CRM/ SOP System

USER MANUAL

Introduction

The CRM / SOP (contact relationship manager / sales order processing) system has been
developed to address a company's requirement for a contact management and order
processing solution. Whilst this has been particularly aimed at the company's sales force,
there is no reason why it could not be universally adopted by all staff having similar contact
history requirements.

As this manual has been produced at the initial development stage, it is possible that some

functionality may change and the example screen shots may differ slightly from those in the
implemented system.

Conventions

Throughout the manual, links and filters are shown in blue (unfortunately not obvious if printed
in black and white) as they appear on screen and buttons are highlighted with a coloured
background such as Save.

Useful or important notes are shown in italics preceded by Note:.
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Usernarnme: I I

Fassword: I] I

Forgotten pasamord™

The Login Screen

At this screen input your user name and your password to be logged into the system and be
taken to your home page. Should you have forgotten your password, click where it says
Forgotten password? on the screen and the following page will appear:

Please enter your user name and email address and click sendl.

Username : I I

Ernail address : I I

At this point input your user name and your email address, the system will check that your
user name and email address are recognised and will then email your password to you. As
with any computer system you should not share your password with other users.

Changing you details

The users of this system are each assigned a user profile which contains their full name,
system user name, email address and so on. The profile also contains information relating to
what that user may be allowed to do and which records they can access. The user can
maintain some of these details themselves and to do so there is a link on the user's home
page (Edit user profile) which will open the following window:

Full name : [Faul Mitchell |

E-mail address : Ipaul@.n.ldis.c-:-.uk I

Telephone number : I I

I Update profile II Change passanord IIExitI

At this point you can change your name, email address or telephone number and then click
on the Update profile button. To change your password, click on the Change password button
and the following screen will appeatr:

Enter old password :

I
Erter new password : I I
]

Confirm news password

I Save II Rezet IIExitI

You have to enter your old password before you will be allowed to enter a new one. Once you
have entered the new password, click on save and then exit to return to your home page.



The Toolbar

This appears on all the main pages throughout the system and may grow as additional
features are added. The number of buttons that appear will be linked to user permissions.

These buttons will take you into the various areas of the software, which will be covered in
more detail elsewhere in this manual but, in brief, each option has the following purpose:

Search - is used to find a company record utilising various criteria. From the standard
search screen you can gain access to an advanced search, which allows a
combination of criteria.

Add Company - basically does as it says and gives you the facility to add a company record.

Calendar - shows your calendar of events as a month per page.

Home - takes you to your home page.

Support - gives you the facility to email support staff with any queries or problems
encountered. This can also be used to request possible enhancement to the
system.

Mailing Lists - gives the facility to set up mailing lists to either email directly or to produce a
snail mail mailing.

Reports - gives access to various standard reports.
Admin - high level user access to set up users, rates, etc.

Logout - pretty obvious what this means.



Your Home Page

Welcome to the Wilmington CRM system Edit user profile

Todays tasks: Last viewed companies:
Date SartTime  EndTime  Title ABLE ENGINEERING SERVICES
27 September 2004 Hone Nore WDIS Limited Q PERPERL & FUGHS 08 LTD
a £ & A MARKETING
27 5 ber 2004 N N Able E i
eptember one one & Enginesring wDls LTD
27 September 2004 03:00:00 Nona Dertist Q WILMING T ON MEDIA LIMITED
Overdue tasks :
Date SartTime  EndTime  Title
20 August 2004 None None OVERDUE! Cortact Ms Barbara Birley aQ

On successfully logging in you will be presented with your home page, which shows the items
contained in the system diary relating to your tasks for today. It will also show a list of any
overdue tasks that have not been closed off. To look at the detail of any of the tasks shown
simply click on the icon at the end of the item and you will be presented with a pop up window
showing the details of the task.

Calendar BEvent:

Date: September % | | 27 W | 2004 W

Ewert type : | Telzphone %

Title: |weis Limited

Text: Telephone Jerry Cannanre; 9

5 in HD.

Start Time:

End Tirme:

Closed:

ISaveI I Cancel I I Delete I

Contained in this window is a field called closed, which if ticked, means that this item has
been dealt with. Once you have dealt with the item in question simply open this window click
on the box next to where it says closed.

Also showing in a column on the right hand side of the home page is a list of the latest
company records that you have accessed. The idea of this is so that you can quickly return to
a recently accessed record without have to go through the usual search procedure.



The Search Page

Standard search : (Click here for advanced

Searchfor a company :

Sesroh for & company beginring vith — o
Search for a company name containing : : search

Search a UK region Please select search

Sezrch an international region : Please select b search

Pastoade search [partial or camplete] : |:| search
SUN aceount code search /] search

Search by journal : Please select search

Searchfor a contact :

Search for a contact whose surnzme begins with : [searn ]

Search for 2 cortact whose phone number begins with | zearch |

This page allows you to search for a company record based on one of the criteria shown. This
simple search does not allow more than one criteria to be selected at a time. If for example
you chose to search for all companies where the name contains the word "chemicals”, simply
type chemicals in the box provided and click the adjacent Search button. You will be returned
a page that would appear like this -

Search Results: New search

Currertly displaying 1- 13 of 13 companies Page 1of 1 < Previous | Next

ANGLIAN CHEMICALS LTD , MILLERS CLOSE, FAKENHAM INDUSTRIAL ESTATE, FAKENHAM, , , NR21 SNw

ARROW DIRECT CHEMICALS , ROWDEN ROAD, MOIRA, SWADLINCOTE, , , DE12 604

BIRCHWOOD CHEMICALS LTD , TRAFALGAR HOUSE, GRENYILLE PLACE, LONDON, , ,

BOELENS AROMA CHEMICALS | GROEM wAN FRINSTERERLAAN 21, 1272 GB HUIZEN, THE NETHERLANDS, |, 1272

CLOVER CHEMICALS LTD , CLOVER HOUSE, MACCLESFIELD ROAD, WHALEY ERIDGE HIGH FEAK, |, K23 T0Q

CRODA APPLICATION CHEMICALS | CHURCHILL ROAD /LTD, DONCASTER, SOUTH YORKSHIRE, , , DM1 2TH

HANDA FINE CHEMICALS , 22 GUNNERSEURY WAY, NUTHALL, NOTTINGHAM, , ,

HUWELL CHEMICALS SRL . via PETROLO LITTA 9, 20010 BAREGGIO, MILAND, , , 20040

MC BUILDING CHEMICALS ., UNIT 17 STECHFORD TRADING EST, STECHFORD, BIRMINGHAM, , | B33 SEU

NEELIKON FOOD DYES & CHEMICALS | "' '"paz, DoAT »om EVEREST 0 fLTO " WM. MALVIYA MARG, |, MUMBAL IND1A

MICKERSON CHEMICALS L, MILL STREET EAST, DEWSEURY, WEST ¥YORKSHIRE, |, WF12 9BQ

SIS CHEMICALS LTD |, LINDEN HOUSE, NO. 1 THE SQUARE, PENNINGTON LYMINGTON, |, S041 BGN

SONAROME CHEMICALS PVT LTD , C-136 PEENYA 2ND STAGE, BANGALORE 550 058, INDIA, |,

Assuming the company you require is listed simply click on the name to retrieve that
companies record. There could be multiple pages representing the results of your search and
clicking on the previous or next links at the top of the page will enable you to page through
these. If the company does not appear, click on New search at the top of the page to try a
different criteria.

You will notice that the company addresses also appear so that you can find the right one for
a multi-site organisation.

The advanced search facility is accessed via this page by clicking where it says Click here for
advanced at the top of the page.



The Advanced Search

This is accessed via the standard search page where it says Click here for advanced and the
following screen will appear:

Search for : Companies iv Contacts -

Oire per comadny? |
Al recerds: ™ wisr emait 0 Mo oemain ©

Select journal(=] : H [* Product Cards
Healthcare

Healtheare Equipment & Supplies
Healtheare Equipment Supplies Intern'l
HES PRODUCT CARDS

Select region(=s): | Uk are as -oweeeemmeerceee Lt
BFFO

EAST ANGLIA
EAST MIDLANDS
LONDOM & 5 EAST e

St e e - HES/HESI - ADMINISTRATION ~
HES/HES! - ANAESTHESIA

HES/HESI - CARDIOLOGY

HES/HESI - CATERING

HES/HESI - CLASSIFIED hd

Is=ue date : Month : | - % || - pw

Wo order simce (* Eruzl fo U Greaterthan | Less#han |

I Search II Clear II Laad I

The advanced search enables you to restrict the search results to those meeting the criteria
selected. You can choose single or multiple journals and/or regions and/or product groups
together with order history information.

Firstly you must choose whether you wish to search for all company records only that meet
your criteria or only those where named contacts are linked to the company records. The
simplest of these is searching for all companies, which then needs as a minimum for you to
choose a single or multiple journals. This will give you a list of companies (see standard
search) that have been associated with the journal/s that you specified. You can choose, in
addition to the journalls, single or multiple regions, product groups and order criteria, if
required.

If you choose to search for records that have named contacts, you can then choose one per
company (i.e. the first contact record within the company) or all contacts and whether you
want to restrict the search to only those with email addresses, etc. The resultant list in this
instance will be an alphabetical list by contact name.

Note: Where you wish to select multiple items within the lists, this software uses the usual
Windows application approach of being able to use the shift key to select sequential records
within the list or the control key to select non sequential records.

If your search does not give the results you expect, or no results at all, it would suggest that
the criteria you have chosen is either not quite right, there are no matching records or there
has been no activity or contacts present that link to the journal/s specified. Under these
circumstances you can use the Change criteria link that appears on the results page in order
return to modify your selected criteria. Should you wish to start again click on the Clear button
at the bottom of the page.



The results of searches made through the advanced option can be saved (choose the Save
as link on the results page) so that the search can be repeated without having to reselect the
criteria. Saved searches, if they include named contacts, can be used as a mailing list (see
section on Mailing Lists) but be sure to check the mailing field on the search screen. When
you click on the Save as link you will be prompted to give the saved selection a name.

Working with saved selections

If you have previously saved a selection, you can rerun this by clicking on the Load button at
the bottom of the advanced search page and you will be presented with a page similar to the
following:

Please select asavedsearch: ABCDPEFGHIJKLMNOPQRSTUVWAYZ

Ho saved searches starting with "A”

If you have selections saved where the name starts with the letter a, they will be listed here.
For others, click on the first letter of the name and those selections will be listed.

Please select asaved search: ABCDEFGHIJKLMNOFQRS TUVW XY Z

Test Search
Test Search 2
Test Search 3

To rerun one of these searches simply click on the name and the advance search screen will
reappear but with a couple of additional buttons at the bottom of the page and the selection
name in the top left hand corner.

Test Search 2 | Advanced search : (Click here for standard)

Search for Companies % Contacts |
One per commaanpys [
Al records: ™ with emait: U Noemait T

Select journal(=] : 50 *ears of Healthcare Building Y
Accounts

LOGUE UPDATE QEMD
) Catalogue e

Select regionfs): ||~ UK are as -----weeeemmeeeees -
BFFO

EAST ANGLIA
EAST MIDLANDS
LONDOM & 5 EAST b

Select product group(s) ; HD - AIR CONDITIONING ~
HD - ARCHITECTS

HD - BATHROOMS

HD - BEDHEAD TRUNKING

HD - BOOKSPUBLICATIONS e

lssue date : Month [ W] - ~

No order sirce % Egual fo O Gresferthan | Lessdhan [

I Search II Rewert II Load IINewI




At this point you can simply click on the Search button to repeat the same search. You can
also modify the selection criteria before searching. You can choose to change the search
criteria at this time but it is possible to go back to the original criteria by clicking on the Revert
button. When rerunning saved searches the results page will show a Save link as well as the
Save as link. Please be aware that if you have changed the criteria using the Save link will
overwrite your original saved selection whereas the Save as link will enable you to save the
amended search under a new name.

If you wish to start with a completely fresh search you can click on the New button.

Note: When loading and rerunning a saved selection the results may be different from when
the original search was run/saved because the search will reflect the data as it currently
stands (i.e. changes may have been made since the search was last run).

It is also important to appreciate that saved searches that are intended for use with mailings
to clients will not allow the search criteria to be changed after they have been assigned to a
mailing list and authorisation to process has been sought.



The Client Record

The main client record page can be accessed via the search facilities or from the users home
page (for recently viewed records). This is probably the most important area of the system as
much of the information held is accessed from or input windows opened via this page. There
is far more information behind the scenes than can be displayed on this page as will be
explained below.

Company information: & Contacts: £
Edit | Assaciations | Site notes | Prod groups | Competitors #dd Hew
Company Name: FEFFERL & FUCHS GE LTD Contacts for all journals Select journal ;| Please selact hd
Address SALES AND MARKETING OIVISION St o p— Mobile Ermail
77 RIPFPONDEN ROAD Fuchs, Rab 020 8754 1000 020 8754 9876 DO NOT EMAIL b
OLDHAM Macnamara, Julieanne 020 8754 1234 020 8754 5575 07933 123456 julieanne@pepper.co.uk [}
Fosteode © OL1 4EL
Courtry UNITED KINGDOM
Telephone : 0161 622 6234
Fax : 0161 622 6231
wizh
Type : Advertiser
Categary Oither
Account code : DFEPPOZ
Contact History: £ Select user: | Please select % | Opders: & Select journal: | Flease select i
Tel | Email | Fax | visit | Letter | A1 Bookings | History | A1l | Detailed
Date = Contact with  Contacted By Title Next contact  Type lszue - Journal name Order date Het
2 Apr2004  MrRob Fuchs  paul Feature List tasprooos T Apr 2004 Factory Equipmert  Ni& £675.00
Miss Aug 2003 Factory Equipment  NAA £125.00
2 ppr2ood Julissnne paul Order E Q
Macnamara Jun 2003 Design Solutions HiA £E50.00
Wiay 2003 Design Solutions M £650.00

This page is made up of 4 distinct areas, which will be explained individually, in detail, below
but briefly there are as follows:

1. Company Information - Appearing on screen is the basic company data such as name
and address, type of client, web site address, etc. but from here there is access to further
information such as associations to ad agencies, sister companies and so on.

2. Contacts - Named contacts within this client company showing primary contact
information but with links to further information.

3. Contact History - A record of communication with the company with links to further
detail.

4. Orders - A record of past and forward-booked items.

On this and other pages/windows that will be covered in this section of the manual where a

small printer symbol appears this enables the user to print the listing or record as it appears
on the screen.

The layout of this page is the same for all users but the content that appears will be
dependent on the user privileges. A user will generally have access to a limited number of
their company's products so only the records relating to those products will appear. If their job
relates to several products then it is possible for the user to filter the lists appearing by the
product that they are interested in at the time by using the Select journal options. Equally a
manager could filter the contact history by a particular member of his/her staff through use of
the Select user option. All users have the ability to access various links and filters but the
choice may be limited by their user privileges.

Highlighted on this screen (in red towards the top right hand corner), can appear messages
that may state that the client account is on stop, has been suspended or closed. Sales
personnel using the software should obviously note such messages as there is little point
selling something, if the company may not get paid.



Company Information

Company information: Y

Editl Associatil:-nﬁl Site notes | Prod groups | Competitors

Company Mame: FEFPFERL & FUCHS GE LTD

Address SALES AND MARKETING DMNISIOMN
77 RIPFONDEM RIOAD
OLOHAR

Fostoode : oL1 4EL

Courtry : UHITED KINGDOKM

Telephone : 0161 622 6234

Fam 0161 B22 6231

Wizh

Tupe : Adwertizer

Category CHher

Account code OFEPPOZ

This section, apart from containing the name and address and basic contact information also
allows you to associate members of a group to each other, but also link this record, if an
advertiser, to an advertising agency or agency to an advertiser. There is provision for some
general notes relating to the company, noting this company's direct competitors and
associating product groups relevant to the user's company.

The Edit link gives access to the basic company data which can be amended via the following
window:

Edit company details:

Company Mame: |[FEFFERL & FUCHS | »

Address: [5ALES AND MARKET] «

[77 RIFFONDEN ROAL

[OLDHAR |

Post Code: foLt 4EL

Courtry: UNITED KINGDOM

Telephaone: IIII“IEH 522 6234

Fane: [o181 622 6221

hizh: I

Type: Adwertiser

Category : Other

IExit”Save II Add product group




Associations
The Associations link if shown in red signifies that associations are present otherwise it will
appear in blue. Clicking on the link will open a window containing the following.

Associations for PEPPERL & FUCHS GB LTD: add new

Company name Relstionship type Company type

AL A MARKETING Agency Adwertiser

Any existing associations will be listed showing the relationship and the company type. The
company record page for associated companies can be accessed by clicking on the company
name. New or additional associations can be set up via this window by clicking on the Add
new link at the top. To make an association, the associated company must already have a
company record set up within the application (See section on adding a company record). The
following window will appear, which allows you to search by company name (or partial name).

Add new association:

To a==sociste this company with another, =earch for the company to be linked using the texd box below

Company name begins with:

A list of possible companies will be displayed and clicking on the company name will select
that company and the following will then be displayed:

What is the nature of this new relationship?

= Sister company
= Agency

s Parent company
= Subsidiary

Click on the appropriate relationship and the association is then made not only in the initial
record you were linking from but also in the other company chosen.

Note: When opening associated company records from the associations window these open
other windows which should be closed by clicking on the X in the top right hand corner until
the original record or associations window is displayed again.

Site Notes
The Site notes link will open up the window shown below that may be used to view and/or

record general notes about the company for future reference, which may also be of interest to
other users.



Site notes for PEPPERL & FUCHS GEBE LTD:

MHote=s

Sawve

Simply type the relevant note and click on the Save button.

Product Groups
The Prod Groups link will open a window similar to the associations window showing a listing
of product groups associated with the company record concerned. The window appears as

Product groups for THE BRUSH COMPANY LTD:

s HEALTH & SAFETY
m LIFTS

The product groups are set by and are relevant to the user's company products, which are
then associated with the client record. The user will only have access to product groups
related to the products he/she is associated with. The Add button allows additional product
groups to be linked to the record.

Competitors

The Competitors link operates in exactly the same way as linking an associated company with
the exception that it will not ask for the relationship. This link will also appear in red if a
competitor list has been created.

This option (requested by users) allows a quick access to the direct competitors held on the
database.

Contacts

The contacts section of the page shows the basic contact information for each named contact
in the company that is relevant to the user.



Contacts: &b

Add New
Comtacts for all journals Select journal: | Flease select A4
Cort=ct Tel Fai Mobile Emazil
Fuchs, Rob 020 8754 1000 020 8754 9576 00 NOT EMAIL O
hacnamara, Julieanne 020 2754 1234 020 8754 9876 07933 123456 julieannef@pepper.co.uk O

It is possible to restrict this list to the contacts relevant to an individual product, if the user is
involved with multiple products, by using the Select journal drop down.

To look at the full details held for each contact simply click on the name and the following
window will open:

Edit contact:

Title: nar

Forename: IRD b N
Surname: IF uchs N
Job Title: Joirector

Direct Tel: IEIZI:I 875g 1000

Direct Fax: IEIZI:I 5754 9375

hobile: |

Ermail: Ifuchs@pepper.cn.uk

Home Address:

Torwm:

Fost Code:

Home Tel:

Home Fasx:

Do Mot hail 7:
Oo Mot E-hd=il 7:
Oo Mot Telephone?:

Do Mot Fax?:

OOOEE I imie:

Do Mot Telephone [(Mobile]?:

Iexit”Save” Left company II Record contact II Contact notes

I My notes II Froducts I




The page shown above gives a little more information on the individual such as job title and
home address. There are also a number of contact flags that can be set to reflect the
contact's wishes such as they do not wish to be emailed. Any such preferences will be
reflected in the contact listing on the main company record page and will be respected when
setting up mailing lists.

It is possible to store additional information about the contact through setting up some general
notes or personal notes relating to them. Clicking on the Contact notes button will open a
window where you can input general information about the person, which could be helpful to
you in the future as well as other system users.

Contact notes for Mr Rob Fuchs :

Salutation:

Hobbies:

Marital status:

Simply complete the known information and click on Save.

Where you know a person particularly well you may also wish to record some more specific
information about the person. For example, the salutation for mailing purposes for the
individual maybe Robert but because of your relationship with him you may wish to address
him as Rob or Bob. This can be set up by clicking the My notes button.

My notes for Mr Rob Fuchs ;

Preffered I I
salutation:

Motes :

If you choose to set up a different salutation here this will only be used on mailings that you
initiate, mailings set up by other users will use the salutation set up under the general contact
notes.

The Left company button should be used where a contact has left the client company. This
does not actually remove the contact record but simply flags it, which means that the name
will no longer be shown in the list of contacts but all history of communication with this contact
will remain.

The Record contact button showing in the contact record window can be used to record the
details of communication with the contact. This, however, will be covered fully in the contact



history section of this manual as this would not generally be the route employed to record
communication with the company.

In the contact record window the Products button is used to link the user's company products
to this contact. When clicked the following window will open:

Products currently linked with Julieanne Macnamara:
B Factory Equiprment

Please select the product you wish to add this contact to

Journal | Design Selutions Supplement W

Save

This shows what products may already be linked to the contact and, via the drop down, you
can link other products. Users of this software are also linked to one or more products and the
combination of these links is used to determine the information presented on screen for the
user and is also used in the advanced search routine.

Adding a contact
Going back to the contacts section of the main company record page there is an Add new
link, which when clicked will present the following window:

Add new contact:

Title:

Farename:

=

Surnarme:

=

Job Title:

Direct Tel:

Direct Fax:

Mobile:

Ernail :

Horme Address:

Towm:

Fost Code:

Horne Tel:

Horne Fax:

Do Mot k=il 7:
Do Mot E-rnail 7:
Do mot Telephone?:

Do Mot Fax?:

EnnEENEEEEEEEEREEREE

Do Mot Telephone [Mobile[?:

Journal :

Save

The Add new contact window is very similar to the Edit contact window seen above, which is
hardly surprising, as obviously the same basic information needs to be input. The main
differences are that there are fewer buttons at the bottom of the window and that there is a
product drop down as every contact set up must be linked to at least one product.



Once the input is complete and you click on the Save button the system will check to see if
this person already exists within the database. Likely matches will be displayed enable you to
choose one or a confirmation window will appear

Details entered :

Title : hAr

Forenamme : Arthiory

Surmame FPepperl

Oirect telephone : 020 8754 1235
Direct fax :

bobile :

Ermnzil : tonyidpepperl .couk

Haorme address :

Hare telephone :
Harne fax :

Jab title : Directar

No similar records found

I Click here to add Anthony Pepperl I

Click on the button to add the new record.

Note: When setting up a new contact it can be quicker to fill in the minimum information,
forename, surname and product as the contact may already exist in the database linked to a
product to which you do not have access because of your user privileges. If he/she is new the
rest of the details can subsequently be input by choosing the your new user from the contact
list.

Should you need to add other product links to this person or amend your input, the Edit
contact option should be followed.



Contact History

This section of the Company information page shows the history of communication with the
contact with the company concerned.

Contact History: 1) Select user: | Please select

Tel | Email | Fax | visit | Letter | 21

Date = Cortact with Cortacted By Title Mext contact Type

2 Apr 2004 Mr Rob Fuchs  paul Festure List 14 Apr 2004 T S
Mi==

2 Apr 2004 Julizanne paul Order E S
Macnamara

When you open a company record the contact history listing will appear with the latest
communication appearing at the top of the list with all types of contact being included. The
information showing on the screen is somewhat self-explanatory but, as this list can become
very lengthy, the links showing above the list, Tel | Email | Fax | Visit | Letter | All allow you to
filter the list to the communication type chosen. Restricting the list to communications made
by a specific user can further reduce the length, which can be achieved via the Select user
drop down.

The listing can also be ordered by the date of the communication or next contact date by
moving your mouse pointer to over the column header and clicking the left button once a
small hand appears.

Because of limited space on the screen, this list can only really show that communication has
existed with the company with the briefest detail. But the full information related to each
contact is easily accessible by clicking on the looking glass icon to the right of each listed item

Edit contact history:

Incoming or outgoing contact? Cutgoing W

Title: [Feature List | =

Date [OOSR RS f,n"x

Type of contact: Telephone W |y

Notes: Fiang to inform of new festure list and promote ads 4
aszociated with planned articles.
ot int
Factory Equipment W

Journal
X

Date of mext contact (iF 2ry)

o Il o
[DDSRARAS Y Y f m { -
Time of next contact: 5
Type of next contact: Telephone



This window shows that original detail of the communication together with he next contact
date if set. The majority of users will not be able to amend the entry so the Change button
may not appear. Future contact dates and times will also appear on the Calendar.

Recording contact history

There are two ways to enter a record of communication with a contact. The first of these was
mentioned in the Contacts section of this manual, which is to click on the Record contact
button when viewing the information held on the contact. The other, more likely used, would
be to click on the icon on the far right next to the contact name on the main company page.
Either will bring up a blank version of the screen shown on the preceding page

Record contact with Julieanne Macnamara:

Inzoring or outgoing

cortact? Outgoing »
Date (OO Y Y] l2 o |f|zooa]x
Type of contact: Flease Select w |y
Title: | | %
HNotes:

Flease select W
Jourmal

X

DOate of next contact:

[OOSR Y I I"III I"III I
Tirme of next contact: D o D
Type of next contact: Flease Select »

This screen should be fully completed with the detail of the communication and any planned
future contact recorded, then click on the Add button to save. The title field should contain a
very brief description, which will appear in the contact history listing on the main company
page. The notes field related to the future contact can act as a useful aide memoire when the
day arrives for the action recorded.

Note: Be careful to check your input before clicking on the Add button as you may not be able
to change this later.



Orders

Orders: S Select journal: | Please select w
Buookings | History | All | Detailed

Issue o Journal name Order date het

Apr 2004 Factory Equipment  Hib& £ E675.00
Aug 2003 Factory Equiprmeant  HAA £125.00
Jun 2003 Des=sign Soldtions M £ B50.00
F=ny 20032 Design Saolutions Mt £ E50.00
M=y 2003 Factory Equipment MA £ 125.00

Similar to the Contact history, this section shows brief order information for the current
company and there are a number of ways to filter this list. It can be restricted to an individual
product via the Select journal drop down or the links Bookings | History | All. Bookings refers
to forward booked orders and history those already invoiced. By placing the mouse cursor on
the column headings of Issue, Order date or Net the list can be ordered by that column's
information. The Detailed link will present you with window similar to this

Order history for PEPPERL & FUCHS GB LTD: 1E:)

Fomward bookings | Order histony | All Select journal ;| Flease selact L
|s=ue date Salesperson Journzl name Advertiser Order date Description  Size Gross  Disc Net

Apr 2004 HO Factory Equiprment FEPFERL & FUCHS GEB L M/A 1/2 Page £ETS.00 00 £E75.00
Aug 2003 5L Factory Equiprmernt FEFFERL & FUCHS GE L MM Showscase £125.00 00 £125.00
Jum 200z 032 Oesign Solutions FEPFERL & FUCHS GEB L M/A 1/2 Page £E50.00 00 £E650.00
My 2003 03 Design Solutions FEFFERL & FUCHS GE L MM 142 Page £EB50.00 00 £B50.00
b=y 2003 S Factory Equiprment FEPFERL & FUCHS GEB L M/A Prod Profile £425.00 00 £425.00
Apr 2003 SB Design Solutions FEFFERL & FUCHS GE L MM Prod Prcfile £125.00 00 £125.00

This as the link name suggests gives more detail on each of the orders and the list can be
filtered in a similar way.

The initial release of this system reflect data that is regularly imported from an external sales
order processing system but with the planned addition of order processing facilities the data
will eventually be integral to this software.



Adding a Company Record

On selecting the Add Company button on the application toolbar you will be presented with
the following page:

If the company you wish to add is in the UK, enter town name below. f company is abroad, enter country name.

CourtryTown : I I I search |

Here you are prompted for the postal town, if the address is in the UK, or the country. Asking
for this first has proved to be a way to ensure that geographical coding of this new company is
correct. You can input a partial name and then select the town from the list that will be
presented once you have clicked on the search button.

Note: If you are using the initial release of the software and wish to set up a London address
then the post code should be used rather than the town name of London.

Once you have selected the town or country the following page will appear

Add a new company:

|

Company Mame:

|
Address: | | x

| |

| |
Towm: DARTFORD
County: KENT
Fost Code: | | x
Courtry: UNITED KINGDOM
Telephaone: | |
Fax: | |
iz | |
Tupe: Flease select v |x
Category : Flease select v | x

SUN Account Code : | |

Save

The town, county and country fields will be pre-populated as appropriate and you simply need
to complete the other fields shown. Note: The SunAccount code will normally be completed
by your accounts department and will probably not appear on your screen.

Once complete click on the Save button and the main company record page will appear on
your screen. From here you can now set up contacts or other company information, as
explained in the relevant sections of this manual.



The Calendar

(€[] April 2004 april v | [z004 W [ Fiezet |

=
=)
W
=)
W
[
Y
=3

11 12 13 14 ik 16 17
-Contact hir Rob
Fuchs

(12:00201 - 12:00,200

On choosing the Calendar option from the toolbar the current month's calendar page will
appear. Today's date will appear with a lighter background (not shown in the above example).
Events can be recorded on the calendar in two ways either directly or the input of a future
contact date when recording communication with a company. To enter an item directly, simply
click on the underlined date and the following window will open:

Calendar Bvent:

Date: April W23 W | 2004 W

Ewert type ; | Flease select | w

Title: I I

Text:

Start Tima: g s . |00 || am w

ErdTime: g s |. |00 % | am w

Clased:

ISE'I.I’EI I Cancel I

This shows the day you have chosen and enables you to choose the event type, a title for the
event (this will appear on the calendar, so keep it brief!) and further notes as well as times.
The closed tick box enables you to stop the item appearing on your home page on or after the
due date (i.e. after the item has been dealt with).

Note: Direct entry to the diary should only be used to show holidays or other miscellaneous
items that do not directly relate to a company in the CRM database as they will not appear in



the company's contact history. If you enter your holidays, these will be automatically “closed”
so they do not show on tasks list on your home page.

Clicking on the underlined title can access the detail relating to entries within the calendar.
For example, click on where it says Contact Mr Rob Fuchs in the calendar shot above would
open the following window:

Calendar Beent: Edit last history | Edit contact
Date: April W1 W 200 W

Ewent type : Telephone

Title: IE-:nntact hir Rob Fuchs I

Tendt: Followy up after sending

feature list |

Start Time: |42 | . |00 w || am «

End Tirne: 12 % | . (00 % || am W

Closed:

ISaxreI I Cancel I I Delete I

This shows you the event type you intended, at what time (if appropriate) and some notes as
an aide memoire. From this window you can also see the last contact history entry for this
contact or access the contact's information.

Navigation around the calendar can be achieved by using the arrows in the top left hand
corner to move back or forward a month at a time otherwise the month and/or year can be
selected from the drop downs and then click on the Go button. Returning to the current month
can be achieved by clicking the Reset button.



Mailing Lists

The mailing list option utilises a saved advance search to send an email (will incorporate a
printed letter option in a later release) to selected contact/s within the selected client
companies. On choosing the option from the toolbar the following page will appear:

The following lists are available to you. Click here to set up a new list.

List name Date created Sent

R

Test Mailing 1 18th October 2004

This will list all mailing lists set up that have not yet been sent but also allows you, by clicking
where it says Click here at the top of the page to set up a new mailing. This option simply
prompts you to set up a name for the new mailing and save it so it will now appear on the of
unsent mailings list. This page also contains a link to a list or previously sent mailings.

Clicking on the mailing list name will take you onto the mailing list administration page, which
appears as follows:

Mailing list administration :

List name : fred
Copy

Selection : None

Selection court :

Attachment :

I Add members II Assign copy II Edit capy II Set attachment

This page allows you to assigned your previously saved search results as well as setting up
and assigning the email or letter copy to this mailing. It does not matter in which order you set
up the copy or selection.

To assign the saved search results click on the Add selection button, which will present you
with a list of saved searches that you have flagged as being for a mailing.

Please choose a saved selection :

Selection Name
Test Search 1

I Badkta list management I

Simply click on the name of the required saved search and you will be returned to the
administration page that will now reflect the selection name you chose. Should you have
chosen incorrectly, simply click on the Add selection button again to assign a different saved
search.

Note: Each user has a limit to the number of records linked to their login which determines
what they are allowed to select and mail, without management authorisation, depending on
their seniority within the organisation. Because of this, once you have assigned your
selection, you may have a Request Authorisation button appear but this does not prevent you
completing the set up of the mailing.

To set up and assign the letter copy, firstly you need to give the copy for the mailing a name,
which is achieved by clicking the Assign copy button. This works in exactly the same way as
setting up and assigning a name to the mailing list as covered above.



Once you have assigned the copy name you can create the copy by clicking on the Edit copy
button. This will present you with a word processor type page:
"Test Copy 17

SuBJEctling & 7y s 3 test email |

Message body :

Arial vi1Ep ~« B I U === isizeEE| Ty d
— Q0o @0
Dear Client,

Fantastic Offers

Please be aware we have some fantastic offers available for our upcoming issues of
Hospital Dewvelopment magazine I would want you to be one of the first to hear
about these,

Yisit wwew hospitaldevelopment.com for all the details.

Yours sincerely,
& Salesperson

Advertisement Manager

ISa\re” Badk to list management I

Your can now type your letter and include a subject line, which will appear in the emails. Once
complete click on the Save button in the bottom corner. The copy can be saved and viewed or
edited at any time prior to authorisation by clicking on the Edit copy button in the mailing list
administration page.

Having now completed the set up a proof copy of the email can be sent to you and/or
colleagues to check content and any email or internet links. Assuming all is well you will only
now be able to send out this mailing if your level of seniority is sufficient in which case a
Authorise button will appear on the mailing list administration page. Otherwise, you will now
need to click on the Request Authorisation button and this will email your line manager who
has the required authority to tell him/her that you have a mailing awaiting despatch and will
include a proof of the email/letter you have assigned.

On receipt of an email prompting authorisation of a mailing, the line manager can log into the
system, choose mailing lists on the toolbar and click on the Management Authorisation
button. The manager will be prompted to select the user and will then be presented with a
listing of unapproved mailing lists for that user. By clicking on the mailing list name, the
criteria employed for the saved search will be displayed in order that the manager can
ascertain whom the mailing is intended to reach.

Once approved the originator will be auto emailed and have the Send button appear on their
mailing list administration page allowing them to despatch the job.

A record is kept within the system recording what mailings have been sent to whom with the
copy accessible from the previous sent mailings list. A record of the mailing will also appear in
the contact history or the contact record shown on the main client record page together with
access to the copy used.

Note: It is important to appreciate that the criteria used for saved searches that are intended
for mailings clients cannot be changed after the mailing list has been self authorised or the
Request authorisation button has been clicked. The saved search, however, may be rerun
immediate prior to sending the mailshot so the latest data is used.

To send an attachment with the email click on the Set Attachment button in the mailing list
admin screen and you will be presented the following window:



Available files ;

Filename

C'ME Primer. pdf
F ax.gif

Hotel.jpg
Southall DMZ.jpg
badd.jpg
binit.gif
carettad.jpg

ecasts- august-0d. e

Upload file : | || Browse... | | Uplaad |

If the file you wish to attach has already been loaded onto the server simply click on the file
name, otherwise you can upload a file from your PC. To upload a file either type the path and
file name in the box provided or click on the Browse button to find the file. Once selected,
click on the Upload button, which will copy the file onto the main server ready for selection.

Note: There is a limit on the file size that can be used as an attachment that will be
determined by the IT staff at each individual site. The software will tell you if your attachment
has exceeded this limit and will not allow you to assign it.

Once the mailing has been sent the attachment file will be removed from the listing of
available files but retained on the server for future reference.



