | | Unitcost Ly . L ,00

Attachment. . . . . . . Ves =] Urit Duration (Min.) . . .

Ignore Contact Corres. .. 17; Send Word Dacs, as A... []

Correspondence Type ...
Contack Car... Sale:
Mo, Type | Contack Cornpany Marne Contack Mame Description Code
CT200030 Har... UpTownSwea Anna Lidman Golf Tournament DC A
CT200026  Har,.. UpTownSvea Benjamin ., Willst Golf Tournament D
CT200034  Har... UpTownSwvea Eirgitte Yestphael Golf Tournament D
CT200043  Har... UpTownSvea Jens Toft Golf Tournament D v
4 b3

[ Segment v] [anctions v] [ Log ] [ Print v] [ Help ]

Personalizing an Interaction for One Contact

You can personalize an interaction for one contact in a segment, for
example, by adding a sentence to a letter.
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To do this, follow this procedure:

1 In the Segment window, find the line with the relevant contact.

2 On this line, in the Attachment field, click the AssitButton.

The program launches Microsoft Word and opens the letter for the contact.
3 Add the personalized text to the letter.

4  Close the Microsoft Word document.

5  Confirm the subsequent message.

Microsoft Business Solutions-MHavision

i

?HI/ Import attachment SMO0004 Target For Spring Offer?

[ Yes ] [ Mo

The program automatically enters Unique in the Attachment field, to show
that the attachment is personalized.

i SM00004 Target for Spring Offer, - Segment

General | Intetaction | Campaign
Interaction Template ...  |BUS [+ Infarmation Flow . . . . |Outbound =l
Language Cade {Default) Intiated By . . . . . . . Us =l
Subject (Defaulty . . . . | | Urit cost Ly L 3,00
Attachment. . . .. Yes ] Urit Duration {Min.} . . .
Ignaore Contack Corres, . send Wword Docs, as A, [ ]
Correspondence Type ... |Hard Copy =
+action  Language Campaign
iplat...  Code Subject E.. Cosk{LCY) Duration {Min.) - Target Attachment
8,00 30 Inherited ~
8,00 30 Inherited
&00 30 i
3,00 30 Inherited v
£ 1>
[ Segment v] [anctlons v] [ Log ] [ Prink v] [ Help

Printing Segment Labels
In order to send letters, you can print labels with the names and addresses

of the contacts within the segment. To do this, follow this procedure:

1 In the Segment window, click Print, Labels. The Segment - Labels
window appears.
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Printing Letters

=S

H Segment - Labels

Options
T B it e B (#3536 = 70 mm {3 columns)i
(137 % 70 mm (3 columns)
(136 3 105 mm (2 columns)
(337 % 105 mm {2 columns)
Print... ] [ Preyigw ] [ Cancel ] [ Help

2 The program automatically selects the option 30 x 70 mm (3
columns). Select other dimensions if necessary.

3 Click Print.

4 In the Segment - Labels - Print window, check the printer settings
and click OK.

You can print letters created as interactions and have them recorded in the
program. Follow this procedure:

1 In the Segment window, click Log. The Log Segment window
appears.

87 Log Segment |Z| |E| E|

Options |

Send Attachments. . . .
Create Follow-up Seq... [

[ [o]4 ] [ Cancel ] [ Help

The program enters a check mark in the Send Attachments field by
default.
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2 As you want the program to print the letters, leave the check mark in
the Send Attachments field.

3  Click OK.

The program automatically prints the letters, and logs the segment.
Because the segment has been logged, you won’t be able to find it in the
Segment window any longer.

The program has automatically recorded an interaction for each of the
contacts within the segment, and has created an entry for the campaign.

Viewing Interaction Log Entries Linked to the Segment

You may need to view an interaction (such as a fax or a letter) that has
been sent, for example if the contact calls you about the interaction and
you do not remember the details. To view the interaction again, follow this
procedure:

1 Click Relationship Management, Contacts.

2 Find the contact card for the contact, and click Contacts, Interaction
Log Entries. The Interaction Log Entries window for the contact

appears.
E8 CT000037 EXPORTLES d.o.0. CT100195 Elizabeth Keyser - Interaction Log Entries
ALt Interaction Contack Cost Duration  Salesper... Campaign E...
Can... Failed Date Templat... Description Attachment Mo, Ev... (LCV)  (Min.) Code Mo, Mo, C..
» 25-01-01 BUS Target For Spring Offer Yes CT100195 8,00 30 MD CP1004 95
Contact Mame Conkact Companty Hame
Elizabeth Keyser EXPORTLES d.o.o,
Entry v [Funciions w] [ show | [crests Interact] [ Help

3 On the line with the relevant interaction, click the AssistButton to the
right of the Attachment field.

The program automatically launches Microsoft Word and opens the
interaction.

Viewing Campaign Entries Linked to the Segment

When you logged the segment, the program automatically created a
campaign entry for the campaign. You can view this in the Campaign
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Entries window for the campaign.

Click Relationship Management, Campaigns. Find the campaign card for
the campaign, and click Campaign, Entries. The Campaign Entries
window appears:

EE CP1004 Spring offer, - Campaign Entries

Ent...| Ca... Date Description Cosk (LCY) Duration... Mo, of Inter...

1 25-01-01 Inkerackions 5,00 30 1

» 3 25-01-01 Target For Spring Offer 26
Enitry v] [ Functions v] [ Help

You can see the cost of the interaction and how many contacts you sent it
to.
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6.6 CREATING SEGMENTS BY REUSING LOGGED SEGMENTS

You can save time by creating segments from segments that have already
been logged, instead of starting from the beginning. For example, you
might want to create a segment similar to an existing segment, except for
certain contacts. To create a segment by reusing a logged segment, follow
this procedure:

1 Click Relationship Management, Segments.

2 In the Segment window, place the cursor in one of the fields in the
header, and press F3.

3 In the No. field, press Enter to have the program automatically enter
the next available segment number.

4 In the Description field, enter a description of the new segment.

5 Inthe Salesperson Code field, enter the desired salesperson code.

6  Click Functions, Segment, Reuse, Logged Segment. The Logged
Segments window appears.

&= Logged Segments

C.. Enktry Mo,  Creation,.. User ID Segment,.. Description Mo, of In... Mo, of C...
1 19-03-03 SMO0004  Target Far Spring Offer 26 1
[ K | [ Cancel ] [Lﬂgge‘j 5. V] [ Functions V] [ Help ]

7  Select the line with the relevant logged segment, and click OK.

The program automatically fills in the lines of the Segment window with the
contacts contained in the logged segment.

Now, you can manually remove any contacts that you do not want included
in the new segment. To remove a contact, in the Segment window, select
the line with the contact to be deleted and press F4. Then confirm the
subsequent message.
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Microsoft Business Solutions-Hayision |£|

\ -{/‘ Delete selected lines?
N

Repeat this procedure to remove any other unwanted contacts from the
segment.

In the No. of Lines field, you can see the new number of contacts in the
segment.

Recording Interactions

You can record interactions for an entire segment. If you are conducting a
sales campaign, for example, and a large number of contacts have
responded to your initial interaction, it is practical to set up a segment for
the contacts that have responded, and then create their responses as
interactions all at once, instead of creating an interaction for each contact
individually.

Follow this procedure:
1 In the Segment window, click the Interaction tab.
2 In the Interaction Template Code field, click the AssistButton.

There is no interaction template for recording responses to campaigns. You
can create one:

3  Inthe Interaction Templates window, press F3.

4 In the Code field, enter RESP, and in the Description field, enter
Campaign Responses.

5 Click OK.

6  Select the appropriate interaction template in the Interaction
Template Code field. The following message appears:
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Microsoft Business Solutions-Navision

P You hawe modified Inkeraction Template Code,

Do yoll want to update the segment lines with the same Interaction Template Code?

Yes l [ Mo

7  Confirm this message.

Entering Campaign Responses

To specify that these contacts have responded to the campaign, follow this
procedure:

1 On the Campaign tab, in the Campaign No. field, click the
AssistButton.

2  Select the appropriate campaign, and click OK.

3  Leave the Campaign No. field and confirm the subsequent message.

Microsoft Business Solutions-Navision

P, You have modified Campaign Mo,

Do yoll want to update the segment lines with the same Interaction Template Code?

YEs l [ Mo

4 In the Campaign Response field, insert a check mark, and confirm
the subsequent message.

Logging the Segment

To log the segment and record the interactions, follow this procedure:
1 Click Log.
2 Inthe Log Segment window, click OK.

3  Confirm the subsequent message.

Viewing Campaign Information

When you log the segment, the program automatically creates an entry for
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the campaign to record this action. You can view it in the Campaign
Entries window for the campaign.

E CP1004 Spring offer, - Campaign Entries

Ent...' Ca... Date Description Cosk (LCY) Duration... Mo, of Inter...
1 25-01-01 Inketactions 5,00 30 1
3 25-01-01 Target for Spring Offer 208,00 i 26

HENNEENESE

Entry v] [anctions v] [ Help
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6.7 CREATING SEGMENTS BY REUSING SAVED SEGMENT CRITERIA

You can use saved segmentation criteria to create new segments. Follow
this procedure:

1 Click Relationship Management, Segments.
2 Place the cursor in the header of the Segment window, and press F3.

3 Inthe No. field, press Enter to have the program automatically enter
the next available segment number.

4 In the Description field, enter a description of your new segment.
5 Inthe Salesperson Code field, enter the relevant salesperson code.

6  Click Functions, Segment, Reuse, Saved Criteria. The Saved
Segment Criteria List window appears.

&= Saved Segment Criteria List EJ@|E|

Description

AT | T T (——m

7  Select the desired saved segment criteria, and click OK.

The program automatically fills in the lines of the Segment window with all
the contacts currently fulfilling the defined criteria.
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6.8 CAMPAIGN PRICING

Companies operating in price-sensitive markets with diverse customer
bases often need to set up promotional campaigns offering items at special
prices for targeted segments of the market. The campaign pricing
functionality greatly facilitates this process. It offers two different ways of
setting up a promotional price campaign: Using fixed sales prices (see
Creating Sales Prices for a Campaign below) and using discount
percentages (see Creating Sales Line Discounts for a Campaign below).

Creating Sales Prices for a Campaign

When you have set up your campaign, decided what segments you want
the campaign to cover and set the Starting Date and Ending Date for the
campaign, you register the sales prices for the individual items on the lines
in the Sales Prices window.

To create sales prices for a campaign, follow this procedure:
1 Click Relationship Management, Campaigns, browse to the relevant

campaign and then click Campaign, Sales Prices. The Sales Prices
window appears.

& Campaign CPO002 Loadspeaker, Promotion - Sales Prices

General | Options
Sales Type Filter, . . . . Canmpaign =] Ttern Mo, Filker. . . . . .
Sales Code Filter . . . . |CPOO0OZ Starting Date Filker . . .
Sales Type | Sales Code | Ikem Mo, Unit of M...  Minimum Qua...  Unit Price Starting ... Ending Date
B | Campaign  CPOOOZ L5-75 ID,DD| 30,00 01-0z-01 28-02-01

2 The Sales Type Filter field will be filled in with Campaign, and the
Sales Code Filter field will contain the campaign number. As the
campaign will cover the period defined on the campaign card for all
items with sales prices, you cannot change the starting and ending
dates on the individual lines. The program transfers the values from
the starting and ending date fields on the campaign card to the lines in
the Sales Prices window.

3 Fill in the fields on the lines with the Item No., Unit of Measure and the
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Unit Price to be campaigned. You can also show the Variant Code
column and specify the Variant Code if there are several variants of

the item.

4 If the customer has to purchase a minimum quantity in order to obtain
the campaign price, fill in the Minimum Quantity field.

5  Using the Show Column facility, you can also specify the Currency
Code and indicate whether line discount and invoice discount should
be allowed.

Repeat steps 3-5 for every item for which you want to create a Sales Price.

Creating Sales Line Discounts for a Campaign

When you have set up your campaign, decided what segments you want
the campaign to cover and set the Starting and Ending Date, you register
the discount % that the customer will receive on the individual items on the
lines in the Sales Line Discounts window.

To create sales line discounts for a campaign, follow this procedure:

1 Click Relationship Management, Campaigns, browse to the relevant
campaign and then click Campaign, Sales Line Discounts. The Sales
Line Discounts window appears.

&= Campaign CPO002 Loadspeaker Promotion

- Sales Line Discounts

General | Options

Sales Code Fiker ., .

#p | Campaign  CPOOOZ

Sales Type Fiker . . . .

Campaign

. |CPOD0Z

Sales Type | Sales Code | Type

Item

Code
L3-150

Unit of M. .,

TypeFilter . . . .. ..

Starting Date Filer . . .

Minimurn Qua,..  Line Discount %6 Skarking ...

5,00

15,00

01-02-01

Ending Date
28-02-01

2 The Sales Type Filter field will be filled in with Campaign, and the
Sales Code Filter field will contain the campaign number. As the
campaign will cover the period defined on the campaign card for all
items with sales prices, you cannot change the starting and ending
dates on the individual lines. The program transfers the values from
the starting and ending date fields on the campaign card to the lines in

the Sales Prices window.
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3  Fillin the fields on the lines with the Item Type (item or item discount
group), ltem Code (this can be either the item number or the item
discount group code), Unit of Measure and the Line Discount %. You
can also show the Variant Code column and specify the Variant Code
if there are several variants of the item.

4 If the customer needs to purchase a minimum quantity in order to
obtain the campaign discount %, fill in the Minimum Quantity field.

5  Using the Show Column facility, you can also specify the Currency
Code.

Repeat steps 3-5 for every item for which you want to create a Sales Line
Discount.

Activating/Deactivating Sales Prices and Line Discounts in a Campaign

When you have set up the sales prices and/or line discounts and specified
the segments on the campaign card, you must activate them to allow the
campaign prices/discounts to be reflected on the lines.

To activate sales prices/line discounts in a campaign, follow this procedure:

1 Click Relationship Management, Campaigns, browse to the relevant
campaign and then click Campaign, Segments.

2 Onthe Campaign tab, place a check mark in the Campaign Target

field.
B SM00002 Loadspeaker, Promotion - Segment

General || Interaction | Campaign

Campaign Ma.. . . . . . CPO0DZ) (3]

Campaign Description . . |Loadspeaker Promotion

Campaign Target . . . .

Campaign Response., . . |:|
Contack s
Mo, T.. Contact Company MName Conktact Mame Description

p | CT100148 Meersen Meubelen IManica Brink, Loadspeaker Promotion
CT100152 Mew Concepts Furniture Belinda Mewman Loadspeaker Promotion
CT200009 Woonboulevard Kuitenbrouwer — Michael Devoe Loadspeaker Promotion
£ >

Seqgrnent v] [ Functions v] [ Log ] [ Prink v] [ Help

3  Close the Segment window.
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4 On the campaign card, click Functions, Activate Sales Prices/Line
Discounts. A check mark appears in the Activated field.

& CPD002 Loadspeaker Promotion - Campaign Carnd

General | Invoicing

[ [ T CPO002 = ﬂ Salesperson Code, . . . (£

Description . . . . . . . Loadspeaker Promation Last Date Modified . . . 17-03-03

Status Code . .. L L S-START [ Activated., . . ... L

StartingDate . . . . . . 01-02-01

Ending Date. . . . . . . 28-02-01

[Ca_mpalgn v] [anctlons v] [ Help

Note

In order to activate the sales prices/line discounts, the Campaign Target
field on the Segment card must contain a check mark. If the sales
prices/line discounts covers all the contacts in the segment, place a check
mark in the Campaign Target field on the Campaign tab of the Segment
card. If the sales prices/line discounts are not to be offered to all the
contacts in the segment, you can remove the check mark from the
Campaign Target field for the lines in question.

If, for example, you want a campaign to stop before the ending date you
specified when you set up the campaign, you can deactivate the sales
prices/line discounts for that campaign.

To deactivate sales prices/linie discounts, follow this procedure:

1 Click Relationship Management, Campaigns and browse to the
relevant campaign.

2 Click Functions, Deactivate Sales Prices/Line Discounts.

The sales prices/line discounts are deactivated and the check mark
disappears from the Activated field.

If you remove the check mark in the Campaign Target field on either the
segment card or the segment line, the sales prices and line discounts will
be deactivated for either the segment or the segment line.
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6.9 CAMPAIGN STATISTICS

You can get a precise overview of how a campaign is going. You can view
this information in the Campaign Statistics window.

To open the Campaign Statistics window, on the campaign card, click
Campaign, Statistics, or press F9.

The Campaign Statistics window looks like this:

& CP1004 Spring offer, - Campaign Statistics EI@|E|

General | Opportunities

Target Contacts Cont...

Conkacks Responded | ]
Response Rate %%, . . 0,0
G (LE I 216,00
v, Cost per Response, 0,00
Duration (Miny . . . a10
fAvg, Duration per Res... a

In the Response Rate % field, you can see the percentage of contacts
contacted by the campaign who have responded to it.

In the Avg. Cost per Response field, you can see how much you have
spent on each response that you have received.

In the Avg. Duration per Response field, you can see how long time you
have spent on each response that you have received.
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6.10 EXERCISES

Exercise 15

Planning a Campaign

You are going to start a new national campaign to promote your new
Millennium office furniture series. You need to plan the campaign, decide
which contacts to target with the campaign and save the segmentation
criteria that you use so that you can apply them again next year.

1 Record the new campaign in the program and call it Promoting
Millennium Series.

After a few weeks, you publish an advertisement, and the campaign is
actually started.

2 Modify the status of the campaign directly on the campaign card.

In order to promote the new Millennium office furniture series, you have
planned another action that consists of sending a mailing to a specific
group of contacts. The mailing will consist of a letter introducing the office
furniture series.

3  Create a segment (called Target for Millennium Campaign) made up
of contacts with the following characteristics:

— Include contact persons who are prospective customers and
responsible for purchases at their company.

— Do not include contact persons who received the Christmas card
because they have already received the letter, so you don’t want
to include them in the segment.

4  Save the segmentation criteria that you have used to select this
segment, so that you can apply the criteria next year to your database.
Link this segment with the campaign you have created for the
promotion of the Millennium office furniture series.

5  Set up the letter that you would like to send to all the contacts within
the segment. You can do this directly from the Segment window. You
have already created the letter that you want to send to your contacts.
You have inserted it as an attachment for the CANVAS interaction
template.

6 Personalize the letter to Amy E. Alberts from EXPORTLES d.o.0., one
of the contacts within the segment, by adding the following sentence
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Exercise 16

Exercise 17

at the beginning of the letter “It was a pleasure meeting you at the
trade show last week.”

7 Print labels with the names and addresses of the contacts within the
segment.

8 Itis now time to send the letters for the campaign. Print them and
record them as interactions in the program.

Recording responses

Now you need to create another segment to record the contacts that have
responded positively to the Millennium office furniture campaign. You can
create this new segment using the segment that you have already logged.

1 Create a new segment containing the same contacts as the first
segment, except for one contact (Shelley Dick) who has not
responded to the campaign. Create the segment using the segment
that you have already logged.

2  Record as an interaction that the contacts in this new segment have
positively responded to the campaign by asking for more information.

3  Log the segment and record the interactions.

Using Saved Segmentation Criteria

A year has passed and you have got a new office furniture series to
promote, the Futurus series. The campaign you made last year was a great
success, and you would like to target the same category of contacts. As
you have added several prospective customers to your database since last
year, you cannot use the logged segment to create the new segment. But,
last year you saved the segmentation criteria that you used for the first
segment.

1 Create a new campaign called Target for Futurus Campaign.
2 Create a new segment called Target for Futurus Campaign.

3  Use the saved segmentation criteria to select the contacts to target for
the new campaign.
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Solutions

Exercise 15

1 When you have recorded the new campaign to promote the
Millennium office furniture in the program, the campaign card should

look like this:
B8 CPO001 Promoting Millenium Series - Campaign Card
General | Invoicing
(LT e CPOOO1 E ﬂ Salesperson Code ., . . . |AH [+]
Descripkion . . . . . . . [Promating Millenium Seties | Last Date Modified . . . 25-01-01
Status Code . . . . . . 1-PLAN Activated . . . .. . L
Starting Date . . . . . . l:l
EndingDate. . . . . . . l:l
[ campsion «] [Functions «| [ Hep |

2 When you have modified the status of the campaign, the campaign
card should look like this:

B8 CPO001 Promoting Millenium Series - Campaign Card

General | Invoicing
[ [T et CPO001 =] ﬂ salesperson Code, . . . |AH [E3]
Description . . . . . . . [Promoting Millenium Series | Last Date Modified . . . [ 25-01-01
Status Code . . . . . 5-START| [E3] Activated . . . .. L L
Starting Date . . . . . . l:l
Ending Date, . . . . . . I:l
[Ca_mpaign v] [anctions v] [ Help ]

3 When you have set up the segment, the Segment window should look
like this:

B SM00001 Target for Millennium Campaign - Segment

General | Interaction | Campaign

Mot SMO0001 ]

Description . . . . . . . |Target Faor Millenniurn Campaign

Salesperson Code. . . . |AH Mo. of Criteria Actions . .
Conkact ... C.. Contact Company Mame Contack Mame Description

< |

|

Segment v] [anct\ons v] [ Log ] [ Print v] [ Help ]
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When you have selected the contact persons who are prospective
customers and responsible for purchases, the Segment window should

look like this:
B8 SM00001 Target for Millennium Campaign - Segment

General | Interaction | Campaign

NG SMO0001 =) ke e 25-01-01

Description . . . . . .. |Target For Millennium Campaign | Mo. of Lines. . . . . . . 13

Salesperson Code. . . . ® Mo, of Criteria Actions . . 1
Contact ... C.. Conkack Compary Mame Conkack Mame Description
CT200073 Capital Office Furnishings Fabricio Moriega Target for Millenniurn Campaig A
CT200022 DanMabler Lone Kuhlmann Target far Millenniurm Campaigr—
CT200091 eAmericonda Sisser Wichmann Target for Millenniurm Campaigl
CT100196 Ergonomic Office Systems Shelley Dick Target for Millenniurm Campaig v
< | >

[ Segment v] [ Functions v] [ Log ] [ Prink v] [ Help ]

When you have removed all the contacts that belong to the Christmas card
mailing group there should be fewer contacts in the No. of Lines field, as
shown in the following picture:

B8 SM00001 Target for Millennium Campaign - Segment

General |Interacti0n Campaign

N SMO0001 =) (D =h s e 25-01-01

Description . . . . . . . [Target For Millannium Campaign [l 11

Salesperson Code. . . . Mo, of Criteria Actions. . 2
Contact ... C.. Conkack Compary Mame Conkack Mame Drescription

CT200073 Capital Office Furnishings Fabricio Mariega Target for Millenniurm Campaig #
- CT200022 DranMabler Lone Kuhlmann Target for Millennium Campaigr—
- CT100196 Ergonomic Office Systems Shelley Dick Target for Millenniurm Campaigl

- CT100197 Furnitures Ak Wwark amy E, alberts Target far Millennium Campaigi %

| |« ' >

Segment v] [anct\uns v] [ Log ] [ Print v] [ Help ]

4 When you save the segmentation criteria that you have defined, the
Save Segment Criteria window should look like this:

EE Save Segment Criteria

EoC e PROSP

Descripkion . . . . . . . |Pr|:|sp. cust, resp, for purchase |

[ Ok, ] [ Cancel ] [ Help ]
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5  When you have set up the letter that you want to send to all the
contacts in the segment using the CANVAS interaction template, the
Interaction tab should look like this:

EE SM00001 Target for Millennium Campaign - Segment

General | Interaction | Campaign
Interaction Template ... i 5| x Information Flow . . . .
Language Code (Default) Initiated By . . . . . . .
Subject (Default) . . . . | | unit cost Loy L.
Attachment. . . . . . . es =) Unit Duration (Min.) . . . l:l
Ignore Contact Corres,., [ ] Send Word Docs, as .. [ ]
Contact ... C.. Contact Company Mame Conktact Mame Description
CT200073 Capital Office Furnishings Fabricio Moriega Target for Millennium Campaig #
CT200022 DantMabler Lone Kuhlmann Target For Millennium Campaigr—
CT100196 Ergonomic Office Systems Shelley Dick, Target For Millennium Campaigr
CT100197 Furnitures At Wark, amy E. Alberts Target for Millennium Campaigr %
< | >
Seqgrnent v] [ Functions v] [ Log ] [ Prink v] [ Help

6  After you have personalized the letter to Amy E. Alberts, the program
automatically enters Unique in the Attachment field to indicate that
the attachment is personalized.

7 When you print the segment labels, the Segment - Labels window
should look like this:

H Sepment - Labels

Options

Format

(337 = 70 mm {3 columns)
()36 = 105 mm (2 columns)
()37 % 105 mm (2 columns)

Print. .. ] [ Preview ] [ Cancel ] [ Help

8  When you print the letters and record them as interactions in the
program, the Log Segment window should looks like this:
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¥ Log Segment

Options |

Send Atkachments, | . .
Create Follow-up Seg... [ |

O ] [ Cancel ] [ Help

Exercise 16

1 When you have created a segment using the segment that you have
already logged, the program automatically fills in the lines in the
Segment window with the contacts in the first segment. The Segment
window should look like this:

BE SM00002 Follow up on Millennium Campaign - Segment

General | Interaction || Campaign
ek R e sMo00oz E Makes s 25-01-01
Follows up on Millennium Campaign| 11
Salesperson Cade . . . Ma, of Criteria Ackions ., . z
Conkack ... | C.. Conkack Company Mame Conkack Name Description
CT200073 Capital Office Furnishings Fabricio Moriega Fallaw up on Millennium Campz # |
CT200022 Darlgbler Lone Kuhlmann Follow up on Millenniurm Campz—|
CT100196 Ergonamic Office Systems Shelley Dick Fallowe up on Millennium Carmps
CT100197 Furnitures At Wark Ay E. Alberts Fallows up on Millenium Carnpz ¥ |
& I >
[ Segrment v] [ Funckions v] [ Log ] [ Prink v] [ Help ]

When you have manually removed the contact (Shelley Dick) who did not
respond to the campaign, the Segment window should look like this:
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General

Lardship Lane Furnishers

Samantha Smith
|

Inkeraction | Campaign
IWlalsre don e SMO0003 El Dabaii i 25-01-01
Description . . . . . . . |Fn||nw up on Millenniurm Campaign | (e GBS, o oo o 10
Salesperson Code. . . . [AH £3] Mo, of Criterla Actions, . 3
Contact ... C.. Conkack Compary Mame Conkack Mame Description

- CT200073 Capital Office Furnishings Fabricio Mariega Fallaw up on Millennium Campz #
- CT200022 DanMzbler Lone Kuhlmann Follow up on Millenniurn Campz
CT100197 Furnitures At Wark Amy E. Alberts Fallow up on Millennium Carmpz

Fallaw up on Millennium Campz %
S

Segment

v] [anct\ons v] [

Log

] [ print

-

Help ]

2 There is no interaction template for recording responses to
campaigns. When you create one, the Interaction Templates window
should look like this:

B8 Interaction Templates

Code Inkeracti,.. Descripkion W, Languag... | Attachment Ignore C... C... Unit Co:
: P_RT_O... PURCHA... Purchase Return Order Confir. .. Mo ~
| |P_RT_SHIP PURCHA... Purchase Return Shipment Mo
___|REMIN SYSTEM Reminder Mo
ma RESPCONSE Campaign Responses Mo
| SY_CONTR  SERVWICE Service Cantract Mo
| SY_CON,,. SERNICE Service Contrack Quote Mo
| SV_ORD_C SERVICE Service Order Create Mo
| |5¥_ORD_P SERYICE Service Order Post Mo b
| SY_QUOTE SERNICE Service Quoke Mo
| SYSDoC SYSTEM Other System Documents Mo ]
[ e | >

[ Ok ] [ Cancel ] [lnteracti. B v] [&ttachment v] [ Help ]

When you have specified that these contacts have responded to the
campaign, the Campaign tab should look like this:

&5 SM00003 Follow up on Millen mpaign - Segment

General Interacti0n| Campaign |

CampaigniMo., . ...
Campaign Description . . ||
Campaign Target . . . D
Campaign Response, . FE

Conkack ... C.. Conkack Company Mame Conkack Mame Description |
CT200073 Capital Office Furnishings Fabricio Maoriega Fallow up on Millennium Campz #
CT200022 DarMabler Lone Kuhlmann Follow up on Millenniurn Campz.

W |CTLO0197 Furnitures A Work Ay E. Alberts Fallow up on Millennium Camnpz
CTL00176 Lordship Lane Furnishers Samantha Smith Follow up on Millenniurm Campz + |
< |

[ Searnent

v] [anctinns v] [

Log

] [ Erint

- [

Help ]
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When you log the segment, the program automatically creates an
entry for the campaign to record this action. You can view it in the
Campaign Entries window for the Promoting Millennium Series
campaign.

& CP0O001 Promoting Millenium Series - Campaign Entries

Entry No. | C.. Date Description Cost (LCY) Duration (Min. ) | Mo
25-01-01 Fallaw up on Millenniun Campa. .. 0,00 i}
| | | 2
[ Entry v] [ Functions v] [ Help ]

Exercise 17

1

When you have set up the new segment for the Futurus campaign, the
Segment window should look like this:

B8 SM0002 Target for Futurus Campaign - Segment

General | Interaction | Campaign

Nosmns SMoooz B Dakes: i s 25-01-01

Description « .« . ... [Target For Futurus Campaign | Mo, of Lines

Salesperson Code. . . . Mo, of Criteria Actions, , |

Contack ... .. Conkack Company Name Contack Mame Description

[seoment ] [Functons +] [ wa | [ eint v [ Hep |

When you have used the saved segment criteria to select the contacts
for the new Futurus campaign, the program automatically fills in the
lines of the Segment window with all the contacts that currently fulfill
the defined criteria. The Segment window should look like this:
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#0002 Target for Futurus Campaign - Segment

General | Interaction | Campaign

i e sSMoonz E (DElChR e 25-01-01

Description . . . . . . |Target For Fuburus Campaign | Mo, of Lines. 11

salesperson Code. . . . Mo, of Criteria Actions . 2
Contack ... C.. Contact Company MName Contack Mamne Description
CT200073 Capital Office Furnishings Fabricio Moriega Target for Futurus Campaign 4
CT200022 Danlgbler Lone kuhlmann Target for Fukurus Campaign —
CTL00196 Ergonomic Office Systems Shelley Dick Target for Fukurus Campaign
CTL00197 Furnitures At wWork amy E. Alberts Target for Futurus Campaign v
< | v

seqment  w| [Functions w] [ Log ] [ Pint w] [ Help







Chapter 7

Task Management

This chapter contains the following sections:
¢ Introduction to Task Management
e Setting Up Teams and Activities
¢ Creating To-dos
* Assigning Activities
¢ Creating Recurring To-dos
¢ Modifying To-dos
¢ Sending E-Mail Meeting Invitations
¢ Closing, Canceling and Deleting To-dos
¢ Viewing Statistical Information about To-dos

e Exercises
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7.1 INTRODUCTION TO TASK MANAGEMENT

Activities

To-dos

In the Relationship Management application area, there are a number of
tools you can use to manage your tasks. You can set up to-dos (which are
individual tasks) and activities (which are groups of tasks), and assign them
to individual salespeople or teams of salespeople, for completion. These
features are integrated with the other parts of the application area, so that
you can create interactions when to-dos are actually carried out, and you
can associate the to-dos with contacts and campaigns. You can also
ensure that the to-do is carried out for entire segments.

Activities are large tasks that can be broken down into several smaller
tasks, or to-dos. By setting up activities you can create a number of to-dos
much more quickly than if you created them individually. Once you have set
up an activity, you use a wizard to assign the corresponding to-dos to
salespeople, teams, contacts, or campaigns.

To-dos are individual tasks. You can create to-dos within activities, or
individually. There is a card for each to-do, which contains a variety of
information about the task. To-dos can be of the type Meeting, Phone
Call, or Blank. To-dos of the type Meeting may contain multiple
participants. You can associate to-dos with contacts, salespeople or teams,
campaigns, and opportunities, and you can assign each to-do a priority
level and a status. You can mark a to-do closed, when it is completed or
canceled, if it is no longer relevant, and/or you want to delete it.

You can create recurring to-dos, that is, tasks that must be repeated at
intervals.

In the To-dos window you can view information about to-dos and you can
customize this window to give you precisely the information you are looking
for.
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7.2 SETTING UP TEAMS AND ACTIVITIES

Setting Up Teams

A team is a group of salespeople created for a specific purpose, such as
marketing, internal audit, or some other specific function within the
organization. You use teams to keep track of who is involved in completing
tasks.

Activities are large tasks that consist of several to-dos, such as a marketing
program, for example. You use activities to organize your tasks.

There are two steps to setting up a team: setting up the team itself, and
assigning salespeople to the team. To set up a team and assign
salespeople to it, follow this procedure:

1 Click Relationship Management, Teams. The Teams window appears:

9=k
Code Mame Mext To-...
» | Adriristr ation 04-02-03

CANYAS Canvas team
MARKET... Marketing Group
SALE Sales

SERVICE  Field Service
SUPPORT  Product suppart

[ Team v] [ Help ]

2 Press F3 to create a new line.
3 In the Code field, enter a code for the new team.
4 In the Name field, enter a name for the new team.

5  Click in the line with the team you have just created, and then click
Team, Salespeople. The Team Salespeople window appears:
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EE CANVAS Canvas team - Team... g@@l

Salesper... | Salesperson Mame

i d

< >

6 Inthe Salesperson Code field, click the AssistButton to see a list of
salespeople, and select the desired salesperson. The salesperson’s
name appears in the Salesperson Name field.

7  Repeat the procedure for each salesperson you want to add to the
team. You can add as many salespeople as necessary.

Deleting Teams

If a team is no longer relevant, you can delete it. Follow this procedure:

1 Click Relationship Management, Teams. The Teams window appears.
2 Select the line with the team you want to delete.

3  Press F4.

4 A message appears asking you to confirm the deletion. Click Yes.

Setting Up Activities

Activities are large tasks that consist of several to-dos. You set up an
activity and the to-dos that make up that activity in the Activity window.
You can assign each to-do a type, priority, and date formula. The date
formula ensures that the to-do shows up in the To-Dos window under the
correct date.

To set up an activity, follow this procedure:

1 Click Relationship Management, Setup, To-do, Activities. The Activity
window appears.
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£ C-PRES Company Presentation to-dos - Activity g@g|
(R R PR _-FRES
Description .« o . 4 Company Presentation ko-dos
T.. Description P.. Dake Formula
[ d Invite key persons to presentation H
Check dates For showroom availab... M 1w
P.. Call customer o confirm date H.. +14W
Book showroom ect, i +14
Tailar presentation to custamer H +2W
[Cacviy ] [ Hep

2 Place the cursor in the Code field and press F3 to get a blank card.
3 In the Code field, enter a code for the new activity.
4 In the Description field, enter a description of the activity.

5 Inthe Type field, select the type of the first to-do that makes up the
activity. If the to-do is not a meeting or a phone call, then leave the
field blank.

6 In the Description field, enter a description of the to-do and in the
Priority field, select a priority for the to-do.

7 In the Date Formula field, enter a date formula to determine the date
when the to-do will be scheduled. This field follows the same
conventions as all other date formula fields in the program. You can
read about these conventions in the program Help.

There is a line for each to-do associated with the activity and you can
include as many to-dos as you like.
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7.3 CREATING TO-DOS

You can create to-dos for all the tasks involving contacts that you want to
assign to salespeople or to teams. You can only assign to-dos to
employees recorded in the program as salespeople.

You create to-dos from the To-do List window. Depending on where you
open the To-do List window from, the window shows to-dos either for
contacts, salespeople, campaigns, or teams. The following procedure
shows how to create a to-do from the salesperson card.

1 Click Relationship Management, Salespeople.

2 On the salesperson card, select the salesperson to be assigned the
to-do, and then click Salesperson, To-dos.

B AH Annette Hill - To-do List (=13
Closed Starting ... T.. Descripkion P.. 5. Mo. Date Clo... Canceled  Comment | O
» v 20-11-00 Werify quality of opportunity H.. C.. TD100027 20-11-00 oy
v 27-11-00 Identify key persons N.. C.. TD100028 27-11-00 oy
< >
Conkact Name Contact Company Mame
:Pete Male i |Furnitures At \Wark
To-do v] [ Funictions v] [geate To-do ] [ Help

3 In the To-do List window, click Create To-do. The Create To-do
wizard appears.

4  Fillin the mandatory fields and any relevant optional fields in the first
window of the wizard, and click Next.

The Description field is a mandatory field and must be filled in before
you can click Next. For to-dos of the type Meeting, you must also fill in
the Starting Time field and the Duration field if the to-do is not an all-
day event.

5 If you are creating a to-do of the type Meeting, in the second wizard
window, select the template for e-mail invitation and its language
code. The Attachment field shows whether the invitation for this to-do
has an attachment. To view and edit the attachment, click the
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AsisstButton in the field.

Attachments are only available for attendees of the type Contact.
Attendees of the type Salesperson will receive a customized e-mail
message.

6  Specify meeting attendees and fill in the fields for each attendee:

& AH Annette Hill - Create To-do |:||§

If wou wank ko invite attendees, wou may now select them From
cantacts and salespeople.

‘which template will you use For this e-m... |BUS
e T [T i e o o
o R TTILET i e A s o Yes ]

attendan... A.. Attendee... Atkendes Mame Shn
. |To-doo0.. S.. &H Annette Hill i

Required 5., RL Richard Lum i

Required .. |

< | @

< Back ][ Mext = ] [ Firish ] [ Cancel

Note that information about a to-do organizer cannot be changed or
deleted. The Show Calendar option is only available for attendees of
the type Salesperson. The Send Invitation option is only available for
contacts and salespeople with an e-mail address.

7  If the type of the to-do is Blank or Phone Call, in the second wizard
window, you must fill in the Salesperson Code field or the Team
Code field before you can click Next or Finish.

8  Fillin the other relevant fields in the following wizard windows.

When you have completed the Create To-do wizard, the to-do appears in
the salesperson’s To-do List window:
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& AH Annette Hill - To-do List

Closed Starting ... T..| Descripkion P.. 5./ MNo. Date Clo... Canceled  Comment | O
b v 20-11-00 Werify quality of opportunity H.. C.. TD100027 20-11-00 oy
| v 27-11-00 Identify key persons N.. C.. TD100028 27-11-00 oy
- 12-02-03 M., Sales meeting M. M. TDOOOOS4 (m
s >
Contact Company Mame
i |Furnitures At \Wark
To-do v] [ Funictions v] [geate To-do ] [ Help

Delegating To-dos

You can delegate a to-do to another salesperson or team, for example, if
the salesperson or team to which it has been assigned cannot complete it.

You can delegate to-dos from the To-do List window. Depending on where
you access the To-do List window from, the window shows to-dos either
for contacts, salespeople, campaigns, or teams. The following procedure
shows how to delegate a to-do to a salesperson.

1 Click Relationship Management, Salespeople.

2 Browse to the salesperson card for the salesperson the to-do has
been assigned to, and click Salesperson, To-dos.

E AH Annette Hill - To-do List

Closed Starting ... | T..| Description P.. 5./ Nao. Date Clo... Canceled  Comment |
» v 20-11-00 Werify quality of oppartunity H.. .. TD100027 20-11-00 [y
_ v 27-11-00 Identify key persons M., .. TD100025 27-11-00 [y
_ 12-02-03 M.. Sales meeting M., N.. TDOOOOS4 g
s >
Contack Mame Conkact Company Marne

:Pete Male i |Furnitures Ak \Work

To-do V] [ Functions V] [ Create To-do ] [ Help

3 Inthe To-do List window, select the to-do you want to delegate and
click To-do, Card. The to-do card appears.
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£ TD000054 Sales meeting - To-do Card

General | Detail | Recurring
(e Gl e d Statiis Mat Started  [=)
Descripkion . . . . . . . |Sales meeking | Priopiby it enassaiy Morral =]
IREatnR RS e i [ [ e
Salesperson Code ., . . . Al Day Event . . . . . . El
Mo, of Attendees . . . . 3 Starting Date . . . . . . 12-02-03
Attendees Accepted No.. a Starting Time . . . . . .
)] Duration . . .
N Ending Date, . . . . . .
Ending Time, « .« .+ .,
(@A celec R O
G ose O
Date Closed, . . . .
To-do V] [ Functions V] [greate To-do ] [ Help ]

4  To delegate the to-do to another salesperson, click the AssistButton to
the right of the Salesperson Code field and select the desired
salesperson. The program automatically transfers the to-do from one
salesperson to the other.

You cannot delegate a to-do to both a salesperson and a team. If you enter
a salesperson code, the program automatically clears the Team Code field.
If you enter a team code, the program automatically clears the
Salesperson Code field.
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7.4 ASSIGNING ACTIVITIES

You can assign large tasks (activities), composed of several to-dos, to
salespeople. Only employees recorded as salespeople in the program can
be assigned activities.

You can assign activities from the To-do List window. Depending on where
you access the To-do List window from, the window shows to-dos either
for contacts, salespeople, campaigns, or teams. The following procedure
shows how to assign activities from the contact card.

1 Click Relationship Management, Contacts.

2 Find the contact you want to assign the activity to, and then click
Contact, To-dos. The To-do List window appears:

E8 CT000007 Progressive Home Furnishings - To-do List

Closed Starting ... T..| Description P.. 5./ Mo, Date Clo... Canceled | Comment | O

» v 27-09-00 Werify quality of opportunity H.. C.. TDOOOOD49 27-09-00 oy
v 04-10-00 Identify key persons N.. C.. TDOOOOSO 04-10-00 oy

v 09-11-00 Werify quality of opportunity H.. C.. TDOODOO3 09-11-00 oy

v 16-11-00 Identify key persons N.. C.. TDOODOO4 16-11-00 oy

3 >
Contact Mame Conkact Company Marme
‘Progressive Home Furnishings i |Progressive Home Furnishings
To-do v] [ Funictions v] [geate To-do ] [ Help

3  Click Functions, Assign Activities. The Assign Activities wizard
appears.

4  Fillin the mandatory fields and any relevant optional fields.

When you click Finish, the program automatically assigns all the to-dos
within the activity to the contact:




Task Management 7-11

00007 Progressive Home Furn

st Closed Starting ... T..| Descripkion P.. 5./ MNo. Date Clo... Canceled  Comment | O
i v 27-09-00 Werify quality of opportunity H.. C.. TDOOOOD49 27-09-00 oy
| v 04-10-00 Identify key persons N.. C.. TDOOOOSO 04-10-00 oy
| v 09-11-00 Werify quality of opportunity H.. C.. TDOODOO3 09-11-00 oy
L v 16-11-00 Identify key persons N.. C.. TDOODOO4 16-11-00 oy
| 22-01-01 Invite key persons to present...  H.. M., TDOODOSS (o
| 25-01-01 Chedk dates for showroom av... M., M., TDOOJDED [y
| 25-01-01 P.. Call customer to confirm date H.. M., TDOODOEZ [y
| 25-01-01 Book showroom ect. N.. M., TDOODOG4 [y
| 05-02-01 Tailor presentation b customer  H.. M., TDOOOOAG [on
@ | >
Conkact Name Contact Company Mame
Progressive Home Furnishings
To-do v] [ Funictions v] [geate To-do ] [ Help




Relationship Management-Navision® 3.70

7.5 CREATING RECURRING TO-DOS

Exercise 18

You can create recurring to-dos for tasks that occur periodically. You
specify that a to-do is recurring in the last page of the Create To-do wizard.
To specify that a to-do is recurring, you must:

e insert a check mark in the Recurring field.

e specify a date formula in the Recurring Date Interval field.

¢ specify the date the program will use as the first due date.

Creating a Recurring To-do

As a sales manager, you have the weekly task of checking the
performance of your sales reps. Create this recurring to-do.

Solution

You create the to-do by completing the Create To-do wizard, specifying in
the last page of the wizard that the to-do is recurring.

The last page of the Create To-do wizard should look like this:

& AH Annette Hill - Create To-do |:||i”z|

If the to-do is recurring, wou can now specify optional
information,

Recurring to-do.

“What is the recurring date inkerval?

‘“Which date dao vou want ko calculate the due date From?

[ Finish ] [ Cancel




Task Management 7-13

7.6 MODIFYING TO-DOS

Sometimes you may need to modify a to-do, for example to link it to a
contact, or to change its priority level or status. You modify a to-do by
changing the relevant information on the to-do card.

Example

You decide that the to-do I/dentify key persons should be a recurring to-do,
performed each month. This to-do is targeted at contact CT200107, Pete
Male. You make this change on the to-do card:

1 Click Relationship Management, Contacts and find the contact card
for Pete Male.

2 Click Contact, To-dos.

3 Select the relevant to-do on the list and click To-do, Card. The to-do
card appears:

£ TD100028 Identify key persons - To-do Card

General | Detail | Recurring

Status
1 Priority

Team Code

Contack Mo

Contack Mame, . . . .

Contact Company Mame . | Furnitures At Work, AN celecl iR O
(larrrablis e
Date Closed, . . . . 27-11-00
To-do V] [ Functions V] [greate To-do ] [ Help ]

4  Click the Recurring tab and select the check box in the Recurring
field. Now you can enter information in the other fields on the tab.

5  Fillin the other two fields with the appropriate information. The
Recurring tab looks like this:
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E TD100028 Identify key persons - To-do Card

General || Detail | Recurring

Recurring., . . . . . .

Recurring Date Interval .

Cale. Due Date From . . |8

To-do V] [anctions V] [greate To-do ] [ Help ]

Modifying To-dos of the Type Meeting

Sometimes you may need to add, delete or change an attendee for a to-do
of the type Meeting, change the to-do organizer, or change the attachment
which will be sent to attendees as a meeting invitation. You can do this
from the Attendee Scheduling card for that to-do.

To modify to-do attendees, do the following:

1 Click Relationship Management, Contacts and find the contact card
for the salesperson that created the to-do.

2  Click Salesperson, To-dos and select the to-do of the type Meeting
which you want to modify.

3 Click To-dos, Attendee Scheduling. The Attendee Scheduling card
looks like this:
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£ TD000051 Sales meeting - Attendees Scheduling

General Interacti0n|
| Ty D Meeting
DeccripEianie e Sales meeting SEALLIS: oo W s T Mot Started
limcatinma Erimrikyit s Mormal
Salesperson Code. . . . |MD
attendan.., A, Attendes... Attendee Mame S.. S0 Invitation, I,
To-do 0... S... MD Mary A. Dempsey i None
Required 5., RL Richard Lum i v Mone
Required .. CT200124 Makthew Carroll ¥ Mone
[ Line v] [anctions v] [ Help ]

4  Modify the to-do attendees. You can also change the to-do organizer.
The to-do organizer is displayed in bold in the first line of the Attendee
Scheduling card. Remember that only salespeople can be meeting
organizers.

5 To change the attachment for the to-do, go to the Interaction tab and
click the AssistButton to the right of the Attachment field.

& TDO00051 Sales meeting - Attendees Scheduling

General | Interaction |

Interaction Template ... [BUS Unit Cost (LCYY . . . .
Language Code . . . . DaN Unit Duration (Minu) .
StlilecEREEHET |Sales meeking
Attachment
Attendan... A.. Attendee... Attendee Mame 5.0 5., Inwitatio.., (L.
To-do O... 5. MD Mary A. Dempsey i Mone
Required 5., RL Richard Lum i ¥ Mone
Required .. CTZ00124 Makthew Carroll ¥ Mone

[ Line v] [anctions v] [ Help ]
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7.7 SENDING E-MAIL MEETING INVITATIONS

You can send meeting invitations in one of the following ways.

If you have synchronization with Microsoft Outlook enabled, this will allow
you to send attendees a meeting request in Outlook with a meeting
invitation attachment inserted. This will also enable you to receive
acceptance/decline confirmations from meeting attendees. For more
information about integration of Navision to-dos and contacts with Outlook
tasks, calendar items, and contacts, see chapter 8, “Outlook Integration”.

Sending E-mail Invitations Using MAPI

You can also send meeting invitations without synchronization with Outlook
enabled. In this case, an attendee will not receive an Outlook meeting
request, but a message informing him of the meeting in his Inbox, and you
will not be able to receive acceptance/decline confirmations from him.

To send a meeting invitation, do the following:

1 Click Relationship Management, Salespeople. Go to Salesperson,
List, select the salesperson that created the to-do, and click OK.

2 On the To-do card, select the to-do for which an invitation has to be
sent. Click To-do, Attendee Scheduling.

3  Select the check box in the Send Invitations field for attendees you
want to send an invitation to, and click Functions, Send Invitations.
Confirm the subsequent message.

Microsoft Business Solutions-Mavision

[ fes ] [ Mo ]

4 If you have already sent invitations to the attendees and would like to
resend them, click Functions, Send Invitations, and confirm the
subsequent message.

Microsoft Business Solutions-Navision

l’

‘:l/ Invitations have already been sent to Attendees with selected Send Invitation check boxes, Do you want to resend the invitations?

5 If you have not sent invitations to some attendees or added new ones,
and would like them to receive an invitation, select the Send Invitation
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fields for those attendees, click Functions, Send Invitations. The
following message appears:

&8 Microsoft Business Solutions-Nayision

92 (=¥5end invitations to all Attendees with selected Send Invitation check boxes,
4

()Send invitations o Attendees who have not been sent invitations yet.

(Do not send invitations.

[ Ok ] [ Cancel

6  Select the appropriate option and click OK.

7  Confirm the subsequent messages asking permission for Navision to
access an e-mail address stored in Outlook to send the e-mail on your
behalf.

In order to send an invitation to attendees of the Contact type, the to-do
must contain an attachment. Invitations can only be sent to those attendees
for which an e-mail address is specified. You can add or edit an attendee's
e-mail in the Salesperson/Purchaser Card or Contact Card.

Attachments are available only for attendees of the Contact type. The
following customized text will be sent to attendees of the Salesperson type:

Dear [SP Name],

You are hereby invited to attend the meeting, which will take place on
[date] at [time].

Yours sincerely,
[Meeting Organizer's Name]
[date sent] [time sent]

You cannot modify this text.

When an invitation is sent, a check mark for that attendee appears in the
Invitation Sent field.

A log is created in the Interaction Log Entries table for all Contacts to whom
invitations were sent.

Send Invitation is not available for Meeting Organizer.
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7.8 CLOSING, CANCELING AND DELETING TO-DOS

You can mark completed to-dos as closed. Then you can, for example,
choose to view only current to-dos in a To-dos window. If a to-do is no
longer relevant, you can cancel it. If you have many to-dos that are
canceled, you may want to delete some or all of them.

Closing or Canceling To-dos

Deleting To-dos

To close or cancel a to-do, follow this procedure:

1 In the To-do List window, select the line with the to-do you want to
close or cancel.

2 Click To-do, Card.
3 Select the check box in the Closed field or in the Canceled field.

If you select the check box in the Closed field, you will be prompted for a
reply to whether you want to register the interaction in the Interaction Log
Entries. If you click Yes, the Create Interaction wizard appears. Fill it out
as described in section 5.3.

You can only delete canceled to-dos. You use filters to choose which to-
dos to delete. Follow this procedure:

1 Click Relationship Management, Periodic Activities, Delete, Canceled
To-dos. The Delete To-dos window appears:

¥ Delete To-dos g@@

To-do

Field Filker
[ » o, RS
[ Starting Date

Salesperson Code

Team Code

Campaign Mo, w

[o]4 ] [ Cancel ] [ Help ]

2 In the Field field, add or remove filters to select the criteria you want
to use to delete a to-do.
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3 Inthe Filter field, click the AssistButton to the right of the field to see
the canceled to-dos.

4  Select the to-do that you want to delete and click OK.

After you have deleted a to-do, the program automatically removes it from
the To-dos window.

Example
Annette Hill (AH) has a large number of completed to-dos. You want to

delete those for campaign CP1001, Increase sale.

To delete the to-dos, first cancel each to-do, then fill in the Delete To-dos
window like this:

1% Delete To-dos

Field Filker

Mo,

Starting Date

Salesperson Code aH |
Team Code !
Campaign Ma. CP1001 W |

® [T}

[a]4 ] [ Cancel ] [ Help ]
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7.9 VIEWING STATISTICAL INFORMATION ABOUT TO-DOS

You can view information about to-dos in several different windows. We
have already seen the To-do List window, which lists the to-dos for a
specific team, contact, salesperson or campaign, and the to-do card, which
contains all the details about a specific to-do.

You can view statistics about to-dos in the To-dos window. You open the
window by clicking Relationship Management, To-dos:

& No. of To-dos - To-dos

General | Filkers

Show asLines, . . . . . |5

nm e yeoos  zeoos  |speoos |ajeocs fipeocs
_____ »|AH Annette Hill 1
|DC Debra L. Core >
_________ | IR Johin Roberts 5
| M0 Mary &, Dempsey -
__________ P Peter Saddow 1
__________ RL Richard Lum >
......... .. . :
1 7 31|3|12 e ol

The window has two tabs at the top and lines at the bottom. On the
General tab you can select whether to view the number of to-dos by
salesperson, team, contact, or campaign. On the Filters tab you can set
different filters to ensure that you view statistics only for those to-dos you
are interested in.

The lines are divided into two sections, with the categories (salesperson,
team, contact, or campaign) on the left and the number of to-dos divided
into periods, on the right. You can select the time period (day, week,
month, quarter, year) in the bottom left-hand corner using the interval
buttons.

Example: Viewing Information about To-dos

You want to see how many to-dos relate to contact company CT000007,
Progressive Home Furnishings. Follow this procedure:

1 Click Relationship Management, To-dos.
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Click the General tab.
In the Show as Lines field, select Salesperson.

In the Show field, select No. of To-dos. The window will look
something like this (depending on which interval has been selected in
the bottom left-hand corner and which dates are displayed in the lines
on the right):

EE No. of To-dog - To-dos

General | Filkers
Show asLines, . . . . . Ea rson| =l
Shiownt v i i Mo, of To-dos [+
Mo Marme lifooz |ejeoos  lsfeoos lapeonz fyjeoss | |
b AH Annetke Hill 1 |
DC Debra L. Core z
IR John Roberts 5
MO Mary A, Dempsey 2
P3 Peter Saddow 1
RL Richard Lum z
| 2 . 8| |
s 7 n[3)e s

5

On the Filters tab, in the Contact Company No. field, click the
AssistButton and select the line with Progressive Home Furnishings.
The window now looks something like this:

£ Mo. of To-dos - To-dos

General‘ Filters |

Salesperson Filter . . . Status Filker, . . . . .
Team|Filbarsies s Include Closed To-dos . . []

Campaign Filker . . . . . Priority Filker . . . . .
Contack Company Mo. ...
e, Mame lizo02 laieooz lzeoos lapeooz Jujeoos | |
R John Roberts z
_b MD Mary &, Dempsey 1

) < >

2 7 sa[a]m s

You can see the number of to-dos by salesperson that relate to the contact

company, Progressive Home Furnishings.
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7.10 EXERCISES

Exercise 19

Exercise 20

Creating Teams of Salespeople

You want to create a new team of salespeople to work on promoting the
Millennium Bicycle series and you would like one of your salespeople,
Debra L. Core, to send a letter to Patrick Dalle from Lovaina Contractors.

1 Create a new team (the Millennium Promotion team) to work on
promoting the Millennium Bicycle series. Include Annette Hill, Debra
L. Core, Peter Saddow, and Richard Lum in the team.

2 Assign Debra L. Core a to-do to send a letter to Patrick Dalle from
Lovaina Contractors, with detailed information about the Millennium
bicycle series.

3  Create an interaction for the to-do that you have just assigned. You
can do this from the salesperson/purchaser card for Debra L. Core, or
from the contact card for Patrick Dalle from Lovaina Contractors.

Assigning Activities

You want to assign a new activity (producing a brochure about the
Millennium bike) to the new team and then delegate the to-dos in the
activity from the team to the individual salespeople.

1 Set up an activity that is made up of five to-dos to create a brochure
promoting the Millennium bicycle series for Lovaina Contractors. Make
up your own to-dos or use these: analyze market data, prepare
brochure text, meet with designer, meet with printer, and send
brochure and cover letter.

2 Assign the activity to the Millennium promotion team.

3  Delegate the to-dos in the activity from the team to the individual team
members, making sure that two of the to-dos are delegated to Debra
L. Core.
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Exercise 21

Exercise 22

Exercise 23

Deleting Closed To-dos

Later, you want to view the details of the to-dos of particular salespeople in
the team, and you also want to delete some of the closed to-dos.

1 Find out how many to-dos Debra L. Core and John Roberts have in
the first quarter of 2001 and view the number of to-dos by priority.

2 Debra L. Core has several closed to-dos. Delete the ones dated
November 18, 2000.

Adding Attendees to a To-do of the Meeting Type

You want to add an attendee to a to-do of the type meeting that is already
created.

1 Create a to-do of the type meeting with Annette Hill as the to-do
organizer, Richard Lum and Yvonne McKay (CT 100160) as meeting
attendees.

2 Add Ann Beebe (CT 100209) as a new attendee.

Sending E-Mail Meeting Invitations Using MAPI

Create a meeting to-do with Annette Hill as the to-do organizer and with
Richard Lum and Yvonne McKay (CT 100160) as the meeting attendees.

Do not send meeting invitations on finishing the Create To-do wizard. After
the to-do is created, send invitations using MAPI (while not synchronized
with Outlook).

Later, you learn that Yvonne McKay has not received your invitation.
Resend the invitation to her.
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Solutions

Exercise 19

1 When you have created the Millennium Promotion team, the Teams
window should look like this:

Code Mame Mexk To-...
ADM Administration 22-01-01
CANYVAS Canvas team

MARKET... Marketing Group

[0 (50 (O il l=mivar) Promnation Group
SALE Sales

SERVICE  Field Service

SUPPORT  Product suppork

[ Team v] [ Help ]

The Team Salespeople window should look like this:

& MILLENIUM Millenium Promo... [Z |[8][X]

Salesper... Salesperson Mame
aH Annette Hil
[l Debra L, Core
Ps Peter Saddow
RL Richard Lum
*» (1)
< [£]

2 When you have created the to-do and assigned it to Debra L. Core,
the to-do should appear in Debra L. Core’s To-do List window:
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5 DC Debra L. Core - To-do List

Closed Starting ... T..| Descripkion P.. 5./ MNo. Date Clo... Canceled  Comment | O
: v 21-12-00 Identify key persons M. C.. TDA00044 21-12-00 oy |
L v 28-12-00 Werify quality of opportunity H.. C.. TD100045 28-12-00 oy
L v 04-01-01 Identify key persons N.. C.. TD100046 04-01-01 oy
| v 13-01-01 Werify quality of opportunity H.. C.. TD100039 13-01-01 oy
L v 15-01-01 Werify quality of opportunity H.. C.. TD100019 15-01-01 oy
L v 15-01-01 Werify quality of oppartunity H.. .. TD100023 15-01-01 [y
i 19-01-01 9end letter bo Patrick Dalle PN, M., TDOODO74 [y
| 20-01-01 Identify key persons M., I... TD100040 oy
| Zz-01-01 Tdentify key persons M. I... TD10O0O20 oy |
| 22-01-01 Identify key persons M. I... TD100O24 oy’ |
[ @ 3

Conkack Name Contact Company Mame
Patrick Dalle Lovaina Contrackors
To-do v] [ Funictions v] [geate To-do ] [ Help

3 When you create an interaction for the to-do from Debra’s salesperson
card, the first page of the Create Interaction wizard should look like
this:

EE DC Debra L. Core - Create Interaction

This wizard helps vou ta create inkeractions and record
information regarding their cost, duration and connection to a
cannpaign,

Wha are vou interacting with?

|Patrick Dalle = [
what is the type of inkeraction?
BUS [

Language Code

Wha is the salesperson responsible?

C [+

Describe your interackion.
|Send letter about Millenium seties| | ﬁl

[w ]

Exercise 20

1 When you have set up the activity made up of five to-dos, the Activity
window should look like this:
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8 MILLENIUM Millenium Promotion - Activity

T.. Description P.. Dake Formula
Analyze market data M
Prepare brochure kext M. 1
M., Meet with designer M. +1W+20
M., Meet with printer M 24
M

Send brochure and cover letter 4

[ Activity v] [ Help ]

2 When you have assigned the activity to the Millennium Promotion
team using the Assign Activity wizard, all the to-dos for the activity
appear in the To-do List window for the team:

B MILLENIUM Millenium Promotion Group - To-do List

Closed Starting ... T.. Description P.. 5.. Mo Date Clo... Canceled  Comment | C
» 25-01-01 Analyze market data M.. M.. TDOODOS1
01-02-01 Prepare brochure text MN.. M.. TDOOODOSZ
03-02-01 M., Meet with designer MN.. M.. TDOODOSS
08-02-01 M., Meet with printer M., M., TOOOOOS4
zz-0z-01 Send brochure and cover letter M., M., TDO0DOSS
£ b
Conkact Name Contact Cornpany Marne
To-do v] [ Functions v] [geate To-do ] [ Help

3 You can delegate the to-dos from the to-do card for each to-do,
selecting the desired team member in the Salesperson Code field.
For example, here is the to-do card for the first to-do, now delegated
to Peter Saddow:
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& TDO000ET Analyze market data - To-do Card

General | Detail | Recurring

[ Fo e e TOOOOOS1 ﬂ Shabls e st s Mot Started =]
Descripkion . . . . . . . |Analyze market data | PrigpiEyiitndiiin Morrnal =]

| SRR

Salesperson Code, . . . |PS

Team Code . 11 [

(e e ek ol & Ending Date. . . . . . .
Contack Mame, . . . . . I:l
Contact Company Mame Eancelec iR O
(o =ra A O
Date Closed, . . . . .
To-do V] [ Functions V] [ Create To-do ] [ Help ]

Exercise 21

1 When you find out how many to-dos Debra L. Core and John Roberts
had in the 1st quarter, the To-dos window should like this (your
number of to-dos may differ from those below):

EE No. of To-dos - To-dos

Mo, Mame 42000 |1/z001 |2j2001 |31z001 |4jz001 fi]
. |AH Annette Hil 1 |
_»|DC Debra L. Core [

R Johin Roberts 2

| D Mary &, Dempsey

. |Ps Peter Saddow 1

- Richard Lum 1

E 7 m >

27 oal

When you view the number of to-dos by priority, the Filters tab, when Low
is selected, should look like this:
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& No. of To-dos - To-dos

| Filters |
Salesperson Filker . . . . Status Filker. . . . . . .
TeamFilter . . . v . Include Clased To-dos . . [
Campaign Filker . . . . . Priority Filker . o 0 o
Conkact Company No. ...
[ [ho. Name 42000 | 172001 |212001 |3tz001 |arzo01 I
MR John Roberts 1
T < >
s 7ol s

2 Remember that you can only delete to-dos that have been canceled.
To cancel each to-do, select the check box in the Canceled field on
each to-do card. When you delete Debra L. Core’s to-dos, the Delete
To-dos window should look like this:

1% Delete To-dos

To-do |
| | Field Filker
Mo,
Etarting Date] () 121100
Salesperson Code DC
Team Code
Campaign Ma.
(a4 ] [ Cancel ] [ Help ]

Exercise 22

1 When you have created the to-do of type meeting, the Attendee
Scheduling window should look like this:
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& TDO0005B Meeting - Attendee Scheduling [=E3

General | Interaction
[ e TDOO000SS Rypediir e S Meeting
Description « .+ . . ... Meeting SEARlISEE Not Started
{Liater (ol el e [l bl Ul Mormal
Salesperson Code, . . . |AH

Attendan... A.. Attendee... Attendee Mame 5. 5.,/ Inwitatio... | L.,
b |To-doD.. S.. AH Annette Hill i i ! MNone

Reguired 5. RL Richard Lurn £ ¥ MNone

Required .. CTI00160  ‘vonne McKay ¥ Mone

Line v] [anctions v] [ Help

2 Click in the Attendee Type field in the new line of the table and select
Contact.

3  Click in the Attendee No. for that line and click the AssistButton to the
right of this field. Find Ann Beebe in the list of contacts and click OK.
Click in the Attendee Name field to display the name of the new
attendee.

Exercise 23
1 Click Relationship Management, Salespeople.

2 On the salesperson card, select Annette Hill, and click Salesperson,
To-dos.

3 In the To-do List window, click Create To-do. The Create To-do
wizard appears.

4  Fill in the mandatory fields and any optional fields in the wizard with
the information, as described in the exercise.

5 In Annette Hill's To-do list, select the to-do that you have created and
click To-do, Attendee Scheduling.

6 Make sure that the Send Invitation check box is selected for each
attendee.




7-30

Relationship Management-Navision® 3.70

& TDO0005B Meeting - Attendee Scheduling

[ e TDOO000SS Rypediir e S Meeting
Description . . . . . Meeting SEALlIs SR e Mok Started
{Liater (ol el e [l bl Ul Mormal
Salesperson Code, . . . |AH
Attendan... A.. Attendee... Attendee Mame .. Invitatio... | I...
b |To-doD.. S.. AH Annette Hill MNone
Reguired 5. RL Richard Lurn Mone
Required .. CTI00160  ‘vonne McKay Mone

Line v] [anctions - [ Help

7

8

EE TDO0005B Meeting - Attendee Scheduling

Click Functions, Send Invitations. Confirm the subsequent message.

Clear the Send Invitation check box for Yvonne McKay, and click
Functions, Send Invitations.

General | Interaction |

ot e TDOO00SS iRy pesisl G b Meeking

Description . .« . . Mesting SIS G o a0 o 0 Mot Started

Liaakion S EhariE Normal

Salesperson Code. . . . |AH
Attendan... A, Attendee... Attendee Mame S.. 5. Invitatio,,, L.
To-de 0.. S.. AH Annette Hill i None
Required 5. RL Richard Lurn Mane v

B | Required .. CTIO0160  Yvonne McKay Mone v

[ Help

Line -

v] [ Functions

9

Confirm the subsequent message.

Microsoft Navision Attain

\y Invitations have already been sent to Attendees with selected Send Invitation check boxes. Do you want ko resend the invitations?




Chapter 8

Outlook Integration

This chapter introduces a new feature in the Relationship Management
area — Outlook Integration. This feature gives you the possibility to
integrate contacts and to-dos in Navision with contacts, tasks and calendar
items in Outlook.
This chapter contains the following sections:

¢ Introduction to Outlook Integration

e Setting Up Outlook Integration

¢ Integrating Contacts

* Integrating To-dos

¢ Synchronizing Data

¢ Conflict Resolution and Error Handling

e Exercises
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8.1 INTRODUCTION TO OUTLOOK INTEGRATION

In today’s business environment, using e-mail has becoming a more and
more popular and important tool for interacting with external contacts. E-
Mail software allows you not only to send messages, but also to plan work
tasks, make appointments and collect relevant information about your
business contacts.

It is therefore extremely important to have the ability to integrate Navision
products with the most popular e-mail software on the market. This feature
integrates Outlook with Navision.

To let everybody in an organization know as much as possible about the
ongoing relations with a contact, it is essential to have as much exchanged
information stored for public use as possible. In this case anyone can
continue exactly where another salesperson “left off” with a customer after
the last interaction. It is also important to be able to plan your meetings and
appointments in Outlook and immediately get the same information in
Navision. This will save you a lot of time and prevent you from doing
unnecessary duplicate work.

This solution includes integration of Outlook contacts, tasks and calendar
items with Navision contacts and to-dos.

With the help of the Navision and Outlook integration functionality, you can
do the following:

¢ Integrate calendar items, that is, appointments, meetings and events in
Outlook with to-dos in Navision.

e Integrate tasks in Outlook with to-dos in Navision.
e Transfer contacts from Outlook to Navision and back.

e Generally synchronize the data in both Outlook and Navision.
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8.2 SETTING UP OUTLOOK INTEGRATION

Before you can use the Outlook Integration feature, you must install the
CDO component in Outlook. To install the CDO component from the
Control Panel, follow this procedure:

1 Click Add/Remove programs.
2 Select Microsoft Office, Change, and Add/Remove Features.

3 Expand the Outlook Branch and select the item called Collaboration
Data Objects and set it to Run from my computer.

4  Click Update Now, and then click OK.

During the setup you specify different parameters that the program will use
when synchronizing the data. The most important are the Outlook folders
that you will retrieve information from.

To set up the Outlook Integration parameters, do the following:

1 Click Relationship Management, Salespeople. The
Salesperson/Purchaser Card appears.

2 On the Outlook Integration tab, select the check box in the Enable
Synchronization field. A message will appear asking you to allow
access to your Outlook mailbox for external applications. Allow access
for the time you need and click Yes.

You cannot enable the synchronization if you have not installed the Outlook
CDO component. To install it, follow the procedure described above.

Microsoft Outlook ﬁ|

A program is krying to access e-mail addresses vou have
stored in Qutlook. Do wou want to allow this?

If this is unexpected, it may be a virus and vou should
choose "Mao",

All the other fields on the tab are activated now.
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&8 AH Annette Hill - Salesperson/Purchaser Cand

General | Inwoicing | Outlook Integration | Matification | Synchronizatian

Enable Synchronization .

Mavision User ID . . . . ]

Outlook Profile Mame . .

Outlook Contacks Fold. ..

Qutlook Tasks Folder .,

COutlook Calendar Fold. ..
Salesperson v] [ Functions v] [Create Lnteract] [ Help ]

3  Inthe Navision User ID field, specify the ID of the salesperson by
clicking the AssistButton to the right of the field and selecting from the
list.

4 In the Outlook Profile Name field, specify the name of the Outlook
profile by clicking the AssistButton and selecting from the list.

To be able to set up Outlook Integration properties, each salesperson must
have a unique Outlook user name. If an Outlook user name is already
assigned to another salesperson, a message will appear during the setup
informing you that this Outlook user name is already in use.

5  Click Browse next to the Outlook Contacts Folder Name field. In
Outlook, a message may appear asking you to allow access to your
mailbox for external applications. Allow access for the time you need,
and click Yes. Select the Outlook folder where you want to store the
synchronized Navision contacts.

6  Click Browse next to the Outlook Tasks Folder Name field. In
Outlook, a message may appear asking you to allow access to your
mailbox for external applications. Allow access for the time you need,
and click Yes. Select the Outlook folder where you want to store the
synchronized Navision to-dos of the Blank or Phone Call type.

7  Click Browse next to the Outlook Calendar Folder Name field. In
Outlook, a message may appear asking you to allow access to your
mailbox for external applications. Allow access for the time you need,
and click Yes. Select the Outlook folder where you want to store the
synchronized Navision to-dos of the Meeting type.
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8  On the Synchronization tab, you can set up a period within which
you want to synchronize your to-dos with Outlook tasks and calendar
items. To do so, in the Synchronize To-dos field, select the Time
Period option. And then enter the date formulas in the Synchronize
From and Synchronize To fields. The default values in the two fields
are -1W and 3M respectively, but you can change this. For example,
if you want to synchronize with Outlook only the to-dos within the
period that starts two weeks before today and ends one month after
today, enter -2W in the Synchronize From field and 1M in the
Synchronize To field.

& AH Annette Hill - Salesperson/Purchaser Card E@@
General | Invaicing || Outlook Integration || Motification | Synchronization
Synchronize To-dos . . . |Time Period =]
Synchronize From . . . . -2
Synchronize Ta . . . . . 1M
Salesperson v] [anctic-ns v] [Createlnteract] [ Help
Note

The program will use the system date as today's date when calculating the
synchronization period each time you synchronize.

9  Click Relationship Management, Setup, Relationship Mgt. Setup. On
the Defaults tab, in the Default To-do Date Calculation field, enter
the to-do date calculation formula that you want the program to use to
calculate the ending date for to-dos in Navision if you haven't entered
any due date in the Outlook task. If you leave the field blank, today's
date is applied.
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£ Relationship Management Setup

General | Inheritance | Defaults | Interactions | Svnchronization | Mumbering | Duplicates | E-Mail Logging

Default

Salesperson Code . . .

Territory Code, . . . .

Country Code . . L

Language Code . . . .
Correspondence Type |

Company Salutation ... |COMPANY
Person Salutation Code  |UNISER

B B R

Sales Cycle Code | L

To-do Date Caloulation.

You can choose a profile only if Outlook is set up as a default mail client.
You should use the same profile to run Outlook and to set up Outlook
synchronization in Navision.

When you change an Outlook folder that contains synchronized items, all
Navision records that you subsequently synchronize will be stored in a new
folder. But the records synchronized before the change will continue to be
synchronized with the items in the old folder.

In order to avoid this, you should start the Synchronize with Outlook
batch job to get the latest data in both applications, and then delete the
synchronized Outlook items in the old folder. On the Outlook Integration
tab of the Salesperson/Purchaser Card, specify the new folder and then
run the Synchronize with Outlook batch job. All Navision records will be
synchronized in the new folder.

After you have completed setting up the Outlook Integration, the program is
ready to start automatic integration of Navision contacts and to-dos with
Outlook contacts, tasks and calendar events. For example, if you create a
new contact in Navision, it will appear in the corresponding contacts folder
in Outlook as well.

When Navision tries to access the information stored in Outlook, a warning
message appears asking you to allow access for the external application.
Sometimes this warning message window does not appear on top of all the
windows on the screen. Therefore, you have to switch to Outlook to be able
to operate with the warning and then return to Navision. Warning messages
may appear when you start Navision or when you enable the
synchronization. For security reasons the maximum time interval you can
set for external access to Outlook is 10 minutes.
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8.3 INTEGRATING CONTACTS

When you integrate your contacts in Navision with the Outlook contacts in
the Outlook folders you have specified for synchronization (see the Setting
Up Outlook Integration section), your contact records in Navision and
Outlook become identical. This saves you the trouble of manually copying
your contacts from one application to the other.

It means that when you create, update or delete a contact in Navision, the
same contact will be created, updated or deleted in Outlook.

Similarly, when you create or update a contact in Outlook (but only contacts
in Outlook folders you have specified for synchronization), it will
automatically be created or updated in Navision as well.

If you delete a contact in Outlook, the contact in Navision will not be
deleted.

Synchronization of city, post code, and country information is a one-way
process, that is from Navision to Outlook. This means that if you enter the
city, post code, and country names in Outlook, they will be overwritten by
Navision after the next synchronization.

This is because country, city, and post codes are stored in separate tables
in Navision, which means that unique proper codes have to be obtained or
generated. Names of countries are different in Outlook and Navision, which
makes it difficult to match them (for example, Great Britain and United
Kingdom). Also, localized versions of Outlook store country names in
different languages.

When you are operating with several business entities or companies (like if,
for example, Cronus had several subsidiaries), we recommend that you
create different folders for contacts from different companies. This is
because if you use the same Outlook contact folder to store contacts from
different companies, the contacts from one company may accidentally be
imported into the contact folder of another company when you synchronize
with Navision.

Importing Contacts from Outlook

You may want to have all your Outlook contacts transferred to Navision at
once. This is useful when you start using the Outlook Integration feature.
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Before now, you have been working with Outlook and Navision as two
independent applications. So both applications contain a lot of data that
you would like to be interchanged. Also, when you are working with Outlook
while Navision is not running, the Outlook items will not be created in
Navision. Therefore, it is a good idea to import the items later when you
open Navision.

To import contacts from Outlook, do the following:

1 Click Relationship Management, Periodic Activities, Outlook
Integration, Import from Outlook.

2 Click Import Contacts from Outlook. Confirm the subsequent
message.

Microsoft Business Solutions-Navision |z|

‘:.:‘/ Do vou want ta start importing Cutlook contacks?

[ s ] [ No ]

Exporting Contacts to Outlook

If you want to have all the contacts from Navision in your Outlook folders,
you need to export Navision records. As with importing Outlook contacts,
this will definitely be useful when you use the Outlook Integration feature
for the first time.

To export contacts from Navision to Outlook, follow this procedure:

1 Click Relationship Management, Periodic Activities, Outlook
Integration, Export to Outlook.

2  Click Export Contacts to Outlook. The Export Contacts to Outlook
batch job request window appears:
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2} Export Contacts to Outlook:

Cantack

Field Filker
P} |Salesperson Code E]

[o]'4 ] [ Cancel ] [ Help ]

3  Set afilter to define which Navision contacts that you want to be
synchronized with Outlook contacts. You can set additional fields by
clicking the Field field, and then clicking the AssistButton to the right
of the field and selecting from the list.

4  Click OK to start exporting contacts to Outlook.

Restoring Deleted Outlook Contacts

If you restore an Outlook contact that was previously synchronized with
Navision by moving it from your Deleted folder back to the contacts folder
that is synchronized with Navision, and the corresponding contact still
exists in Navision, the program will restore the link between these two
contacts and they will be synchronized. In case the corresponding Navision
contact has been deleted, the new corresponding contact will be created in
Navision.

When you restore an Outlook contact which is a person, and the contact
company it belongs to has been deleted in Navision, then the
corresponding contact in Navision will be created as an independent
contact person.

If you restore a deleted Outlook contact whose corresponding contact in
Navision has been changed after it was deleted in Outlook, and later
another contact is created in Outlook with the same name or e-mail
address, the following message will appear:
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Duplicate Contact Detected El

The name ar e-mail address of this contact already exists in this folder:
g CronusConkacts

Would you like to:

(" Add this as a new contact anyway

{* |pdate new information Ffrom this conkact ko the existing one:

Freda Martin {freda.martin@cronuscorp.net)

Mate: A backup copy of the existing contact will be placed in vour
Deleted Items Folder,

Yes Cancel

Depending on the option you select, either a new contact will be added to
your Outlook contacts folder, and the new corresponding contact will be
created in Navision in the same company, or the existing contact will be
updated. In the latter case, all the changes that might have been made to
the contact in Navision since the corresponding Outlook contact was
deleted will be overwritten by the data from this restored contact.

Viewing Outlook Contacts from Navision

You can view Outlook contacts synchronized with Navision contacts from
Navision. You can do that from the Contact Card or Contact List
windows. You can view the contacts that are assigned to you as well as
those that belong to other salespeople within your company.

To view an Outlook contact that is assigned to you, do the following:

1 Click Relationship Management, Contacts. The Contact Card window
appears.

2 Press F5 to open the Contact List window and select from the list a
contact that is assigned to you.

3 Click Functions, Show Outlook Item. The Outlook Contact card
window appears.

You can follow the same procedure to view an Outlook contact that
corresponds to a Navision contact assigned to another salesperson, that is
provided it has already been synchronized with your Outlook.

If the contact has not been synchronized with your Outlook, or it was
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synchronized with your Outlook and the corresponding Outlook item was
deleted in the process, the following message appears:

Microsoft Business Solutions-Navision

b d Either this contact has not been synchronized with Gutlook or the corresponding Qutlook contact has been deleted. Do you wank ko
\-'\/’ synchronize this conkact with Qutlook?

Click Yes if you want the program to synchronize this contact with Outlook
and display the corresponding Outlook Contact card.

To view another salesperson’s contact that has not been synchronized with
your Outlook, do the following:

1 Click Relationship Management, Contacts. The Contact Card window
appears.

2  Press F5 to open the Contact List window and select from the list a
contact that is assigned to another salesperson and has not yet been
synchronized with your Outlook.

3  Click Functions, Show Outlook Item. If you have permission to access
this Salesperson Outlook contacts folder, the following message
appears:

E Microsoft Business Solutions-M... r5__<|

9 (*35how contact in P5's Quklook!
-
'\'"JJ ()Create a conkact in my Outlaok

[ Ok ] [ Cancel

4  Select one of the options and click OK.

If you select the first option, Show contact in PS’s Outlook, the program will
retrieve the contact from Outlook that is assigned to this salesperson and
display the corresponding Outlook Contact card.

If the contact has not been synchronized with the Outlook salesperson it is
assigned to, the following message appears:

Microsoft Business Solutions-Navision

<@ Either this contact has not been synchronized with Outlook or the corresponding Outlook contact has been deleted. Do you wark o
"-‘\/r synchronize this contact with your Cutlook now?
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Click Yes if you want the program to create this contact in your Outlook and
display the corresponding Outlook Contact card.

If you select the second option, Create contact in my Outlook, the program
will create this contact in your Outlook and display the corresponding
Outlook Contact card.

If you have chosen to view the contact that has been synchronized with
another salesperson’s Outlook and then deleted, or you have no
permission to access this salesperson’s corresponding contacts folder, the
following message appears:

Microsoft Business Solutions-Navision

P | ‘ou cannot view the corresponding CGutlook item either because vou do not have permission to access another user's Folder or
‘—‘J/’ because this item has been deleted. Do you wantk to synchronize this contact with your Outloak?

Click Yes if you want the program to create this contact in your Outlook and
display the corresponding Outlook Contact card.

Viewing Navision Contacts from Outlook

You can view Navision contacts synchronized with Outlook contacts from
Outlook.

To view a Navision contact, do the following:

1 In the Contacts folder, select a contact. The Contact Card window
appears.

2 If the contact has been synchronized with Navision, you will see the
Navision Contact toolbar button.
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If the contact has not been synchronized, the Navision Contact
toolbar will be disabled.

Click the Navision Contact button on the Navision toolbar to open the
corresponding Navision contact card.

3  The Navision Contact Card window appears. If the Navision
application has not yet been started, it will be opened automatically.

You may have to go through the common procedure of opening Navision
synchronized with Outlook.

The corresponding Navision contact card will be displayed.

If a Navision contact has been synchronized with Outlook and then deleted,
the program will display a message informing you that the corresponding
Navision item does not exist. After clicking OK, the Navision Contact Card
window appears displaying the first contact in the contact list.
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8.4 INTEGRATING TO-DOS

You can also integrate to-dos in Navision with appointments and tasks in
Outlook. This saves you time because you do not have to go through a
similar procedure twice. Previously, for example, you created a to-do of the
Meeting type in Navision and in order to have this event in your Outlook
calendar you had to duplicate it in Outlook. Now, if you create a to-do in
Navision, it will appear immediately in the corresponding Outlook folder and
vice versa, if you create an appointment or task in Outlook, it will appear in
Navision as well.

To be able to do this, first you have to set up the feature and enter all the
necessary information you will need.

Later when you create a to-do of the Meeting type in Navision, an
appointment will be created in Outlook. If you create a to-do of the Phone
Call type or do not specify the type, a task will automatically be created in
Outlook.

This functionality works when you are creating a to-do from the
Salesperson Card, Contact Card, Campaign Card, and Segment Card.

Team to-dos are not reflected in Outlook.

To integrate a Navision to-do with Outlook, do the following:

1 Click Relationship Management, Salespeople, Salesperson, To-dos.
The To-do List window appears.

2  Click Create To-do. The Create To-do wizard appears.

3 Follow the instructions in the wizard and enter the relevant
information.

4 Click Finish to complete the to-do. A new to-do is now created in
Navision and a corresponding appointment or task is created in
Outlook.

Your Outlook settings determine whether you will receive a reminder or not.
Usually you will receive an Outlook reminder about an appointment that
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was to take place in the past. You will receive a reminder about a future
appointment. You will not receive a reminder about a task unless the
Reminder check box in the Task window in Outlook is selected.

In case a to-do of the Meeting type is created using the Assign Activities
function, it is created in Outlook as an All Day Event. You can manually
adjust the start time and duration of the to-do later.

When you close a to-do of the Blank or Phone Call type in Navision, the
program closes the corresponding Outlook task. However, if you close a to-
do of the Meeting type, the corresponding Outlook calendar item stays
open because you cannot close a calendar item in Outlook.

If you cancel a to-do in Navision, the program will delete the corresponding
Outlook item and send a notification message to your Outlook Inbox stating
that this to-do has been canceled in Navision and the corresponding
Outlook item has been deleted. The message also contains the number,
the starting date and the subject of the to-do.

Due to the different ways Navision and Outlook treat recurrence, full
synchronization of the recurring items between Navision and Outlook is not
possible. But one-way synchronization of recurring tasks/calendar items
and to-dos is supported. This means that a task, a calendar item or a to-do
should only be set to recurring in one of the two applications — either in
Outlook or Navision. Then, when the task or to-do is closed and the new
one is created in one application, the same occurs in the other application.
However, when you restore one of the closed tasks in Outlook, a new to-do
is created in Navision. If you reopen a closed to-do in Navision, a new item
will be created in Outlook.

If you close a task in Outlook that has already been synchronized with
Navision and then reopen this task, the program will also open the
corresponding to-do in Navision.

If you change a to-do of the Meeting type when synchronization with
Outlook is disabled, then, the next time you run the Synchronize with
Outlook batch job, the program will overwrite the meeting attendees
information in Navision with the Outlook data. The contents of all other
fields on the Outlook task card, such as Subject, Due Date, Start Date, and
so on, will be overwritten with the new information you have entered on the
to-do card in Navision
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When you accept a task that has been assigned or reassigned to you in
Outlook, the accepted task is put in the default Outlook Tasks folder.
Therefore, if you are using a Tasks folder which is not a default folder, the
accepted tasks will not be synchronized with Navision. If you want
accepted tasks to be synchronized with Navision, we recommend that you
use only default Outlook folders for synchronization of tasks with Navision.

Importing and Exporting To-dos

As an alternative to synchronizing your data where you integrate all your
contact, calendar and to-do data between Navision and Outlook, you can
choose to import to-dos from Outlook to Navision or to export to-dos from
Navision to Outlook

By choosing one of these two processes, you can set filters for your
synchronization to specify which data you want to be synchronized.

Importing To-dos from Outlook

To import Outlook tasks and calendar items into Navision, follow this
procedure:

1 Click Relationship Management, Periodic Activities, Outlook
Integration, Import from Outlook.

2 Click Import To-dos from Outlook. Confirm the subsequent message.

Outlook tasks that have already been closed are not transferred to
Navision.

Exporting To-dos to Outlook

To export to-dos to Outlook, do the following:

1 Click Relationship Management, Periodic Activities, Outlook
Integration, Export to Outlook.

2 Click Export To-dos to Outlook. The Export To-dos to Outlook batch
job request window appears:
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To-do

¥ Export To-dos to Outlook E]EIE|
Field Filker
P} |Salesperson Code ﬂ [E]
[o]'4 ] [ Cancel ] [ Help ]

Set a filter to define which Navision to-dos you want to be
synchronized with Outlook tasks and calendar items. You can set
additional fields by clicking the Field field and then clicking the
AssistButton to the right of the field and selecting from the list.

Click OK to start exporting to-dos to Outlook.

Only to-dos belonging to the current salesperson will be exported to
Outlook. If you change the salesperson's code in this field or leave it empty,
the program will ignore this and export to Outlook only the to-dos belonging
to the current salesperson.

Viewing Outlook Calendar ltems and Tasks from Navision

From Navision you can view Outlook calendar items and tasks that
correspond to Navision to-dos. You can do so from the To-do Card or To-
do List window.

To view an Outlook calendar item or task that corresponds to a Navision to-
do assigned to you, do the following:

Click Relationship Management, Salespeople.
On your salesperson card, click Salesperson, To-dos.

In the To-do List window, choose a to-do and click Functions, Show
Outlook Item. If the to-do has been synchronized with Outlook and the
corresponding Outlook item has not been deleted, the program will
display the corresponding Outlook item card.
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If this to-do is open and it has not been synchronized with Outlook, or
the respective Outlook item was deleted, the program will display a
message asking you whether you want to synchronize this to-do with
Outlook. Depending on whether the to-do is of the Meeting type or
Blank or Phone Call type, one of the following messages will be
displayed:

Microsoft Business Solutions-Navision X

Either this to-do has not been synchranized with Outlaok or the corresponding Outlock task was deleted, Do you want to create a

)
“'--:/ new task in Outlook?

N

Microsoft Business Solutions-Navision X

Either this to-do has not been synchronized with Outlook or the corresponding Outlook appointment was deleted. Do you wart to

9
\-:/ create a new appointment in Cutlook?

Click Yes if you want the program to synchronize this to-do with
Outlook and display the corresponding Outlook item card.

a

If the to-do is closed and it has not been synchronized with Outlook
and/or has been canceled, then a message will be displayed informing
you that this to-do has been closed and asking you whether you want
to reopen this to-do and synchronize it with Outlook.

Microsoft Business Solutions-Navision

‘:j This to-do has been closed. Do vou want ko reopen this to-do and synchronize it with Outlook?

l

Yes ] I Mo

Click Yes if you want the program to synchronize this to-do with
Outlook and display the corresponding Outlook item card.

You can also view Outlook calendar items and tasks that belong to other
salespeople within your company.

To view an Outlook calendar item that is assigned to another salesperson,
do the following:

1 Click Relationship Management, Salespeople.
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2  On the salesperson card, select the salesperson whose Outlook
calendar item you want to see and then click Salesperson, To-dos.

3 In the To-do List window, select a to-do and click Functions, Show
Outlook Item. The corresponding Outlook item card appears.

To view an Outlook item corresponding to a to-do assigned to another
salesperson, you must have permission to access this salesperson’s
Outlook folder. If you do not have such permission or the corresponding
Outlook item has been deleted from this salesperson’s Outlook or has not
been synchronized with Outlook at all, a message will appear informing you
that you cannot view this Outlook item.

You cannot view Outlook items that correspond to team to-dos because
team to-dos are not synchronized with Outlook.

Viewing Navision To-dos from Outlook

You can view Navision to-dos synchronized with Outlook calendar items
and tasks from Outlook. To do so, follow the same procedure as for viewing
Navision contacts from Outlook.
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8.5 SYNCHRONIZING DATA

You can start the Synchronize with Outlook batch job to both import and
export data simultaneously. This is useful when you start using the Outlook
Integration feature.

To start synchronizing, follow this procedure:

Click Relationship Management, Periodic Activities, Outlook
Integration, Synchronize with Outlook. The Synchronize with
Outlook batch job request window appears:

o] Synchronize with Outlook EI EI E|
Contact | Options
| Field Filker
P} |Salesperson Code E]
[o]'4 ] [ Cancel ] [ Help ]

On the Contact tab, set a filter to define which Navision contacts and
to-dos linked to these contacts you want to be synchronized with
Outlook items. You can set additional fields by clicking the Field field,
and then clicking the AssistButton to the right of the field and selecting
from the list.

If you want the program to synchronize only the contacts belonging to
the current salesperson when running the Synchronize with Outlook
batch job, on the Options tab, select the check box in the
Synchronize Only Contacts field. In this case the program will skip
exporting the current salesperson’s to-dos to Outlook when you run
the Synchronize with Outlook batch job.

If you want the program to synchronize only the to-dos that match a
certain period when running the Synchronize with Outlook batch job,
on the Options tab, enter the dates for the period in the Period Start
and Period End fields.
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The program will use the dates for this particular batch job only. Next time
you open the Synchronize with Outlook batch job request window, the
program will fill in the Period Start and Period End fields with the dates
calculated using the date formulas set on the Synchronization tab of the
Salesperson/Purchaser card.

5  Click OK to start synchronization with Outlook.

We recommend that, once you have started the Synchronize with
Outlook batch job, you do not click Cancel on the progress indicator. If
you click Cancel, the synchronization process will be stopped abruptly and
you will be unable to retrieve the data as it existed before you started this
batch job.

To avoid erroneous synchronization of the contacts from Outlook to
Navision, you should store business and private contacts in separate
folders. The same applies to private tasks and appointments. Private items
should also be marked private in Outlook to ensure that they do not appear
in Navision.

We recommend that you set up different folders for contacts from different
companies.

Changing Another Salesperson’s Records in Outlook

When the other salesperson edits your contact or to-do in Navision, your
corresponding Outlook item will be updated accordingly.

Outlook checks if you have set up permissions for this salesperson to
modify your records in the corresponding Outlook folder:

¢ If you have granted this permission, the change will be synchronized
with your corresponding Outlook item.

You can set up Navision to automatically send e-mail notifications
about such changes to your Outlook Inbox. To do so, select the check
boxes in the corresponding fields on the Notification tab in the
Salesperson/Purchaser Card window.
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&5 AH Annette Hill - Salesperson/Purchaser Card

General | Invoicing | Outlook Integration | Motification | Synchronization
Mokify me of other user's changes ko my
EnnESEEsHe
TEEBSa 0 0 0 0 0 00 a6
Appointments . . . L L
[ﬁalesperson v] [anctions v] [Create Lnteract] [ Help

e If the other user has no permission to edit your Outlook items, the
change will only be saved in Navision. Then, after you run the
Synchronize with Outlook batch job, it will be synchronized with the
corresponding Outlook item.

To edit the other salesperson’s contact in Navision and Outlook and to
notify him about this change, do the following:

1 Click Relationship Management, Salespeople, Salesperson, Contacts.

2 In the Contact List window, select the contact you want to edit, click
Contact, Card. The Contact Card window for the contact you have
selected appears.

3 Inthe Contact Card window, make the necessary changes to the
records, and then close the window.

A message may appear asking you to allow access to your Outlook
mailbox for external applications. Allow access for the time you need and
click Yes.

4  The following Outlook message appears:

Microsoft Outlook @

A program is krying to aukomatically send e-mail on your
behalf,
Do wou wank to allow this?

If this is unexpected, it may be a virus and you should
choose "Mao",
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Click Yes to send a notification to the salesperson whose contact you have
changed.

To edit the other salesperson’s to-do in Navision and Outlook and notify
him/her about this change, follow the similar procedure:

1 Click Relationship Management, Salespeople, Salesperson, To-dos.

2 In the To-do List window, select the to-do you want to edit and click
To-do, Card. The To-do Card window for the to-do you have selected
appears.

3  Inthe To-do Card window, make the necessary changes and close
the window.

4 Follow steps 2 and 3 of the procedure for editing another
salesperson’s contacts in Navision and Outlook.

Synchronizing Contacts Assigned to Another Salesperson

If you need to synchronize contacts that belong to another salesperson, for
example when two or more salespersons are working on the same task or
project, you use the Export Contacts to Outlook or Synchronize with
Outlook batch jobs. The same result can be achieved by changing the
contact’s salesperson to the one you are currently working with and then,
when you have finished working, changing it back again. Once the contact
appears in Outlook, it will be updated automatically even if belongs to
another salesperson. However, if you have deleted this contact from
Outlook and then modify the corresponding contact in Navision, it will not
be created again in Outlook.

Deleting All Items in Outlook Tasks Folder

When you delete all items or the last item from the Tasks folder in Outlook,
the corresponding to-dos in Navision are canceled and closed.

If both applications — Navision and Outlook — are running, and
synchronization with Outlook is enabled for the current salesperson, the
corresponding to-dos in Navision are canceled and closed automatically.

If Navision is not running, after deleting all items, start Navision and run the
Synchronize with Outlook batch job.

To check the results, do the following:
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1 Click Relationship Management, Salespeople, Salesperson, List, and
choose the appropriate salesperson.

2 On the Salesperson Card, click Salesperson, To-dos, and make sure
that all corresponding to-dos are canceled and closed.

Canceling To-dos with Deleted Outlook Items

If you delete a task or calendar item in Outlook when Navision is not
running, it still remains unchanged in Navision until the next
synchronization. Then, if you do not run the Synchronize with Outlook
batch job when you start Navision, you can run the Cancel To-dos with
Deleted Outlook Items batch job to cancel Navision to-dos that
correspond to Outlook items which have been deleted.

When both applications — Navision and Outlook — are running, if you delete
an item in Outlook, the program will automatically close and cancel the
corresponding to-do in Navision.

To cancel to-dos with deleted Outlook items, do the following:

1 Click Relationship Management, Periodic Activities, Outlook
Integration, Cancel To-dos with Deleted Outlook Items.

2 Confirm the subsequent message.

Microsoft Business Solutions-Navision

P

:l/ Da you want ta cancel to-dos with deleted Outlack items?
-

[ ¥es ] [ [ila] ]
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8.6 CONFLICT RESOLUTION AND ERROR HANDLING

When integrating Navision records and Outlook items, the program
compares certain fields and maps. If you change the text in any of these
fields, the program automatically synchronizes the two documents and
updates the information in them. This occurs when both Navision and
Outlook are running. But if you change the text in the mapped fields in
Navision while Outlook is not running (or vice versa), the program does not
know which data has priority and a conflict will occur. You can view Outlook
integration conflicts in the Conflict Resolution Worksheet window.

To resolve Outlook integration conflicts, follow this procedure:

1 Click Relationship Management, Periodic Activities, Outlook
Integration, Outlook Integration Logs, Conflict Resolution Worksheet.
The Conflict Resolution Worksheet window appears:

B Conflict Resolution Worksheet

T.. Occurren... Occurren... Record Mo, | Record Description Outlook Ikem Description Act
[ Ak 21-02-03 15:54:37 TDOOOO93  Meeting 003 Meeting 002 Skip
w
< >
Mavision Outlook
Last Date Modified . . £ ! 21-02-03
Last Time Modified . . 15:54:13
[ oK ] l Cancel ] [anctions v] [ Help ]

2 Select the conflict you want to resolve and choose what you want to
do with it by clicking the AssistButton to the right of the Action field.
Then select from the list: Skip, Delete, Replace Navision Record or
Replace Outlook Item.

You can view the names and contents of the conflicting fields by
clicking the AssistButton button to the right of the No. of Conflicting
Fields field. The Outlook Int. Conflict Fields window appears.




8-26

Relationship Management-Navision® 3.70

& Qutlook Int. Conflict Fields

Field Marne Cantent Cutlook Conkent
Descripkion Meecting 003 i Meeting 002 fad

3  Click OK. The program will perform the action you have selected in
the Action field.

The program will report an error when something interrupts the Outlook
integration working process, for example, a failure to connect to Outlook.

You can view Outlook integration errors in the Outlook Integration Error
Log window by clicking Relationship Management, Periodic Activities,
Outlook Integration, Outlook Integration Logs, Error Log. You can also
perform certain actions with the log errors by clicking the AssistButton to
the right of the Action field and selecting from the list: Skip or Delete. The
program will perform the action you have selected after you click OK.

The Outlook Integration Error Log window looks like this:

E8 Outlook Integration Error Log,

T.. Occurren... Occurren... Description Action Record Mo. | Record Description
) 158-02-03 9:05:29 The synchronization has been ... Skip
18-02-03  17:33:41 The synchronization has been ... Skip
19-02-03  11:25:19 The synchronization has been ... Skip
19-02-03  11:42:40 The synchronization has been ... Skip
19-02-03  14:36:00 The synchronization has been ... Skip

< |

|»

[ oK ] [ Cancel ] [anctions v] [ Help
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8.7 EXERCISES

Exercise 24 Integrating a Contact

You are Annette Hill, a salesperson at Cronus International Ltd. You work
with both Navision and Outlook.

You are going to create a new contact in Navision and want to have this
contact in Outlook as well.

Create a contact using the following information:
Name: RSyn Ltd.
Address: 17 Forest Street
AU-2000 Sydney, NSW
Australia

After you have created the contact in Navision, check that it has been
created in Outlook as well.

Exercise 25 Integrating a To-do

You are going to organize a meeting concerning the planning of the
Millennium campaign. You want to create a new to-do in Navision and to
store it in Outlook as well.

Create a to-do using the following information:

Type: Meeting

Description: Millennium Campaign Planning

Duration: 1 hour

Attendees: Debra L. Core, Peter Saddow, and Richard Lum

When the to-do is created in Navision, view the corresponding Outlook item
card.
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Exercise 26 Synchonizing To-dos Within a Specified Period

You are going to synchronize your Navision contacts and to-dos with the

corresponding Outlook items, but you are interested in the changes made

during a two-week period only, starting one week before today (February

19, 2003) and ending one week after today’s date.

1 On the Synchronization tab of the Salesperson/Purchaser card, set up
the synchronization period covering one week before today and one
week after today’s date.

2 You realize that you need more time to prepare for the Millennium
Campaign Planning meeting. You decide to postpone the meeting for
more than a week, until February 28. Update the corresponding to-do.

3  Before the meeting, you decide to identify key persons for the
Millennium campaign. Create a new to-do for today’s date, involving
contact CT000026 Lovaina Contractors.

4 If the time for which you allowed access to Outlook has expired, run
the Synchronize with Outlook batch job. Then check what changes
appeared in your Outlook tasks and calendar folders.

Solutions

Exercise 24

1 First you have to set up Outlook Integration parameters on the
Outlook Integration tab of Annette Hill's salesperson card. Set up
Outlook folders that you will need for integration.

2 Create a contact in Navision entering all the information you have and
close the Contact Card.

3 Find this contact in the corresponding contact’s folder in Outlook.
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Exercise 25
1 Click Relationship Management, Salespeople.

2 On the Salesperson card, select Annette Hill, and then click
Salesperson, To-dos.

3 In the To-do List window, click Create To-do. The Create To-do
wizard appears.

4 Fillin the mandatory fields and any optional fields on the first page of
the wizard with the relevant information. When you have completed
the page, the first wizard page should look like this:

p— =

=)

& AH Annette Hill - Create To-do

This wizard helps you ko create to-dos.

what is the bype of to-do?
Meeting =]

Describe your to-do.
|Mi||enium Campaign Planning |

] all Day Event

WWhat is the start date and time of the to-do?
19-0z2-03 10030000

What is the duration of the to-do?
1 hour

‘What is the end date and time of the to-do?
19-0z2-03 11:30000

Team to-do

Cancel
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5  Fill in the mandatory fields and any optional fields on the second page
of the wizard with the relevant information. When completed, it should
look like this:

& AH Annette Hill - Create To-do = | E||£|
: 2 If wou want ko invite attendees, you may now select them from
contacts and salespeople.
‘Which template will vou use For this e-m... |BUS
e T o e e A
B el YR e R e LR Al Yes =]
Attendan... A.. Attendee... Attendee Mame S
To-do 0... .. AH Annette Hill @&
Required 5., DC Debral. Core E
Required 3., PS Peter Saddow ]
Required 3., RL Richard Lum ]
L3 | B
Send invitation(s) when I click Finish.
< Back. ][ Mext = ] [ Finish ] [ Cancel

6  When you have completed the Create To-do wizard, the to-do
appears in your To-do List window.

& AH Annette Hill - To-do List

Closed Starting ... T..| Descripkion P..! 5./ No. Date Clo... Canceled | Comment | <
v Z0-11-00 werify quality of opportunity H.. C.. TD100027 Z0-11-00 (=g
v 27-11-00 Identify key persons N.. C.. TD100023 27-11-00 [y
» 19-02-03 M., N.. M.. TDOOODO1 g
| < k]
Contact Kame Contact Company Mame
To-do v] [ Funictions v] [Qeate To-do ] [ Help

7  Select this to-do and click Functions, Show Outlook Item. The
corresponding Outlook calendar item card appears.
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i Millenium Campaign Planning - Meeting
File Edit ‘“iew Insett Format Tools Actions Help

[H save and Close | :(=Isend Update & (] £, <% Recurrence...

Appointment W Scheduling ] Tracking ]

€3 Ho responses have been received for this meeting.

To.. |pebral. Core (Debra.l, Core@cronuscorp.net; Peter Saddow (Peter . Saddow@cronuscorp.net); Richard Lum {Richard,Lum@cronuscorp.net
Location: ‘ j ™ This is an online meeting using:
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‘g [~ Reminder: ,7J ﬂ Show kime as: |i Eusy x| Label: [ hone

i

Doc3.doc (19KB)

Subject: ‘Mil\enium Campaign Planning|

Conkacts... | Cateqaries... Private |

Exercise 26

1 Click Relationship Management, Salespeople.

2 On the salesperson card, select Annette Hill. On Annette Hill's
salesperson card, go to the Synchronization tab. Select the Time
Period in the Synchronize To-dos option field, then specify the
synchronization period by entering the date formulas: -1Win the
Synchronize From field and 1W in the Synchronize To field.

&8 AH Annette Hill - Salesperson/Purchaser Card

General | Invoicing | Qutlook Inteqgration Notification| Synchronization

Synchronize To-dos . . . | Time Period =
Synchronize From . . . .

Synchronize To . . .

Salesperson v] [anctions v] [Create Lnteract] [ Help

3 On Annette Hill's salesperson card, click Salesperson, To-dos.

4 In the To-do List window, select the Millennium Campaign Planning

meeting.
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B AH Annette Hill - To-do List (=13

Closed Starting ... T..| Description P..! 5./ No. Date Clo... Canceled  Comment | O

v 20-11-00 Werify quality of opportunity H.. C.. TD100027 20-11-00 oy

v 27-11-00 Identify key persons N.. C.. TD100028 27-11-00 oy

19-02-03 M., Mileni M. M., TDOODO0L i

3 >

Conkact Name Contact Company Mame
To-do v] [ Funictions v] [geate To-do ] [ Help

Open the selected To-do Card window by clicking To-do, Card.
Edit this to-do and close the card.

In the To-do List window, click Create To-do. The Create To-do
wizard appears. Create a to-do using the following information:

Type: Blank

Description: Identify key persons

Starting Date: Today (February 19, 2003)
Contact: CT000026 Lovaina Contractors.

On Annette Hill’s salesperson card, click Functions, Synchronize with
Outlook. In the Synchronize with Outlook batch job window, on the
Options tab, you can make sure that the dates in the Period Start
and Period End fields correspond to the period you have set on the
Synchronization tab of Annette Hill's salesperson card.

£} Synchronize with Outlook |Z| |E| E|

Contact | Options

Synchronize Only

(CINEEIEE e o e |:|
Period Stark, . . . . . .
EerinaEn S

K ] [ Cancel ] [ Help ]
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9  Click OK to start the Synchronize with Outlook batch job.

10 In Outlook, make sure that one new to-do, Identify key persons,
appeared in your Outlook tasks folder, and no new items appeared in
your calendar folder.







Chapter 9

Opportunity Management

This chapter contains the following sections:
¢ Introduction to Opportunity Management
e Setting Up Opportunities
¢ Creating Opportunities
¢ Updating Opportunities
¢ Creating To-dos for Opportunities

e Creating Sales Quotes and Orders for
Opportunities

¢ Closing and Deleting Opportunities

Statistics

e Exercises
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9.1 INTRODUCTION TO OPPORTUNITY MANAGEMENT

Sales Cycles

Opportunities

Opportunities in the program refer to sales opportunities. You use
opportunities to keep track of potential sales.

Before you can start using opportunity management, you must set up sales
cycles and sales cycle stages. A sales cycle is made up of a series of
stages that go from the initial contact to the closing of a sale. You can set
up as many sales cycles as you need, and you can set up as many sales
cycle stages as necessary within a sales cycle.

All opportunities must be associated with a salesperson and a contact.
They can also be associated with a campaign.

You create opportunities using the Create Opportunities wizard. You
provide information about the contact, salesperson, sales cycle and dates,
as well as your estimates for the sales value of the opportunity and your
estimation of the chances of its success.

Once you have set up an opportunity, it remains inactive until you activate it
with the Update Opportunity wizard. Activating an opportunity moves it
into the first sales cycle stage. You can use the wizard with an opportunity
as many times as necessary, to change dates, estimated values or
chances of success, and to move the opportunity to prior or later sales
cycle stages and to skip stages, if necessary.

Once an opportunity gets to the appropriate stage, you can set up a sales
quote and sales order directly from the Relationship Management
application area.
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9.2 SETTING UP OPPORTUNITIES

There are a number of setup tasks you must perform before you can begin
to use opportunities. You must set up your sales cycles and sales cycle
stages, close opportunity codes, default sales cycle code and default virtual
customer number.

Setting Up Sales Cycles

You use sales cycles to manage your sales opportunities. You set up
separate sales cycles for each group of your contacts (for example, an
industry group or a segment) whose members follow the same sales cycle.
Once you have set up the sales cycles you can set up the stages within
each cycle.

To set up a sales cycle, follow this procedure:

1 Click Relationship Management, Setup, Opportunity, Sales Cycles.
The Sales Cycles window appears:

EE Sales Cycles EE' E'

Description Probability Calcul.,.  B.. C..
Existing customer - Large acc, TMultiply
EX-SMALL  Existing customer - Small acc, Add
FIRSTLA... Firsk time - Large account Tultiply
FIRSTSM... First time - Small accounk add
[Sales Cycle v] [ Help

2  Press F3 to enter a new sales cycle.
3 Fillin the Code, Description and Probability Calculation fields.

The probability calculation is based on the Chances of Success (%)
and/or the Completed (%) fields on the opportunity card. There are four
options you can select in the Probability Calculation field: Multiply, Add,
Chances of Success % or Completed %. If you select Chances of Success
(%) or Completed (%), the probability percentage is copied from the
corresponding field on the opportunity card. If you select Multiply, the
probability percentage is calculated by multiplying the contents of the two
fields. If you select Add, the probability percentage is calculated by adding
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the contents of the two fields.

4  Repeat steps 2 and 3 to set up as many sales cycles as you want.

Setting Up Sales Cycle Stages

Now you can set up the sales cycle stages for each sales cycle. Follow this

procedure:

1 Click Relationship Management, Setup, Opportunity, Sales Cycles.

2  Find the sales cycle for which you want to set up stages, and click
Sales Cycle, Stages. The Sales Cycle Stages window appears:

& EX-LARGE Existing customer, - Large acc. - Sales Cycle Stages

Stage Description Complet.., = Activity ...  Quote R... Allow Skip = Date For... | C..
» 1 Initial zm (1) v
2 Understanding needs meeting 35 NEEDS v
3 Product Presentation/workshop T0 P-WORK v v
4 Proposal 85 PROPOSAL v
5 Sign Contract 95 SIah v
[§ales Ty v] [ Help ]

Press F3 to enter a new stage in the sales cycle.

Fill in the Stage and Description fields, with the number and
description of the stage.

In the Completed % field, enter the percentage of the sales cycle that
has been completed when the opportunity reaches this stage.

In the Activity Code field, enter the code for the activity associated
with the stage.

Place a check mark in the Quote Required field if a quote is required
at this stage before the opportunity can move to the next stage in the
sales cycle.

Place a check mark in the Allow Skip field to allow the opportunity to
skip this stage and move on to the next stage.

Repeat steps 3 to 8 to set up as many stages as you want within the
sales cycle.
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Setting Up Close Opportunity Codes

You use close opportunity codes to indicate the reason an opportunity was
closed. This can be used for statistics and analysis of sales strategies.
Follow this procedure:

1 Click Relationship Management, Setup, Opportunity, Close
Opportunity Codes. The Close Opportunity Codes window appears:

EE Close Opportunity Codes

Code T.. Description Mo. of O...

L... Inadequate knowledge of cust 1 ~
BUSIMES... W. Knowledge of cust, business 1
COMSUL... L... Ineffective consultant 1
COMSUL... W, Competent consultant 1
u] W, Closed from Commerce Portal a
POSTPM... L... Deal postponed indefinitely 0
PRES_L L... Ineffective presale wark 1
PRES_W W, Strong presale work, i
FRIZE_L L... Our product was too expensive 1
PRICE_'W W, Best price 1 b
£ >

2 Press F3 to enter a new close opportunity code.
3  Fillin the Code, Description and Type fields.

4  Repeat steps 2 and 3 to set up as many close opportunity codes as
you want.

Setting Up the Default Sales Cycle Code

It is possible that you have only one sales cycle, or that you have several
sales cycles but one of them applies to most of your opportunities. You can
set up a default sales cycle code that the program assigns to opportunities
when they are created. Follow this procedure:

1 Click Relationship Management, Setup, Relationship Mgt. Setup. The
Relationship Management Setup window appears.
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£ Relationship Management Setup

General Inheritance| Defaults |Interactions Synchronization || Mumbering | Duplicates | E-Mail Logging

Default

Salesperson Code . . .
Territory Code, . . . .
Counkry Code . L. L
Language Code . . . .
Correspondence Type .
Company Salutation ... (COMPARY
Person Salutation Code  |UMISEX

Sales Cycle Code . L .

To-do Date Calculation. l:l

B !!!!!H!

2

On the Defaults tab, in the Sales Cycle Code field, click the
AssistButton and select the sales cycle that you want to use as the

default sales cycle.
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9.3 CREATING OPPORTUNITIES

You can create opportunities for the potential sales you have with your
contacts. All opportunities must be assigned to a salesperson/purchaser
and must involve a contact.

You can create opportunities from the Opportunity List window.
Depending on where you access the Opportunity List window from, the
window shows opportunities for either contacts, campaigns or salespeople.
The following procedure shows how to create opportunities from the
contact card.

1 Click Relationship Management, Contacts.

2  Find the contact involved in the opportunity and click Contact,
Opportunities.

3 In the Opportunity List window, click Create Opportunity. The Create
Opportunity wizard appears:

& CTO00007 P ive Home Furnishings - Create Opportunity |:||E|r>z|

This wizard helps you to create opportunities.

Describe the opportunity,
[4 new desks | ﬂ

What is the date of the opportunity?
25-01-01
Wwhat is the priority of the oppartunity?

4  Fillin all the mandatory and any relevant optional fields of the wizard
before clicking Finish.

Now the opportunity appears in the Opportunity List window for the
contact (and for the salesperson):
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£ CT000007 Progressive Home Furnishings - Opportunity List

il Mo, .. Creation.,.  Description Cortact ... Salesper... 5. Current ... Campaig... | Camp:
ma 25-01-01 4 new desks CTOOOOO7  JR M., CP1001 Increa
| OP100046 06-11-00 Mew lamps in the reception CTO00007 D I.. 1
| |©P100037 v 25-09-00 Conference kable CTOOOOO7  JR L.
[ = >

Conkact Name Contact Company Mame

Progressive Home Furnishings Progressive Home Furnishings

Cpportunity v] [ Functions v] [greate Oppo..., ] [ Help

When you have created an opportunity, you can activate the first sales
cycle stage.

Activating an Opportunity
An opportunity is inactive until you activate it. You do this with the Update

Opportunity wizard. Follow this procedure:

1 In the Opportunity List window, select the opportunity you want to
activate and click Functions, Update. The Update Opportunity wizard
appears:

£ CT000007 Progressive Home Furnishings CTO00007 Progressiv... E|§”g|

This wizard helps you to update opportunities. Select one of
the following options.

2 Fillin all the mandatory and any relevant optional fields of the wizard
before clicking Finish.
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Viewing Opportunities

Once you have created one or several opportunities, you can view the
opportunities in either the Opportunity List window or the individual
opportunity card for each of your opportunities.

The Opportunity List Window

You can open the Opportunity List window from the salesperson card, the
campaign card and the contact card. The window displays different
information depending on where you open it from. For example, if you
open the Opportunity List window from a salesperson card, the window
displays all the opportunities created by that salesperson:

& JR John Roberts - Opportunity List

.. Creation.,. Description Contact ... Salesper... 5./ Current ... | Campaig... | Camp:
25-01-01 4 new desks CTODOOO7 IR M. CP1001 Increa
OP100031 15-11-00 Mew conference system CTi00215 IR I.. 1
OP100036 27-11-00 Conference table, black CTODOO31  JR I.. 1
OP100047 14-10-00 Guest chairs For the reception CT100152 IR I.. 2
OP100020 ¥ 02-01-01 Chairs for the canteen CTOO004Z2 IR W,
oP1000z1 v 10-01-01 Campl, conference arrangement  CTODOD4S IR W,
OP100037  + 25-09-00 Conference table CTO00007 IR L.
OP100038 ¢ 21-09-00 Mew office system CT200009 IR L.
OP100044 v 09-01-01 Larnps For the canteen CTOOOO2S O L..
< ¥
Contack Mame Conkact Company Marne
Progressive Home Furnishings Progressive Home Furnishings
Cppottunity v] [ Functions v] [Qeate Oppo... ] [ Help

Closed opportunities appear at the end of the list.

The program automatically inserts a new line when you create an
opportunity using the Create Opportunity wizard. You can do this by
clicking Create Opportunity.

The Opportunity Card

From the Opportunity List window, you can open the opportunity card for
an opportunity. On the opportunity card you can see detailed information
about a specific opportunity:
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& 0P100031 Mew conference system - Opportunity, Card E@@
General
Plgi e JP100031 P CampaignMa.. . . . . .
Description . . . v . . Mew conference system AR i o High =
ContackMo., . . ... CT100215 (] Sales Cycle Code . . ., |EX-3MALL
Contact Mame. . . .. . Kenneth Cools SEAtlIsEhERRBEE In Progress
Contact Company Mame . | Mieuwe Zandpoort Ny Glos S iR
Salesperson Code. . . . [ % Creation Date, . . . . . 15-11-00
Sales Document Tvpe . . Date Closed. . . . . . .
Sales Document Mo, . . . [+]

A.. A, Sales Cy... Dateof... Estimate... Estimated Wal... Calcd. Curre...  Completed % Chances of 5...
b v 1 15-11-00  04-01-01 6,000.00 960,00 z 30

< *

[Oppo[tunity v] [anctions v] [Qeate Oppo...] [ Help ]

The opportunity card is composed of two parts, a header and lines.

The header contains general information about the opportunity, such as a
description of the opportunity, the sales cycle that it is linked to, the contact
for the opportunity, and so on.

The lines contain the different entries made by the program when you
update or close the opportunity.

In this window, you can create new opportunities by pressing F3 or clicking
Create Opportunity.

Exercise
Belinda Newman at New Concepts Furniture is interested in buying some

new desk systems.

Create and activate an opportunity from the opportunity card for John
Roberts involving this new contact.

Solution

When you have created the opportunity and activated it, the opportunity
card should look something like this:
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& 0PD00003 4 new desks - Opportunity Card

General

e e OPO00003 Campaign Ma., . . . . .
Description . . [ new desks | DFintiby AT i
ContackMo., . . ... CT100152 (%] Sales Cycle Code . . ., |EX-SMALL [+]
Conkack Mame, . ... EBelinda Mewman SLALTIS S i R e In Progress

Conkack Company Name . | Mew Concepts Furniture il ol sl

Salesperson Code. . . . [ [ Creation Date, . . . . . 25-01-01

Sales Document Tvpe . . Date Closed. . . . . . .

Sales Documnent Mo, . . .

A.. A, Sales Cy... Dateof ... Estimate... Estimated wal... Calcd. Curre... Completed % Chances of 5...
v 1 25-01-01 Zg-02-01 37,000.00 14,245.00 z 73

< | ]

[Oppo[tunity v] [anctions v] [Qeate Oppo...] [ Help ]
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9.4 UPDATING OPPORTUNITIES

You update opportunities, for example, to modify your evaluation of their
chances of success and estimated values, or to move them to a new sales
cycle stage.

There may be situations where you need to move an opportunity back to a
previous stage in the sales cycle, for example, if you have moved them to
the next stage too soon, or if a stage needs to be repeated or you can skip
to a stage ahead, for example, if they move faster than what is expected in
the model they follow. You can do all of this with the Update
Opportunities wizard.

Using the Update Opportunity Wizard

You update opportunities from the Opportunity List window. The following
procedure shows how to update opportunities from the contact card.

1 Click Relationship Management, Contact.

2 Find the contact related to the opportunity and click Contact,
Opportunities.

3 In the Opportunity List window, click Function, Update. The Update
Opportunity wizard appears.

& CT000008 New Concepts Furniture CT100152 Belinda Newma... [= |[E]5X]
—

This wizard helps you to update opportunities. Select one of
the following options.

()5kip Stages

(OUpdate current Stage

4 In the first window of the wizard, select the relevant option and then
click Next.
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Within a sales cycle, you can only skip stages for which you have selected
the Allow Skip field in the Sales Cycle Stages window.

5  Fillin all the mandatory and any relevant optional fields of the wizard
before clicking Finish.
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9.5 CREATING TO-DOS FOR OPPORTUNITIES

You can create to-dos for opportunities. You create to-dos from the To-do
List window for the relevant opportunity. The following procedure involves
a campaign.

& 0P100001 New tables - Create To-do (=13

Click Relationship Management, Campaigns.
Select the relevant campaign and click Campaign, Opportunities.
Select the relevant opportunity in the Opportunity List window.

Click Opportunity, To-dos. The To-do List window for the opportunity
appears.

In the To-do List window, click Create To-do. The Create To-do
wizard appears:

This wizard helps vou to create to-dos,

‘What is the type of to-da?

Describe vour bo-da.

| | 2]

‘Wwhat is the start date and time of the to-do?

RE=TET
L

‘Wwhat is the end date and time of the to-do?

I Team to-do

6

Fill in all the mandatory and any relevant optional fields of the wizard
before clicking Finish.

Now the to-do appears in the To-do List window for the opportunity:
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E 0P100001 New tables - To-do List

el Closed Starting ... T..| Descripkion P..!5../ No. Date Clo... Canceled  Comment | O
| v 22-12-00 Werify quality of opportunity H.. C.. T0100017 22-12-00 [y
| v 29-12-00 Identify key persons N.. C.. TD100015 29-12-00 [
| 25-01-01 Est. customer needs L... M.. TOOODOSE o9
N 28-01-01 P.. Set up meeting N.. M., TDOOODSS o
n 28-01-01 PN ML TDOOOD94 o
L 08-02-01 M., Go through expectations and ... H.. M., TDOOOD90 (M
| 15-02-01 Verify/change customer needs M., N.. TDOODD9Z [y
e ,
Contack Name Contact Comparry Mame
David Oliver Lawrence A Gibson"s Lawfirm
To-do v] [ Funictions v] [ Create To-do ] [ Help
Exercise

Create a to-do for the opportunity OP100031 starting from the
salesperson/purchaser card for John Roberts.
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9.6 CREATING SALES QUOTES AND ORDERS FOR OPPORTUNITIES

When handling sales opportunities, you may need to create a quote for the
contact that the opportunity is linked to, and you may need to create an
order from the quote.

Creating Sales Quotes for Opportunities

You can create quotes for opportunities from the Opportunity List window.
The following procedure shows how to create sales quotes for opportunities
from the contact card.

Follow this procedure:
1 Click Relationship Management, Contacts.

2 On the contact card, select the contact for the opportunity and click
Contact, Opportunities.

3  Inthe Opportunity List window, click Functions, Assign Sales Quote.
The Sales Quote window appears:

& 1002 New Concepts Furniture - Sales Quote

General | Inveicing || Shipping || Foreign Trade | E - Commerce
g 1001 =] ﬂ Order Date . . . . . . . 258-02-01
Sell-to Customer Mo, . 01454545 (1) Document Date . . . . . 25-01-01
Sel-to Contact Mo. . . . |CT100152 3] Requested Delivery Date
Salesperson Code . . . . |IR

Sell-tn Customer Mame . [Mew Concepts Furniture CampaignMo.. . . . . . 3]
Sel-to Address . . . . . 705 West Peachtree Street Responsibility Center .
Sell-to Address 2 . . . . SEAkLISH Open
Sell-to Post CodefiCity . . |US-G4 31772 [#]] |atlanta [+]
Sell-ta Contact . . .. . Belinda Mewman
Mo, of Archived Yersions, 1}

T.. Mo, Drescription Location ... Quantity Unit of M,.. Unit Pric,.. | Line Amount
*b

< b3

[ Quote V] [ Line V] [anctions v] [ Make Order ] [ Prink... ] [ Help

4 Fill in the fields in the Sales Quote window:
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& 1002 Mew Concepts Furniture - Sales Quote

General | Invoicing || Shipping | Foreign Trade | E - Commerce
D 1001 [] ﬁ OrderDate ., . . . .. 25-02-01
Selkto Customer Mo, . . 01454545 (1) bocument Date s it 25-01-01
Sel-to Contact Mo. . . . |CT100152 3] Requested Delivery Date
Salesperson Code, . . . |IR
Sell-to Customer Mame . [Mew Concepts Furniture CampaignMa.. . . . . .
Sell-to Address . . . . . 705 West Peachtree Street Responsibility Center . .
Sell-to Address 2 . . . SEQEIS R Qpen
Sell-to Post CodefiCity . . [US-G4 31772 [#]] |Atlanta [+]
Sel-to Contact . ... . Belinda Mewman
Mo, of Archived Yersions, a
T.. Mo, Description Location ... Quantity Unit of M... Unit Pric... | Line Amount
p|I... 1964-5 TOKYQ Guest Chair, blue| YELLOW 5 PCS 192,581 915,
< >
Quote v] [ Line v] [ Functions v] [ Make COrder ] [ Print... ] [ Help

Creating Sales Orders for Opportunities

You can make sales orders from the sales quotes that you have created for
your opportunities.

Before you can do this, you must create the contact as a customer (see
chapter 4, “Creating Customers, Vendors and Bank Accounts from
Contacts”).

You can create sales orders for opportunities from the Opportunity List
window. The following procedure shows how to create sales orders for
opportunities from the salesperson/purchaser card.

Follow this procedure:
1 Click Relationship Management, Salespeople.

2 Browse to the relevant salesperson/purchaser card for the opportunity,
and then click Salesperson, Opportunities. The Opportunity List
window for that salesperson appears.

3  Select the opportunity that you have created a sales quote for, and
then click Functions, Assign Sales Quote. The Sales Quote window
appears, containing the sales quote that you have assigned to the
opportunity.
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4 Enter any additional information in the Sales Quote window, and then
click Make Order. A message appears asking you to confirm. The
program automatically converts the quote into an order.

5 If you have not closed the opportunity, a message appears in which
you must click Yes.

Microsoft Business Solutions-Navision

<P An Open Oppartunity is linked to this quate,
\._‘\r/ It has to be closed before an Order can be made.
Do wou wish ta close this Opportunity now?

[ fes l [ Mo

6  When you click Yes, the Update Opportunity wizard appears and
you can close the opportunity (see section 8.7, Closing and Deleting
Opportunities).

7  You can see the order you created by opening the relevant customer
card and clicking Sales, Orders. The sales order that you created
appears.

& 1001 Mew Concepts Furniture - Sales Order,

General | Invoicing | Shipping | Foreign Trade | E - Commerce
ot 2| PostingDate . . . . . . 25-01-01
Selito Customer Mo, . 01454545 (&) QrdenDate i i 28-02-01
Sell-to Contact Mo, . . . |CT100152 3] Document Date . . . . . 25-01-01
Sell-to Customer Mame . [Mew Concepts Furniture | Requested Delivery Date l:l
Sell-to Address . . . . . |705 west Peachtree Street | Promised Delivery Date . l:l
Sel-to Address 2 . . . . | | External Document Mo, . I:l
Sell-to Post CodefCity . . [US-GA31772  [#]] [Atlanta @] SalespersoncCade. . . . [
Sel-to Contact . . .. . |Betinda Mewman | Campaignho.. oL
Responsibilty Center . .
Mo, of Archived Yersions, a A
Shabss e Cpen
T.. Mo, Drescription Location ... Quankity Reserve... Unit of M... Unit Pric...
I... 1964-5 TOKYCQ Guest Chair, blue YELLOWY 5 PCs 192,51
8 | 2
Order v] [ Line v] [anctions v] [ Posting v] [ Print... ] [ Help
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9.7 CLOSING AND DELETING OPPORTUNITIES

You can close opportunities when the negotiations are over. When closing
an opportunity, you can specify the reasons for closing it. To do this, you
must set up close opportunity codes.

You can close opportunities from the Opportunity List window. The
following procedure shows how to close opportunities from the contact
card.

Follow this procedure:
1 Click Relationship Management, Contacts.

2 On the contact card, select the contact for the opportunity and click
Contact, Opportunities.

3 In the Opportunity List window, click Functions, Close. The Close
Opportunity wizard appears:

& CT000024 Nieuwe Zandpoort NY CT100215 Kenneth Cools - CL.. [= |[8]5X]
: This wizard helps you to close an opportunity, Do you wank ta
close the opportunity because it is:

4 Fillin all the mandatory and any relevant optional fields of the wizard,
before clicking Finish.

After you have closed the opportunity, the program places a check mark in
the Closed field in the Opportunity List window and enters the relevant
date in the Date field:
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8 CT000024 Nieuwe Zandpoort NV CT100215 Kenneth Cools - Opportunity List

il Mo, .. Creation.,. Description Contact ... | Salesper... 5. Current ... Campaig... | Camp:
| |GP100030 11-11-00 10 ko 15 Whiteboards CTi00215 Do L. 2
| $|OP100031 ¥ 15-11-00 Mew confersnce system. ... CT100215 R L.
e S
Conkact Name Contact Company Mame
Kenneth Cools Mieuwe Zandpoort Ny
Cpportunity v] [ Functions v] [greate Oppao... ] [ Help

Closed opportunities can be deleted.

Deleting Opportunities

You can delete opportunities, for example, after you have concluded a deal
or when the Opportunity List window is very full with many closed
opportunities. Only closed opportunities can be deleted.

To delete closed opportunities, follow this procedure:

1 Click Relationship Management, Periodic Activities, Delete, Closed
Opportunities. The Delete Opportunities window appears:

1% Delete Opportunities E|E|E|

Oppartunity

Field Filker

Mo, E] ~
Date Closed

Salesperson Code

Campaign Mo,

Contack Mo, w

oK ] [ Cancel ] [ Help ]

® [TTE

2 Select the No. field and in the Filter field, click the AssistButton to
select the closed opportunities that you want to delete.

3  Click OK.
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9.8 STATISTICS

You can view statistics about opportunities in a number of ways and from
several different windows. There is an Opportunities tab in the Contact
Statistics, Salesperson Statistics and Campaign Statistics windows,
providing statistics about the opportunities for the individual contact,
salesperson or campaign. There is also a statistics window for each
individual sales cycle, sales cycle stage and opportunity. Finally, there is
the Opportunities window, where you can choose the type of information
to be displayed, the period you want to view, and the filters you want
applied.

Contact, Campaign and Salesperson Statistics

The Opportunities tab in the Contact Statistics, Salesperson Statistics
and Campaign Statistics windows displays the number of opportunities,
the estimated value and the current value of all the opportunities for that
contact, salesperson or campaign. To see statistics for contacts,
salespeople or campaigns, browse to the relevant card, and click Contact,
Salesperson or Campaign, and then click Statistics. The Statistics window
appears:

& CP1002 Event - Campaign Statistics

General | Cpportunities

Mo, of Opportunities, . . i
Estimated Walue (L) . . 202,000.00
Caled. Current Yalue (... 10,&20.00

Sales Cycle and Sales Cycle Stage Statistics

The Sales Cycle Statistics and Sales Cycle Stage Statistics windows
display the number of opportunities, the estimated value and the current
value of the opportunities for the sales cycle or sales cycle stage. The
Sales Cycle Stage Statistics window divides the opportunities into active
and inactive opportunities, and also reports the average number of days
the opportunity entry was open.
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Sales Cycle Statistics

To view the Sales Cycle Statistics window, follow this procedure:

1 Click Relationship Management, Setup, Opportunity, Sales Cycles.
The Sales Cycles window appears.

2  Select the sales cycle you want to see statistics for.

3 Click Sales Cycles, Statistics. The window looks like this:

£ EX-LARGE Existing customer, - Large acc. -... E”E'E'

General

ho. of Opportunities, . . i
Estimnated Walue (LC¥) . . 442,000.00
Caled, Current Value .. 12,731.00

Sales Cycle Stage Statistics

To view the Sales Cycle Stage Statistics window, follow this procedure:

1 Click Relationship Management, Setup, Opportunity, Sales Cycles.
The Sales Cycles window appears.

2  Select the sales cycle that contains the stage you want to see
statistics for.

3  Click Sales Cycle, Stages. The Sales Cycle Stages window appears:

&= EX-LARGE Existing customer, - Large acc. - Sales Cycle Stages

Stage Description Complet...  Activity ... | Quote R... | Allow Skip | Date For... | ..
1 Initial 2 v
2 Understanding needs meeting 35 MEEDS v
3 Product Presentation/workshop 70 P-WORK v v
4 Proposal 35 PROPOSAL v
5 Sign Conkrack 95 SIGH v

[ﬁales Cy.., v] [ Help

]
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4  Select the relevant sales cycle stage and then click Sales Cycle
Stage, Statistics. The Sales Cycle Stage Statistics window for that
stage appears:

& EX-LARGE 2 Understanding needs meeting... El@|g|

General

Ackive

Mo. of Cpportunities. . § |
Estimated Yalue (LYY . 200,000.00

Calcd. Current Value. .. 10,500.00
Inactive
Average Mo, of Days . 0

Opportunity Statistics

The Opportunity Statistics window provides information about an
individual opportunity, such as the sales cycle stage, the current value, and
the chances of success. You open the Opportunity Statistics window
from the Opportunity List window. Depending on where you access the
Opportunity List window from, the window shows opportunities for either
contacts, campaigns or salespeople. The following procedure shows how
to view opportunity statistics from the salesperson/purchaser card. Follow
this procedure:

1 Click Relationship Management, Salespeople.

2 Find the salesperson card for the salesperson responsible for the
opportunity.

3  Click Salesperson, Opportunities. The Opportunity List window
appears.

4  Select the relevant opportunity and click Opportunity, Statistics. The
Opportunity Statistics window appears:
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£ OP100036 Conference table, black - Oppo... E]@

General |

Current Sales Cyele 5t...
Estimated value (LCY) . .

Chances of Success % . |3
Completed 9. . . . . . Z
Probability % . . . . .. 345,
Caled, Current Value (... 17.50

The Opportunities Window

In the Opportunities window, you can gain an overview of your
opportunities. You open the window by clicking Relationship Management,
Opportunities:

£ No of Opportunities - Opportunities

General | Filkers

Show asLlines. . . . . . 54l rson =]
SEro o 6 00 006 o o Mo of Opport... (3]

Rounding Factor . . . .

[ (o, Name 25-01-01  |eeo1-01  |ezoron |esoro fesoron ||
| ED Bark Duncan |
. |oc Debra L. Core

IR John Roberts z

Em < 5 |
Qe

The window displays different information depending on the options you
select on the General tab in the Show as lines and Show fields. You can,
for example, have the program display the number of opportunities by
campaign, or the estimated value of your opportunities by salesperson. On
the Filters tab, you can set filters, for example, if you only want to include
information about opportunities that are in a certain sales cycle. You select
the time period in the lower left corner of the window.
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Example

You want to see the current value of your opportunities in months from
November 2000 to March 2001. Follow this procedure:

1 Click Relationship Management, Opportunities.
2 Click the General tab.
3 In the Show as lines field, select Contact.

4 Inthe Show field, select Cal. Current Value (LCY). The window
should look something like this:

& Calc. Current Yalue (LCY) - Opportunities

General | Filkers
Show aslines. . . . . . Contack =]
SEa o 000 0060 o Calc, Currert ... (3]
Rounding Factor . . ., |None =]
Mo, Mame Mow 2000 Dec 2000 Jan 2001 Feb 2001 Mar 2001
CTOOD003 John Haddock Insu... 320.00
CT200079 Tina Garenc 320,00
CTODDD30 Libros S.A. 4.80 4.80
CT100230 Jaime Bastidas 4,50 4,50
CTO00026 Lovaina Contractors 277.50
CT100163 Daris Hartwig 277.50
CTO00DZ2Z Meersen Meubelen 1,050.00
CT100148 Morica Brink. 1,0580.00
CTODOOOS 75.00 605.00
B |CT100152 75.00 605,00
¥
1 7[313 12 ¢

5  Click the Filters tab.
Now you decide to include only opportunities in the sales cycle EX-LARGE.

6  Click the Filters tab and in the Sales Cycle Filter field, click the
AssistButton and select EX-LARGE. The window should now look
something like this:
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& Calc. Current Yalue (L

Opportunities

General| Filkers |

Status Filker, .

..... In Progress

Chances of Success %...
Probability %% Filker . .
Completed % Filter . .

BRG]
L ]

L]
L]

Estimated Yalue Filker . . |:|
Calcd, Current Walug F... l:l

Sales Cycle Filker . . . . |EX-LARGE

Sales Cycle Stage Filker

Mo, Mame

Mo 2000

lpeczooo lsanzomm |Febzoot  |Marzoot | |

CT100006

CT200116
CTOD0O04
CTOD0O0S
CTO00022
CT100145
CTOD0O0S
CTio0152
CTO00O07
CTOooooO01

A Gibson™s Lawfirm
David Oliver Lawrence
Deerfield Graphics ...

Guildford Water De...

Meersen Meubelen
Manica Brink

New Concepts Furn...
EBelinda Mewman

Progressive Home ...

The Cannon Group ...

1 7|E|31:5

1,050.00
1,050.00

40.00
600

555.00

555.00

555.00
25.00

|
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9.9 EXERCISES

Exercise 27

Exercise 28

Exercise 29

You are Debra L. Core, a sales assistant at Cronus. Your job is to help the
salespeople with their tasks involving opportunity management.

Setting Up a Sales Cycle

Set up a new sales cycle for medium-sized customers. Use chances of
success for the probability calculation. Decide on your own sales cycle
stages or use the following: Initial, Company Presentation, Understanding
Needs, Proposal, Presentation/Workshop, Sign Contract. Allow at least one
stage to be skipped and make at least one stage require a quote.

Activating Sales Stages

You make a new contact regarding the Millennium series with a company
called The Bicycle Warehouse.

1 Create a contact card for this new contact whose address is: 16 Cecil
Street, GB-WD1 6YG Watford.

2 Create a new opportunity for the contact. Use the sales cycle you
created for medium-sized customers.

3 Activate the first stage of your opportunity with The Bicycle
Warehouse.

You hit it off well with your contact and are able to skip one stage.
4 Move the opportunity to the appropriate stage.

5  Open the statistics window for the opportunity. What are the estimated
value and the current value of the opportunity?

Viewing Lost Opportunities
Your opportunity has reached the stage where you must provide a quote.

1 Create the quote, look at the statistics for the contact and see what
the estimated and current values are. Are there other opportunities
included in the totals?
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It looks like you have won the sale — the contact wants to place an order.
2  Set up the contact as a customer and create an order from the quote.
Ignore any inventory warnings you may receive.
You want to see the number of lost opportunities by salesperson.
3  Use the Opportunities window to see this. How many opportunities
have been won?
Solutions

Exercise 27

1 The Sales Cycles and Sales Cycle Stages windows should look like
this:

EE Sales Cycles

Code Description Probability Calcul... B, C..
EX-LARGE  Existing customer - Large acc. TMultiply

EX-SMALL  Existing customer - Small acc, Add

FIRSTLA... Firsk time - Large account Tultiply

FIRSTSM... First time - Small accounk add

gEanllf  Medium-sized Chances of Succe. ..

[Sales Cycle v] [ Help

2 MEDIUM Medium-sized - Sales Cycle Stages

_ Stage Description Complet...  Activity ... | Quote R...  Allow Skip | Date For...
3 1 Initial g NIT v

| 2 Compary Presentation 20 C-PRES v

| 3 Understanding Meeds 45 MNEEDS v

L 4 Proposal 60 PROPOSAL v

| 5 Presentation/workshop 75 P-WORK v

L & Sign Conkract 95 SIGH v

Sales Cy.., v] [ Help

Exercise 28

1 The contact card should look like this:
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& CT000152 The Bicycle Warehouse - Contact Card

General | Communication | Segmentation | Foreign Trade | Commerce Portal
e ﬁ SearchMame . .0 L
TYPE . Phone Mo, . . . .. ..

l:l Salesperson Code ., . L

Salutation Code, L L

Mameissmisi i | The Bicycle Warshouse [| Last Date Modified
AddressiiE e [16 Cecil Street | Date of Lask Interaction .
Address 2, 0 00 . | | Last Date Attempted | .
Post CodefCity . . . . . [sB-wolevs ()] [watford [®]| MextTo-doDate . . . .
Country Code, . . . L

THE BICYCLE Wa. .,

DC
COMPANY

[ Contack v] [anctions v] [Create 1nteract] [ Help

2 The Opportunity List window should include the new opportunity:

& DC Debra L. Core - Opportunity List

Mo,

OP100024
OP100025
OP100026
2P100030
oP100032
OP100034
OP100035
DP100046
OP100049
<

Contact Mame

QPO0000T

.. Creation...
25-01-01
13-12-00
23-01-01
25-11-00
11-11-00
07-01-01
12-12-00
22-12-00
06-11-00
0z-12-00

The Bicycle Warehouse

Description Contact ... Salesper... 5. Current ... | Campaig... | Camp:
Interested in Millenium Series CT000152  DC M.
Table lightning CT200079 D I.. 1 CP1002 Event
Guest chairs for the recption CTOOOOO4 D I... 1
Shorage system CTOO000S  DiC I.. 1
10 ko 15 Whiteboards CT100215  DiC L. 2
Desk and chair for the manager  CTO0002S D I.. 1
Meed a Mobile Pedestal CT100230 D I.. 1
Z Guest chairs, blue CT100230 DC I.. 1
Mew lamps in the reception CTO000O7 DO I.. 1
Storage units or shelves CT100226 DC I.. 1
| 4
Conkact Company Marme
The Bicycle Warehouse
Cpportunity v] [ Functions v] [geate Dppo... ] [ Help

3 When you have completed steps 3 and 4, the Statistics window for
the opportunity should look something like this:
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£ OPO00007 Interested in Millenium Series .

General |

Chances of Success %
Completed % . . . . .
Probability %% . . . . .

Current Sales Cycle St...
Estimated value (LCY) . .

Caled, Current Value ..

150,000, 00
65

45

65.0
97,500,00

Exercise 29

1 The Sales Quote window should look like this:

Sell-to Customer Mo,

Sel-to Contack Mo, . . .

Sell-to Custarner Mame
Sel-to Address . . . . .
Sel-to Address 2 . . .
Sell-ta Post CodefCity .

Sel-to Contack ... L

. [GB-wD1evG (%] [watford

N T 7

YIRTIIAL [x]
CTO00152 [#]

B

: |The Bicycle Warehouse

[16 Cecil Street

3]

OrderDate . . . .. ..
Document Date . . L
Requested Delivery Date |:|
Salesperson Code . . ., |DC
Campaign Mo, . . . . .
Responsibility Center . .
Skatus

Mo, of Archived Yersions, a
T.. Mo, Description Location ... Quankity Unit of M... Unit Pric... | Line Amount
I.. 1000 Bicycle 25 PCS 4,000.00 100,000,
L. 1001 Touring Bicycle 20 PCS 4,000.00 0,000,
< | >
[ Quote v] [ Line v] [anctions v] [ Make Order ] [ Print... ] [ Help
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2 The Statistics window for the contact should look like this:

& CT000152 The Bicycle Warehouse - Conta...

General | Opportunities |

MNo. of Opportunities, . .
Estimated Yalue (L) . . 150,000.00
Caled. Current Yalue (... 97,500.00

3 When you have created the contact as a customer and closed the
opportunity, the order should look something like this:

B 1002 The Bicycle Warehouse - Sales Order

General | Inveicing || Shipping || Foreign Trade | E - Commerce

[0 e e e 1002 (] ﬂ Posting Dake . . . . . 25-01-01
Sell-to Customer Mo, . . |£00020 3] Order Date . . . . . . . 25-01-01
Sell-to Contact Mo, . . . |CTO00152 3] Document Date ... .. 25-01-01

Requested Delivery Date |:|
Promised Delivery Date . |:|

Sell-to Customer Mame . [ The Bicycls Warshouse

Sel-to Address . . . . . [16 Cecil Street |
Selto Address2 . . . . | | External Dacument Ma. . I:l
Sell-to Post CodefiCity . . |GB-WD16YG |1|| |Watf0rd III| Salesperson Code . . . . |DC [+]
Sell-to Corkact .. ... [ | Campaignho.. .. .. .
Mo, of Archived Yersions. 1] Resnonaibityjeentetii
s o= U A e Open
T.. Mo, Description Location ... Quantity Reserve... Unit of M... Unit Pric...
L. 1000 Bicycle 29 PCS 4,000.00
I... 1001 Touring Bicycle 20 PCs 4,000.00
55 2

Order v] [ Line v] [anctions v] [ Pasting v] [ Print... ] [ Help
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4  The Opportunities window, the General tab should look like this:

& No of Opportunities - Opportunities

General | Fikers |

Show asLines, . . . . . Falesperso
ERETs 0 6 060 b oo oo Mo of Opport... [=]
Rounding Factar . . . .

Mo, Marme Sep 2000 Gk 2000 Moy 2000 Dec 2000 Jan 2001 | }

ED Bart Duncan 3 1 1 [bl]
b |DiC Debral. Core 1 3 2
IR John Roberts 1 1 2
iy < . 3

B

5  The Opportunities window, the Filters tab should look like this:

& No of Opportunities - Opportunities

| General | Filkers |

Status Fiter, . . . . . L =] Estimated Yalue Fiter . | l:l
Calcd, Current Walue F... I:l

Chances of Success %... l:l Sales Cycle Fiker . . . .

Close Opportunity Filker

Probability % Filker . . . l:l

Completed % Filter . . .

N, Namme |sepzoon |octzooo  |Movzoon  |peczoon  [damzoor | |
IR John Roberts 1
L L3 ) >

RICEEE




Chapter 10

Profiling and Classification

This chapter contains the following sections:
¢ Introduction to Profiling and Classification
*  Profile Questionnaires
¢ Contact Rating
e Entering Contact Profiles
¢ Creating Segments Using Profile Information
¢ Updating Profile Questionnaires
¢ Testing and Printing Questionnaires

e Exercises
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10.1 INTRODUCTION TO PROFILING AND CLASSIFICATION

In the Relationship Management application area, you can create
questionnaires that provide profiles of your contacts. These profiles are
visible on the lines of the contact card, giving you a quick overview of
information about the contact. You can set up questions on a questionnaire
to be answered automatically by the program, using information from
Relationship Management or other application areas. You can also use the
questionnaires and questions as filters to select contacts for segments.

Profile Questionnaires

You create your profile questionnaires to provide precisely the information
you want to view on the contact card. You can create as many different
questionnaires as you like, and then select the questionnaire you want to
apply to each contact.

Automatic Classification of Contacts

Reports

You can have the program automatically classify your contacts according to
customer, vendor and contact information by setting up automatically
answered profile questions in the Profile Questionnaires Setup window.

After you have set up automatically answered profile questions, if you
assign the profile questionnaire containing these questions to a contact, the
program will automatically fill in the answers for the contact.

Only contacts that are recorded as customers can be assigned a
classification based on customer data and only contacts that are recorded
as vendors can be assigned a classification based on vendor data.

You can also have the program turn out a classification of your contacts
based on a rating system. You simply assign different values (points) to
different answers in a profile questionnaire. The program then sums up the
points to group your contacts in various categories (for example in ABC
customers, High/Low loyalty vendors, Platinum/Gold/Silver prospects and
S0 on).

You can print test reports and questionnaire handouts. Both reports print
the questionnaire questions and answers, but the handout is designed to
be viewed by your contacts. You can set filters to determine the information
and the questionnaires printed on the reports.
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10.2 PROFILE QUESTIONNAIRES

Setting Up Profile Questionnaires

You set up profile questionnaires to include the information you want to
enter on your contacts' profiles. Within each questionnaire, you can set up
the different questions you intend to ask your contacts. You can also
decide to have the program automatically answer some of the questions
based on contact, customer or vendor data (see the following section
“Automatic Classification”).

To set up a profile questionnaire, follow this procedure:

1 Click Relationship Management, Setup, Profile, Questionnaire Setup.
The Profile Questionnaire Setup window appears:

EE Profile Questionnaine Setup

Profile Questionnaire ... |CUST...

T.. Description Mulkiple ... | Priority Auto Co... | From Yalue To Yalue Mo, of ...

b | Q... Profit {LCY) last yearl v ~
A, Top 25 % of Customers Yery Low (Hidden) 25 17
A, Middle 50 % of Customers Yery Low (Hidden) 26 75 34
A, Bottom 25 % Customers Yery Low {Hidden) 76 17
Q... Profit {LCY) Current Year v
A, Top 25 % of Customers Mormal 5 17
A..  Middle 50 % of Customers MNormal 26 75 34
A..  Bottom 25 % Customers Normal 76 17
0)... Discount (%) Last Year v
A..  High discount usage High 3
A..  Medium discount usage Mormal 2 4 ~

Line v] [ Funickions v] [ Help ]

2 On the header, either fill in the Profile Questionnaire Code field, or
click the AssistButton to the right of the field to see a list of the profile
questionnaires and select a profile questionnaire form the list.

3 On the Profile Questionnaire lines, click the first empty line to enter
the question.

4 In the Type field, select Question.

5 If more than one answer can apply to a contact, place a check mark in
the Multiple Answers field.

Once you have filled in a line in the Profile Questionnaire Setup window
with a question, you must then fill in one or more lines with answers to the
question. These lines must be right below the line with the question. You fill
in the answers in the order that you would want them to appear on a
printed questionnaire.
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6 In the line below the Question line, in the Type field, select Answer.
A question will normally have at least two possible answers.

7 In the Priority field, select the priority level you want to assign to the
answer.

8 Repeat steps 4 to 6 to enter all the questions and answers within the
profile questionnaire.

Moving Lines Up or Down

If you discover that you need to move a line in your questionnaire to a
different line, for example if you want the answers to a question to appear
in a different order, or to move a question and its answers to a different
place in the questionnaire, you can do this with ease. Select the line to be
moved and click Function, Move Up or Function, Move Down. The line is
then moved up to the line above or the line below.

Automatic Classification

To have the program automatically answer the questions that you have set
up in the Profile Questionnaire, follow this procedure:

1 In the Profile Questionnaire Setup window, select the question that
you want to be automatically answered, and then click Line, Question
Details. The Profile Question Details window appears. The fields on
the General tab are filled in for you, based on the information you
entered in the Profile Questionnaire Setup window, but you can
change them if necessary.

2 On the Classification tab, place a check mark in the Auto Contact
Classification field.

B8 Profit {LCY) last year, - Profile Question De... Q@]@

General | Classification
Auto Conkact Classific,,.

Customer Class, Field . |Profit {LCY)
Wendor Class, Field . .
Contact Class, Field . .

T RTRY)

Min. % Questions ...
Starting Date Formula . | C¥-2¥+1D

Ending Date Formula. . C-1%
Classification Method . |Percentage o... [=]
Sorting Method . . . |Descending =l
Mo, of Decimals . . . . a
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3 In the Customer Class. Field, Vendor Class. Field or Contact
Class. Field select the criteria you want the program to use to classify
contacts. You can only fill in one of these fields.

4  In the Starting Date and Ending Date fields, set up date formulas for
the dates the program uses to start and stop classifying contacts.

5 Inthe Classification Method field, select the method the program wiill
use to classify the contacts. See the following section “Classification
Method” for information about the different options.

6 Inthe No. of Decimals field, enter the number of decimal places you
will use when filling in the From Value and To Value fields (in the
Profile Questionnaire Setup window) for answers to the question.

7  You only need to fill in the Sorting Method field if you selected
Percentage of Value or Percentage of Contacts in the Classification
Method field.

8 Close the Profile Question Details window.

9 Inthe Auto Contact Classification field of the Profile Questionnaire
Setup window, fill in the From Value or To Value field appropriately.

Classification Method

The Classification Method field determines the method the program will
use to classify contacts. There are three options: Defined Value,
Percentage of Value and Percentage of Contacts.

Select Defined Value if you want the automatic classification to be based
on a defined value of sales, purchases, and so on. For example, you can
define answer A to apply only to contacts where your profit is less than
30,000 LCY, answer B to apply to the contacts where your profit is between
30,000 and 149,999 LCY, and answer C to apply to the contacts where
your profit is more than 150,000 LCY.

Select Percentage of Value if you want the automatic classification to be
based on a percentage of sales, purchases, and so on. If you select this
option, you can define the way the program will sort the contacts in the
Sorting Method field. For example, you can define answer A to apply to
the contacts that make up the lowest 30% profit, answer B to the contacts
that make up the next 50 %, and answer C to the contacts that account for
the top 20% of your profits.
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Select Percentage of Contacts if you want the automatic classification to be
based on a percentage of contacts. For example, you can define answer A
to apply to the 20% of your contacts that you have profited most from,
answer B to the next 50 %, and answer C to the last 30%.

Example: Using Automatic Classification

You want to classify your contacts according to average invoice size:

Answer |Applies to

A

contacts that have average invoice size over 50,000 LCY

contacts that have average invoice size between 10,000 and
49,999 LCY

C

contacts that have average invoice size less than 9 999 LCY

To do this, you fill in the Profile Questionnaire Setup window like this:

B8 Profile Questionnaire Setup

Profile Questionnaite C... |NEW1 [#]

f. P._ Q.. Average Invoice Amt.

I |A..  Between 10,000 and 50,000 Normal 10 000 49 999

T.. Description Multiple ... Priority Auta Ca... | From Value To Yalue Mo, of C...
A Cwer 50,000 MNormal 50000

|A.. Lessthan 10,000 Mormal 9999

[ Line V] [anctiuns v] [ Help ]

Then you fill in the Classification tab in the Profile Question Details
window like this:

EE Average Invoice Aimt. - Profile Question De... E'EHE'

General | Classification

Auko Contact Classific. ..

Customer Class, Field . |&vg. Invoice ... [7]

Yendor Class. Figld . . =]

Contact Class. Field . . =]
Min. % Questions ...

Starting Date Formula . | C¥-1¥+1D

Ending Date Formula, . D

Classification Method . |Defined Yalue [+
Sorking Method . L . =]

Mo, of Dedmals . . . . a
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10.3 CONTACT RATING

You can create ratings for your contacts to be displayed on the contact
card. You can use a number of existing questions and answers and
combine them with new questions and answers to form the basis of your
rating. Each answer in the rating is given a number of points and,
depending on the range you set up for the categories (From Value and To
Value), the rating system will group your contact in the categories you have
defined, for example High, Low, or A, B, and C.

There are two methods for rating your contacts: You can either use the
wizard (click Relationship Management, Setup, Profile, Questionnaire
Setup, then click Functions and select the Create Rating menu item to
open the wizard), or set it up manually.

Creating Contact Ratings:

To manually create ratings for your contacts, follow this procedure:
1 Click Relationship Management, Setup, Profile, Questionnaire Setup.

2 Click the AssistButton in the Profile Questionnaire Code field to see
a list of available profile questionnaires.

&= Profile Questionnaires

Code Descripkion Pricrity Contact Type Business...
COMPARNY  General company information Mormal Companies
CUSTOMER. Customer information Marrial Carmpanies cusT
b |LEADO Lead Qualification Mormal Companies PROS
PERSCOMN General personal information Mormal People
PORTF Customer Portfolio Management  Mormal Companies a7
POTEMTIAL Customer Sales Patential Marrial Carpanies cusT
SATISF Customer Satisfaction Index Mormal cusT
< >
Ok | [ Cancel ] [ Help ]

3 Either select an existing profile questionnaire or enter a new profile
questionnaire by filling in the relevant fields in the window.

4 In the Profile Questionnaire Setup window, click the AssistButton in
the Type field, choose Question and type your question in the
Description field.
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5 On the next empty line, click the AssistButton in the Type field,
choose Answer and type your answer in the Description field.

6 In the Priority field, click the AssistButton and select the priority.

7  Insert values in the From Value and To Value fields. Contacts that
receive points within the defined range will get the answer.

Repeat steps 5 to 7 to enter more answers to be included in the rating
question.

8 With the cursor on the question line, click the Line button and select
the Question Details menu item.

9  On the Classification tab, in the Profile Question Details window,
place a check mark in the Auto Contact Classification field.

10 Click the AssistButton to the right of the Contact Class. Field field
and select the Rating option.

EE Lead Type - Profile Question Details E]EIE|

General | Classification

Auka Contact Classific, .
Customner Class, Field . =]
Vendor Class, Figd . . =]
Contact Class, Figld . . |Rating =]

Min, % Questions .., 75

Starting Date Formula .

Ending Dake Formula. .

Classification Method . |Defined Yalue
Sorting Method L . .

Mo, of Decimals . . . .

11 Fill in the Min. % Questions field (0 is default).

12  Click Answer Points and enter the points you want to assign each
answer listed in the Answer Points window.
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&8 | EADO. Lead Type - Answer, Points g@wgl
Profile Questionnaire ... LEADQ ' III
T.. Description Mo. of C...  Points
A High 200 #
A Medium 100
A Low 1
Q.. What is the outlook for Fut...
&, Excellent 300
&, Good 100
A, Bad -100
| Q... Does this lead have Strate...
A YES 300
- ) 1w
< »
Points v] [ Help

If you want to get an overview of the points you have given each answer,
click Points to open the Answer Points List window.

13 Return to the Profile Questionnaire Setup window and click
Functions, Update Classification to run an update.

You can now see the result of your rating on the lines in two places: In the
Profile Questionnaire Setup window (No. of Contacts field) and on the
Contact Card.
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10.4 ENTERING CONTACT PROFILES

You enter the profile of your contacts to specify detailed information about
them. You can enter all the characteristics that can help you improve your
business relationships with your contacts. Follow this procedure:

1 Click Relationship Management, Contacts.

2 Find the relevant contact and click Contact, Profiles. The Contact
Profile Answers window appears.

E CT000001 The Cannon Group PLC - Co... [Z |[B]fX]

Profile Questionnaire ... |COM... [%]

&

b | Q... iND, H
AL 1,99 v
A 100..499
A, 500,999
A, 1000+
Q... Company Ownership
A, Stockexchange v
A, Family
&, Foundation
A, Goverment
A, Institution

3 The program displays only the relevant profile questionnaires for the
contact. For example, if the contact is a company, the program does
not display the questionnaires assigned to contact persons.

4 In the Profile Questionnaire Code field, click the AssistButton to see
the profile questionnaires. Select the questionnaire that you want to
apply to the contact and click OK.

5  The Contact Profile Answers window contains a list of questions and
answers. Place a check mark in the relevant Set fields for each
question.

The program automatically enters the answers on the lines of the contact
card.
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10.5 CREATING SEGMENTS USING PROFILE INFORMATION

You can use profile information to add contacts to segments for your
campaigns. You do this in the third window of the Segment wizard. Follow
this procedure:

1 Click Relationship Management, Segments.

2 Find the segment card for the relevant segment (or press F3 to create
a new one).

3 Click Functions, Segment, Wizard. The Segment Wizard window
appears.

4  Fillin the fields on the first two pages of the wizard. The third page of
the wizard looks like this:

le - Segment Wizard |._| |E| |§|
Select the criteria to define which contacts you want to make
up wyour segment.,
Profile Questionnaire Code
< Back. ][ Mext = ] [ Finish ] [ Cancel

5 In the Profile Questionnaire Code field, select the relevant
questionnaire.

6 On the next page of the wizard, select the line that contains the
question and answers that you want the program to use as a filter
when selecting contacts for the segment.
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Exercise 30

&8 SM10001 Increase sale - Segment Wizand |:||i

Choaose Profile Questn, Lines

Select | Descripkion

No. of employees
1,.99
100..499
500,.999
1000+

Company Dwnership
Stockexchange
Family
Foundation
Goverment
Institution

Additional Business Relations
Partner
Cormnpetitar

| =Back J[ Mewxk = ] [ Firish ] [ Cancel

7  Click Next to fill in the last page of the wizard, or click Finish.

Now all the contacts that provided the selected answer on the selected
questionnaire will be included in the segment.

Adding Contacts to a Segment

You want to add to a segment (SM 10001 - Increase Sale) all your contacts
that are companies with more than 1000 employees.
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Solution

To add the contacts to the segment, fill in the third window of the wizard
like this:

&8 SM10001 Increase sale - Segment Wizand |._||E| |£|
Select the criteria to define which contacts you want ko make
up yaur segment.
Profile Questionnaire Code
COMPANY| 3]
[ = Back, ][ Mk = ] [ Firish ] [ Cancel

Fill in the fourth window of the wizard like this:

B8 SM10001 Increase sale - Segment Wizand |Z||E||X|

Choose Profile Questn, Lines

Select | Descripkion
N No. of employees
1..99
100,.499
500,.999
1000+
Company Ownership
Stockexchange
Farnily
Foundation

Goverment
Institution

Additional Business Relations
Partner

Cormpetitor

[ < Back ][ Mext = ] [ Einish ] [ Cancel
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10.6 UPDATING PROFILE QUESTIONNAIRES

The program does not automatically update the classification of contacts.
To have the correct number of contacts recorded for each answer in the
Profile Questionnaire Setup window, you must regularly update the
contact classification. You do this with the Update Contact Classification

batch job.

This batch job updates all the answers to the profile questions that are
automatically answered by the program, based on customer, vendor or
contact data. If you want to include more information, you can select
additional fields to be included in the batch job.

To update contact classification, follow this procedure:

1 Click Relationship Management, Periodic Activities, Update Contact

Classification.

2  The Update Contact Classification window appears:

#¥ Update Contact Classification

EEX

Profile Questionnaire Header | Cptions
Field Filker
» | Code [+
Description
Business Relation Code
[a]4 ] [ Cancel ] [ Help ]

On the Profile Questionnaire Header tab, fill in the Filter field for

Code, Description and/or Business Relation Code to set filters for
the questionnaires to be updated. Click the up-arrow in the lower left-
hand corner of the window to see the table with the filters you have set

for the batch job.

On the Options tab, enter the date of the update. Only information up

to and on that date will be included in the update.

Click OK to start the batch job. If you do not want to run the batch job

now, click Cancel to close the window.
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10.7 TESTING AND PRINTING QUESTIONNAIRES

You can print test reports of your profile questionnaires. A test report lists
information from each line of the Profile Questionnaire Setup window.
You can also print questionnaires to be distributed to your contacts and

returned to you.

Printing a Test Report

To print a test report, follow this procedure:

1 Click Relationship Management, Setup, Profile Questionnaire Setup.

2 In the Profile Questionnaire Setup window, click Function, Test
Report. The Questionnaire - Test window appears:

B Questionnaire - Test

Profile Quastionnaire Header

Field
p | Code

Filter

CEX

[ Print... ] [ Prewview

J [

Cancel

] [ Help ]

3 Inthe Filter field for Code, click the AssistButton and select the
questionnaire you want to test (if you leave this field blank, the
questions and answers for all your questionnaires will appear on the

report).

4  If you want to include more information, you can select additional
fields to be included in the report. To do this, in the Field field, press
F3, click the AssistButton and then select the relevant field(s). You
can set filters on any of the fields.

5  To print the report, click the Print button. To see the report on screen,
click Preview. If you don’t want to print the report, click Cancel.

The following picture shows a preview of the report:
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B Print Preview

Profile Questionnaire Line

. CROMUS Intemational Ltd.

Lina

. Mo, Type Description

- 10000 Question Profit {LCY¥)last year

: 20000 Aoswer Top 25 % of Customers
25000 Snswer hiddle 50 % of Customers
. 30000 Snswer Bottomn 25 % Customers
40000 Question Profit (LCY) Cumrent Year
j: 0000 Answer Top 2§ % of Customers
55000 sfnswer hiddle 50 % of Customers
: BO0D0 #nzwer Bottomn 25 % Customers
FODOD Question Discount (%) Last Year
20000 Anzwer High dizzount usage

<

>

|E| O |§3| |IDD% E]| @E] |Page 1 |E]@ Report generation cormpleted (1...

w

Printing the Questionnaire - Handouts Report

With the Questionnaire Handouts report, you can print your profile

questionnaires and distribute them to your contacts. To print the report,

follow this procedure:

1 Click Relationship Management, Setup, Profile Questionnaire Setup.

2 In the Profile Questionnaire Setup window, click Function, Print. The

Questionnaire — Handouts window appears:

H Questionnaire - Handouts E|@|rg|

Prafile Questionnaire Header | Cptions

Field Filter

Cade s TomER @
Contack Type

Business Relation Code

® [TTE]

[ Print... ] [ Prewvigw ] [ Cancel ] [ Help ]

3 On the Profile Questionnaire Header tab, in the Filter field for Code,

click the AssistButton and select the questionnaire that you want to
print. If you leave this field empty, all your questionnaires will be

printed.

4  If you want to include more information, you can select additional
fields to be included in the report. To do this, in the Field field, press




Profiling and Classification

10-17

F3, click the AssistButton and then select the relevant field(s). You
can set filters on any of the fields.

On the Options tab in the Print Classification Fields field, click to

insert a check mark if you want the report also to include the questions
that are automatically answered by the program.

To print the report, click the

Print button. To see the report on screen,

click Preview. If you don’t want to print the report, click Cancel.

The following picture shows a preview of this report:

B Print Preview

R
CUSTOMER  Custorner information
Hurnber of
Bnswers Description Briswer
One only Profit [LCY]) last year
Top 25 % of Customers . . . . . . . . O
Middle 50 % of Customers. . . . . . . O
Bottomn 28 % Customers. . . . . . . . O
One only Profit [LCY) Current ear
Top 25 % of Custormers . . . . . . . . O
Middle 50 % of Customers. . . . . . . O
Bottom 28 & Customers. . . . . . . . O
One only Dizcourt [%4) Last Year
i i M b
[T
< ¥
3 B3 D|mf |IDD% E]| @E] |Page 1 |E]@ Reeport generation completed (1.
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10.8 EXERCISES

Exercise 31

Solution

Setting Up a Questionnaire
You want to set up a new questionnaire for contacts that are vendors.

1 Set up the following questions and answers (or make up your own —
but make at least one question use automatic classification):

Purchase (LCY) Current Year (use percentage of value)
Discount % (defined value)

2  Enter the questionnaire for the contact AR Day Property Management,
and view the questions and answers on the contact card.

3  Update the contact classification and look at the results in the Profile
Questionnaire Setup window.

4  Print a test report for your new questionnaire.

1 When you have set up the new questionnaire, the Profile
Questionnaire Setup window should look like this:

& Profile Questionnaire Setup

Profile Questionnaire .., VEND‘....

T.. Description Mulkiple ... | Prioricy Auto Co... | From Yalue To Yalue Mo, of C...

| AL MPurchases (LCY), Current Yeq v

A, Top 20% of Purchases Mormal z0
A, Botkor 20% of Purchases Normal a0

0... Discount % v

A Under 2% Normal 2
A Over 5% Normal 5

Line v] [anctlons v] [ Help ]

The Profile Question Details windows for the first two questions should
look like these:
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& Purchases (LCY

General | Classification |

fuka Contack Classific, .

urrent Year - Profile Q...

Customer Class, Field .

vendor Class, Field . .

Contact Class, Field . .

Min, %% Questions ...

Starting Dake Formula

Ending Date Formula. .

Classification Method .

Sorting Method . .

Mo, of Decimals . . . .

Purchase (LCY) =)

CY-1¥4+10
(o)
ercentage o...

Descending|

il

- Profile Question Details

General | Classification |

Auka Contact Classific. ..

=13

Customer Class, Field .
Wendor Class. Field . .
Contact Class, Field . .

Min. %% Questions ...

Starting Date Formula

Ending Date Formula. .
Classification Method
Sarting Method .

Mo, of Decimals . . . .

!!

Discount (%) [=]

Ci-2¥+1D
&)

Cefined Yalus

iy

2

If you have not selected the Auto Contact Classification check box,

you can manually select the right answers for the contact in the

Contact Profile Answers window.

&8 CT000065 AR Day Property Managem.

INEEEEEEY

.+ Description

... Discount %o
Under 2%
Ower 5%

Profile Questionnaire ... |VEMD. ..

T
... Purchases {LCY), Current Year
A Top 20% of Purchases

&..  Bottom 20% of Purchases
0
&
&

Set
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If the Auto Contact Classification option has been selected, the
fields in this window will be disabled, and no questions or answers for
this profile will be displayed.

3  The Profile Questionnaire Setup window should look like this:

B Profile Questionnaire Setup

Profile Questionnaire ... |VEND...
| T..| Description Mulkiple ... | Priarity Auto Co... | From Yalue To Yalue Mo, of C...
s Purchases (LCY), Current Ye: v
__|A Top 20% of Purchases Mormal z0 107
| |A.. Bottom 20% of Purchases Normal an 2
|__|Q... Discount % v

A Under 2% MNormal 2 109
| |A. Over5% Normal 5

Line v] [ Functions v] [ Help ]

4 The test report looks should look like this in the Preview window:

B Print Preview - |rE||
L
Profile Questionnaire Line i
CROMNUS Intemational Ltd.
Line
Ho. Type Dezcription
10000 Question Purchases (LCY), Cumert Year
20000 Answer Top 20% of Purchases
30000 Answer Bottomn 20% of Purchases
40000 Question Discount %
50000 Answer Under 2%
GO00D Anzwer Ower 5% "
| ?
D || |IDD% E]| @ |Page 1 | E]@ Repork generation completed (1.,

Exercise 32 Rating Your Contacts

You want to make a rating of your prospects to make it possible for you to
identify the ideal prospects to focus your sales campaign on. You choose to
base the rating on four different questions to group your prospects in the
following categories: Ideal, Good, Average, Not interesting.

1 Create a new profile questionnaire with the code name IDEAL.
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Solution

2 Set up the following questions and answers in the questionnaire:

&= Profile Questionnaire Setup

Profile Questionnaire C... [IDEAL| (3]

.. Description

.. IT Budget

> 100,000 (LY
50,000...99,993
20.000...49.000
0...19.933

. No. of Employees
=100

50,,.99

20...49

1.19

... Preferred Platform
Linux

‘Win based
05400

LINIZ

Okher

.. Preferred Database
DeE2

M3 50L

Cracle

Okher

FFFFOFFFFFO@FFFF@FFFFQ O

Multiple ... | Priority Auto Co... | From Yalue

“ery Low (Hidden)
Yery Low (Hidden)
“ery Low (Hidden)
‘ery Low (Hidden)

“ery Low (Hidden)
Yery Low (Hidden)
“ery Low (Hidden)
‘ery Low (Hidden)

“ery Low (Hidden)
Yery Low (Hidden)
Wery Low (Hidden)
Lo

Yery Low (Hidden)

Wery Low (Hidden)
Wery Low (Hidden)
‘ery Low (Hidden)
Yery Low (Hidden)

To Yalue No. of C...

[ Line v] [anct\ons v] [ Help ]

3 Now create the rating of your prospects based on these four questions
in order to group them in the categories: Ideal, Good, Average, Not

interesting.

1 Use the Create Rating wizard to do the rating for you. In the Profile
Questionnaire window, click Functions, Create Rating.

2 Fillin the first page of the wizard as follows:

& [DEAL Customer, Type - Create Rating

This wizard helps vou define the methads vou will use ko rate
wour conkacks,

For which questionnaire should this rating be created:
IDEAL [}

Describe the bype of rating (For example, Cverall Customer
Rating):

|Custamer Type |

What percentage of questions need to be answered befare a
rating is assigned?
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3 On the second page, select Custom. The Rating Answers window
appears. Fill it in as follows:

&= Rating Answers

Description
| deal
Good
Average
Mot interesting|

LTIl
w

After you close the Rating Answers window, the second page of the
wizard should look like this:

EE |IDEAL Customer Type - Create Rating |Z||E||z|

Specify which of the Following grouping methods you will use
ko rake your conktacts:

(IHigh and Low
(A, Band C

@
Mumber of possible answers: 4 [¥]

[ < Back ][ Mext = ] Finish

4 In your points system, the maximum number of points a prospect can
score is 400, but you want the program to return ideal prospects who
have scored from 360 points and above. Therefore, the next page of
the wizard should look like this:
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&= [DEAL Customer Type - Create Rating

Please specify the range of points required to get the different
answer options,

Please select one of the options below to specify the points
your contack musk earn in arder ko receive this raking:

Ideal |

(Ointerval

@ Minimum
OMaximum l:l

(

< Back ][ et = ] Finish

5  On the following three pages, fill in the points as shown:

2= IDEAL Customer Type - Create Rating

Please specify the range of paints required to get the different
answer options,

Flease select aone of the options below to specify the points
your contack musk earn in order ko receive this raking:

iGood |

(#)Interval

OMinimum

OMaximum 5

(

< Back ][ Mext = ] Finish
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&= [DEAL Customer Type - Create Rating |:||E| Xl

Please specify the range of points required to get the different
answer options,

Please select one of the options below to specify the points
your contack musk earn in arder ko receive this raking:

E.ﬂ.verage |

(®)Interval

OMinimum

OMaximum 299

[ < Back ][ et = ] Finish

EE IDEAL Customer Type - Create Rating

Please specify the range of points required to get the different
answer options,

Please select one of the options below to specify the points
your contact must earn in arder ko receive this rating:

ENot interesting |

(O Inkerval

i L
OMinimum l:l
@Maximum

[ < Back ][ Mext = ] Finish

6  On the last page you get an overview of the listed points in the four
categories. It should look like this:
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&= [DEAL Customer Type - Create Rating |:||§||

when you click Finish, the questions and answers vou have
created will be saved and the Answer Paoints window wil
appear. In this window, you can assign points to each answer,

Description From | Tao
Customer Type
Ideal 360
Good 300 359
Average 200 299
Mok interesting 199

ek = [ Finish ] [ Cancel

If you have made any mistakes, you can click Back and make your
corrections on the relevant page.

7  Click Finish to complete the rating. The Answer Points window opens
and you can now enter, in the Points field, the points you want to
assign each answer.

&5 IDEAL Customer Type - inswer Points

Prafile Questionnaire C... |IDEAL

T.. Description Mo. of C... | Points
| |Q.. IT Budget
_F\.. > 100,000 {LCY) 1oo
_.‘5... 50,000,,,99,999 g0
_P... 20.000,..49,000 40
_P\.. 0...19.999 20
| |Q.. No. of Employees
|| A, =100 100
| A, 50..99 a0
1 A 20,49 40
1 A0 119 20
10w Preferred Platform
A Linux 100
. |A. win based 100
1 A, 05400 20
|| A UM =)
___|A. Other
___|Q... Preferred Database
1 A, DBEZ S0
|| A, MSIQL 1oo
kAL | Cracle 100
. |A. Other
[ e & |

[ Paints v] [ Help ]
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8 If you want an overview of the distribution of total points on different
answers, click Points, List to open the Answer Points List window:

&= IDEAL Customer Type - Answer Points List

Raking Pr...  Queskion Answer Paints
D IT Budget 100,000 {LCY) 100
| IDEAL IT Budget 50.000,,,99,999 &0
| |IDEAL IT Budget 20.000,..49.000 40
| IDEAL IT Budget 0...19,999 20
| |IDEAL Ma. of Emplovees =100 100
| |IDEAL Mo, of Employees 50,,.99 &0
| |IDEAL Mo. of Emplovees 20...49 40
| |IDEAL Mo, of Employees 1,.19 20
| |IDEAL Preferred Platform Lirze 100
| |IDEAL Preferred Platform 'Win based 100
| |IDEAL Preferred Platform Q51400 20
| |IDEAL Preferred Platform LM 50
| |IDEAL Preferred Database DBz 50
| |IDEAL Preferred Database M5 S0L 100
| |IDEAL Preferred Database Oracle 100
[ OK J [ Cancel ] [ Help ]

9  The rating question (Customer Type) is now added to the profile
questionnaire with the From Value and To Value fields filled out.
Since you are only interested in having the Customer Type answers
displayed on the contact card, you select Very Low (Hidden) in the
Priority fields for the other answers.

BB Profile Questionnaire Setup

Prafile Questionnaire C... |IDEAL

T.. Description Multiple ... | Priority Auto Co... | From Value To Yalue Mo. of C...
|0 1T Budget
__|A. =100.000 (LCY Yery Low (Hidden) i
__|A. 50.000...99.999 Yery Low {Hidden)

A E0.000,..45,000 ‘ery Low (Hidden)
A 0..19.999 Very Low (Hidden)
: Q... No. of Employees
A =100 ‘wery Low (Hidden)
. |A. 50,88 ‘wery Low (Hidden) 1
|A 20ae wery Low (Hidden)
LTI wery Low (Hidden)
___| Q... Preferred Platform
A Linux Wery Low (Hidden)
AL Win based Yery Low (Hidden) i
A 051400 Yery Low (Hidden)
A, UnIe Yery Low {Hidden)

A, Other ‘ery Low (Hidden)
B Q... Preferred Database
" |a. DB2 Wery Low (Hidden)
e mssq Wery Low (Hidden) 1
. |A. Orace ‘wery Low (Hidden)
. |A. Other ‘wery Low (Hidden)
__#|Q.. Customer Typel v
|A Ideal Normal 360 1
. |A. Good Normal 300 359
| |A. Average Mormal 200 209
| |A. Matinteresting Mormal 199

Line v] [ Functions v] [ Help ]




Chapter 11

Multilanguage Salutation and
Attachment

This chapter contains the following sections:
¢ Introduction
¢ Creating Salutation Formulas
¢ Assigning Salutation Code to the Contact

¢ Creating an Interaction Using Salutation
Code

e Creating an Interaction Using a Segment
Including Logging of the Segment

e Exercises

e Solutions
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11.1 INTRODUCTION

The Multilanguage Salutation and Attachment feature allows you to set up
salutations in different languages and attach documents to these
salutations in different languages.

When you have set up the salutations, the program automatically chooses
the salutation in the language in which the customer or contact is set up.

It is therefore very easy to send out a standard document to international
customers of different nationalities.

Description of the Multilanguage Salutations and Attachments Feature

To be able to interact with a contact in his or her preferred language and to
salute the contact accordingly, the new solution will allow the user to select
documents in several languages and to salute the contact in his or her own
language. For this to succeed, the new solution will use language as a key
element when interacting with contacts.

When you insert a contact it will be possible to select from different contact
salutations depending on the contacts language, profession, sex, and so
on. When you interact with a contact, you can choose from at least formal
and informal salutations in the same document.

To be able to draw the full potential of the new Multilanguage Salutation
solution, it is also possible to have attachments in multiple languages.
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11.2 SETTING UP SALUTATION FORMULAS

In the Salutation Formulas Setup window, you can set up various
salutation formulas you can use when sending any kind of correspondence
to contacts.

You can create a salutation formula according to the Salutation Type
formal, informal, language, gender, contact language, job title and so on.

You set up the salutation formula in the following way:

1 Click Relationship Management, Setup, Interaction, Salutations, and
the Salutations window appears.

B8 Salutations |‘._||‘E|g|
Code Descripkion
COMPAMNY  Company
F Female Married ar Unmarried

F-10E Female - Job title

Female - Married

F-LIMAR, Female - Unmarried

] Male Married or Unmarried
r-J0E Male - Job title

NISEX nise:x

Salutation v] [ Help ]

2 Select the code, you want to set up, for example F-MAR (Female —
Married), and Click Salutation, Formulas. The Salutation Formulas
window appears.

3 Inthe Language Code field, click the AssistButton, and the
Languages window appears. Pick a language code from this list, or
create a new one, if necessary.

4  Click OK.

5 In the Salutation Type field, click the AssistButton, and a list with the
options, Formal or Informal appears. Select one.

In the Salutation field, type a formula like the one shown in the following
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screenshot. Here we have chosen to use a formula in English, such as:
Dear Ms. %1 %2 %3.

B F-MAR - Salutation Formulas

Languag... 5., Salukation M. M. M. M. M.,
» | F.. Dear Ms, %l %2 %3, F.. M.. 5. -
I... Hi%:1, F..
DAaN F.. ECre Fru, %1 %2 %3, F.. M., 5
DAk L.. Hej %1, F..
DELL F.. gehr geehrte Frau %1 962 %3, F.. M., 3
DEU I... Hallo %1, F..
ESP F.. Estimada Seaora %1 %62 %3, F.. M. 5
ESP I... Estimada Seaora 36l %2 %3, F.. M., 5
FRA F.. ChKre Madame %61 %2 %3, F.. M., 5
FRA I... %1, F.. w
£ »

If you choose a different language, for example, German you should type
the German word for Dear.

6 By clicking the AssistButton in the Name 1 field, you select one of the
parameters that will compose the first part of the formula (%1). You
can select between Job Title, First Name, Middle Name, Surname,
Initials, and Company Name.

7 By clicking the AssistButton in the Name 2 field, you can select
another of the parameters that will compose the second part of the
formula (%2). Again, you can select between Job Title, First Name,
Middle Name, Surname, Initials, and Company Name.

You can select up to five parameters (%1 %2 %3 %4 %5), using the same
procedure as described in Step 6 and 7.
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11.3 ASSIGNING SALUTATION CODE TO THE CONTACT

When you insert a contact, you can select from different contact salutations
depending on the contacts language, profession, sex, and so on.

When the Salutation code has been set up, it should be assigned to the

contact on the Contact Card.

This is done by clicking the AssistButton to the right of the Salutation
Code field and selecting the salutation code from the list in the Salutations

window.

&= CT200136 Mindy Martin - Contact Card

General | Communication | Segmentation || Foreign Trade

Phone fo. . . . . . . . L 1
Mobie Phone No. . . . . L 1

Commerce Portal

Language Code . . . . EMLI
Salutabion Code, . . L L F-MaR|

Que..,  Last Dat...

FaxMo.. .. ...... l:l Correspondence Type . .
e e No Wi i l:l
Pager. . . L ]
Telex Answer Back . . . |:|
B[ il st |mindy martin@cronuscorp.net |
HomePage . . . . . . . | |
Queskion Answer
Persanality Extrovert
Educational level Skilled
Marital Status Children
Marital Status Married
Hobbies Design
SEx Female

31-01-01
31-01-01
31-01-01
31-01-01
31-01-01
31-01-01

[ Contack

v] [anctions v] [Create lnteract] [

Help
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11.4 CREATING AN INTERACTION USING SALUTATION CODE
When you interact with a contact, you can choose from at least formal and

informal salutations in the same document.

You can correspond with a contact or a customer using the salutation code,
you have just set up.

Before you begin this procedure, you should have filled in the Language
Code field, the Salutation Code, and the Correspondence type fields to
the Contact Card.

English is the default language, and therefore the language code is blank.

You create the interaction using the following procedure:

1 On the Contact Card, click Create Interaction and the Create
Interaction wizard appears.

& CT000001 The Cannon Group PLC CT200136 Mindy Martin - Cr.... [Z |[8]X]

This wizard helps you to create inkeractions and record
infarmation regarding their cast, duration and connection ko a
campaigr,

Who are you interacting with?
Hindly Martin i

‘what is the bype of interaction?

R3]

Wha is the salesperson responsible?

P3

Describe your interaction.

| 2]

2 Inthe What is the type of interaction? field, you use the
AssistButton to select the relevant type of interaction.
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You should check if the type of interaction has an attachment attached to it.
If not, you can create one by clicking Attachment, Create.

3  Click OK.

4 In the Describe your interaction field, you should write the heading
of your document.

E CT000001 The C Group PLC CT200136 Mindy Martin - Cr.... [= |[8][X]

This wizard helps wou to create inkeractions and record
infarmation regarding their cost, duration and connection ko a
campaign.

Wha are you interacting with?
[Mindy Martin =

What is the bvpe of interaction?
MEMO

Language Cade

Whao is the salesperson responsible?

S

Describe your interaction.
|Our Last Meeting | ﬂ

R

5  Follow the instructions of the wizard, until the Word document
appears. Add the necessary text to the document and close the Word
document by clicking the top right hand X (close). It is not necessary
to save the document, as it will be imported into Navision.

The following is an example of a Word document:
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CRONUS
CROMUS International Ltd
Phone Ho. 06666668666
Faix No. D686-656-8660

Memo

ToX Mindy Martin
Frome  Peter Saddow
Date:  25-01-01

Re: Our Last Meeting

Our Last Meeting

This mermo is just to confirm that our last meeting was canceled, and that our next mesting will be
tomorrow,

Feter Saddow

Finish the wizard.

Print out the document and send it to the contact.
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11.5 CREATING INTERACTION USING A SEGMENT INCLUDING LOGGING OF

THE SEGMENT

You can create a segment and use it for campaigns to a group of contacts.

This is done in the following way:

In Relationship Management, click Segment and the Segment
window appears.

Create a new segment and in the No. field, press Enter. The program
automatically enters the next available number in the number series
for segments.

In the Description field enter a description for the segment.

Click the AssistButton to the right of the Salesperson Code field, to
enter the responsible salesperson.

= SM00001 Golf Weekend - Segment

General | Interaction || Camnpaign
ke o2 e S SMa0oo1 [ Dakei s 25-01-01
Description .« . . . 4 Golf Weekend No. of Limes. . . . . . . 0
Salesperson Code. . . . [PS £ Mo. of Criteria Actions . i]
Contack ... C.. Conkact Company Mame Conkact Mame Drescription
| %0
< b4
Segmenk v] [anctions v] [ Log ] [ Prink v] [ Help

On the Interaction tab, in the Interaction Template field, select the
relevant Interaction Template, for example GOLF, and click OK.

In the Language Code (Default) field, click the AssistButton to open
the Interaction Templ. Languages window and select the language
you want to work with.

Click the AssistButton to the right of the Attachment field. The
program opens a Word document.

Type the relevant text in the Word template, and close it. The program
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will now import the word document into Navision.
9  Repeat this for the other languages.

10 In the Subject field, type the Heading of your Word document in the
relevant languages.

B SM00001 Golf Weekend - Segment

General | Interaction | Campaign

Interaction Template ... Information Flow . . . .
Language Code {Default) Initiated By . . . . . . . Us =]
Subject (Default) . . . . |Golf Weekend | urit castiLcwy L. 5,00
Atkachment., . . ... b Unit Duration (Min.) . . .
Igniore Contact Corres. ., send Word Docs, as A, []
Carrespondence Type ..

Contack ... C.. Conkact Company Mame Conkact Mame Description

£ >

Segmenk v] [anctions v] [ Log ] [ Prink v] [ Help ]

11 In the Segment window, click Functions, Segment, Wizard, and the
Segment Wizard appears.

12  Click Next to continue adding contacts.

13  Fill in the Business Relations field and other relevant fields, and click
OK.

14  Click Finish, and a list of all contacts included in the segment appears.
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= SM00001 Golf Weekend - Segment

General | Interaction | Cél:ﬁijaign :
s SMOo001 E Date 253-01-01
Description . . |50lF weekend | No. of Lines. . . . . . . 5
Salesperson Code. . . . |PS £ Mo. of Criteria Actions . 1

Contack ... ' C.. Conkact Company Mame Conkact Mame Drescription

CT100202 E.. Afrifield Corporation Janice Galvin Golf weekend

CT100201 E.. London Light Company Charles Fitzgerald Golf Weekend

CT100140 E.. The Canmon Group PLC David Hodgson Golf Weekand

CT100210  E.. The Cannon Group PLC Stephanie Bourne Golf Weekend

CT100160 E.. Zuni Home Crafts Led, ‘wonne Mokay Golf Weekand

< I b

Segment v] [ Functions v] [ Log ] [ Print v] [ Help

15 Click Log, and then click OK in the Log Segment batch job request
window that appears.

£¥ Lop Segment :| |E| [g|

Options |

Send Attachments, . . .
Create Follow-up Seq...  []

oK ] [ Cancel ] [ Help ]

The program will send e-mails to all the contacts included in the
segment.
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11.6 EXERCISES

Exercise 33

Exercise 34

Creating Salutation Formulas

As a salesperson working for Cronus, you regularly meet prospective
customers.

You want to create salutation formulas that can be used when sending
correspondence to these contacts.

You know that you can use a number of parameters in the setup: salutation
type (formal, informal), language, gender, contact language, job title.

1 Set up a formal salutation for job title and surname for a male in
English.

2 Set up an informal salutation for a male in English.

Assign the salutation code to a contact card.

Creating Interaction Using a Segment

This year at Cronus you have decided to sponsor a major national golf
tournament and you would like to invite some of your contacts to attend this
event.

1 Create a segment with contacts that are already registered as
customers.

2 Use the Golf interaction template.
3 Write the subject of the event and the content of the document.

4  Log the segment in order to create interactions for the contact.
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11.7 SOLUTIONS

Exercise 33

After the Male — Job title salutation has been selected, the Salutations
window should look like this:

EE Salutations

Code Descripkion

COMPAMNY  Company

F Female Married or Unmarried
F-10E Female - Job title

F-MAR. Female - Married
F-LIMAR, Female - Unmarried
] Male Married or Unmarried

M-10E Male - Job kitle
LIMISEX Unisex

Salutation v] [ Help ]

After you have set up formal and informal salutations, the Salutation
Formulas window should look like this:

B M-JOB - Salutation Formulas

Languag... Salut,.. Salukation Mame 1 Mame 2
EMUI Formal Dear %1 %2 Job Title  Surname

ENU Infor... Dear %1 First {62

Job Title

Firsk Marne
Middle Marme
Surnarne

Initials
Company MName

¢ | >
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& CT100156 John Emory - Contact Card

General | Communication |Segmentation Foreign Trade | Commerce Portal

When you have assigned the Salutation code to the Contact Card, it
should look like this:

PhoneMo. . . . . ... |:| Language Code . . . . . EMU

Mobile Phone Mo, . . . . l:l Salutation Code, . L L M-106

FaxMo. v v o000 l:l Correspondence Type . .

Telex] Nt l:l

b —

Telex Answer Back ; l:l

ExP il st sl |john. emory@cronuscorp.net |

Home Page . . . . .. | |
Question Answer Que...  Last Dat...
Personality Analytical 31-01-01
Educational level Skilled 31-01-01
Marital Status Married 31-01-01
Hobbies Tennis 31-01-01
Hobbies Golf 31-01-01
S Male 31-01-01

[ Contack v] [ Funckions v] [Create 1nteract] [ Help

Exercise 34

When you have created the segment, the Segment window should look

like this:

B SM00001 Golf Weekend - Segment

Riglne e SMO0001 = Dateyi s e e
Description . . . . . .. |5olF Weekend | Mo, of Lines. .« . . . . . &z
Salesperson Code. . . . [AH 3] Mo. of Criteria Actions . 1
Conkack ... C.. Conkact Campany Mame Conkact Marne Description
CT100202 E.. Afrifield Corporation Janice Galvin Golf Weekend Lad
CTO00025  E.. Antarchicopy Golf Weekend =
CTO00062  E.. Autchaus Mielberg KG Golf Weekend
CTO00061  E.. Beef House Golf Weekend
CT100189 E.. Bilabankinn Ragnar Eiriksson Golf weekend v
< ] >
Segmenk v] [ Functions v] [ Log ] [ Prink v] [ Help
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When you have filled in the subject, the Segment Interaction Languages
window should look like this:

= SM00001 Golf Weekend - Segment Interaction Languages

| Languag... Description Subjeck aktachrent
| Fantastic Golf Event Inhetited
bk |DanN Fantastisk Golf ‘Weekend Inberited
[ = >
[ oK ] [ cancel | [attachment w| | Help |

The Word document could look like this:

CRONUS
CROMUS Iemational Ltd
5 The Ring

‘Westrminster

GB-WZ GHG London

Afiifield Corporation
Janice Galvin

100 Maidstone Ave
Maidstone, GB-MES BRL

Great Britain
25-01-M

Dear Ms. Janice Galvin,

We would like to irvite to the fantastic golf tournament that will take place on Saturday, 27 January, at
15:00

Sincerely,

Annette Hill







Chapter 12

Quotation to Contacts

This chapter contains the following sections:
¢ Introduction
e  Setting Up Customer Templates

¢ Making a Sales Quote from the Opportunity
List Window

¢ Making a Sales Quote from the Sales Quote
Window

e Creating a Sales Order from the Sales Quote
Window

e Exercises

e Solutions
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12.1 INTRODUCTION

In Navision 3.70 it is possible to create sales, purchase and service
documents on the basis of a contact instead of a customer. In this way the
salesperson does not need to know the customer record to create, for
example, a sales document. The knowledge of the contact record is
sufficient.

Also, a new customer template contains information that is necessary to
create a customer from a contact record.

Information from the contact record and customer template is necessary to
create quotes. If the quote is to become an order, the program will prompt
you to create the customer because an order can still only be based on a
customer record.

The Quotation to Contact feature allows you to:

e Issue quotes to contacts from different countries.

o Use different language codes.

e Use different General, VAT or Customers Bus. Posting Groups.

e Use different Price Group Codes.
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12.2 SETTING UP CUSTOMER TEMPLATES

You may often have contacts or possible customers asking for quotes.
These contacts or potential customers may not yet be registered as
customers in the program. In order for you to make sales quotes for these
requests, you should create and define one or more customer templates.
You can then use the templates in the quotation phase, so that you do not
have to create a customer.

You use this template to pass on information that is necessary to create a
customer from a contact card.

You can set up the customer templates in the following way:

1 Click Sales & Receivables, Setup, Customer templates.

2  The Customer Template Card appears.

& DK-LARGE - Customer Template Card

General
Gen, Bus. Posting Group. |EU &
Descripkion . . . . . . Denmark, large customers WAT Bus. Posting Group . [EU [
Country Code, . . . . . DK Customer Posting Group, |FOREIGM [}
Tertitory Code . . . . . FOREIGM Custarmer Price Group . . ]
C o RN ELIR. 1
Sl e Customer Disc. Group . . |LARGE ACC (&)
Allow Line Disc, . . . . .
Invoice Disc, Code . . . |DK-LARGE (%]
[gustome... v] [ Sales v] [ Help ]

3 On the Customer Template Card on the General tab, type a Code and
a Description for the customer template.

4 The other fields, such as Country Code, Territory Code and
Language Code are used as search criteria, and could be filled in.

5  The General Business Posting Group and the Customer Posting
Group fields must be filled in.

6  The remaining fields do not have to be filled in and can be filled in only
if you want to specify information for these fields.

7  You have now set up the customer template. Click F3 to create
another one. Click F5 to see a list of your templates.
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B8 Customer Template List

Code Descripkion Country ... Territory... Currenc,..
Denmark, large customers DK FOREIGM  EUR
DK-SMALL  Denmark, small customers ]S FOREIGM DK

36 LMD GEB London Customers GE LMD

GB SCOT GE Scaottish Custormers GE SCOT

GE-LARGE  freat Britain, large customers GE ELR

GEB-SMALL  Great Britain, small customers GE

Ok ] [ Cancel ] [Qustu:ume... v] [ Help ]




Quotation to Contacts 12-5

12.3 MAKING A SALES QUOTE FROM THE OPPORTUNITY LIST WINDOW

At a certain stage of a sales cycle or when the opportunity is close to
becoming a customer, you may want to make a sales quote for the contact.

When setting up sales cycles, you can specify that a quote is required
when the opportunity is at a given stage.

If the contact is a customer, the program uses the customer information to
create the quote.

If the contact involved in this opportunity is not yet a customer, the user can
still create the quote.

In this case the program uses the most appropriate customer template
otherwise or you can choose one yourself. The program uses the search
criteria such as Country Code, Currency Code or Territory Code to select
the contacts on the basis of the customer template.

If there is more than one customer template that matches these fields, the
program will prompt you to choose among them.

Before you can create the sales quote, a contact must be defined, the
customer template must be set up, and an opportunity for the company
must exist.

You create the sales quote with information from the customer template
and the contact in the following way:

1 Click Relationship Management, Salespeople. The Salesperson or
Purchaser Card appears. Select the Salesperson or Purchaser Card
for the person for which you have created the opportunity.




12-6

Relationship Management-Navision® 3.70

B8 RL Richard Lum, - Salesperson/Purchaser Card _||E|['5Z|

General | Invoicing || Outlook Integration | Motification | Svnchronization

Codeiaminimms i
T S e |Richard Lum |
JobTke ..o | |

Mext To-doDate . . . . | 25-01-01

Salespersan v] [anctions v] [Create lnteract] [ Help

2  Click the Salesperson button and select Opportunity and the
Opportunity List window for the sales person appears.

& RL Richard Lum - Opportunity List

Mo .. Creation.,. Description Contact ... Salesper... 5. Current ... | Campaig... Camp:
| |CPOODDOT 25-01-01 Sale of furniture CTi00001  RL L. 1 CpP1o01 Increa
[ | | >
Contack Mame Conkact Company Marne
:Eco Office Inc, i |Eco Office Inc,
Cpportunity v] [anctiuns v] [geate Oppu...] [ Help

3  Select the relevant opportunity, and click Functions, Assign Sales
Quote. A Sales Quote window appears.

If the company selected is registered as a customer, the program retrieves
the customer information from the customer record linked to the company
in question.

If the company is not a customer, and only one Customer template is in
alignment with the customer, the program fills in the Sell-to Customer
field. If more Customer templates fit the contact, you can select the relevant
Customer template, by clicking the AssistButton to the right of the Sell-to
Customer Template field.
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& 1001 Eco Office Inc. - Sales Quote

General | Invoicin

Fareign Trade

- Commerce |

Sel-to Contact Mo, . . .
Sell-to Customer Temp..,
Sell-bo Customer Marme

Sel-to Address . . . L .
Sel-to Address 2 . .
Sell-to Post CodefCity |

Sel-to Contact . . .. .

g
L o] 4

|

T100001 3]
SMBLL 3]
. |Eco Office Inc. |

|Sat. Millers Dirve

|us-rLerzss @) [chicago

&

OrderDate . o 0 00 24-02-01
Docurent Date . . . . . 25-01-01
Requested Delivery Date l:l

Salesperson Code . . . . |RL
CampaignMa.. . . . . . CP1001
Responsibility Center . .

Sk Ak S Qpen

Mo, of Archived Yersions, a
T.. Mo, Description Location ... Quantity Unit of M... Unit Pric... | Line Amount
- 1. 766BC-E  OLYMPIC Office System BLUE 10 PCS 2,755,135 27,951,
- E
< I >
[ Quote v] [ Line v] [anctions v] [ Make Order ] [ Print... ] [ Help

4 Fillin the details of the Sales Quote window, print it and send it to the

company.
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12.4 MAKING A SALES QUOTE FROM THE SALES QUOTE WINDOW

It is possible to make a sales quote directly in the Sales Quote window for
a contact that has not yet become a customer.

You should check that the information on the quote header is correct and
fill in the details of your quote. When you have done that the quote is ready
to be printed and sent to the contact.

It is not possible to release the quote before a customer is assigned to it, in
other words, the quote is not ready to be made into an order.

Before you can make the quote, your company and the person you want to
sell to must be a registered contact in the program and you should have set
up a customer template.

You create the sales quote in the following way:

1 On the Contact Card, click Contact, and then select the Sales Quote,
and the Sales Quote window appears.

2 Inthe Sell-to Contact No. field, select a company and a person you
want to sell to. (These must be registered contacts in the program).

&8 1001 Eco Office Inc. - Sales Quote

General | Invaicing || Shipping || Foreign Trade | E - Commerce
[ A 1001 [] ﬂ Order Date . . . . . . . 24-02-01
Document Date . . L 25-01-01
Sel-to Contact Mo. . . . |CT100001 3] Requested Delivery Date
Sell-bn Customer Temp, .. |SMALL [+] Salesperson Code . . . . |RL
Sell-to Customer Mame . |Eco Office Inc. CampaignMa.. . . . . . CP1001
Sel-to address . . . L . Sgt. Millers Dirve Responsibility Center . 3]
Sell-to Address 2 . . . . SEaklsal IR Open
Sell-bn Post CodefiCity . . |US-IL61236  [#]] [Chicago [#]
Sell-ta Contact . . .. .
Mo, of Archived Yersions, a
T.. Mo, Description Location ... Quankity Unit of M... Unit Pric... | Line Amount
I... 766BC-B OLYMPIC Office System ELLE 10 PCS 2,795,135 27,551,
|
£ >
[ Quote v] [ Line v] [anctions v] [ Make Order ] [ Print... ] [ Help
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A matching customer template is automatically selected by the
program. If more than one customer template fits this contact, click the
AssistButton to the right of the Sell-to Customer Template field, and
select the relevant customer template.

Fill in the details of the Sales Quote window, print it, and send it to the
customer.
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12.5 CREATING A SALES ORDER FROM THE SALES QUOTE WINDOW
When the contact is satisfied with the proposal, an order can be made.

If a sales quote has been created for this contact, you create an order
directly from the quote.

If the contact is not linked to a customer record when you click Make Order,
the program asks you if you want to transform the contact into a customer.

If you select yes, a customer is created for the contact and the quote is
transformed into an order.

The company for which the order is to be made must be a registered
contact in the program, and you must have made a sales quote for the new
customer.

You create the sales order in the following way:

1 In Relationship Management, select Contacts, and the Contact Card
appears.

2  Click the Contact button, Sales Quotes and find the relevant quote.

3  Click Make Order to transform the quote into an order. The program
finds that no customer is linked to this contact, and you are prompted
on whether you want to create a customer now.

4 Confirm, by clicking yes, that you want to create a customer. A
customer is created using the information from the Contact Card and
information from the Customer template Card. The quote is
transformed into an order.

5 Print the order and send it to the customer.
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12.6 EXERCISES

Exercise 35

Exercise 36

Setting Up Customer Templates

You want to set up a number of customer templates to ease the work of the
salespeople. You wish to set up templates called platinum (customers),
gold (customers), and silver (customers), and you are going to fill in all the
relevant fields for the customer templates.

Set up the platinum (Swedish customers), gold, and silver customer
templates.

Creating a Sales Quote and a Sales Order

Richard is a Salesperson working for Cronus. One of his contacts is
Kinnareds Traeindustri AB. He receives a phone call from Kinnareds
Traeindustri AB that is not a customer. They want a quote on office
furniture.

Kinnareds Traeindustri is a registered contact in the program. A customer
template for Swedish customers has been set up. (See Exercise 28).

1 Make a sales quote for Kinnareds Traeindustri. Make sure that the
correct customer template is used.

2  Fillin the sales quote, print it and send it to Kinnareds Traeindustri.

3  Create a sales order on the basis of the previous sales quote.
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12.7 SOLUTIONS

Exercise 35

&= Customer Template List

Code Description Counkry ... Territary.,.  Currenc...
: Dk-LARGE  Denmark, large customers Dk, FOREIGM  EUR
| |DK-SMALL Denmark, small custamers Dk, FOREIGM  DKK
| a5 LMD GE London Cuskomers GE LMD
| GESCOT  GE Scottish Customers GE SCOT
| GE-LARGE  Greak Britain, large customers GE ELIR
|=B-5MALL  Great Britain, small customers GE
| GOLD sa0ld Customers HITS 1UsD
| PLATINUM  Platinum Customers SE SEE
| SILWER Silver Customers s st
|sMaLL Foreign, small cuskomers FOREIGH

[ OK | [ Cancel ] [Q.Istnme. i v] [ Help

If you have set up the customer templates from Exercise 28 correctly, you
will get a window display similar to this.

Exercise 36.1

B 1002 Kinnareds Trdindustri AB - Sales Quote

General | Invoicing | Shipping || Foreign Trade | E - Commerce |

Mo ﬂ OrderDate . . . .. ..
I:l Document Date . . . . .

Sell-to Contact Mo, . . . [CTOOO118 [£3] Requested DeliveryDate [ |

Sell-to Customer Temp... |(PLATINUM [ Salesperson Code, . . .

Sell-to Customer Mame . |Kinnareds Trindustri AB | CampaignMo.. .. ...

Sel-to Address . . . . . |stordal Torslunda | Responsibility Center . .

Sellto Address 2 . . . . | it b Open

Sell-ta Past Code/City . . [SE-521 03 @] [kinnared 3

Sel-to Contack ... L [ |

Mo, of Archived Yersions, a
T.. Mo, Description Location ... Cuuankity Unit of M... Unit Pric... | Line Amount
L., 1908-5 LOMDON Swivel Chair, blue BLUE 1038 (¢ 1,z45.895 12,458,
£ I >
[ Quote v] [ Line v] [anctions v] [ Make Order ] [ Print... ] [ Help

This window shows the sales quote using the correct customer template.
Click Print to print the sales quote.
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Exercise 36.3

In order to make an order from the above quote, click Make Order. You are
prompted by the program to specify a customer on the quote. Click Yes, if
prompted and the contact is changed to customer and the order is made.

B 1001 Kinnareds Trfdindustri AB - Sales Order

General

Invoicing || Shipping || Foreign Trade

E - Commerce

Sell-to Custorner Mo, . .
Sell-to Contact Mo, . . .
Sell-to Customer Mame .
Sell-to Address
Sel-to Address 2 . . .

wn = &

Poskting Dake . . . . . . 24-02-01
OrderDate . . . .. .. 24-02-01
Document Dake . . . 24-02-01

|Kinnareds Trindustri A5

| Requested Delivery Date |:|

[Stardal Tarslunda

L]

| Promised Delivery Date

| External Dacument Ma.

Sell-to Post CodejfCity . . |SE-521 03 |I|| |Kinnared | Salesperson Code ., . . .
Sell-ta Cortact . .. L. [ | Campaignto.. ..o
Mo, of Archived Yersions, il ResponaibiltyjSentetdi iy
ShALLIS A e Cpen
T.. Mo, Description Location ... Quankity Reserve... Unit of M... Unit Pric...
I... 1903-5 LOMDON Swivel Chair, blue ELLE 10 PCS 1,245,595
45 t
Order v] [ Line v] [anctions v] [ Posting v] [ Print... ] [ Help
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Document Logging

This chapter explains how to log and archive
sales, purchase, and service documents while
going through the sales or purchase process.
This can be used to see the history of the sales
process.

This chapter contains the following sections:
¢ Introduction

e Saving a Sales Quote

¢ Restoring a Sales Quote or Order

¢ Logging and Saving a Version of a Sales
Order

¢ Restoring a Sales Order
e Exercises

e Solutions
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13.1 INTRODUCTION

In the current release of Navision 3.70, the sales, purchase, and service
documents are logged. This means that when you go through the sales and
purchase process, and the documents change their nature, for example
from a quote to an order, you have the possibility to save and log the
documents.

This means that you can always go back to a previous version if the quote
or order has been changed during the sales process.
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13.2 SAVING A SALES QUOTE

In order to keep track of the sales process, it is convenient to save versions
of previous quotes. This can be done in the Sales Quote window (in Sales
& Receivables, Quotes) on the Functions tab by clicking Functions, Archive
Document.

When you select this, you archive a copy of the sales quote in the archive
file. If you want to revert to any archived copies, you click the AssistButton
to the right of the No. of Archived Versions field, and the Sales List
Archive window appears.

&8 1001 Eco Office Inc. - Sales Quote

LR ﬂ OrderDate . . . .. ..
l:l Document Dake . . . . .

Sel-to Contact Mo. . . . |CT100001 3] Requested Delivery Date [ |

Sell-bn Cuskomer Temp, .. |SMALL [*] Salesperson Code . . . . |RL

Sellto Customer Mame . [Eco Office Inc. | Campaign®o.. oL CP1001

Sel-to Address . . . .. |sgt. millers Dirve | Responsibility Center . .

Selto Address2 . . . . | |t e Open

Sel-to Paost CodefCity . . [US-IL 61236 (4] [Chicaao =

Sel-to Contact . . . . . [ |

Mo, of Archived Yersions,
T.. Mo, Description Location ... Quankity Unit of M... Unit Pric... | Line Amount
I... 766BC-B OLYMPIC Office System ELLE 10 PCS 2,795,135 27,551,
£ >

[ Quote v] [ Line v] [anctions v] [ Make Order ] [ Print... ] [ Help

B8 1001 Eco Office Inc. 3 - Sales List Archive

‘Wersion Mo, Date Arc... | Time Arc...  Archived... Inkerack.., Sell-toiZ... Sell-to

1 25-01-01 w273 Eco Offi

2 25-01-01 9:31:06 Eca OFFir

» 3 25-01-01 9:41:19 Eco Offi

< 4
e | [ Help
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The figure in the No. of Archived Versions field indicates how many
archived versions there are.

If you want to look at any of the archived versions, select the version you
want to look at, and click Line, Card, and the Sales Quote Archive window
appears.

You can then restore any one of the archived versions, by clicking the
restore button, and clicking Yes in the dialogue box that appears.

&8 1001 Eco Office Inc. 3 - Sales Quote Archive

General | Invoicing || Shipping | Foreign Trade | Commerce Portal | Yersion
OrderDate . . 0 00 24-02-01
Sell-to Customer Mo, . . Docurnent Date . . . . 25-01-01
Sel-to Contact Mo. . . . [CT100001 Requested Delivery Date
Sell-to Customer Temp... | SMALL Salesperson Code . . . . |RL
Sell-ta Customer Mame . |Eco Office Inc. Campaign o, .. CP1001
Sel-to Address . . . . . Sgt. Millers Dirve Responsibility Center .
Sell-to Address 2 . . . SEARISHRE AN Open
Sell-to Post Code . . . . |US-IL61236 Chicago
Sel-to Contact . . .. .
T.. Mo, Description Location ... Quankity Unit of M... Unit Pric... | Line Amount
p|I... 766BC-B OLYMPIC Office System ELLE 10 PCS 2,795,135 27,551,
< >
[ Version v] [ Line v] [ Restare. .. ] [ Help

If you want to print the quote in order to check it, click Print in the Sales
Quote window. On the Options tab, deselect the Log Interaction Option,
because you do not wish to make any kind of interaction with the customer.

You can see the Archive File by clicking the AssistButton to the right of the
No. of Archived Version field.
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13.3 RESTORING A SALES QUOTE

You can restore an order created on the basis of a previous version of a
sales quote. You can do this in two different ways:

Restoring a Sales Quote from the Contact Card

1

In Relationship Management, click Contacts, and then select the
Contact Card you want to view.

Click Contact, and select Interaction Log Entries. The Interaction
Log Entries window appears.

Select the interaction log entry for the quote that you want to look at
and Click Show, and the saved version of the document appears.

Click Version, List to see a list of versions for this sales quote.

Select the relevant version, and click OK. The saved version appears.
You can now click Restore, and click Yes in the dialogue box that
appears. Now the quote has been restored.

Click esc to go back to the Contact Card.

Click Contact and select the Sales Quote to view the restored quote
version.

If you want to make the order, click Make Order. Now the order has
been created on the basis of the restored, archived document.

Restoring a Sales Quote from the Quote Itself

1

In Sales & Receivables, click Quotes.
Find the relevant quote.

Click the AssistButton in the No. of Archived Versions field, and a
list of the archived versions appears.

Select the version you want to look at, and click Line, Card.
Click Restore, and the quote has been restored.

If you want to make the order, click Make Order. Now the order has
been created.
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13.4 LOGGING AND SAVING A VERSION OF A SALES ORDER

When you have sent an order for confirmation, the program should be able
to log this document and save a copy for future references. This will enable
you to track all versions of orders so far sent to the customer as a
reference.

You do this in the same way as you have just done for quotes.

If you want to send the order to the customer, you click Print, and confirm
that you have placed a checkmark in both the Archive Document field and
the Log Interaction field. When you do this, you both archive the order and
create an interaction log for the customer.
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13.5 RESTORING A SALES ORDER

If the customer wants an order on the basis of a previous version of the
sales order, you can restore it.

You do this in the following way:

Restoring a Sales Order

1 In the Contact Card, click Contact, Customer/Vendor/Bank Acc. to
open the Customer Card of this contact.

2  Click Sales, Orders. The Sales Order window appears.

3 Click the AssistButton on the No. of Archived Versions field, and a
list of the archived versions appears.

4  Select the version you want to look at, and click Line, Card.
5 Click Restore, and the order has been restored.

6 Print the order and send it to the customer.
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13.6 EXERCISES

Exercise 37

Exercise 38

Issuing a Quote to Contact

You have received a phone call from Ergonomic Office System requesting
a quote for office furniture.

1 Create a sales quote for Ergonomic Office System.
2 Fillin the details of the quote using the item Olympic Office System.

3  Send it by fax to the Ergonomic Office System and make sure that you
create the log entry and save a copy of the quote in Navision.

Restoring the Quote

Two days later the Purchase Manager from Ergonomic Office System calls
and requests changes to the quote. He now wants to have two more items
on the quote.

1 Open the quote and change it to fit the new request.
2  Send the new quote with changes for confirmation and save a copy.

Three weeks later, the Purchase Manager decides to place an order based
on a previous quote.

1 Restore the previous quote.

2 Make the order from this quote.
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13.7 SOLUTIONS

& 1003 Ergonomic Office Systems

Sales Quote

General

Invoicing || Shipping || Foreign Trade | E - Commerce
RSN 1003 £ OrderDate . . . . . . .

|

Document Date 25-01-01
Requested Delivery Date l:l

Sell-to Contack Mo, . . . |CT100004 [+]
Sell-to Customer Temp. ., |US-LARGE ] Salesperson Code . . . .
Sel-ta Custamer Name . [Erganomic Office Systems | Campaignho.. .. . . .
Sell-ta Address . . . . . |25 Kingstan gt | Responsibility Center .
Sel-to Addressz . . . . | [ it aktic e ni Open
Sel-to Post CodefCity . . [US-IL 61236 (@] [Chicano 53]
Sel-bo Contack . . ... [ |
Mo, of Archived Yersions, a
Mo, Description Location ... Quantity Unit of M... Unik Pric... | Line Amount ...
FoeBC-B OLYMPIC Office System ELLE 4 PCS 2,755,138 11,020.55
< I >
[ Quote V] [ Line V] [anctions v] [ Make Order ] [ Prink... ] [ Help

A sales quote has been created.

fice Systems - Sales Quote

General | Invaicing || Shipping || Foreign Trade | E - Commerce |

Sell-to Contact Mo, . . .

—

CT100004 3]

Order Date

Document Dake 25-01-01
Requested Delivery Date |:|

Sell-bn Customer Temp, .. |US-LARGE [x] Salesperson Code . . . .
Sell-to Customer Name . [Ergonamic Office Systems | Campaign®o.. ...
Sell-to Address . . . . . |25 Kingston st | Responsibiity Center . .
Selto Address2 . . . . | | s arvic b Open
Sel-to Past Code/City . . [US-IL 61236 (@] [Chicago =
Sel-to Contack . .. L L | |
Mo, of Archived Yersions, 2
Mo, Description Location ... Quantity Unit of M... Unik Pric... | Line Amount ...
FEEEC-B OLYMPIC Office System ELUE 4 PCS 2,755,135 11,020,855
TEEBC-E  OLYMPIC Qffice System BLLE z I 2,755.138 5,510.28
& | >
[ Quote v] [ Line v] [ Functions v] [ Make Order ] [ Print... ] [ Help

The sales quote has been changed.
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EE 1003 Ergonomic Office Systems 1 - Sales List Archive

Wersion Mo, Date Arc... Time Arc...  Archived... Interacti... Sell-to C... Sel-toC
Eo2sn1-m N56:34 v Ergonom
2 25-01-01 95751 v Ergonar

[
|

Line v] [ Help

The Sales List Archive window contains two sales quotes.

& 1003 Ergonomic Office Systems 1 - Sales Quote Archive \ _||_'|:| |['5_(|

General | Inveoicing | Shipping | Foreign Trade | Commerce Portal| Wersion |

Yersion Mo

archived By, . . . .. .

Date Archived, . . . . . 25-01-01

Time Archived, . . 9:56:34

Interaction Exist . . . .
T.. Mo, Description Location ... Quankity Unit of M... Unit Pric...  Line Amount
I... 766BC-B OLYMPIC Office System ELLE 4 PCS 2,795,135 11,020,
< I >

[ Version v] [ Line v] [ Restare. .. ] [ Help

The first sales quote has been restored.
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8 1002 Ergonomic Office Systems - Sales Order

General | Inveicing || Shipping || Foreign Trade | E - Commerce
Moo | PostingDate . . . . . .
Sel-to Custemer Mo, . . 00020 3] OrderDate . . . . . . .
Sell-to Contact Mo, . . . [CT100004 3] Document Date . . . . . 25-01-01
Sel-ta Custamer Mame . [Erganomic Office Systems | Requested Delivery Date l:l
Sell-to Address . . . . . |25 Kingston st | Promised Delivery Date l:l
Selto Address2 . . . . | | External Document Mo, |:|
Sell-to Post CodefCity . |US-IL 61236 |I|| |Chicago | Salesperson Code, .,
Sel-to Contact . . . . . [ | Campaignho.. .. .. .
Mo, of Archived Yersions, 1] eshap=hilaeentel i
SR el Qpen
T.. Mo, Description Location ... Quankity Reserve... Unit of M... Unit Pric...
b |I... 766BC-B OLYMPIC Office System 4 PCS 2,755,138
|
|
|
| S8 2
Order v] [ Line v] [anctions v] [ Posting v] [ Print... ] [ Help

A sales order has been created on the basis of the restored sales quote.







Appendix A.

Course Schedule

This appendix contains contains a course
schedule, which suggests the order in which the
chapters should be taught.

We recommend that the course be taught over a
period of three days.
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Course Schedule

DAILY SCHEDULE

Day One Welcome
Chapter 1 Introduction
Chapter 2 Customer Relationship Management
Chapter 3 Relationship Management Setup
Chapter 4 Contacts
Chapter 5 Interactions and Document Management
Day Two Chapter 6 Campaigns and Segmentation
Chapter 7 Task Management
Chapter 8 Outlook Integration
Chapter 9 Opportunity Management
Chapter 10 Profiling and Classification
Day Three Chapter 11 Multilanguage Salutation and Attachment
Chapter 12 Quotation to Contacts
Chapter 13 Document Logging




Appendix B.

Terminology List

This appendix contains the terminology list for the
Relationship Management application area.
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activity
A larger task that is made up of a sequence of to-dos.

The to-dos within an activity are all linked to each other by a date formula,
and are assigned to the responsible salesperson.

business relation

The mode or kind of professional connection between your company and
the company you interact with.

campaign

All the actions (and interactions) taken in order to reach specific marketing
or sales goals.

campaign entry

The record of one interaction with a contact or a group of contacts that is
made as part of a campaign.

company

An entity that interacts with your company, for example, a customer,
vendor, bank, law firm, consultancy.

contact

A company or a person that has relations with your company's
environment.
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cover sheet

A letter that accompanies another letter or package addressed to a contact.

industry group

A group of companies that produce or supply the same or similar products
or service.

interaction

The communication between your company and a contact, for example, by
letter, fax, e-mail, telephone, meeting.

interaction group

A group of interactions that have the same characteristics.

interaction log

A record of all the interactions (for example, phone calls and letters)
relating to a particular contact, salesperson, campaign and/or to-do.

interaction template

A model defining the basic characteristics of an interaction that can be
used as a basis to create new interactions.

mailing group

A group of contacts (companies or persons) to whom you send the same
information or message.
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opportunity

A possibility for a salesperson to sell to a contact.

profile
A list of the most noteworthy characteristics of a contact.

Profiles are mainly used to segment contacts and deal with them in a
personalized way.

reduce

To remove contacts from a segment by defining the part that you want to
take away from the segment.

refine

To remove contacts from a segment by defining the part that you want to
keep in the segment.

sales cycle

A sequence of stages that a salesperson can define and/or select
according to the type of sales opportunity, and that they can use to manage
the sales process.

segment

A group of contacts selected according to certain characteristics.

to-do

A specific task assigned to a salesperson or team that is directed at a
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contact or segment and/or is part of a campaign.







Appendix C.

Class Project

This appendix contains the class project for the
Relationship Management course.
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CLASS PROJECT

Introduction

The demo company, Cronus Inc., has invented a new bicycle called
Millennium Bike.

In order to promote this new product, Cronus Inc. has decided to participate
in a trade show, “Sport Futurus,” which is taking place in London. By
attending the trade show, Cronus Inc. hopes to attract new leads that will

increase Millennium Bike sales.

As part of the scenario, you will take on the roles of three different
employees at Cronus Inc:

e Jane Sanders - marketing employee

e Mark Brown - salesperson

e Mary Lou - the sales and marketing manager

In completing this class project, you will be practicing the following:
e Setting up a campaign

e Profiling

e Segmenting

e Classification

e  Opportunity management
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SETTING UP A CAMPAIGN

Scenario 1:

As Jane Sanders, working in the marketing department, five weeks ago you
set up the campaign for taking part in the trade show and you assigned the
appropriate to-dos. (Note: Some of the to-dos in this scenario have already
taken place.)

Tasks:

Set up the campaign using the following information:
Description: Millennium Bike Tradeshow Futurus
Status Code: Started.

Starting date: 5 weeks ago (from today’s date)
Ending date: four months later

Salesperson: Empty

Assign the following to-dos that make up the campaign to the sales team,
using any contact number and giving the to-dos the priority normal.

Type: blank Description: Send invitations to the trade show
Date: 5 weeks ago

Type: meeting  Description: Talk to the trade show organizers
Date: 4 weeks ago

Type: blank Description: Make sure marketing material is available
Date: 3 weeks ago

Type: blank Description: Arrange staff for the booth
Date: 2 weeks ago

Type: blank Description: Attend the trade show
Date: 2 days ago

Type: blank Description: Register contacts from the trade show
Date: 2 weeks after the trade show

Type: blank Description: Send thank-you letter to visitors at the
show
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Date: 2 weeks after the trade show

Type: phone call Description: Call the recipients of the letter
Date: 4 weeks after the tradeshow

e Close the first four to-dos to show that these have already taken place.
¢ Enter a new salesperson: Mark Brown.

e Create a list of the following to-dos for Mark Brown:

Call the recipients of the letter

Presentation to the Sport & Leisure club

Invitation to Spain
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PROFILING

Scenario 2:

You have returned from the tradeshow and now have some tasks to
complete as a result.

Tasks:

¢ Close the fifth to-do “Attending the tradeshow.”

e Set up a new job responsibility for Procurement Manager.

e Use the information from the business cards that you received from the
visitors at your stand to register the following contacts:

Company
Name

Eastern
BIKE Power

National
Racing Club

Bikers Club

Bikers Move
Ltd.

Runners
Ltd.

General
Sports
Equipment
Inc.

Name

John
Wattson

Stuart
Morrisson

James
Wondersom

Eva
Washington

Gordon
Smith

Isabelle
Smith

Address

2
Roehampton
Lane

15 Capston
Hall

13
Richmond
Park

8
Nottingham
Lane

25 Sea Lane

4 Old Farm
Road

Post code

GB-NE21
3YG

GB-N12
5XY

GB-WD6
9HY

GB-SA3 7HI

GB-PL14
5GB

GB-EH16
84S

City

Newcastle

London

Borehamwood

Stratford

Plymouth

Edinburgh

Job Title

Marketing
Manager

Procurement
Manager

Sales
Assistant

Procurement
Manager

Marketing
Assistant

Procurement
Manager
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Note

The e-mail address of Isabelle Smith is: issm@tralala.co.uk

Assign these contacts to this mailing group: Futurus Sports.

Add Cycling to the profile question regarding hobbies.

Record the personal profiles for some of your new contacts.
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SEGMENTING

Scenario 3:

You have decided to send the visitors at the trade show a thank-you letter.

Tasks:

Create the thank-you letter (see the example at the end of this
appendix).

Create an interaction template and attach the letter. Remember to
insert the following merge fields: Contact_Mail_Address,
Document_Date, Contact_Salutation, Contact_Name,
SalespersonPurchaser_Name and SalespersonPurchaser_Job_Title.

Create a segment made up of the visitors at the trade show.
Remember to save the criteria.

You realize that your segment doesn’t include Lance Legstrong. Set
him up as a contact, assign him to the mailing group you set up for the
trade show visitors and reuse the segment criteria to add him to your
segment.

Personalize the letter to Mr Legstrong by congratulating him on the
merger.

Ensure that Ms Smith receives her letters by e-mail.

Log the segment and create a follow-up segment.
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OPPORTUNITY MANAGEMENT

Scenario 4:

Scenario 5:

You are now Mark Brown, one of the sales representatives of Cronus Inc.
You start your day by checking your to-do list.

Tasks:

One of the first tasks is to call the recipients of the “Thank-you letter”.
Use the wizard to make and log the phone call.

During his telephone conversation, Mr. Legstrong asks to be sent a
quote for two Millennium bikes by fax. He seems to be very interested
in buying the Millennium bike. Create this as an opportunity. The deal
could be worth 8000 LCY and you think there is an 80 percent chance
of it succeeding.

Record this interaction.

You are now Mary Lou, the Sales and Marketing Manager of Cronus Inc.
You have just come back from a management meeting where you have
been asked to identify how much the company can expect to sell within the
next few months. You were also asked to identify the most important
customers of Cronus Inc. and invite them to an all-expenses-paid trip to
Spain.

Tasks:

Use filters to view the opportunities for all the salespeople over the
next months.

Create a segment comprising of your top 10% of customers (according
to how much they have bought from you), and refine it to include only
those contacts working in the Procurement department.
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Dear

We would like to thank you for coming to see us at the Sport FUTURUS
show, earlier this week. It was a pleasure to meet you. Once again, we
have been delighted by the number of old friends and ‘new faces’ to visit
the stand. We hope you enjoyed your time with us, exploring our new
production of the Millennium Bike.

| would very much welcome the opportunity to meet with you once again to
discuss in more detail how the new production could become a part of your
product portfolio or how we could assist you in marketing the new series of
Millennium Bike.

If you would like to phone our office on 234-432-432, | will be happy to
arrange a time and place to suit you, or if you prefer to find out a little more
about us first, why not visit our website, at www.cronus-co.uk

We look forward to hearing from you in the near future.

Yours sincerely



http://www.cronus-co.uk/
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