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1. Introduction

After installing Exact Synergy Enterprise as instructed in the Exact Synergy Enterprise Implementation 
Manual, the next step is to implement other functionalities offered by the software that caters to your business 
needs.

The objective of this manual is to help you implement the customer relationship management (CRM) 
applications which are available in the Customers module. As the implementation instructions are presented 
in easy and quick steps, this manual is meant for consultants as well as end-users. In general, the manual 
is created with the primary focus of helping everyone including users with minimal CRM knowledge to 
implement the CRM solution and subsequently run the processes involved. 

Each chapter starts with a brief introduction explaining the objectives of the chapter.
Should you require more information about the applications, you can click  Help at the title bar to view the 
online help documents in Exact Synergy Enterprise.

We are confi dent that this manual will help your company get started with Exact Synergy Enterprise and we 
believe your organization will benefi t from the product very quickly.
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2. What is Customer Relationship    
 Management (CRM)

Customer Relationship Management (CRM) is a business strategy that will put the customer at the heart of 
your organization’s processes, activities, and culture. Software is an important supportive tool for that CRM 
strategy.

As an integrated part of the Exact Synergy Enterprise business suite, the Customers solution from 
Exact Synergy Enterprise empowers business users to monitor, understand, manage, and maximize sales 
performance, and leverage customer information into long-term customer loyalty and retention. These are 
achieved by seamlessly integrating customer data across the organization into one database for increased 
productivity, improved communications and technology-related savings.

The fi rst point that needs to be addressed is the fact that CRM is a strategy that must be embraced by all 
employees and departments within your organization. It is not enough to let your sales and marketing people 
implement CRM while your service personnel do not. CRM can best be explained with the following image:
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Exact Synergy Enterprise Customers serves as the foundation for campaign management, sales force 
automation and service and support management, providing the best solution for Small and Medium 
Business (SMB) organizations in the areas of customer lifecycle marketing, multi-channel selling, and service 
management.

To refl ect this, the manual is divided into the following sections:
 
– Centralized customer information
– Marketing automation
– Sales automation
– Support management.

In the image, you can see that the customer is at the heart of your business’ main processes. Furthermore, the 
fi rst activity of a sales cycle should be marketing. Via marketing, you inform existing and potential customers 
of the products and services that you offer.
 
Your sales team will then follow up on the basis laid by your marketing campaigns. They need to create business 
to make up for all the effort in marketing activities that helps to promote your brand, products, and services. 
This is done by pursuing opportunities arising from the marketing campaigns.

Finally, after the deals are successful, the support and service department will handle any questions or 
complaints from your customers. These activities will generate a lot of information about your customers that 
you can then use to start new marketing activities. 

To support the above activities, the following key features are available in Exact Synergy Enterprise:

– Account card — All the information, communication, and activities with customers, partners, vendors, 
associates and prospects are linked and can be accessed through the account card.

– Easy and effi cient accounts entry — The Accounts Import Wizard allows you to import Microsoft Excel 
(or another application’s) fi les saved in comma separated value (CSV) format into the database and an 
accounts batch entry page allows you to quickly enter multiple accounts using a matrix entry grid.

– Segmentation and tracking of accounts origin — The accounts can be categorized into various categories 
to enable a detailed analysis through fl exible reporting. The method of account acquisition can be recorded 
for analysis of effectiveness of marketing campaigns.

– Deduplication tool — It is important to maintain a clean database to ensure that the information of all 
accounts is accurate. The deduplication tool allows you to fi nd and merge duplicate accounts automatically, 
based on user-defi ned settings. This leads to better management of your accounts.

– Sales cycle management — Setting up your sales processes into templates allows you to manage your 
sales processes by classifying them into predefi ned sales stages. This allows you to manage all your sales 
activities from the moment of fi rst contact until the moment the customer signs the contract. Sales process 
templates assure you that all required activities are performed to give you the best chance of winning the 
deal. This results in better streamlining of all sales processes, and thus, never forgetting a sales lead and in 
the end, resulting in an increase of revenue.

– Opportunity card — The opportunity card captures important information of accounts, such as products 
interested in, size of the business deal, key decision makers, expected closing date, competitors, sales team 
members and other relevant information. You are allowed to customize the opportunity card to ensure 
only the appropriate details are captured or viewed.

– Integrated portal — Built-in web portals provide ongoing and active communications with all customers, 
partners and vendors. Secure private logins allow for one-to-one client interactions.

– Dashboard reports — The advanced dashboard reporting functionality identifi es and visualizes 
bottlenecks, captures diagnostic data, and provides real-time views of multi-channel customer activities.
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– Customer service and support — Servicing and supporting customers by managing their enquiries 
and feedback through requests will enhance business relationships. The customers are able to monitor 
the statuses of these requests. In addition, they can search for information, such as best practices and 
Frequently Asked Questions (FAQ) from the knowledge base. Reports generated from customer support 
requests can be used to analyze various performance levels, including average service response time, 
customers or products with the most enquiries, outstanding requests and others. Analyzing these 
elements can help to improve overall service quality.

The Customers module within Exact Synergy Enterprise provides end-users with an easy-to-use integrated 
system to leverage their marketing, sales, and service support activities. The end-to-end insight into an entire 
customer lifecycle empowers the right decision-making to grow the business.
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3. Accounts Management

The fi rst step in implementing Exact Synergy Enterprise as the support tool for your customer relationship 
management strategy is making sure that all information you have about your accounts is entered into the 
system. This information will be the basis for all your sales and marketing activities and therefore great 
attention must be given to this part of the implementation.

This section will describe how an account is created in Exact Synergy Enterprise and also how existing 
accounts from a Microsoft Excel sheet are uploaded. You will learn how to use free fi elds that can be customized 
for capturing information about your accounts that are specifi c to your company’s needs. In addition, you will 
also learn how to create contact persons for your accounts. Finally, this section will show you how you can 
organize your accounts using the various marketing variables which enable you to classify and target specifi c 
groups of accounts in reports.

Entering information for all new accounts in the system might be overwhelming initially, but you will soon 
realize the benefi ts of capturing information for your accounts management. For example, you will be able to 
target accounts with information that is specifi c to them, send invoices to the correct addresses, and save all 
correspondence under one account so it can be easily retrieved in future.

Business
 benefits: 

 – Provides a single source of data that is convenient for you to create, update, and track 
information related to your accounts.

 – Provides powerful tools that can be used for the analysis of marketing data, and 
generating sales and marketing reports.

 – Enables you to easily manage your business sales cycle and provides you with the 
ability to track and update your sales and marketing workfl ow.

 – Provides data security by authorizing and limiting access to the relevant individuals 
based on the user roles, system rights, and security settings of the application.

 – Provides the fl exibility of customizing the presentation and information available 
for specifi c business requirements.

 – Allows you to save time and effort on accounts management by providing several 
methods of entering and updating accounts information.

 – Allows you to easily maintain the integrity of your accounts information.

Chapter 3 | Accounts Management
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3.1 Organizing Accounts and Contacts

It is preferable to classify your accounts into different groups based on their core business before entering your 
accounts, adding information in the free fi elds, and adding extra contacts. This will help you target them with 
information that is specifi c to their activities and determine whether you have the products or services that can 
provide solutions to their problems. It also allows you to organize your sales personnel into groups that target 
specifi c areas of your product market.

Classifi cations can be done based on the size of the company or the business sector that the organization 
belongs to. Classifi cations make it easier to view information that is needed for the marketing personnel to 
formulate marketing strategies that target specifi c markets and for sales personnel to set their sales targets and 
measure their sales performance.

Before you can classify your leads and customers, you need to set up the variables that you can use. In Exact 
Synergy Enterprise, there are six classifi cation variables available for your accounts:

– Classifi cations
– Sources
– Sectors
– Subsectors
– Sizes
– Ratings

3.1.1 Accounts master data

Classifications

Classifi cations can be used to determine the different customer portals that customers can access to. Therefore, 
it is necessary to set up a suitable classifi cation that can be used to control customer access to the correct 
customer portal so that the right information can be made available to the right people.

You can defi ne the classifi cations based on the size of your accounts, for instance from small enterprises to 
multi-national corporations. You can also choose to classify your accounts based on functional areas, such as 
retail, services, distribution, or manufacturing.

To create classifi cations, function right 319 — Maintain classifi cations is required. Users with the 
Customer manager role have this function right.
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To create classifi cations:

1. Go to Marketing  Setup  General Classifi cations, and click New. You will see the following page:

2. Under the Classifi cations section, type a unique ID and a suitable description at ID and Description
respectively to identify the classifi cation. 

3. At Type, select the type of the new classifi cation. The type of classifi cation can be used to indicate the 
type of account that is allowed to use the classifi cation. For example, if you select Customer at Type, this 
classifi cation can only be linked when the account type is Customer.

4. Next, type a number for the order of the classifi cation within the list of classifi cations at Order. This is 
useful if you want to list the classifi cations in the order of importance.

5. Select a policy for the classifi cation at Policy.
6. Finally, click Save to save the new classifi cation, which will be displayed in the list of available 

classifi cations. Click Close to exit.

Sources 

Another property that can be defi ned for your accounts is their source. This property indicates how the account 
was found or where the account originated from. You can use this information to come up with ways to create 
more accounts and determine more effective communication methods to win over potential customers. Like 
classifi cations, sources can be created and modifi ed. 

To create sources, function right 604 — Maintain opportunity master data is required. Users with the 
General manager, Customer manager, and Marketing manager roles have this function right.

Note: All fi elds with the “!” icon are mandatory.

Chapter 3 | Accounts Management
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To create sources:

1. Go to Marketing  Setup  General  Sources, and click New. You will see the following page:

2. Under the Source section, type a unique code and a suitable description for the new source at Code and 
Description respectively.

3. Finally, click Save to save the new source, which will be displayed in the list of available sources. Click 
Close to exit.

Sectors

Another way of classifying your accounts is by sectors. With sectors, you can indicate what the core activity of 
an account is. This may help you send out information that is specifi c to the core activity of a group of accounts 
and improve your chances of expanding your business opportunities.

Like all other entities discussed in this section, sectors must be defi ned before they are used. When defi ning the 
sectors, keep in mind that like classifi cations, sectors can also be used to determine the access by customers to 
specifi c customer portals.

To create sectors, function right 305 — Maintain sectors and subsectors is required. Users with the 
Customer manager role have this function right.

To create sectors:

1. Go to Marketing  Setup  General  Sectors, and click New. You will see the following page:

2. Under the Sector section, type a unique code and a suitable description for the new sector at Code and 
Description respectively.

3. Select a policy for your sector at Policy.

Note: All fi elds with the “!” icon are mandatory.
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4. Finally, click Save to save the new sector, which will be displayed in the list of available sectors, and then 
click Close to exit.

Subsectors

To extend the segmentation based on the sector an account operates in, you can also defi ne subsectors for each 
individual sector. This allows you to target an even more specifi c group of customers within a specifi c sector, 
with information that is tailor-made for them.

To create subsectors, function right 305 — Maintain sectors and subsectors is required. Users with the 
Customer manager role have this function right.

To create subsectors:

1. Go to Marketing  Setup  General  Subsectors, and click New. You will see the following page:

2. Under the Subsector section, by default, the fi rst sector in a list of available sectors will be selected at
Sector. You can type or select a sector that will be the general categorization of the subsector that you 
want to create.

3. Type a unique code and a suitable description for the new subsector at Code and Description
respectively.

4. Select a policy for your subsector at Policy.
5. Finally, click Save to save the new subsector, which will be displayed in the list of available subsectors, and 

then click Close to exit.

Sizes

Another variable that you can use to segment your customers is their size. In Exact Synergy Enterprise, you 
can defi ne ranges for the sizes of your accounts and you can divide your accounts into certain ranges of sizes. 
This allows you to plan separate marketing events for large and small accounts, depending on which accounts 
you want to focus on and the policies of handling different types of accounts. You can also apply different 
marketing strategies based on the account size.

Note: All fi elds with the “!” icon are mandatory. 

Note: All fi elds with the “!” icon are mandatory. 

Chapter 3 | Accounts Management
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To create sizes, function right 119 — Maintain company size is required. Users with the Administrator
and Marketing manager roles have this function right.

To create account sizes:

1. Go to Marketing  Setup  General  Sizes, and click New. You will see the following page:

2. Under the Size section, type a unique code and a suitable description for the new account size at Code and 
Description respectively. 

3. Finally, click Save to save the new account size, which will be displayed in the list of available sizes, and 
then Close to exit.

Ratings

The last variable that you can use to organize your accounts is rating. Ratings are used to segment your accounts 
based on the total value of the contracts of the accounts that contributes to your company’s revenue. Before you 
can use the ratings to segment your accounts, you need to determine the ranges of values for the ratings that 
will be used to classify your accounts. There are two ways to use the rating variable. In the fi rst method, you 
determine the ranges of values for the ratings, and then link the ratings manually in the account cards.

With the second method, you will determine the ranges of values for the ratings in the same way as for the 
fi rst method. However, in the second method, you apply a rating to an account using a scheduled background 
job CRMRating. This background job will apply the rating based on the total value of all the contracts that 
are linked to a certain account and the subsidiaries of the account (child accounts that are linked to the main 
account). Based on the settings for the ratings in Exact Synergy Enterprise, a rating of 1 to 7 will be given to 
each account that is linked to the contracts.

These conditions must be met before you can use the background job CRMRating:

– The account must be linked to at least one contract.
– The account type is Customer or Reseller.

To be able to use this method it is important to create contracts for your accounts. To learn how to create 
contracts for your accounts, see 6.1 Contract Management. Setting up ratings for your accounts using the 
background job CRMRating is described in the Exact Synergy Enterprise Implementation Manual.

To set up and modify customer ratings, function right 261 — Maintain rating rules is required. Users with 
the Customer manager role have this function right.

Note: All fi elds with the “!” icon are mandatory. 
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To set up or modify customer ratings:

1. Go to Marketing  Setup  Rating: Rule  Customer. You will see the following page:

2. By default, there are seven ratings that are available for you to set up your customer accounts. To set up or 
modify the details of a rating, click the relevant number in the Rating column. You will see the following 
page:

3. Type the start and end amounts to defi ne the range for the rating at Start and End respectively.
4. Click Save to capture the information for the rating. You will see the updated changes in the list of ratings. 

Next, click Close to exit.

Applying your marketing variables

When you are working with sales teams that focus on different areas, it is important to classify your leads so 
that the right sales team can follow-up on their assigned accounts.

To modify accounts, function right 524 — View account card is required. Users with the Customer 
manager role have this function right.

To link accounts to classifi cations, sources, sectors, subsectors, sizes, or ratings:

1. Go to the account card for which you want to enter the marketing variables. You can fi nd the account 
card by clicking Search: Accounts in the left-lower menu. Alternatively, you can go to Customers 
Reports  Accounts  Search. Type or select the relevant criteria, and then click Show.

Chapter 3 | Accounts Management
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2. In the Account name column, click the relevant account. Then, click Edit. You will see the following 
page:

3. Under the Marketing section, type or select the relevant marketing variables for the account.
4. Click Save to save the updated information, and then click Close to exit.

3.1.2 Contacts master data

Titles

Titles are used to address your contact. It is courteous to use an appropriate title when communicating 
with a business contact as it denotes respect. For example, addressing a doctor using the title “Dr” is an 
acknowledgement of the person’s achievements.

It is also useful to segment your contacts, for example, referring to the contacts as “Mr” or “Madam” to 
differentiate between male and female contacts.

To create titles for contacts, function right 120 — Maintain titles is required. Users with the Administrator
and Customer manager roles have this function right.

Tip: Some fi elds might not be available for editing because of your rights or the customization 
settings of the account page. You can enable them for editing by clicking Customize
at the title bar. Click Advanced, and then select Show in the Mode column to display the 
relevant fi eld. On the Setting: Card – Mandatory + Properties page, select 292 in the 
Function rights column to allow status of customer account to be edited. Click Save to save 
the changes, and then click Close to exit.
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To create titles for contacts:

1. Go to Customers SetupGeneral Titles, and click New. You will see the following page:

2. Under the General section, type a unique code for the title at Code. 
3. Next, type a description for the title at Description. The description should provide information on the 

title, such as a defi nition or for whom the title will be used. This description will be displayed as a prefi x to 
a name on the contact card.

4. At Heading, type the letter heading for the title. For example, if the title is for “Mr”, you may type a 
heading here as “Dear Sir”. This letter heading is used when you create a mail merge.

5. At Abbreviation, type a suitable abbreviation for the title. The abbreviation is a short form of the title 
and is displayed at Title in the contact maintenance.

6. Select the Default check box if you want to use this title for the language selected at Language. If you 
select the title as the default title for the language, the title will be entered automatically in the Contacts
section when you select that language on a contact entry page. For more information, see 3.4.1 Creating 
contacts.

7. Finally, click Save to save the changes, and then click Close to exit. You can also click Save + New to save 
the changes and create another title.

Job titles

Job titles are descriptive of the roles of the contacts within a company. If you have several contacts for an 
account, it is useful to know their role within the company so that you can obtain the necessary information 
or assistance. For example, if you want to present your software to a potential customer, you need to identify 
the decision maker, such as the director of the department or a senior manager who is able to decide whether 
the purchase is in compliance with the direction of the company objectives. You can also use the job titles 
information to market your products and services to the right consumer group.

To create job titles for contacts, function right 96 — Maintain job titles is required. Users with the HR role 
have this function right.

Note: All fi elds with the “!” icon are mandatory.
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To create job titles for contacts:

1. Go to Customers  Setup  General  Contact - Job titles, and click New. You will see the following 
page:

2. Under the Criteria section, type a unique code and a suitable description for the new job title at Code and 
Description respectively. 

3. Click Save to save the changes, and then click Close to exit. You can also click Save + New to save the 
changes and create another job title.

3.1.3 Account free fields

In Exact Synergy Enterprise, you have a predefi ned number of fi elds available on the account card that you can 
use to enter information about the account. Apart from those fi elds, you can increase the number of fi elds by 
customizing various types of free fi elds that will then be displayed on the account card under the Free fi elds
section. This can be used to store additional information that is specifi c to your business.

The names of the free fi elds describe the type of information that they contain. The types of free fi elds available 
for customization are:

– Date — This free fi eld is used for information that is related to time.
– Amount —This free fi eld is used for information that is related to fi nancial amounts or non-discrete 

values.
– Text — This free fi eld is used for information that can be described in text.
– Yes/No —This free fi eld is used to denote a positive or negative condition for the property.
– GUID (Globally Unique Identifi er) — This free fi eld is a unique code generated by SQL. This code is 

unique within the database and can be used as an identifi er for entities such as, accounts.
– Number — This free fi eld is used for information that is related to discrete values such as, count, quantity, 

and values in percentage.

Note: All fi elds with the “!” icon are mandatory.

Note: You can defi ne up to 30 fi elds for Text and up to 5 fi elds for the other fi elds. Before you 
can use the free fi elds in the accounts, you need to set up the free fi elds for the accounts. 
During the setup for the relevant free fi elds, you must defi ne labels for the free fi elds. You 
can also set up indexes for the free fi elds. Creating indexes for free fi elds makes it easier for 
the system to identify opportunities when you are searching for the opportunities using the 
specifi ed free fi elds in the search criteria. If an index has been created for the free fi eld, you 
will see “Yes: OPPORTUNITIES_ DateField1” where “DateField1” is the name of the free 
fi eld in the database. After setting up the free fi elds, you will see the free fi eld labels on your 
account cards.
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To defi ne account free fi elds, function right 199 — Allows to defi ne account free fi elds on corporate level
is required. Users with the Customer manager role have this function right.

To set up free fi elds for accounts:

1. Go to Customers  Setup  General  Free fi elds - Accounts. You will see a list of free fi elds available 
for your accounts, as shown in the following page:

2. In the Name column, click the free fi eld that you want to set up for the accounts. You will see the 
following page if you have selected the Text free fi elds:

3. At Label, type a label that describes the information contained by the free fi eld.
4. Next, select an option to specify the action to be taken for the free fi eld index at Indexes:

– Update: No — Select this option to indicate that no action is to be taken on the existing index. If 
the index does not exist, there will be no action taken to delete it or create one either. This option is 
selected by default.

– Delete — Select this option to delete the index.
– Create — Select this option to create an index for the free fi eld.

5. If you are defi ning text fi elds, you will see the Selection (Value:Description) section. You can use this 
section to defi ne the values available for the free fi eld you are defi ning. Type the value in the database and 
the description for the value in the left and right boxes respectively. Then, click . You can repeat this step 
to add more values.

6. Click Save to save the setup for the free fi eld, and then click Close to exit.

Note: Depending on the types of fi eld you select, different sections will be displayed. 
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3.1.4 GUID free fields

Another feature in Exact Synergy Enterprise is the use of the GUID free fi elds on the account card. With a 
GUID fi eld, you can browse for one of these entities: requests, accounts, contacts, transactions, or documents. 
This allows you to link extra information directly to the account card.

After setting up the GUID free fi eld, you will see the free fi eld under the Free fi elds section of the account 
card, as a text box with Search. In order to enter the information for the account, you can type or select an 
option available in the selection list of the GUID free fi eld.

To defi ne account GUID free fi elds, function right 199 — Allows to defi ne account free fi elds on 
corporate level is required. Users with the Customer manager role have this function right.

To set up GUID free fi elds for accounts:

1. Go to Customers  Setup General Free fi elds - Accounts. You will see a list of free fi elds available for 
your accounts.

2. In the Name column, click a GUID free fi eld. You will see the following page:

3. At Label, type a label that describes the information contained by the GUID free fi eld.
4. Next, select an option to specify the action to be taken for the free fi eld index at Indexes.
5. Select an entity that you want to apply the GUID free fi eld at Reference. This option will specify the table 

in the database that the GUID fi eld refers to.
6. Type an SQL query at Selection. You can use this query to limit the selection possibilities for the entity 

that the GUID refers to.
7. Click Show to preview the selection available for the linked entity.
8. Click Save to save the setup for the GUID free fi eld, and then click Close to exit.

3.1.5 Contact free fields

You may need additional or user specifi c fi elds to be able to capture specifi c information for your contacts. For 
this purpose, Exact Synergy Enterprise provides free fi elds which you can use to capture the information for 
the contacts. The free fi elds you defi ne will be displayed under the Free fi elds section on the contact card.

To defi ne contact free fi elds, function right 199 — Allows to defi ne account free fi elds on corporate 
level is required. Users with the Customer manager role have this function right.
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To set up free fi elds for contacts:

1. Go to Customers  Setup  General  Free fi elds - Contacts. You will see a list of free fi elds available 
for your contacts, as shown in the following page:

2. In the Name column, click the free fi eld that you want to set up for your contacts. You will see the 
following page if you have selected the Text free fi elds:
Note: Depending on the types of fi eld you select, different sections will be displayed. You will see the 
following page:
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3. At Label, type a label that describes the information contained by the free fi eld.
4. Next, select an option to specify the action to be taken for the free fi eld index at Indexes:

 – Update: No — Select this option to indicate that no action is to be taken on the existing index. If 
the index does not exist, there will be no action taken to delete it or create one either. This option is 
selected by default.

 – Delete — Select this option to delete the index.
 – Create — Select this option to create an index for the free fi eld.

5. If you are defi ning text fi elds, you will see the Selection (Value:Description) section. You can use this 
section to defi ne the values available for the free fi eld you are defi ning. Type the value of the fi eld in the 
database and the description for the value in the left and right boxes respectively. Then, click . You can 
repeat this step to add more values.

6. Click Save to save the setup for the free fi eld, and then click Close to exit.

3.2 Customizing Account Cards

Now that you have learned how to set up the master data and free fi elds for your accounts, it might be good to 
know that you can also have some infl uence on the layout of the account card, access to the account card itself, 
or access to specifi c information within the account card.

The customization function allows you to do the following:

– Customize the placements of different fi elds on the account card or hide the fi elds from view on the 
account card.

– Restrict access to the account cards to allow viewing only by personnel from the same division as the 
account card division.

– Set certain fi elds to be mandatory when an account is created.
– Restrict viewing or editing for specifi c fi elds within the opportunity card via function rights.
– Create accounts quickly by hiding fi elds that are not relevant for your organization.
– Improve the quality of your account information by making it mandatory for users to enter information 

that is important to your company.
– Maintain a high level of data integrity by allowing only a few employees to edit important fi elds.
– Ensure that the relevant information is accessible by the right employees.

3.2.1 Customizing account card layouts

When you customize the layout of an account card, you can change the way that the fi elds are presented or 
select certain fi elds to be displayed. You can customize this to a way that is more logical for your own use. If you 
have administrator rights, you can change the layout of a card based on the role of the user viewing the card.

Customizing the layout of account cards (new mode)

Exact Synergy Enterprise allows you to customize the layout for the account card (new mode). You can select 
only certain fi elds that you want to display, arranged into a single column or in multiple columns. You can also 
customize the placement of the sections on the account entry page.
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The Customize icon is available to all. However, to customize the layout of the account card in the new 
mode at the corporate level, function right 498 — Allows to update the company wide account card 
customization is required. Users with the Administrator role have this function right. If the user does not 
have this function right, the user can only customize the layout of the account card (new mode) at the person 
level.

To customize the layout of account cards (new mode):

1. Go to Customers  Entry  Entry  Account. You will see the following page:

2. Select any account type.
3. On the account entry page, click  Customize at the title bar. You will see the following page if you have 

selected Customer under the Type: Company section.

Note: The Type: Person section will only be displayed if you are using the Natural person 
functionality. For more information on the Person (or Natural person) functionality, see 
3.6 Activating and Exploring the Person (or Natural person) Feature.
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4. At Card: Template, select an option to apply the changes at that level:
– Person — Select this option to apply the customization to the account cards viewed by the user only. 

Everyone can customize the account card layout at the person level.
– Corporate — Select this option to apply the customization to all users. Only users with the 

Administrator role have the function right and can customize the account card layout at the 
corporate level.

5. At Columns, select the number of columns that you want to use to organize the sections on your account 
card. You can select up to four columns.

6. Select the check boxes for the sections and fi elds under the respective sections that you want to display. To 
prevent the sections and fi elds under the respective section from being displayed on the account card, clear 
the check boxes for the respective sections and fi elds.

7. Click Save to save the customization of the new layout, which will be displayed on the account card in the 
new mode, and then click Close to exit.

Customizing the layout of account cards (view mode)

You can select certain buttons, fi elds, and links that will be displayed when the account card is being viewed. 
Similar to the customization of the account (new mode), you can specify the number of columns on the 
account card and the placement of the sections within the layout of the account card.

The  Customize icon is available to all. However, to customize the layout of the account card in the view 
mode at the corporate level, function right 498 — Allows to update the company wide account card 
customization is required. Users with the Administrator role have this function right. If the user does not 
have this function right, the user can only customize the layout of the account card (view mode) at the person 
level.

To customize the layout of existing account cards:

1. Go to Customers  Reports  Accounts  Search. Defi ne the relevant criteria, and then click Show. 
You will see a list of customer accounts.

2. Click the relevant account name in the Account name column.
3. On the account card, click Customize at the title bar. 
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4. At Card: Template, select an option to apply the changes at that level:
– Person — Select this option to apply the customization to the account cards viewed by the user only. 

Everyone can customize the account card layout at the person level.
– Corporate — Select this option to apply the customization to all users. Only users with the 

Administrator role have the function right and can customize the account card layout at the 
corporate level.

5. At Columns, select the number of columns that you want to use to organize the buttons, links, and 
sections on your account card. You can select up to four columns.

6. Select the check boxes for the buttons that you want to display under the Buttons section. To prevent the 
buttons from being displayed on the account card, clear the check boxes for the respective buttons.

7. Select the check boxes for the sections and fi elds under the respective sections that you want to display. 
To prevent the sections and fi elds from being displayed on the account card, clear the check boxes for the 
respective sections and fi elds.

8. Select the check boxes for the sections and fi elds under the respective sections that you want to display. 
To prevent the sections and fi elds from being displayed on the account card, clear the check boxes for the 
respective sections and fi elds.

9. Click Save to save the customization of the new layout, which will be displayed on the account card in the 
view mode, and then click Close to exit.

Customizing the layout of account cards (edit mode)

You can select only certain buttons and fi elds to be displayed when you are modifying the account card. In 
addition to that, you can determine the number of columns you want to arrange your sections in and the 
placement of the sections within the account card.

The  Customize icon is available to all. However, to customize the layout of the account card in the edit 
mode at the corporate level, function right 498 — Allows to update the company wide account card 
customization is required. Users with the Administrator role have this function right. If the user does not 
have this function right, the user can only customize the layout of the account card (edit mode) at the person 
level.

Note: When you create databases from product update 250 onwards, the Mail merge check 
box under the Buttons section will not be available. The Word Merge feature has 
replaced the mail merge functionality. 

Existing users moving to product update 250 will still have the old mail merge 
functionality by default, and this can be switched to the new Word Merge functionality. 
For more information, see Appendix G Exact Word Merge. When the New Word Merge
check box is selected on the Documents: Settings page, the Mail merge check box will 
not be displayed under the Buttons section during the customization of account cards 
layout. Instead, the Create letter and Create email buttons will be displayed if you have 
selected the Create letter and Create email check boxes under the Buttons section. 
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To customize the layout of account cards (edit mode):

1. Go to Customers  Reports  Accounts  Search. Defi ne the relevant criteria, and then click Show. You 
will see a list of customer accounts.

2. Click the relevant account name in the Account name column.
3. On the account card, click Edit, and then click Customize at the title bar. You will see the following 

page:

4. At Card: Template, select an option to apply the changes at that level.
– Person —Select this option to apply the customization to the account cards viewed by the user only. 

Everyone can customize the account card layout at the person level.
– Corporate — Select this option to apply the customization to all users. Only users with the 

Administrator role have the function right and can customize the account card layout at the 
corporate level.

5. At Columns, select the number of columns that you want to use to organize the buttons, links, and 
sections on your account card. You can select up to four columns.

6. Select the check boxes for the buttons that you want to display under the Buttons section. To prevent the 
buttons from being displayed on the account card, clear the check boxes for the respective buttons.

7. Select the check boxes for the sections and fi elds under the respective sections that you want to display. 
To prevent the sections and fi elds from being displayed on the account card, clear the check boxes for the 
respective sections and fi elds.

8. Click Save to save the customization of the new layout, which will be displayed on the account card in the 
edit mode, and then click Close to exit.

3.2.2 Limiting access to account cards

In some organizations, every salesperson can be considered as an individual enterprise and you might want to 
prevent salespeople who are competing amongst each other to meet sales targets, from looking at the customer 
information belonging to their colleagues. Access rights allow you to restrict the use and update of information 
by the relevant individuals only.

In Exact Synergy Enterprise, it is possible to limit access to the entire account. Users with the function right 
524 — View account card are able to customize the function rights for the respective fi elds and view the 
fi elds. Users with the Customer manager role have this function right.
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After customizing the roles for the access to the account card, you can enable the restrictions for the cards. By 
enabling a function to check on the user roles, you can limit the access to the account card by allowing only the 
users with the correct roles to access the account card. If the role checking function is disabled, the users are 
allowed to access the account card based on the security level of the account. When the function is enabled, the 
following checks apply:

– Employees without the function right will only see accounts linked to the same cost center that they are in.
– An employee who is the account manager for the accounts will see the accounts.
– An employee with a role (by default, the role is Customer manager) that is linked to function right 524 

— View account card at the corporate level, will be able to view all the accounts. If the role is linked to 
the function right at the division level, only accounts that are linked to his or her division can be viewed. If 
the role is linked to the function right at the cost center level, only accounts that are linked to his or her cost 
center can be viewed.

To enable the security check for account cards, function right 222 — Maintain CRM settings is required. 
Users with the Administrator and Customer manager roles have this function right.

To enable the security check for account cards:

1. Go to Customers  Setup  Other  Settings, and then click Edit. 
2. The Accounts: Settings page will be displayed.
3. Under the Account section, select the Security: Check - Roles check box.

4. Click Save to save the changes, and then click Close to exit.

Limiting access to fields in account cards

Besides limiting the access to the complete account card, you can also limit the access to specifi c fi elds based on 
the function right of the user who is viewing the account card. You can defi ne function rights to restrict access 
to specifi c fi elds for a specifi c type of account card.

The Customize icon is available to all. However, only users with the function right 430 — Maintain 
CRM account fi eld visibility are able to customize the function rights for the respective fi elds.

Note: This function right and the corresponding roles are part of a default installation of Exact 
Synergy Enterprise.
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To limit access to fi elds in account cards:

1. Type the account code under the Accounts section in the left-lower menu, and then click . 
Alternatively, you can go to Customers  Reports  Accounts  Search. Defi ne the relevant search 
criteria, and then click Show. 

2. On the Accounts: Search page, under the Account name column, click the name of the relevant 
account.

3. On the account card, click Customize at the title bar, and then click Advanced. You will see the 
following page:

4. At Type, select the type of account for which you want to apply the customization of function right.
5. At Status, select the status of the account for which you want to apply the customization of function 

right.
6. At Level, select the level of personnel for which you want to apply the customization of the function 

right.
7. In the Mode column, select the mode for the function rights that you will be defi ning for your buttons, 

links, and fi elds. The combination of the modes and function rights will determine whether the user has 
access to a specifi c fi eld, and whether the user is able to view the fi eld or is able to edit the fi eld. Fields that 
can be edited will have all three modes whereas hyperlinks, buttons, monitor links, and fi elds that cannot 
be edited will only have two modes: Show and Hide. The following are the modes for the fi elds that are 
available:
– Edit — The fi eld can be edited when the account card is in the edit mode and viewed when the 

account card is in the view mode.
– Show — The fi eld can be viewed when the account card is in both the view and edit modes but cannot 

be edited in the edit mode.
– Hidden — The fi eld cannot be viewed when the account card is in either the view or edit mode.
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8. In the Function rights column, select the function right for the related buttons, links, and fi elds. If you 
specify a function right for a specifi c button, link, or fi eld, only users with that function right are able to 
view the buttons, links, or fi elds.

9. Click Save to save the changes, and then click Close to exit.

3.2.3 Mandatory fields

Since your account information is the basis for all your sales and marketing activities, you should make sure 
that at least a minimum amount of required information is completed when an employee creates an account. To 
ensure that this happens, you can make certain fi elds mandatory so that the new account cannot be saved until 
those fi elds are completed. This will ensure that at least the minimum amount of information that your organi-
zation needs is available in Exact Synergy Enterprise.

The  Customize icon is available to all users. However, only users with the function right 498 — Allows 
to update the company wide account card customization are able to customize the mandatory fi elds.

Note: The associated function right also affects which mode the fi eld is shown in. If a user has 
the associated function right, then the fi eld is displayed according to the rules of the mode. 
If the user does not have the function right, the fi eld is displayed according to the mode 
which is one level below the defi ned mode. For example, if a fi eld is set to the Edit mode 
with a function right, then a user who does not have the function right, will only be able 
to view the fi eld (Show mode) instead of viewing and editing the fi eld (Edit mode).

When you create databases from product update 250 onwards, the Mail merge fi eld 
under the Buttons section will not be available. By default, the Word Merge feature has 
replaced the mail merge functionality. No settings are required.

Existing users moving to product update 250 will still have the mail merge functionality 
by default, and this can be switched to the new Word Merge functionality. For more 
information, see Appendix G Exact Word Merge. When the New Word Merge check box 
is selected on the Documents: Settings page, the Mail merge option on the Settings: 
Card page will be replaced by the Create letter and Create email options under the 
Buttons section. 
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To defi ne mandatory fi elds for account cards:

1. Go to Customers  Entry  Entry  Account. You will see the following page:

2. Click the type of account for which you want to defi ne the mandatory fi elds.
3. On the account entry page, click Customize at the title bar. Next, click Advanced. You will see the 

following page:

4. At Type, select the type of account for which you want to apply the customization of mandatory fi elds.
5. At Status, select the status of the account for which you want to apply the customization of function 

right.
6. At Level, select the level of personnel for which you want to apply the customization of the function 

right.
7. Under the General section in the Mandatory column, select the check boxes for the relevant fi elds to 

indicate that the fi elds must be fi lled before you are allowed to save the account information.
8. Click Save so that the mandatory fi elds are applied to the account entry page for the selected account type, 

and then click Close to exit. 

Note: The Type: Person section will only be displayed if you are using the Natural person
functionality. For more information on Person (or Natural person) functionality, see 
3.6 Activating and Exploring the Person (or Natural person) Feature.
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3.3 Capturing Account Information

Capturing the account information is the fi rst step in building the basis for your customer relationship 
management activities. With this information, your sales and marketing people will then plan and carry out 
marketing and sales activities, such as promotional events, advertising, meetings with potential customers, 
and conducting product presentations. Therefore, it is clear that for these activities to be successful, it is 
essential for you to have extensive and correct information about your accounts.

This subchapter will describe four ways of entering accounts into Exact Synergy Enterprise, maintaining 
data integrity for your accounts through management of duplicate accounts, and assigning accounts to reseller 
accounts.

3.3.1 Entering new accounts

This manual will follow an account as it starts out as a lead in your organization until it has become a valued 
customer. 

An account type usually starts out as a Suspect, when opportunities have been identifi ed for your company. 
You will then contact the accounts with the type Suspect to try and interest them in your products and 
services, or the business of your company.

When a suspect becomes interested in learning more about your company’s products and services after the 
initial contact, the account type then becomes a Lead. The Lead account progresses to a Prospect account 
when the lead expresses a strong interest in conducting business with your company. At this point, you will 
be presenting your business proposals to try and secure the business deal. When customer meetings and 
negotiations are fi nalized and a deal is reached between the prospect and your company, the Prospect account 
becomes a Customer account.

In conclusion, the types of accounts in Exact Synergy Enterprise are able to capture all information about the 
accounts at any stage of the sales cycle. The information captured during the sales cycle is important to help 
you to make accurate decisions in winning business deals. Thus, the fi rst step in this process is of course, the 
creation of accounts in Exact Synergy Enterprise.

All users can create accounts. Users can create Customer accounts directly only if the Mandatory: Contract 
check box is not selected at Customers  Setup  Other  Settings.
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To create accounts:

1. Go to Customers  Entry  Entry  Account and select the type of account that you want to create. 
The Accounts: New – Customer page will be displayed as shown in the following if you have selected 
Customer under the Type: Company section.

2. Under the General section at Code, type a unique code to identify the account. By default, the account 
code is automatically generated.

3. Type the name of your account at Name. 
4. Next, defi ne the relevant information in the respective fi elds. By default, the country defi ned on the 

division card of the account (the division selected under the Financial section) is selected at Country.

5. Under the Contact section, defi ne the relevant details of the main contact for the account at the respective 
fi elds. By default, the title at Title / Initials is automatically prefi lled.

Note: As of product update 250, the Person (or Natural person) feature is introduced, which 
allows you to create accounts based on persons, apart from the conventional company-
based accounts.

For more information on the Person (or Natural person) functionality, see 3.6 
Activating and Exploring the Person (or Natural person) Feature.
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6. Under the Marketing section, defi ne the relevant properties of the account that can be used to categorize 
the account at the respective fi elds. By default, a security level of 10 at Security level and the default 
marketing properties are automatically selected at Type, Since, Status / Since, Classifi cation, Rating, 
Source, Sector, and Size.

7. Under the Relations section, type or select the people or accounts that are related to the new account 
at Manager, Reseller, and Parent Account. By default, the reseller is the account on the division card 
and the account manager is the person defi ned as the account manager of the account on the division card.

8. Under the Financial section, select or type the information related to payments from the customer 
accounts at the respective fi elds. By default, the division of the creator is selected at Division and the 
account code is entered at Debtor code.

Note: You can set up the default values for the marketing properties at Customers  Setup 
Other  Settings.

Caution: -  When creating a company-based account, it is mandatory to create at least one contact. 
If you save the account without entering the contact, an empty contact entry line will 
be saved automatically.

-  The Contact section is available only in company account cards.

Note: Depending on the type of accounts you are creating, the type of information displayed 
under the Financial section may be different.
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9. Click Save to save the changes, and then click Close to exit. You can also click Save + New to save the 
changes and create another account.

3.3.2 Accounts batch entries

In Exact Synergy Enterprise, there is a batch entry function that allows you to create multiple accounts on one 
single entry page. This batch entry functionality allows you to create up to 10 new accounts per batch creation. 
You can specify common and account-specifi c characteristics such as the country, language and marketing 
variables.

All users can access the accounts batch entry function.

To create a batch of accounts:

1. Go to Customers  Entry  Entry  Accounts batch entry and select the type of account that you want 
to create. The following page is a sample of a new batch entry for the account type Customer under the
Type: Company section:

2. Under the Default fi eld section, fi ll in the information that is common for the batch of accounts that you 
want to create. At Project and Manager, type or select the project and the manager for the new accounts. 
By default, the division manager of the creator’s division is selected. 

3. Click Customize at the title bar to customize the fi elds available in this section. Under the Default fi eld 
section, select the required fi elds. For example, the Division fi eld allows you to type or select the division 
for the new accounts at Division. By default, the division defi ned in the creator’s personal card is selected. 
The Reseller fi eld allows you to type or select a reseller code at Reseller to link the accounts to a reseller.

4. Defi ne the other fi elds as needed. 
5. In the entry line for individual accounts, defi ne the relevant information for each of the fi elds for the new 

accounts. The account codes will be automatically generated for the new accounts. The Name column is a 
mandatory fi eld to be fi lled.

6. Click Customize at the title bar to customize the columns available in this section. 

Note: This feature is available only for company accounts.

Note: All fi elds with the “!” icon are mandatory.
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7. Click  to add or  to remove columns from the list of available options on the left window to the 
required columns list in the right window. For example, the Country column allows you to type or select 
a country for the account. This is mandatory. If no country is selected, the country that is linked to the 
division at Division under the Default fi eld section, will be selected by default. Job description allows 
you to describe the job of the contact person of this account.

8. In the Title column, select a title for the contact person of this account. If no title is selected, the title that 
is linked to the language defi ned in the creator’s personal card is selected by default.

9. Click Delete to remove account entry lines if necessary.
10. Click Save to save the entries, and then click Close to exit. You can also click Save + New to save the 

changes and create another batch of accounts. 

3.3.3 Import Wizard

There could be instances whereby you need to enter a large quantity of accounts that already exists in a fi le. It 
could be that you have acquired a large number accounts from merging with another company or received referrals 
from other parties such as, partners, associates, and resellers. It is also common practice for companies to purchase 
account data from external sources that specialize in the sales and purchase of customer data. These new accounts 
can be captured into Exact Synergy Enterprise manually or imported directly from a data fi le.

The manual method of capturing accounts is done by entering the account information directly using the account 
entry page, as discussed in 3.3.1 Entering new accounts and 3.3.2. Accounts batch entries. To create multiple 
accounts in Exact Synergy Enterprise by importing an external data fi le, you can use the accounts import wizard. 
The following procedure describes how you can capture account information using the accounts import wizard.

The accounts import wizard imports data from CSV and Microsoft Excel fi les. In order to import the data fi le, 
you can map the account fi elds in Exact Synergy Enterprise to the corresponding data rows in the source fi le. You 
also need to manage the duplicate accounts if applicable. The accounts import wizard will guide you through 
the procedure, one step at a time. The steps taken during your import process can be saved in a template that can 
be used again to avoid having to repeat the same import steps for future data imports. In addition to creating 
accounts, the import wizard gives you the fl exibility of linking the accounts to a project, for instance a marketing 
campaign that is the source of the accounts.

To import accounts using the import wizard, function right 383 — XML Upload: Account / Contact is 
required. Users with the Customer manager, XML Administrator, and XML User roles have this function 
right.

Note: – It is recommended to select a fi le that contains 20,000 records or less. If the fi le 
contains more than 20,000 records, the system may fail to import all accounts 
within the limit of two hours.

– All entries imported from external data fi les will be created by the accounts import 
wizard as company accounts.
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New imports

To import a set of accounts:

1. Go to Customers  Entry  Entry  Accounts import wizard. You will see the following page:

2. Select New import to start the process and the following page will be displayed. 

3. Under the 1. Source section, select either Text fi le (.txt, .csv) or Excel fi le (.xls) to indicate the type of 
fi le to be imported. Then, type a fi le name or click Browse to select the fi le that you want to import at File. 

4. Under the 2. Delimiter section, select the delimiter used to separate your data in the fi les. A delimiter 
denotes when the start of each data begins and ends so that the system knows how to read the input 
data. Some common delimiters are comma (,), semicolon (;), tab, space, and others. For other types of 
delimiters, select Other at Delimiter, and then specify the delimiter at Other.

Note:  – It is recommended to select a fi le that contains 20,000 records or less. If the fi le contains 
more than 20,000 records, the system may fail to import all accounts within the limit 
of two hours.

 – All entries imported from external data fi les will be created by the accounts import 
wizard as company accounts.
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5. Under the 3. Text qualifi er section at Format, select the symbol that you want to be recognized as text 
or part of the data, instead of a delimiter. For example, you might want to treat an apostrophe as part of a 
name or word, so you specify the apostrophe symbol (‘) here. 

6. Click Next and the following page will be displayed: 

7. Under the Criteria section, defi ne the default values at the respective fi elds for the accounts that will be 
imported. By default, the division of the creator is selected at Division. Select or type another division to 
assign another division.

8. At Project, select or type a project to link the new accounts to this project.
9. Type or select the account manager at Account manager. If there is no person defi ned, the creator will be 

selected as the account manager when the accounts are successfully imported and saved.
10. Next, select the type of accounts that you want to create at Account type. This account type will be 

applied to all your new accounts.
11. Select the fi nancial account type at Financial account to specify whether the new account is a debtor, a 

creditor, or is not linked to the fi nancial administration. When you select Accounts, no fi nancial account 
is created. If you select Debtor or Creditor, a fi nancial account of this type will be created. 

Note: If Excel fi le (.xls) is selected, both sections, 2. Delimiter and 3. Text qualifi er, are not 
applicable. Click Next, and then select the appropriate worksheet that you want to import.

Note: The options available in fi nancial account are dependent of the selected account type and 
follow the same logic when creating an account manually.
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12. Click Next and the following page will be displayed:

13. Select Yes at Header to indicate that there are headers with fi eld names in the fi le, 
or No to indicate otherwise. Click Next and the following page will be displayed:
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14. In the Column column, select the relevant fi elds to map them to the corresponding fi elds in the 
import fi le. If your import fi le uses a column header for each fi eld in the data fi le, it will be displayed 
in the Row 1 (Header) column. The other Row columns display the information read from each 
row of data in the import fi le. When a fi eld name in the Row 1 (Header) column matches the 
corresponding fi eld name in the Column column, then these fi elds are automatically mapped. After 
selecting the correct fi eld names for the corresponding data, click Next. You will see the following page:

15. In the Format column, defi ne the format for the corresponding data type in the Type column.

16. Click Next. You will see the following page:

Note: This step is done only when a fi eld has the data type Number or Date. For these two fi eld 
types, you can select a format to specify the number or date format used in the import fi le.
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17. Select the Compare check box to view the duplicate accounts that already exist in Exact Synergy 
Enterprise. If you want to update an existing account, select the check box next to the account that you 
want to overwrite. 

18. Click Next. You will see the following page:

19. This page gives an overview of all accounts that will be created. By default, all accounts are selected. If you 
wish to exclude one or more account from being created, clear the check boxes for the relevant accounts. 
Click Import. You will see the following page:

Note: If no duplicate accounts are found, this step is skipped. 
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20. Select the View important details check box and click Next to display the details of the import results as 
shown in the following page:

21. Click Next after you have fi nished viewing the details of the import results. The following page will be 
displayed:

22. On this page, you have the option to save all the steps taken during the import process in a template. 
This template can be used to skip step 3 of 10 until step 6 of 10 in future data imports. You can save the 
template as Private if you want the template to be available only to the user who completed the import or 
Public if you want the template to be available to all users.

23. Finally, click Save to save the import template and complete the import process, or click Finish to 
complete the import process without saving the import template.

Note: All fi elds with the “!” icon are mandatory.
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Importing accounts using import templates

If you already have existing templates for importing the external data fi les, you can use the import templates 
saved during your previous data import. Import templates allow you to save the options and criteria specifi ed 
in each of the steps used in a particular data import session. Using import templates enables you to reduce the 
number of steps that will be taken in the next data import.

To import a set of accounts using existing import templates:

1. Go to Customers  Entry  Entry  Accounts import wizard and select My import templates. You 
will see the following page:

2. A list of import templates that were created in previous data imports will be displayed. Under the 1. Type 
of template section at Type, select the required template based on the template type.

3. Select an import template under the 2. Template section. Click Next. You will see the following page:
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4. Under the 1. Source section, select either Text fi le (.txt, .csv) or Excel fi le (.xls) to indicate the type of 
fi le to be imported. Then, type a fi le name or click Browse to select the fi le that you want to import at File. 
The delimiter and the text qualifi er settings under the 2. Delimiter section and the 3. Text qualifi er
section respectively, if applicable, is based on the selected template. If Excel fi le (.xls) is selected, click 
Next to select the appropriate worksheet that you want to import.

5. Click Import. By doing so, you will skip step 3 of 10 to step 6 of 10 of the importing procedure. If you 
want to change the import criteria in the current import template, click Next. You will then need to go 
through step 3 of 10 to step 6 of 10. Otherwise, you will see the following page, which is a sample of 
duplicate accounts found in the database:

6. A list of accounts in the import fi le that already exist in the database will be displayed. Select the Compare
check box to view the duplicate accounts that already exist in Exact Synergy Enterprise. 

7. Select the accounts you want to update, and then click Next. You will see the following page:

Note: If there are duplicate accounts that need to be updated and accounts that need to be 
created, you will see the Next button so that the user can go to the list of accounts that 
need to be created. If there are only duplicate accounts that need to be updated, you will 
see the Import button instead so that the import can be started immediately.
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8. The new accounts that will be created will be listed and the corresponding check boxes next to account 
codes will be selected by default. Clear the relevant check boxes to remove the selection for the 
accounts that you do not want to create. Then, click Import. The Import results page will be displayed:

9. Select the View import details check box to display the details of the import results, and then click 
Next. You will see the following page:

10. In the Description column, the number of accounts and contacts created, updated, or rejected during the 
import are displayed. Click Next. You will see the following page:
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11. At Name, type a new name to save the import template under a different name, if required. By default, the 
name of the current import template is displayed.

12. Next at Save as, select Private if you want the template to be available only to the user who completed the 
import or Public if you want the template to be available to all users.

13. Finally, click Save to save the import template and complete the import process, or click Finish to 
complete the import process without saving the import template.

3.3.4 Double account entry management

It is possible that more than one account exists in the database for one physical account. This is in confl ict with 
one of the objectives of Exact Synergy Enterprise, which is to have a single access point for all information 
about an account. The occurrence of duplicate accounts could be due to reasons, such as incorrect manual 
entries, imports, or organizational procedures. Duplicate accounts are unnecessary data that clutter your 
database.

With the inconsistency of information present in the duplicate accounts, there could be cases whereby 
information is sent to the wrong address, and updated for the wrong account. When information is stored in 
more than one account, data is incomplete or not updated. In Exact Synergy Enterprise, there are two methods 
of managing duplicate accounts. The methods are double accounts reports and deduplication. The difference 
between the deduplication method and the double accounts report are as follows:

Double accounts report Deduplication

Limited options for specifying the criteria to validate 
and merge accounts.

Allows the user to defi ne an extensive selection of criteria 
to validate and merge accounts.

Merging is only allowed for a pair of duplicate 
accounts. Allows batch processing of the merging of accounts.

Allows the user to either add or merge the contacts 
during the merging of accounts. No merge conditions 
are available for contacts.

Allows the user to add or merge the contact found in 
the duplicate accounts at the same time the accounts are 
merged. User can specify a variety of merge conditions for 
contacts.

Allows the user to generate reports on duplicate 
accounts, which can be used to manually merge 
accounts.

Allows the user the option of either simulating or actually 
performing the deduplication.

Accounts and contacts are automatically merged based on 
the user-defi ned criteria. The actual merging is performed 
by a background job.

Note: All fi elds with the “!” icon are mandatory.
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Double accounts report
The double accounts report and the deduplication method can both be used to merge accounts. With the 
double accounts report, you can manually merge a pair of duplicate accounts, whereas deduplication performs 
this task for a batch of duplicate accounts. Choose the method that best suits the task that you want to perform.

All users can access this report. However, to merge duplicate customer accounts using the double accounts 
report, function right 273 — Allows to validate customers is required. Users with the Customer 
manager role have this function right.

To merge duplicate reseller accounts using the double accounts report, function right 274 — Allows to 
validate resellers is required. Users with the Reseller manager role have this function right.

To manually merge duplicate accounts using the double accounts report:

1. Go to Customers  Reports  Quality analysis  Doubles - Accounts. You will see the following page:

2. Under the Criteria section, defi ne the relevant search criteria, and then click Show. The following page is 
a sample of duplicate records found based on the defi ned criteria:

Note: You will see a list of accounts for which there are duplicate records. The accounts are 
grouped based on account names.

 54 



3. In the Code column, click the account code of one of the duplicate accounts to see the account card. Next, 
click Actions. For example, if you have selected the  company account type, you will see the following 
page:

4. If there are any duplicate accounts, the duplicate accounts will be displayed under the Results - 
Validation section. Select the relevant duplicate account under the Results - Validation section, and 
then click Merge. For example, if you have selected the  company account type, you will see the following 
page:

5. Under the General, Marketing, and Free fi elds tabs in the Copy column, you can select the fi elds 
with the information you want to retain. Select the corresponding check boxes for the fi elds with the 
information you want to retain after the accounts are merged. 

Note: You can select one duplicate account. If more accounts match the criteria, you have to 
perform the same actions to merge a second account.

Note: The information at the respective fi elds in the Copy column will be copied over to the 
fi elds in the Account: Existing column if the particular fi elds are blank.
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6. Under the Contact tab in the Copy column, select Add: Contacts or Merge to indicate whether the 
contact information should be added or merged:

 – Add: Contacts — Select this option to add the contacts in the account in the Copy column to the 
contact information in the account in the Account: Existing column.

 – Merge — Select this option to merge duplicate contacts in the account in the Copy column to the 
contact information in the account in the Account: Existing column. If you select this, you will see 
the fi elds under the Contacts section on the account card listed for both accounts under the Contact 
tab. You can select the contact in the Contact: Existing column to merge the particular contact with 
a contact in the Copy column. If you select the check box for the relevant fi elds in the Copy column, 
the information will be copied over to the contact information in the Contact: Existing column, if 
the corresponding fi eld is blank.

7. Click Merge to start the merging of the accounts. After the accounts are merged, the account in the Copy 
column will be deleted whereas the account in the Account: Existing column will be retained.

Deduplication

Like the double accounts report, the deduplication method allows you to validate and merge duplicate 
accounts. However, this method is available only for merging duplicate company accounts. You can use this 
method to detect if there are any duplicate accounts in the database, and then take the necessary actions to 
remove the duplicate accounts. The deduplication method offers more merging conditions than the double 
accounts report and is able to merge a batch of multiple accounts instead of just a pair of duplicate accounts. 
The deduplication method automatically validates the duplicate accounts, and then merges the duplicate 
accounts using a background job, whereas the double accounts report requires you to manually identify the 
duplicate accounts that you want to merge, and then merges the accounts. To merge duplicate accounts using 
the deduplication method, the Exact.Jobs.SysHrMail.dll background job needs to be set up and confi gured. 
For more details about scheduling background jobs, see Section 5: Background Jobs Confi guration in the Exact 
Synergy Enterprise Implementation  Manual.

With the deduplication method, you can set a variety of merge conditions for both accounts and contacts. In 
addition, you can set the number of records that will limit the number of accounts to be validated. Because the 
deduplication process is fully automated in a background job, there is an option to preview the results of the 
merging before performing the actual merging process. It is advisable to generate a preview of the deduplication 
results before actually performing the actual merging process.

When the conditions for the validation and merging of duplicate accounts are defi ned and the merging process 
is initiated, a scheduled background job will process the batch of duplicate accounts data. After the job is 
executed and completed, the system will generate a Microsoft Excel report and attach the fi le to a request that 
will be sent to the workfl ow of the user who submitted the background job for the deduplication process. The 
Microsoft Excel report contains the merged results, which includes a list of all the duplicate accounts that were 
or can be merged, according to the validation criteria and merge conditions. If there are errors encountered at 
the validation stage during the deduplication process, the errors will be listed.

Note: This tab is available only when merging duplicate company accounts.
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It is a good practice to use the deduplication method on a regular basis to maintain the integrity of the accounts 
data in your database.

To perform deduplication and to view the deduplication log, function right 608 — Allows to perform 
accounts/contact deduplication tasks is required. Users with the Administrator role have this function 
right.

To merge duplicate accounts using the deduplication method:

1. Go to Customers  Reports  Quality analysis  Deduplication. You will see the following page:

2. Under the Master settings section, select an option at Merge to defi ne whether you want to preview the 
results or execute an actual merge based on your defi ned criteria. Select one of the followings:
– Actual — Select this option if you want to execute the deduplication.
– Preview — Select this option if you want to preview the results of the deduplication.

3. Select an option at Contacts to defi ne how you want to merge the contacts for the accounts that will be 
merged. Select one of the followings:
– Merge — Select this option if you want to merge the duplicate contact information for the accounts 

that will be merged. If you select this option, you will see the Contacts merge conditions section.
– Add — Select this option if you want all contacts to be copied to the target account.

4. At Comparison, select an option to defi ne how the merge conditions selected under the Merge 
selection criteria section will be applied to the database:
– Entire database — This option compares the accounts selected to all accounts in the entire database. 
– Within selection criteria — This option compares all accounts within the selection.

5. At Batch size, you can limit the number of accounts that will be checked. This is useful when there is a 
large number of accounts that meet the selection criteria.

6. Under the Merge selection criteria section, defi ne the relevant criteria on which to perform 
deduplication. Only accounts that match these criteria will be checked for duplicates.

7. Under the Account merge conditions section, you have to defi ne at least one condition for merging 
accounts. This is mandatory because the accounts will not be merged if no conditions are defi ned. You can, 
for example, choose to merge accounts with the same name and zip code.

8. Under the Contact merge conditions section, you have to defi ne at least one condition for merging 
contacts. You can, for example, choose to merge contacts with the same fi rst, middle, and last name.

Note: This section is available only if you have selected Merge at Contacts under the Master 
settings section.
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9. Click Process to start the deduplication.
10. You will see a box with the message “The background job may be taking a long time to process, confi rm on 

the selection criteria made?”. Click Yes to continue, or No to cancel the process.
11. After you have clicked Process, the background job will be sent for processing. The job ID will be 

displayed, as shown in the following page:

12. Click the job ID to view the status report on the Accounts: Deduplication - Log page. The following 
page is an example of a status report for the deduplication process:

13. If available, you can click Report in the Remarks column to view the results of the deduplication process 
when the job is completed. The deduplication report will be displayed in a Microsoft Excel spreadsheet. 
Alternatively, you can click Task. You will see a task with an attachment of the deduplication report, sent 
to the workfl ow of the user who performed the deduplication.

14. Click Close to exit.

Note: This report gives you an overview of background jobs and their various states of 
execution. If the job is not processed yet, you will see your background job with the 
status Open in the Status column, scheduled to be executed at a later time. You can 
still delete the job by clicking  in the Delete column at this stage. After the job 
is completed, the status will change from Open to Completed to indicate that the 
deduplication is completed. If it is an actual merging, all accounts selected based on the 
criteria are merged. You can also access this report by going to Customers  Reports 
Quality analysis  Deduplication - Log.

Note: All fi elds with the “!” icon are mandatory.
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3.3.5 Validation

Errors may occur when you enter the information for the accounts and contacts in Exact Synergy Enterprise. 
Since the account card is the main source of information for your sales, marketing, and service activities, it is 
important to be able to check the accuracy of your account data from time to time.

In Exact Synergy Enterprise, you can use the accounts validation report to check the validity of your account 
information, like addresses, contacts, and marketing data. If there are any incomplete or missing details found 
in your account information, this report will list all the types of errors found in each individual account.

All users can access the accounts validation report.

To validate accounts:

1. Go to Customers  Reports  Quality analysis  Validation. You will see the following page:

2. Under the Criteria section at Type, select the relevant account type check boxes to specify the type of 
accounts that you want to check. If no account type is selected, all types of account will be checked.

3. Select the relevant account status check boxes at Status to specify the status of the accounts that you want 
to check. If no account type is selected, accounts with all statuses will be checked.

4. Next, select the type of error at Error: Contains to display the accounts with the specifi ed type of error.
5. Select the information that you want to check on the account card at Check. Leave this option blank to 

display all errors that are found. The following options are available:
– Account — Select this option to display the errors related to the account information, such as the 

account classifi cation, rating, vendor code, and customer code.
– Contact — Select this option to display the errors related to the account information, such as the 

contact’s e-mail, job title, and phone number.
– Address — Select this option to display the errors related to the address information, such as the 

account’s address.
6. Click Show to display the results based on the defi ned criteria. The following page is a sample of the 

results:
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7. Click Close to exit.

3.3.6 Linking accounts to reseller organizations

When you are dealing with a lot of customers, you might want to create a reseller organization to act on behalf 
of the company. Resellers acts as middle men to your customers and they can generate revenue by marketing 
and selling your products and services. They are different from your other customers because in addition to 
purchasing your products and subscribing to your services, they are allowed special access to information about 
your products and services, and are entitled to privileges, such as full time technical support. A reseller can be 
an existing customer who has established a long term relationship with your company, or a new organization 
with which you have just started doing business with.

Changing customer accounts to reseller accounts

First of all, you want to register the resellers in Exact Synergy Enterprise so that you know who they are and 
how to contact them.

To modify account types, function right 524 — View account card is required. Users with the Customer 
manager role have this function right.

Note:  – You will see an overview of the accounts with the respective errors found in the 
accounts. The errors are listed in the Error column and the information type, 
such as account, contact, or address is listed along with the fi eld that contains 
the error. To correct the errors on the account card, click the relevant account 
card in the Name column.

 – For person accounts, you can perform validation via Customers  Reports 
 Accounts  Search. On the person account card, click Actions. A list of 
validated results will be displayed under the Results – Validation section.

Note: This feature is available only for company accounts.
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To change existing customer accounts to reseller accounts:

1. Go to Customers  Reports  Accounts  Search. Defi ne the relevant search criteria, and then click 
Show.

2. In the list of search results, click the name of the customer account that you want to change to a reseller. 
Next, click Edit.
The following page is a sample of the Marketing section of a customer account card:

3. At Type, select Reseller as the account type, and then click Save to save the changes.

Registering customer accounts to reseller accounts

Now that you have successfully created your resellers in Exact Synergy Enterprise, you may also want to 
register the customers that they will be dealing with. You can register this on the account card of particular 
customers.

To register customer accounts to reseller accounts, function right 524 — View account card is required. 
Users with the Customer manager role have this function right.

To register customers for reseller accounts:

1. Go to Customers  Reports  Accounts  Search. Defi ne the relevant search criteria, and then click 
Show.

2. In the list of search results, click the name of the customer account you want to register with a reseller. 
Next, click Edit.
The following page is a sample of the Relations section of a customer account card:

3. At Reseller, select the reseller account that you want to link the customer to, and then click Save to save 
the changes.
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Getting overviews of accounts linked to reseller accounts

A reseller can serve a lot of accounts. Reports are available to give insight to this kind of information. All users 
can access the reseller account report.

To get overviews of reseller accounts:

1. Go to Customers  Reports  Resellers  Accounts. You will see the following page:

2. Under the Reseller (1) section at Reseller, type or select the reseller for which you want to view the 
accounts the reseller is responsible for. 

3. Next, under the Reseller (more) section, type or select a division at Division to view the accounts that 
are managed by all resellers in that division.

4. Click Show to view the results based on the defi ned criteria, and then click Close to exit.

3.4 Capturing Contact Information

Now that you have entered your accounts into Exact Synergy Enterprise, it is important to take a look at the 
contact persons that are linked to those accounts. When you are dealing with large accounts, you might have 
more than one contact within that account that you need to deal with. In this case, you want to make sure you 
are communicating with the right contact person every time, instead of communicating irrelevant questions 
and information to the wrong contact.

In Exact Synergy Enterprise, it is possible to link more than one contact to each account. In addition, you can 
enter specifi c information, such as the title, job title, job description, contact number, and e-mail address for 
each contact.

Note: 

Tip: 

All fi elds with the “!” icon are mandatory 

You can click  Export: Excel at the title bar to view the list of accounts in a Microsoft 
Excel fi le, or  Printable to print the report.

Note: Contacts or contact persons are created in company accounts, and can be linked to person 
accounts and contacts. For more information on person accounts, see 3.6 Activating and 
Exploring the Person (or Natural person) Feature.
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3.4.1 Creating contacts

When creating an account, it is mandatory to have at least one contact. If you do not add a contact, a contact 
card without information will be saved and linked to the account automatically. You can also specify a main 
contact if you have more than one contact linked to the account.

By default, all users who can view the account can create contacts accounts.

To create contacts:

1. Type the account code or account name in New: Account on the left menu bar, and then click .

Alternatively, go to Customers  Reports  Accounts  Search. Defi ne the relevant search criteria, and 
then click Show. On the search results page in the Account name column, click the name of the relevant 
account. You will see the following page:

Note: If you do not see New: Account on the left menu bar, click Preferences at the bottom 
of the left menu bar or on the top right of the page and select Accounts in the Left-
Lower box to show New: Account on the left menu bar. Then, click Save.
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2. Click Add under the Contacts section. You will see the following page:

3. Under the Contacts section, type or select a title for the contact person at Title. By default, the title linked 
to the language defi ned on the creator’s personal card is selected.

4. Type a last name for the contact person at Last name.
5. Next, type a fi rst name for the contact person at First name.
6. At Job description, type a job description for the contact person. The job description states the job scope 

of the contact person within the company. This information is displayed next to the contact name on the 
account card. It is useful to know the function of the person within the company so that you know the 
right person to contact to obtain certain information or decision.

7. Type or select a job title for the contact person at Job title. The job title is the formal title of the contact 
within the contact’s company. For example, the Head of the IT department is also called the Chief 
Information Offi cer.

8. Type a phone number at Phone and a direct extension of the contact at Extension, if any. By default, the 
phone number of the account will be fi lled in at Phone.

9. Type a mobile number of the contact at Mobile.
10. Type an e-mail address of the contact at E-mail.
11. Select the Main check box if this contact is the main contact for the account.

12. Under the Marketing section, select or type an employee ID at Manager (Contact) if the contact is 
required to liaise with another employee other than the manager of the account. This person is responsible 
for communications with the contact person of the account. By default, the manager of the account will be 
selected.
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13. Select the Portal access check box if you want to allow the contact to access the system using the 
customer portal. For more information on the customer portal, see 7.2 Customer Portals. 

14. Click Save to save the changes, and then click Close to exit. You can also click Save + New to save the 
changes and create another contact.

3.4.2 Changing the main contact

In Exact Synergy Enterprise, there is a difference between the main contact and the other contacts. The 
importance of the main contact for an account will be discussed in detail when you are assigning portal access 
to your customers. For more information, see 7.2.1 Setting up default customer portal.

The main contact will be listed at the top of the list of all contacts and is the main point of communications for 
all matters that concerns the account. Over time, you might want to identify a new main contact after adding 
more contacts to that account. Your main contact will change based on the amount of correspondence with a 
new contact person, changes in the role of the main contact, or based on the fact that the original main contact 
has left that company.

By default, all users who can view the accounts can modify the contacts for accounts.

To change the main contact:

1. Type the account code or account name in New: Account on the left menu bar, and then click . 
Alternatively, go to Customers  Reports  Accounts  Search. Defi ne the relevant search criteria, and 
then click Show. On the search results page in the Account name column, click the name of the relevant 
account. You will see the following page:

Note: If you do not see  New: Account on the left menu bar, click Preferences at the bottom 
of the left menu bar or on the top right of the page and select Accounts in the Left-
Lower box to show New: Account on the left menu bar. Then, click Save. 

Chapter 3 | Accounts Management

 65



2. Under the Contacts section, the main contact person is indicated with . Click the name of a different 
contact that you want to indicate as the main contact, and then click Edit. You will see the following page:

3. Under the Contacts section, select the Main check box to indicate this contact as the main contact.
4. Click Save to save the changes.

3.4.3 Double contact entry management

Similar to accounts, you would want to make sure that there are no multiple entries of contact persons listed 
for your accounts. If the information of a contact is entered twice, there may be a possibility that the contact 
is treated as two separate contact persons. Therefore, any other related information that your company has 
acquired when conducting business with the account might be split over these two entries or linked to both 
contacts. Depending on which contact you use, this will give you only partial information regarding the 
contact and the account.

There may also be cases whereby different employees enquire for the same information from the same contact 
person, and your customer may end up having a bad impression of your company. The confusion that results 
from a miscommunication can have a negative impact on the relationship that you are trying to build and 
maintain with that account and specifi cally that contact.

One of the highlights of Exact Synergy Enterprise is being able to provide a single access point for all account 
related information and this includes the contact information captured in a certain account. You can maintain 
the integrity of the contact information using the double contacts report and the deduplication function. You 
can use either method to validate and merge your contact information, depending on how you want to manage 
the duplicate contact information. For more information on the deduplication function, see 3.3.4 Double 
account entry management.

To validate and merge duplicate entries for contacts, function right 495 — Maintain CRM data when 
MainCRMBackOffi ce is set for current division is required. Users with the Administrator and General 
manager roles have this function right.
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To validate and merge duplicate entries for contacts in account cards:

1. Go to Customers  Reports  Quality analysis  Doubles - Contacts. Defi ne the relevant search 
criteria, and then click Show.

2. If there are double entries of contacts, the results will be displayed, as shown in the following example:

3. Click Validation to merge these contacts. You will see the following page:

4. Select the respective check box in the Source column if you want to copy any information from the 
contact, and then delete it after merging. If you want the other contact information to be merged to this 
contact and retained after merging, select the option in the Target column.

5. Click Merge to confi rm the merging of the duplicate entries.

Note: For each account with multiple contacts, you can only select one option in the Target
column, whereas you can select more than one option in the Source column.
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6. A message “Confi rm: Merge” will be displayed. Click Yes to confi rm the merging. The information from 
the source will be copied to the target and the source will be deleted. Only information that is not available 
at the target will be copied from the source. Click No to cancel the merging.

7. Click Close to exit.

3.5 Following-up on Accounts

Now that you have captured the accounts together with the respective contact information in Exact Synergy 
Enterprise, you can utilize the account and contact information to follow-up on your current and prospective 
customers.

3.5.1 Changing account types

As a result of your sales and marketing activities, you would have acquired a large number of accounts from 
various marketing activities, such as acquiring the database of target customers, customer surveys, and 
promotions. Typically, these potential customers are called suspects within the sales cycle.

Initially, you will introduce your company, products, or services to a suspect. Having started communications 
with the suspect, the suspect will then become a lead. If the lead shows a strong interest in your products 
and services, the lead will advance to become a prospect. At this stage of the sales cycle, you will be creating 
quotations, coming up with proposals, and holding negotiations with the prospect to fi nalize business deals. 
When the prospect purchases your products and/or subscribes to your services, you will gain a new customer.

In Exact Synergy Enterprise, you can change the type of accounts as required from time to time. There are 10 
types of accounts defi ned for you to use to classify your accounts. The following account types are available:

– Associate — This type of account is used to describe a person or company who has a special non-
product relationship with your company. Some examples include members of the board, investors, and 
competitors.

– Bank — This type of account is used to describe a special supplier of fi nancial services to your company.
– Customer — This type of account is used to describe a person or company that has purchased your 

products or services. There are three ways to create a customer account, as stated in the following:
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– Changing a Prospect account to a Customer account, and then entering the debtor code. For more 
information, see 3.5.4 Assigning debtor codes.

– Creating a contract for the Prospect account.
– Creating a Customer account.

– Division — This type of account is used to describe a part of your company, which has its own legal 
responsibility, and its own administrative, and functional autonomy.

– Lead — This type of account is characterized by the business activities executed after the initial contact, 
such as meeting and presenting your products and services to a person or company.

– Not validate — This type of account is used to describe an account that should be validated before it is 
changed to a different type.

– Prospect — This type of account is used to describe a person or company that has expressed a strong 
interest in your products and services. You can use a sales forecast request to capture the demand from this 
potential customer.

– Reseller — This type of account is used to describe a person or company that has a relationship or contract 
with your company to sell and support your products and services. The contract states what is expected 
of the reseller and what the reseller will receive in return for supporting and selling your products and 
services. Also, resellers may manage other indirect sales channels and customer accounts with the status 
Active and Reference.

– Supplier — This type of account is used to describe a person or company that has a relationship or 
agreement with your company to deliver one or more products and services to your company.

– Suspect — This type of account is used to describe a person or company that has the potential to become 
your customer in the future. You may have acquired these accounts through various marketing activities, 
such as acquiring the database of target customers, customer surveys, and promotions.

To modify account types (except for reseller and customer accounts), function right 291 — Allows to 
edit account type, except reseller and customer is required. Users with the Controller and Customer 
manager roles have this function right.

To modify account types from Customer to Reseller, function right 406 — Allows to change account 
type from customer to reseller is required. Users with the Reseller manager role have this function right.

To change account types for accounts:

1. Type the account code or account name in New: Account on the left menu bar, and then click . 
Alternatively, go to Customers  Reports  Accounts  Search. Defi ne the relevant search criteria, and 
then click Show. On the search results page in the Account name column, click the name of the relevant 
account. Next, click Edit. You will see the following page:

Note: If you do not see New: Account on the left menu bar, click Preferences at the bottom 
of the left menu bar or on the top right of the page and select Accounts in the Left-
Lower box to show New: Account on the left menu bar. Then, click Save.
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2. Under the Marketing section at Type, select a different type of account.
3. Click Save to change the type of account, and then click Close to exit.

3.5.2 Changing account statuses

There may be customers, prospects, leads, suspects, and other accounts that will discontinue doing business 
with you over time. This could be due to fact that the accounts have found more competitive suppliers or 
are dissatisfi ed with your products or services. As for leads and suspects, they may not advance to become 
prospects or customers should they choose products and services that are provided by your competitors. Thus, 
you may need to update the statuses of these accounts on the account card from time to time.

The following statuses are available for your accounts:

– Active — This status is used to indicate that the account has an active business relationship with your 
company.

– Blocked — This status is used to indicate that no transactions are currently allowed for this account.
– Inactive — This status is used to indicate that no transactions are allowed for the account and that the 

account is no longer doing business with your company.
– Not validated —This status is used to indicate that the account is not validated yet and has not been 

categorized as a specifi c account type.
– Passive — This status is used to indicate that the account has purchased your products or subscribed to 

your services. However, the account has since stopped making further contributions to your company’s 
revenue.

– Pilot — This status is used to indicate that the account is using products or services that have not been 
commercially released by your company.

– Reference — This status is used to indicate a customer or reseller account that is extremely satisfi ed with 
your products or services.
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Different statuses are available should you need to change the status of an existing account when you are 
editing the account card. However, the change of status depends on the type of account. The types of statuses 
that you can select when making the status change for each account type is shown in the following table:

Account type Status

Associate Active, Inactive

Bank Active, Inactive, Blocked

Customer Active, Inactive, Passive, Blocked, Pilot, Reference

Division Active, Inactive

Lead Active, Inactive

Not validated Not validated

Prospect Active, Inactive

Reseller Active, Inactive, Blocked, Reference

Supplier Active, Inactive, Blocked

Suspect Active, Inactive

To modify the status of accounts except customer and reseller accounts, function right 294 — Allows to edit 
status of account except customer and reseller is required. Users with the Customer manager role have this 
function right.

To modify the status of customer accounts, function right 292 — Allows to edit status of customer account 
is required. Users with the Customer manager role have this function right.

To modify the status of reseller accounts, function right 293 — Allows to edit status of reseller account is 
required. Users with the Reseller manager role have this function right.

To change statuses of accounts:

1. Type the account code or account name in New: Account on the left menu bar, and then click . 
Alternatively, go to Customers  Reports  Accounts  Search. Defi ne the relevant search criteria, and 
then click Show. On the search results page in the Account name column, click the name of the relevant 
account. Next, click Edit. You will see the following page:

Note: If you do not see New: Account on the left menu bar, click Preferences at the 
bottom of the left menu bar or on the top right of the page and select Accounts in the 
Left-Lower box to show New: Account on the left menu bar. Then, click Save.
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2. Under the Marketing section at Type and Status, you will see the type and current status of the account. 
Depending on the type and status of the account, you will see the following buttons: Active, Blocked, 
Inactive, Not validated, Passive, Pilot, and Reference. Click the relevant button to change the status 
of the account. The page will automatically exit and the change will be saved.

3.5.3 Viewing all activities and correspondence related to the accounts

You can manage your accounts by keeping track of the business transactions, sales and marketing activities, and 
correspondence related to the accounts. Customers may be allowed access to your Exact Synergy Enterprise 
database to create purchase requests, obtain product information, request for support, and update their account 
details. Thus, the request links, request reports, requests graph, activity reports, and the documents attached to 
the account can be used to keep track of your customers.

If you have defi ned the customer portal, you may want to track the usage frequency and the reasons why the 
customer portal is used. This is because customers, who access your Exact Synergy Enterprise database, can be 
allowed to perform a variety of functions, such as the following:

– Create, search, and view documents.
– Create, search, and view requests that contribute to the workfl ow.
– View fi nancial data and reports related to the account and its child accounts.
– Modify the customer’s own account card information.

For more information about the customer portal, see 7.2 Customer Portals.

Viewing activities

You can trace the activities of your accounts using reports that are available in Exact Synergy Enterprise. The 
activity reports allow you to view a list of documents and requests that have been recently viewed or created by 
the account. It also provides information on the accounts that are currently logged on to the system and which 
application page a specifi c user is using at a specifi c time and date.

To view accounts, function right 524 — View account card is required. Users with the Customer manager
role have this function right.
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To view activities related to accounts:

1. Type the account code or account name in New: Account on the left menu bar, and then click . 
Alternatively, go to Customers  Reports  Accounts  Search. Defi ne the relevant search criteria, and 
then click Show. On the search results page in the Account name column, click the name of the relevant 
account. You will see the following page:

2. Under the Activity section, click Read - Recent to view a report on the past activities of the account. 
This report allows you to track activities related to the account, such as creating and viewing documents, 
requests, and account information. Click Close to return to the account card after you have fi nished 
viewing the report.

3. Click Log: Application to view a report on the application log, which contains information on the 
applications that are currently being accessed and the historical data of the applications that have 
previously been accessed. Click Close to return to the account card after you have fi nished viewing the 
report.

4. Click Close on the account card to exit.

Viewing correspondence

Using the account cards as a single and main point of information, you can also keep track of all correspondence 
related to the account. You are able to link e-mails, business proposals, and quotations in the form of 
documents in Exact Synergy Enterprise. In addition to that, you can link a contract for the account to the 
account card itself, access requests that are relevant to the account directly from the account card, view all 
related opportunities, and view all transactions that are registered for the accounts.

To view accounts, function right 524 — View account card is required. Users with the Customer 
manager role have this function right.

Note: - If you do not see New: Account on the left menu bar, click Preferences
at the bottom of the left menu bar or on the top right of the page and select 
Accounts in the Left-Lower box to show New: Account on the left 
menu bar. Then, click Save.

- If the Activity section is not displayed, click Customize on the account 
card and select Activity and the required items, such as the Read – Recent 
and Log: Application check boxes under the Activity section to be 
displayed.
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To view correspondence for accounts:

1. Type the account code or account name in New: Account on the left menu bar, and then click . 
Alternatively, go to Customers  Reports  Accounts  Search. Defi ne the relevant search criteria, and 
then click Show. On the search results page in the Account name column, click the name of the relevant 
account. You will see the following page:

2. Under the Monitor section, you will see the links that allow you to access other entities in Exact Synergy 
Enterprise related to the account. Click Contracts to view all contracts signed with the customer. You 
will see a list of contracts if there are contracts linked to the account.

3. Click Workfl ow to get a complete list of all sales cycle activities in the workfl ow of the account. You will 
see a list of requests that may include checked tasks, tasks, and appointments. On the Workfl ow page, 
you can also specify the report criteria under the Criteria section, and then click Refresh to display only 
the requests you want to see.

4. Click Documents to view the documents created for the account, such as quotations, proposals, and 
presentation materials.

5. Click Transactions to view all transactions for the account.

6. Under the Requests section, you will see a list of requests that are linked to the account. These requests 
are listed in descending order (from most current to the earliest) by the created dates. Click the request ID 
link to take action on the relevant requests.

Note: If you do not see New: Account on the left menu bar, click Preferences at the bottom 
of the left menu bar or on the top right of the page and select Accounts in the Left-
Lower box to show New: Account on the left menu bar. Then, click Save.

Note: You will only see the requests if there are requests linked to the account.
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7. Under the Requests: Reports section, click Quality analysis to view a report of the number of requests 
per request type and the total duration taken to complete the task. The following page is an example of the 
analysis of your requests:

8. Click Hours / Quantity / Amount to view a report of the number of requests per type. The following 
page is an example of the report of the number of requests per type:

9. In the Count column, click the number to display the requests for a specifi c month in the workfl ow of the 
account.
The following page is a sample of the requests in a workfl ow of an account:

10. Click Close to exit.
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3.5.4 Assigning debtor codes

When an order has come through from a prospect, your prospect becomes your customer. Before you are able 
to change a Prospect account to a Customer account, you need to link the Prospect account to a debtor code.
A debtor code is used to store fi nancial transactions of this customer in your back offi ce. When you directly 
create a Customer account, a debtor code will be generated automatically. You do have the options to change 
the debtor code at the moment of creation.

To assign a debtor code, function right 564 — Maintain division debtor is required. Users with the 
Controller, F&A staff, and Customer manager roles have this function right.

To assign debtor codes to Prospect accounts:

1. Type the account code or account name in New: Account on the left menu bar, and then click . 
Alternatively, go to Customers  Reports  Accounts  Search. Under the General section at Type, 
select Prospect. Defi ne the relevant search criteria, and then click Show. On the search results page in the 
Account name column, click the name of the relevant account. The account card will be displayed.

2. Under the Financial section, click Debtor code at New.  

3. The Accounts: New Debtor page will be displayed. Under the Financial section, type the code at 
Debtor code.

4. Click Save to save the debtor code.

Note:  If you do not see New: Account on the left menu bar, click Preferences at the 
bottom of the left menu bar or on the top right of the page and select Accounts in the 
Left-Lower box to show New: Account on the left menu bar. Then, click Save.
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3.6 Activating and Exploring the Person (or Natural person) Feature

Exact Synergy Enterprise product update 250 introduced a new functionality for accounts and contacts, 
called Person (or Natural person). With the Person or Natural person feature, business relationships are no 
longer limited to Business-to-Business (B2B) but have also been extended to the Business-to-Consumer (B2C) 
markets. 

Person (or Natural person) is a separate entity which supports registrations of people in Exact Synergy 
Enterprise where it comprises of two basic types: a person account (being a customer/supplier) and the contact 
person of a company account that you are doing business with.

Hence, you will be able to create an account based on a company in Exact Synergy Enterprise, and an account 
based on a person. Furthermore, you can leverage on the CRM information through the contact persons of 
company-based accounts to provide you insights to the people who are involved in the businesses. 

To edit account codes, function right 411 – Allows to modify the account code is required. Users with 
Customer manager or Administrator role have this function right. 

To view inactive customer accounts, function right 289 – View inactive customer accounts is required. 
Users with Customer manager role have this function right. 

To edit account types except for reseller and customer accounts, function right 291 – Allows to edit account 
type, except reseller and customer is required. Users with Customer manager role have this function right. 

To edit the status of customer accounts, function right 292 – Allows to edit status of customer account is 
required. Users with Customer manager role have this function right. 

To edit the status of accounts except for customer and reseller accounts, function right 294 – Allows to edit 
status of account, except customer and reseller is required. Users with Customer manager role have this 
function right. 

To display account fi elds, function right 430 – Maintain CRM account fi eld visibility is required. Users with 
Administrator role have this function right. 

To customize account cards, function right 498 – Allows to update the company wide account card 
customization is required. Users with Administrator role have this function right. 

To view, create, and modify database hosting of accounts, function right 344 – Maintain database hosting 
settings is required. Users with Administrator role have this function right. 

To view and modify the background rating application, function right 337 - Allows to execute background 
rating application is required. Users with Customer manager and Administrator role have this function 
right. 

To delete accounts, function right 355 – Allows to delete accounts is required. Users with Customer 
manager role have this function right. 
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3.6.1 Activating Person (or Natural person) feature

The Person (or Natural person) feature requires activation before person accounts can be created . The 
Person (or Natural person) feature can also  be linked to contact persons. To defi ne account settings, function 
right 222 – Maintain CRM settings is required. Users with Administrator or Customer manager roles 
have this function right.

To activate the Person (or Natural Person) feature:

1. Go to Customers  Setup  Other  Settings.
2. Click Edit.
3. Under the Persons section, select the Activate: Person check box. By default, this check box is selected. 

4. Click Save, and then Close to exit.

3.6.2 Creating Person (or Natural person) accounts

You can create accounts based on a person, namely customer person accounts, prospect person accounts, and 
supplier person accounts. 

To create Person (or Natural Person) accounts:

1. Go to Customers  Entry  Entry  Account.

2. On the Select: Type page, select the required type of account under the Type: Person section. The 
Accounts: New (Person) page will be displayed. The account type that is displayed on the title page 
varies, depending on the type of account you have selected. A person account can be Prospect (Person), 
Customer (Person), and Supplier (Person). The following Account: New – Customer (Person) page 
will be displayed, if you have selected Customer under the Type: Person section.
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3. Defi ne the required fi elds, and then click Save to save the person account information. A customer person 
account has been created, as shown in the following:

3.6.3 Adding contacts to Person (or Natural person) accounts

To add contacts to Person (or Natural person) accounts:

1. Go to Customers  Reports  Accounts  Search. Under the General section, select the Person check 
box at Account: Type. Defi ne other required search criteria and click Show. On the Accounts: Search
page, click the required person account hyperlink in the Account name column.

2. On the person account card, click Add in the Link section.

Note: Unlike the company-based accounts, the Contacts section will not be displayed in a 
person account card. Instead, the Links section displays all linked accounts and contacts 
of this person. 
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3. On the Select: Type page, select Add contact person to an account.

4. On the Add contact person to an account page under the Account section, select the required account 
for which you want to add the contact person. 

5. Once the account is selected, Exact Synergy Enterprise will check if the information entered matches any 
of the existing contacts on the person account card. When no match is found, the following page will be 
displayed, requesting you to select the information from the contact card that you want to be copied to the 
person account card.

6. Click Confi rm to accept the selections. Exact Synergy Enterprise will redirect you to the contact card in 
the edit mode. Some of the fi elds are prefi lled with the information copied from the previous step. These 
fi elds can be amended. Defi ne the other fi elds.
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7. Click Save. The person contact card (view mode) will be displayed. Under the Link section, you will be 
able to view all the accounts linked to this person. The following example shows the person, Carmen, is a 
customer (Account: 602673). She is also a contact of LunchDelivery (another account). This shows that 
Carmen is a customer herself and also working for the LunchDelivery company as the Purchase Director. 

3.6.4 Registering person accounts for prospects, customers or suppliers

At times, you may have customer person accounts as suppliers and vice versa.  

To register person accounts for prospects, customers, or suppliers:

1. Go to Customers  Reports  Accounts  Search. Under the General section, select the Person check 
box at Account: Type. Defi ne other required search criteria and click Show. On the Accounts: Search 
page, click the required person account hyperlink in the Account name column.

2. On the person account card, click Add under the Link section. Depending on the current type of the 
person account, the availability of the account type registration options may differ. Customer person 
accounts can be registered as supplier person accounts, as shown in the following. 

3. On the Select: Type page, select Register as a supplier.

4. On the Register as a supplier page, select the required contact information with which you want to 
create the person account card. In this case, it is the supplier person account.

Note: You can also add contacts to accounts from contact cards by clicking Add under the Link 
section on the contact card.
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5. Click Confi rm to accept the selections. Exact Synergy Enterprise will redirect you to the person account 
creation page. The following is an example of a supplier person account creation page. Some of the fi elds 
are prefi lled with the information copied from the previous step. These fi elds can be amended.

6. Click Save. The person contact card (view mode) will be displayed. Under the Link section, you will be 
able to view all the accounts linked to this person. 

Note: You can also register person accounts for prospect, customer, or supplier person accounts 
from contact cards by clicking Add under the Link section on the contact card.
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3.6.5 Removing the linked accounts from Person (or Natural person) accounts

To remove the linked accounts from the person accounts:

1. On the person account card, click Edit, and then click Unlink. Alternatively, on the contact card, click 
Edit, and then click Unlink, as shown in the following:

3.7 Reports

There are a number of reports available in Exact Synergy Enterprise that can be used to manage your accounts. 
With these reports, you can also defi ne the criteria for your reports in order to gain more specifi c information 
about your accounts.

3.7.1 Accounts-sector reports

The accounts-sector report gives you an overview of the accounts based on the sectors that they belong to. You 
can use this report to view the distribution of the sectors for all types of accounts.

All users can access the accounts-sector report.

Note: Once unlinked, the following processes will happen:
- On the person account card, the contact will be removed from the Links 

section.
- The contact card will revert from the edit mode to the view mode.
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To generate reports for accounts by sector:

1. Go to Marketing  Reports Customers  Sectors. Defi ne the relevant criteria, and then click Show. 
The following page is an example of the results depending on the criteria defi ned:

2. In the Description column, you will see an overview of sectors and accounts that are grouped according 
to these sectors. For each sector, you can see the percentage of accounts in the % column, and the number 
of accounts in the Count column. The graphical representation of the percentage and the number of 
accounts for a sector relative to the other sectors are shown in the Graph column.

3. Click Close to exit.

3.7.2 Accounts classification reports

You can use this report to get an overview of your accounts that are grouped by the classifi cation of their 
business. This is useful for you to know to which classifi cation a majority of your suspects, leads, prospects, 
and customers belong to. You can then formulate better marketing strategies and design products and services 
that cater to your customer’s needs.

All users can access the accounts-classifi cation report.

Tip: To save a copy of the report in a Microsoft Excel sheet, click  Export: Excel at the 
title bar. In the File Download box, click Save. To print a copy of the report, click  
Printable at the title bar.
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To generate reports for accounts by classifi cation:

1. Go to Marketing  Reports Customers  Classifi cations. Defi ne the relevant criteria, and then click 
Show. The following page is an example of the results depending on the criteria defi ned:

2. In the Description column, you will see an overview of classifi cations and the accounts that are grouped 
according to the respective classifi cations. For each classifi cation, you can see the percentage of accounts in 
the % column and the number of accounts in the Count column. The Type column indicates the type of 
accounts that can be linked to the respective classifi cations. The graphical representation of the percentage 
and the number of accounts for a classifi cation relative to the other classifi cations are shown in the Graph
column.

3. Click Close to exit.

3.7.3 Accounts rating reports

You can get an overview of the amount of revenue generated by the contracts gained from doing business with 
your accounts. This is useful for you to measure your own sales cycle performance and also obtain a summary 
of the revenue earned from your current contracts. From this report, you can also view the revenue size that is 
most common for each type of account type. For example, you can see that customer accounts usually generate 
between EUR 100,000.00 to EUR 10,000,000.00 in revenue, which falls under Rating 1.

All users can access the accounts-rating report.

Tip: To save a copy of the report in a Microsoft Excel sheet, click  Export: Excel at the 
title bar. In the File Download box, click Save. To print a copy of the report, click  
Printable at the title bar.
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To generate reports for accounts by rating:

1. Go to Marketing  Reports  Customers  Ratings. You will see the following page:

2. At View, select List for a list of ratings that are linked to accounts grouped by the account type. Select 
Pyramid for a graphical representation of the ratings that are linked to accounts in the form of a pyramid, 
or Pie for a graphical representation of the ratings that are linked to accounts in the form of a pie chart.

3. Defi ne the relevant criteria for the other fi elds and click Show.
4. Click Close to exit.

Tip: To save a copy of the report in a Microsoft Excel sheet, click Export: Excel at the 
title bar. In the File Download box, click Save. To print a copy of the report, click 
Printable at the title bar.
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Examples of reports for accounts by rating

If you have selected the List view, you will see a list of ratings that are linked to accounts, grouped by the 
account type. The number of accounts linked will be displayed in the Count column and the percentage, in the 
% column.

If you have selected the Pyramid view, you will see a graphical representation of the ratings that are linked 
to accounts in the form of a pyramid. Each segment of the pyramid represents a rating and each individual 
pyramid represents a single account type.
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If you have selected the Pie view, you will see a graphical representation of the ratings that are linked to 
accounts in the form of a pie chart. Each segment of the pie represents a rating and each pie chart represents a 
single account type.
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4. Marketing Campaigns
Now that you have laid the foundation for your CRM strategy by entering your accounts into Exact Synergy 
Enterprise, it is time to look at how Exact Synergy Enterprise can support the processes for your CRM 
strategy.

As described in Chapter Two, the fi rst processes of CRM are marketing and sales. This section will describe how 
Exact Synergy Enterprise can help you automate parts of those processes.

In general, it is hard to see every process shown in Chapter Two as a separate process. This is because they all 
overlap with each other since they share that common goal of ensuring that you build a lasting relationship 
with your customer that is benefi cial for both parties.

This section will describe one specifi c way of using your marketing and sales processes with Exact Synergy 
Enterprise and it is only one of the examples on how to use it.

We will start by describing the setup and execution of a marketing campaign. Then your sales force will follow 
up on the information gathered from that campaign and manage these responses. Next, we will discuss about 
newsletters and how it can be used to constantly inform customers and partners of the latest happenings.

After analyzing the responses obtained from the marketing campaign, the sales force will approach potential 
customers. This will be recorded as opportunities and will be discussed further in the next chapter.

Business benefits:  – Easy to manage multiple campaigns.
 – Linking multiple target groups to a campaign makes it possible to use multiple 

channeling strategies.
 – All campaign activities and actions are collected in a single place.
 – Able to measure the success of a campaign by linking the campaign budget to the 

opportunities that materialized from the campaign.
 – Easy to send out bulk e-mails or letters to all accounts that are linked to the 

campaign or target group.
 – Create additional sales by informing customers about new or additional products.
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4.1 Preparing Marketing Campaigns

Marketing is often the fi rst step in getting your name out to the public. People need to know about the existence 
of your company and the kind of products and services that you have to offer. To reach this goal, you need to 
conduct marketing activities.

The fi rst step in planning a marketing activity is to defi ne your target group, for example manufacturing 
companies. You defi ne a certain set of criteria, such as company size, geographical location, and number of 
employees that the target group needs to meet.

When you have defi ned those criteria, you can, for example, purchase addresses of companies that meet those 
criteria. In this case, we will assume that you have bought 500 addresses, which means there are 500 suspects.

4.1.1 Creating marketing campaigns

Now that a target group has been established and a number of suspects have been found from the addresses 
purchased, this has to be registered for future reference. Earlier in this manual, we described that the account 
card is the central point for all information and correspondence about that specifi c account.

You may want to have the same approach for each marketing campaign or event that you carry out. This allows 
you to quickly access all the required information in case you want to repeat a certain campaign or when 
you need some reference information for a new campaign. It will also give you a historic overview of your 
campaigns and the results of each campaign.

In Exact Synergy Enterprise, you use a project to collect all information about a certain marketing campaign.

With a project, you are able to manage your marketing event and plan all actions related to it. You are also able 
to link your target groups, all communications, mail merges, and letters for a campaign together.

To create a project, you need to have function right 311 — Allows to create new project. Users with the 
Project administrator and Production manager roles have this function right.

To create projects:

1. Go to Projects  Entry  Entry  Project. You will see the following page:

 94 



2. Under the General section, type a project code at Code.
3. Type a description for the project at Description.
4. At Security level, type or select the security type or security level for the project. If the project is only 

visible to the project members, select the Only visible to members check box.
5. Type or select the campaign manager at Manager.
6. At Start date – End date, type or select the planned start and end dates of the project. If you leave this 

blank, the system will fi ll in the current date as the planned start date and the same date of the next month 
as the planned end date.

7. Select the Use deliverables & WBS check box to use deliverables and work breakdown structure (WBS) 
for the project.

8. Select the Allow hour & expense entry for non-members check box to enable hour and expense entry 
on the project for the non-members. 

9. Under the Contract section at Account, type or select an account to link the account to this project. This 
fi eld is available only when you are creating or modifying a Fixed, Time & Material, or Internal project.

10. Type or select a project to link the project as a parent for this project at Parent. If you are creating a child 
project, this fi eld cannot be edited as it will follow the name of the parent project. Once you select a parent 
project, the Code fi eld will be prefi lled by the system. However, if you have defi ned the code before 
selecting a parent project, the code will not be overwritten by the system. 

11. Click Save to create the project, and then click Close to exit.

Note: Once the check box has been selected, it cannot be cleared.

Note: Only Active and Proposed projects can be selected as a parent. By linking the projects, 
you can gain access to a high-level monitoring, which includes all the related projects in a 
single overview.

Note:  – All fi elds with the “!” icon are mandatory.
 – To activate your marketing campaign, open the project card again and select Active 

at Status under the General section.
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4.1.2 Linking target groups to marketing campaigns

The next step is getting the addresses that you have purchased into Exact Synergy Enterprise and linking them 
to the marketing campaign.

You can easily upload accounts from a comma separated value (CSV) fi le or Microsoft Excel as described in 
3.3.3 - Import Wizard. Normally, these accounts are uploaded as Suspects, which you can directly link to your 
marketing campaign.

Exact Synergy Enterprise allows you to link different target groups to a marketing campaign. You would do 
this if you want to treat the different target groups differently. For example, you can treat existing customers 
within a target group differently compared to suspects or potential customers for your yearly sales campaign.

You may want to send e-mails to your customers while sending letters to the suspects. Target groups are 
represented by child projects that are linked to a marketing campaign.

To create a child project, you need to have function right 311 — Allows to create new project. Users with 
the Project administrator and Production manager roles have this function right.

To create child projects:

1. Go to Projects  Reports  Search  Projects. Defi ne the relevant criteria to list the projects that are 
linked to a marketing campaign, and then click Show.

2. Select the required project by clicking the project code in the Project column. You will see the following 
page:

3. Under the Child projects tab, click New to create a child project as described in 4.1.1 Creating marketing 
campaigns. The child project will be automatically linked to the marketing campaign.
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4.2 Running Campaigns

Now that you have created your campaign and determined which companies will be targeted, you can begin 
running your marketing campaign.

Currently, there are a great number of methods to communicate with target groups, such as via telephone 
calls, e-mails, regular mails, faxes, chat programs, and web sites. Exact Synergy Enterprise offers support for a 
number of those methods.

4.2.1 Running campaigns using mail merge

You can reach your target groups effectively by using the mail merge function or Word Merge function. 

For more information on the Word Merge function, see Appendix G Exact Word Merge. 

The mail merge layout will act as a template that includes account-specifi c information, such as the company 
name, address, and date. This document can then be sent to your target groups via e-mail or printed letter.

A mail merge layout in Exact Synergy Enterprise contains special tags that insert account-specifi c or contact-
specifi c information into the document when it is generated. For example, the [BACO_CRMCompany.Name1] 
tag will be fi lled with the name of an account when you generate the document using the mail merge function.

To be able to perform a mail merge you need to fi rst create a mail merge layout. This is described in Appendix B 
Creating Mail Merge Layouts.

To execute a mail merge process, you need to have function right 160 — Allows mail merge from resource 
search. Users with the General manager, HR, or HR assistant roles have this function right.

To execute a mail merge process:

1. Go to Customers  Reports  Accounts  Search. You will see the following page:

Note: The Account: Type fi eld under the General section is displayed only if you have 
enabled the Person (or Natural person) feature. For more information, see 3.6 
Activating and Exploring the Person (or Natural Person) Feature.
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2. Defi ne the relevant criteria to select a target group, and then click Show. In this example, we will choose 
a target group that is linked to a marketing campaign. The following is a sample of search results based on 
the defi ned criteria:

3. Click Mail merge to execute the mail merge function. 

4. The Mail merge page will be displayed. Under the Criteria section, type or select a predefi ned mail merge 
layout at Layout. For more details on creating a mail merge layout, see Appendix B Creating Mail Merge 
Layouts. 

Note: When you create databases from product update 250 onwards, the Mail merge button 
will not be available. The Word Merge feature has replaced the mail merge functionality. 

Existing users moving to product update 250 will still have the old mail merge 
functionality by default, and this can be switched to the new Word Merge functionality. 
For more information, see Appendix G Exact Word Merge. When the New Word Merge
check box is selected on the Documents: Settings page, the Mail merge button will 
not be displayed. Instead, the Create letter and Create email buttons will be displayed.

 98 



5. Type a subject for the e-mails at Subject.
6. Select the Save: Documents check box to convert the e-mails to be sent out as documents in Exact 

Synergy Enterprise.
7. Under the Sender section, select the relevant option to defi ne the origin of the e-mail sender. By default, 

the option at Default is selected.
8. Under the Preview section at Account, type or select an account to preview how the e-mail will look like 

with account details before it is sent out. This is mandatory if you want to click Preview.
9. Click the relevant check boxes to send the e-mails to the corresponding accounts.
10. Click Printable to mail the letters or Mail merge to send the e-mails. After clicking Mail merge, a 

message with a link to the report log will be displayed, as follows:

11. Click Status: Report or go to HRM  Reports  Miscellaneous  Log: Mail merge to view the status 
of the mail merge. When the background job is executed, the e-mails will be sent or the letters will be 
printed. The process status in the Status column will then change to Completed. The following is a 
sample of the HRM: Log - Mail merge report:

4.2.2 Running campaigns using Microsoft Word mail merge

If you prefer to use Microsoft Word, you can use the Microsoft Offi ce Add-in functionality to merge the 
account information obtained from Exact Synergy Enterprise, into a Microsoft Word document you have 
created.

By creating a mail merge layout in Microsoft Word, you can save the documents on your computer. You 
can then print the letters created by the mail merge process directly from your computer. If required, the 
documents can be uploaded to Exact Synergy Enterprise.

Firstly, you need to create the letter in Microsoft Word. Then, you can add mail merge fi elds that will be fi lled 
with the account or contact information from the Exact Synergy Enterprise database.

To create a mail merge layout in Microsoft Word, no function right is required.

Note: For more information on the Exact.Jobs.SysHrMail background job that processes the 
mail merge, refer to Exact Synergy Enterprise Implementation  Manual.
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To run the campaign using Microsoft Word mail merge with Offi ce Add-in, see the following processes. 
However, this feature has been replaced by the mail merge functionality in Synergy Offi ce Integration, 
if you have installed Synergy Offi ce Integration. To run the campaign using Microsoft Word mail merge 
with Synergy Offi ce Integration, see Appendix D Creating Mail Merge Documents with Synergy Offi ce 
Integration. When you create databases from product update 250 onwards, the mail merge functionality from 
Synergy Offi ce Integration is no longer available in Microsoft Word. The mail merge functionality has been 
replaced by the new Word Merge functionality. For more information, see Appendix G Exact Word Merge. 

To create mail merge layouts in Microsoft Word:

1. Open the Microsoft Word document that you want to send to your target group to add mail merge fi elds 
into the document.

2. In Microsoft Word 2007, select the Add-Ins ribbon, and then click Exact Synergy Enterprise.
3. Select Merge fi elds, and then select CRM. The following shows all the possible fi elds available for 

merging:

4. Select the fi eld that you want to generate from the Exact Synergy Enterprise database. In this example, 
we choose Contact > Full name. The corresponding merge fi eld will be displayed in the Microsoft Word 
document, as follows:
Dear <<CRM_ContactPerson_FullName>>

When all merge fi elds have been added, you can start merging the letters. This process will create a document 
for each account that is included in the merge. The following is a sample of a mail merge layout and its results:
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To generate letters or e-mails via Microsoft Word, no function right is required.

To generate letters or e-mails using mail merge via Microsoft Word:

1. Open the Microsoft Word document that you want to send to your target group.
2. In Microsoft Word 2003, click the Exact Synergy Enterprise ribbon. In Microsoft Word 2007, select the 

Add-Ins ribbon, and then click Exact Synergy Enterprise. You will see the following page:

3. Select Merge, select CRM, and then click Search to search for specifi c accounts. You will see the 
following page:

Note: If you have a search template defi ned, select Template. For more information on 
creating an accounts search template, see Creating and modifying search templates (ID 
15.444.432). 
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4. Defi ne the relevant criteria for your search. In this example, we will search for accounts that are linked to a 
marketing campaign.

5. Click Merge after you have defi ned the criteria. Each account will now have a document created. You can 
print out all documents and send them by regular mail.

4.2.3 Running campaigns externally 

Apart from the above, there are also other ways of running a marketing campaign. These include:

 – Advertising in mainstream media.
 – Promoting products and services via fairs and related activities.
 – Direct marketing to potential and existing customers.

Even though you can run a marketing campaign in different ways, the objective should still be the same. All 
results of these campaigns can be saved in Exact Synergy Enterprise, so you will always have insight into the 
results of your campaigns.

4.3 Recording Campaign Responses and Following-up on Responses

After you have sent out your message to your target group, you can expect some response. Responses can come 
via various channels, such as web sites, e-mails, telephone calls, or faxes. As the response is a result of your 
marketing effort, you may want to make sure the response is registered.

4.3.1 Uploading e-mail responses

With Exact Synergy Enterprise, you can upload e-mails from Microsoft Outlook using Synergy Offi ce 
Integration. To be able to use this functionality, you need to have Synergy Offi ce Integration installed. For 
more information, see Appendix C Installation of Synergy Offi ce Integration.

To upload e-mails via Microsoft Outlook, no function right is required.

Tip: In Microsoft Word 2003, click Exact Synergy Enterprise from the menu. In Microsoft 
Word 2007, click Add-Ins from the menu, and then click Exact Synergy Enterprise.
Click Send to to access the following options:

 – New : Document — Select this option to combine the letters into a single Microsoft 
Word document.

 – Printer — Select this option to print the letters.
 – E-Mail — Select this option to send the documents directly via e-mail.
 – Exact Synergy Enterprise — Select this option to store these documents in a single 

place by uploading them to Exact Synergy Enterprise.
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To upload e-mails into Exact Synergy Enterprise:

1. Open Microsoft Outlook, for example in Microsoft Outlook 2010, double-click an e-mail to open it on a 
new page.

2. Under the Synergy ribbon, click Save to upload the e-mail directly into Exact Synergy Enterprise. 
Otherwise, click the arrow at Save and select Save As to defi ne the category and account where the e-mail 
should be saved. To measure the response you get on your campaign, select Save As to link the e-mail to 
the previously created marketing campaign in Projects. You will see the following page:
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3. Defi ne the required fi elds, and then click Save.

4.3.2 Using web response forms

In the public web sites that are defi ned in Exact Synergy Enterprise, it is possible to let the user enter questions 
that will become a part of the Exact Synergy Enterprise workfl ow, so that it can be quickly handled within the 
organization. This is done with the CRMQuestionnaire application where it allows the creation of a webpage 
for unregistered users to send in their responses.

CRMQuestionnaire serves several different goals. These include:

– recording accounts that are not-validated, which allows web guests to leave their name, address 
information, and their question,

– providing an entrance point to the customer portal and reseller portal,
– providing a place where customers and resellers can enter specifi c questions or remarks, for example, when 

they have problems with the portal or have forgotten the logon information for the portal, and
– showing request types of level zero as request types that can be used for entering questions and requests.

Setting up CRMQuestionnaire

Before you start setting up CRMQuestionnaire, you must make sure the user ExactWebguest is present in 
the database. For more information on how to check this and add the user if necessary, see Appendix E Setting 
Up ExactWebguest.

When the user ExactWebGuest is present in the database, you can create the link to the application. In 
the link, you can add a few parameters that will infl uence the way the question is handled. The following 
parameters can be used:

– Action — This controls the edit mode, only Action “0” and “2” are allowed at this time (New and 
update).

– NextSite — This is for creating special hyperlinks on the form.
– Question — This refers to the question put in the request.
– MailCountry (and other object properties) — This can be passed as default values.
– Nologin — If “1” is passed, the application will not show the login buttons for the portals.
– CType - This is the type of the account that enters the request; this includes C (Customer) or R 

(Reseller).
– RequestType — This is the type of the request that should be created.

Note: If you have installed Offi ce Add-in, specifi c settings for uploading e-mails need to 
be set up. When these settings have been set up, you can then upload your e-mails 
into Exact Synergy Enterprise. For more information on setting up Offi ce Add-in for 
Microsoft Outlook, refer to Chapter 7 - Related Matters of Exact Synergy Enterprise 
Implementation Manual.
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The following is an example of a link to CRMQuestionnaire. Keep in mind that you can either use this link 
on your web site, in the customer portal, or in a mailing to your accounts.

Using CRMQuestionnaire

Now that you have created the link to CRMQuestionnaire, it will be available to the customers and visitors of 
your web site depending on how you have communicated the link. People who access the application will see a 
form in which they can fi ll out some information about their organization and ask a question. The following is 
a sample of this form:

When the form is fi lled out, a new account with the status Not-validated will be created based on the 
information the visitor has put in. When this is an existing account, you can use the merge functionality 
described earlier in this manual to merge that account that is not validated with the existing account to prevent 
doubles from occurring. Alternatively, the Deduplication feature also can be used. For more information on 
managing duplicate accounts, see 3.3.4 Double account entry management.

 CRMQuestionnaire.aspx?Question=Please+provide+a+password+for+the+Reseller+Portal&NoLo
gin=1&CType=R&RequestType=103&MailCountry=NL
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After the form has been fi lled out and submitted, a request will be created and placed in the workfl ow of 
an employee depending on the fl ow that was defi ned for that request type. This is where you can register 
responses from a marketing campaign. This is done by creating a request type where the marketing project 
is linked to it by default. Thus, every response based on the marketing campaign will be registered under the 
project.

Advanced setup of CRMQuestionnaire

Exact Synergy Enterprise offers possibilities to improve the functionality of CRMQuestionnaire as well as 
improve the appearance of the form. Setting this up can be a complicated task and is highly dependent on your 
wishes. This is why the advanced setup will not be described in this manual.

In the customer portal of Exact at https://customers.exact.com, you can fi nd several help fi les about setting up 
CRMQuestionnaire. To learn how to set up a response after completing the form, see document Setting up a 
response after receiving a feedback (ID 16.364.952) on the customer portal of Exact.

4.3.3 Managing other response types

Responses from a marketing campaign cannot always be automatically saved in Exact Synergy Enterprise. 
Some examples of these include responses received by telephone calls, mails, and conversations from trade 
fairs. It is crucial that all responses are recorded so that your organization can act on them.

One way to record responses received is by creating a request in Exact Synergy Enterprise for every response. 
It is also advisable to create a specifi c request type to handle these responses. This will help in separating 
responses obtained from marketing campaigns via the other normal day-to-day requests.

When responses are recorded as a request, a person will be able to act on it since it will be displayed in their 
workfl ow. This helps to ensure that all responses received externally are acted upon.

4.3.4 Following-up on campaign responses

Apart from managing responses via requests, there are other ways to manage responses received from 
the marketing campaigns that are carried out. Responses received from marketing campaigns are mostly 
opportunities that should be further pursued.

Some examples of responses include discussions with potential customers during a trade show whereby the 
customers expressed interest in the product. Another example is when a potential customer enquires about the 
product via the web site, e-mail, or a telephone call. These responses can be viewed as an opportunity. Exact 
Synergy Enterprise allows you to monitor these opportunities and their progress through a defi ned sales cycle. 
This allows you to keep track of all available opportunities and their statuses.

For more information on opportunities, see Chapter 6 Sales Force Automation.
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4.4 Managing Newsletters

One of the ways of keeping your customers informed is by sending them regular newsletters. In these 
newsletters, you can inform them about the changes in your company, new products, or changes in specifi c 
services. Some of the benefi ts of sending out newsletters include:

– Keeping your customers involved in your company.
– Creating new leads by informing them about new products.
– Keeping the relationship with your customers at a good level by properly informing them about the 

changes in your service.

Newsletters can be sent by regular mail, but Exact Synergy Enterprise also allows you to send them via e-mail.

In order to effectively send newsletters to the relevant customers and partners, you must be able to select the 
correct target group. You can even create different newsletters based on different criteria, such as a newsletter 
for partners, customers, large enterprises, small enterprises, automotive industry, customers that were 
registered in the past six months, or customers in a certain state. To do this, go to Customers  Reports   
Accounts  Search and customize the search on the Accounts: Search page by defi ning the relevant search 
criteria. You can search for accounts for the above mentioned criteria by adding the Type, Size, Sector, Type: 
Since, or State fi elds, if they are not already available. You can also combine the criteria, such as searching for 
customers that are in the automotive industry and registered in the last six months, and who are also located in 
the local state.

This will list accounts that fi t your criteria. You can then send customized newsletters to the accounts that fi t 
the criteria.

To be able to send newsletters, the Exact.Jobs.SysHrMail.dll background job needs to be set up and 
confi gured. For more details about scheduling background jobs, see Chapter 5 Background Jobs Confi guration in 
Exact Synergy Enterprise Implementation  Manual.

Newsletters are created as documents in Exact Synergy Enterprise. When sending out these newsletters, you 
can follow the process as described at 4.2.1 Running campaigns using mail merge.

4.5 Reports

Reports are important tools that managers can use to monitor the progress of a marketing campaign. It can also 
be used to assess the effectiveness of a campaign.

4.5.1 Analyzing customer satisfaction

It is important to know the receptiveness of a marketing campaign. This can be recorded from the satisfaction 
of customers with regards to a campaign. To be able to view the satisfaction of a campaign in Exact Synergy 
Enterprise, you will need to use a request type specifi cally for that campaign to measure the satisfaction level.
For more information on analyzing customer satisfaction, see 7.3.1 Customer satisfaction.

To view the customer satisfaction report, no function right is required.

Chapter 4 | Marketing Campaigns

 107



To view reports on customer satisfaction for existing campaigns:

1. Go to Marketing  Reports  Customers  Customer satisfaction. You will see the following page:

2. Under the Left section, select the relevant request type at Request type. 
3. Defi ne the other relevant criteria and click Show to display the results. The following is a sample of a 

customer satisfaction report:

From the report, you are able to determine which elements caused the success of your marketing campaign. 
With this information, you are able to improve future campaigns.

4.5.2 Viewing overviews of current campaigns

Exact Synergy Enterprise allows you to view all the related information of a marketing campaign in a single 
place. Since each marketing campaign is recorded as a project, all the required information can be found on the 
project card.

To view this report, no function right is required.

Note: All fi elds with the “!” icon are mandatory.
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To obtain overviews of campaigns:

1. Go to Projects  Reports  Search  Projects. Defi ne the relevant criteria and click Show to search for 
the required project.

2. Select the project by clicking the project code in the Project column. You will see the following page:

From the project card, the following information can be obtained:

– Whether there are any child projects that indicate the different treatment of different target groups.
– From the Project monitor section of the project card, the budget and planning-related requests can 

be obtained. This shows the budgeted expenditure and the overview of activities that are planned 
respectively. These are described further in the following sections.

– From the Project monitor section of the project card, other related information, such as the documents, 
requests, and opportunities created, and employee planning can be viewed.

4.5.3 Viewing requests planned for marketing campaigns

In Exact Synergy Enterprise, you can view the requests of a particular marketing campaign conducted for a 
specifi c time period. This helps to provide an overview of the status of requests for the campaign. The request 
planning report provides information on all requests that are linked to a project and the planning for the project 
over a period of time. This report is useful for you to keep track of the activities for your marketing campaign or 
sales project.

To view the requests planned for a marketing campaign, no function right is required.

Note:  If you are not able to view some of the information, you can click Customize, and 
then select the relevant information that you want to display on the project card.
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To view all requests planned for marketing campaigns:

1. Go to Projects  Reports  Requests  Request planning. You will see the following page:

2. Under the Criteria section, type or select the relevant project at Project.
3. If you only want to view a specifi c type of request, select the type of request required at Type.
4. Under the Layout section at Scale, select the type of scale which you want to use to display the planning 

over the time period.
5. Select the range of dates at Date to view the requests within the specifi ed dates.

6. Next, select how you want to group the request that will be displayed at View:
– Members — Select this option to display the requests grouped by project members. The requests that 

are linked to the members are assigned to them. Requests that are not linked to any members will not 
be listed even though they belong to the project.

– Requests — Select this option to display the requests without any grouping.
– Item 1 — Select this option to display the requests grouped by items that are linked to the requests. 

Requests that are not linked to any item will not be listed even though they belong to the project.
7. Then, defi ne the other relevant criteria as necessary.
8. Click Show to display the results. The following is a sample list of all requests planned for a marketing 

campaign:

9. Click Close to exit.

Note: This is only available if you select Daily, Weekly, or Monthly at Scale. If you select 
Yearly, you will see Year where you can specify the year.
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4.5.4 Viewing marketing campaign budgets

As with most business activities, carrying out a marketing campaign involves cost. You may want to monitor 
the fi nancial budgets of your marketing and sales projects to weigh the benefi ts of the projects against the cost 
involved in carrying out the projects. The project budget report in Exact Synergy Enterprise can be used to 
obtain an overview of your project budgets. This report can be used to monitor your balance sheet and the 
profi t and loss summary for your marketing and sales projects. You can also choose to display the allocation of 
budget for the projects over a specifi c fi nancial period or based on the status of the allocated amount. The report 
can also be used to view the fi nancial entries made for a project.

To view this report, no function right is required.

To view budgets of marketing campaigns:

1. Go to Projects  Reports  Search  Projects. Defi ne the relevant criteria and click Show to search for 
the required project. Select the project by clicking the project code in the Project column.

2. Under the Monitor section, click Budget. You will see the following page:

3. Under the Criteria section, select a budget scenario at Scenario to display the budget for projects that are 
linked to this scenario.

4. At Layout, select the type of layout to display the budget for the project. The following layouts are 
available:

 – P&L / Status — Select this layout to display the budgets reported in the profi t and loss accounts 
based on the status of the corresponding budget amount. The total budget for the amounts of all 
status is summarized for each project.

 – Balance / Status — Select this layout to display the budgets reported in the balance sheet accounts 
based on the status of the corresponding budget amount. The total budget for the amounts of all 
status is summarized for each project.

 – P&L / Period — Select this layout to display the budgets reported in the profi t and loss accounts 

Note: All fi elds with the “!” icon are mandatory.

Note: You can create budget scenarios at Financial  Setup  Master data  Budget scenarios.
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based on the amount allocated for the corresponding fi nancial period. The total budget for each 
project is summarized for the amounts in all periods.

 – Balance / Period —Select this layout to display the budgets reported in the balance sheet accounts 
based on the amount allocated for the corresponding fi nancial period. The total budget for each 
project is summarized for the amounts in all periods.

 – Entry — Select this layout to display the entries for a specifi c budget scenario within the specifi ed 
fi nancial period.

5. At Statistical month / Period, select a fi nancial year, and then type the starting and ending periods 
within the fi nancial year for which you want to display the budgets for the projects.

6. Select the Draft, Approved, and/or Processed check boxes at Status: Budget to display the budgets 
for projects with the corresponding statuses.

7. Next, defi ne the other relevant criteria as necessary.
8. Click Show to display the results. The following is a sample of the budget report based on the defi ned 

criteria:

9. Click Close to exit.

Note: The fi nancial year and period are defi ned at Financial  Setup  General  Financial years 
 Periods
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1. Creating Quotations

2. Converting Quotations to Sales Orders in Exact Globe Next
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5. Price Quotations
Normally, a seller presents a price quotation to a prospective customer who intends to purchase the products 
or services from the seller. This list contains not only the costs of products or services that the prospective 
customer is interested in, but also relevant information, such as delivery time, technical specifi cations, et cetera.

At any given time, a customer can have one quotation or more to enable them to make the best choice out of a 
few sellers. Therefore, providing useful information in quotations is essential as they have the possibility to be 
turned into sales revenues for an organization.

5.1 Creating Quotations

There are two ways to create quotations, and they are:

– creating quotations manually, or 
– creating quotations using templates.

5.1.1 Creating quotations

Anyone can create quotations. However, you can only modify or delete quotations if:

– you are the owner of the quotation card, or
– you are the manager of the owner of the quotation card.

Business benefits:  – Allows your sales force to better understand the requirements of the prospective 
customers.

 – Provides sources of reference for your sales force for them to understand what was 
promised to the prospective customers, such as the discounts applied when buying 
in bulk, et cetera. This enables everyone in the team to take over one’s responsibility 
in handling the quotation if the owner of the quotation is not available.

 – Provides opportunities for your sales force to market other products and services.

Note: To create Word Merge templates for quotations with repeating lines and to generate 
quotations using Word Merge, see Appendix G Exact Word Merge.

Chapter 5 | Price Quotation

 117



To create quotations:

1. Go to Customers  Entry  Entry  Quotation or click New: Quotation at Quotation on the 
lower-left menu. You will see the following page:

2. Under the Quotation section at Account, type or select the account that the quotation is for. All types of 
accounts can be selected except for Bank, Employee, Division, and Supplier. 

3. At Contact, select the contact person for the quotation. The contacts available for selection are based on 
the account selected.

4.  Type or select the person who is in charge of the quotation at Owner. By default, the person who creates 
the quotation will be selected.

5. At Expiry date, type or select a date to specify the end date of the quotation.
6. Select a quotation template at Template if you want to create a quotation based on the selected template. 

To fi nd out how quotation templates can be created, see 5.1.2 Creating quotation templates.
7.  At Your reference, type the reference for the customer which the quotation is for.
8. Once you have defi ned the relevant criteria, you can start to defi ne the information about the item(s) for 

your customers in the Item, Quantity, and Discount (%) columns. Only items that match the following 
criteria are available for selection:
– items with the Active, Future, and Discontinued status,
– items with the Standard, Bulk issue, Labor hour, Machine hour, and Contract item type,
– items with the Sales attribute, and
– items with a security level less than or equal to your security level.

Note: When you create databases from product update 250 onwards, the Open in MS 
Word button will not be available. The Word Merge feature has replaced the mail 
merge functionality. The Open in MS Word feature has been replaced by Generate 
Quotation.

Existing users moving to product update 250 will still have the old mail merge 
functionality by default, and this can be switched to the new Word Merge functionality. 
For more information, see Appendix G Exact Word Merge. When the New Word Merge 
check box is selected on the Documents: Settings page, the Generate Quotation 
button will be displayed, replacing the Open in MS Word button.
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9. Finally, click Save to save the quotation.

Once a quotation has been created, a quotation number will be given for the quotation automatically. This is 
a running number and the next quotation number can be specifi ed under the Quotation section by clicking 
Edit at Customers  Setup  Other  Settings.

You are able to retrieve quotations created via Customers  Reports  Quotations  Search. Then, defi ne 
the relevant criteria and click Show. The following is a sample of a quotation created:

Note: When you create databases from product update 250 onwards, the Open in MS 
Word button will not be available. The Word Merge feature has replaced the mail 
merge functionality. The Open in MS Word feature has been replaced by Generate 
Quotation.

Existing users moving to product update 250 will still have the old mail merge 
functionality by default, and this can be switched to the new Word Merge functionality. 
For more information, see Appendix G Exact Word Merge. When the New Word Merge
 check box is selected on the Documents: Settings page, the Generate Quotation
button will be displayed, replacing the Open in MS Word button.

Note: All fi elds with the “!” icon are mandatory. 

Note: The value in the Discount amount column can be edited only if the No discount 
check box under the Attributes section on the item card, is not selected. If the value 
at Discount amount is modifi ed, the Discount (%) amount will be automatically re-
calculated.
The value in the Amount column can be edited.
The value in the Discount(%) and Discount amount columns will be re-calculated if 
the value at Amount is modifi ed.
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5.1.2 Creating quotation templates

When creating quotations, you have the option to use templates. A template consists of basic information for 
a quotation that is urgently needed or frequently created. Using templates to create quotations can eliminate 
redundant data entry and increase work effi ciency. This quotation template is also necessary if you want to 
perform a quotation mail merge.

Quotation templates can be created using Synergy Offi ce Integration and Microsoft Word. 

Once you have installed Synergy Offi ce Integration, you can proceed to create quotation templates.

To create quotation templates:

1. Open a new Microsoft Word document. You will see the following page:

2. In the Synergy ribbon, click the arrow at Save, and then click Save as. The following page will be 
displayed:

Note: Synergy Offi ce Integration only supports Microsoft Offi ce 2007 and 2010. For more 
information on the installation, see Appendix C Installation of Synergy Offi ce Integration.

Note: To create Word Merge templates for quotations with repeating lines, see Appendix G Exact 
Word Merge.
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3. Fill in your username and password that you use to log in to Exact Synergy Enterprise at User name and 
Password, and then click OK. You will then see the following page:

4. At Document, select Create new to create a new template. This fi eld is only available if you have an 
existing quotation.

5. At Subject, type the name of the template that you want to create.
6. Next, select Quotation template as the document type at Type.
7. Under the Main fi elds section at Save as, select Page.
8. Expand the Additional fi elds section to display the following page:
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9.  You can defi ne the security level of the template, the project and/or division to be linked to the template, 
as well as the language for the template.

10. Next, expand the Rights section to display the following page:

11. You can defi ne the edit and view rights, as well as the owner of the template.
12. Finally, click Save to save the template as a document in Exact Synergy Enterprise.

5.2 Converting Quotations to Sales Orders in Exact Globe Next

When creating sales orders based on quotations, it is important that the valuable information in the quotations 
is transferred quickly and accurately to sales orders. This is to ensure faster deliveries of goods and invoice 
processing.

With the integration between Exact Synergy Enterprise and Exact Globe Next, existing quotations in Exact 
Synergy Enterprise can easily be converted to sales orders in Exact Globe Next. 

This conversion is applicable if you are using Exact Synergy Enterprise product update 245 and Exact Globe 
product update 400 onwards.

Besides that, a few criteria must be met in order for the conversion to be carried out successfully. These are:

1. The Convert to back offi ce sales order check box under the Quotation section at Customers  Setup 
 Other  Settings must be selected.

2. Function right 740 – Allows to convert quotations to back offi ce sales orders is required. Users with 
the Sales manager role have this function right. The Create sales order button is available only if this 
point and the fi rst point are fulfi lled.

3. A debtor code must be linked to the account which the quotation is created for.
4. The back offi ce connection for the division of the quotation’s owner needs to be set up at System  Setup 

 Back offi ce  Back offi ce connection.
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5. The following Exact Globe Next entities must be exposed to ensure connection to Exact Globe Next 
is established. These are SalesOrderLine, SalesOrderLineHeader, Account, Resource, Item, 
PaymentCondition, and Exchange rate.

6. The synchronization of data between Exact Synergy Enterprise and Exact Globe Next must be done 
beforehand so that data can be transferred to Exact Globe Next. The data include:

 – the quotation owner’s ID,
 – the debtor code of the quotation account,
 – the payment condition of the quotation,
 – the exchange rate used in the quotation is defi ned in Exact Globe Next, and
 – all items specifi ed in the quotation are of sales item type.

Once all these criteria have been fulfi lled, you can start to convert quotations to sales orders.

To convert quotations to sales orders:

1. Go to Customers  Reports  Quotations  Search, defi ne the required criteria, and then click Show.
2. From the list of quotations displayed, click the hyperlink in the Quotation number column to view a 

particular quotation. An example of the following page is displayed:

Note: When you create databases from product update 250 onwards, the Open in MS 
Word button will not be available. The Word Merge feature has replaced the mail 
merge functionality. The Open in MS Word feature has been replaced by Generate 
Quotation.

Existing users moving to product update 250 will still have the old mail merge 
functionality by default, and this can be switched to the new Word Merge functionality. 
For more information, see Appendix G Exact Word Merge. When the New Word Merge 
check box is selected on the Documents: Settings page, the Generate Quotation 
button will be displayed, replacing the Open in MS Word button.
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3. Next, click Create sales order. This button is available only if the Convert to back offi ce sales order 
check box under the Quotation section at Customers  Setup  Other  Settings is selected and you 
have been assigned the function right 740 – Allows to convert quotations to back offi ce sales 
orders.

Note: Once the quotation is converted to a sales order, you will not be able to modify the information in 
the quotation. When you view the quotation, the Sales order no. fi eld will be available. You can click the 
hyperlink next to the fi eld to view the sales order. See the following page for an example of a quotation that 
has been converted to a sales order:
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6. Sales Force Automation 
Opportunities are important to an organization. If effectively monitored, they can be used as a yardstick to 
measure the potential revenue that can be realized at a later stage.

An opportunity is most useful in providing organizations an insight into the potential or calculated future 
revenue. This helps to ensure the survival of a business. It can also help in ensuring that a marketing event is 
followed up accordingly and that no opportunity is left out.

In monitoring the opportunities available, a manager is also able to determine the success rate of the team 
as well as the conversion ratio between different sales stages. This helps in determining the number of 
opportunities required in order to meet the target of the team.

Typically, opportunities can be used by sales employees. Other than that, the sales manager and top 
management can monitor the progress of opportunities to determine the future of the organization.

Opportunities can also be used for evaluating various activities including the success of marketing events, sales 
activities, sales stages, and items. The information can then be used to improve these activities.

Normally, an opportunity goes through a certain defi ned sales cycle. The sales cycle defi nes the processes, 
activities and stages that an opportunity should go through depending on the objectives. Different sales cycles 
are applicable to different sales objectives. In order to have successful opportunities, the sales cycles should be 
managed properly.

After going through the whole sales cycle, the success rate of opportunities can be analyzed to identify any 
bottlenecks or other success factors, if available. This can be used to improve the sales cycle so as to increase the 
success rate of opportunities.

By monitoring the opportunities and viewing the reports available, a manager is able to tell which opportunity 
is worth pursuing as well as foresee which opportunity will limit the team’s capacity in the future. The 
manager can also ensure that if the opportunity levels drop, the team can be asked to increase their effort to 
obtain more opportunities. This will indirectly lead to better future revenue chances.

6.1 Organizing Opportunities

An opportunity should, initially, have as much information as required. This allows you to quickly create the 
opportunity so that immediate action can be taken before the interest diminishes. However, as the opportunity 
is taken care of over time, more information should be gathered, such as the probability of success and the 
correct contact person for the opportunity, so that more informed business decisions can be made. In the end, 
only an opportunity that provides a lot of information is useful when conducting analysis in the future. 

There are multiple things that can be specifi ed in an opportunity. These are dependent on certain variables 
that should be set up. Setting up these variables will ensure that opportunities are organized properly and 
information contained in them is useful.

By organizing your opportunities, you can get enough information to determine the success rate of the 
opportunities as well as know the contributing parties that can make the opportunities a success. Organizing 
opportunities also tells you at a glance, the exact stage the opportunity is in, with regard to a particular sales 
cycle.
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The variables that should be set up include:

– having unique codes,
– having predefi ned sales cycles,
– specifi cations of sources,
– specifi cations of contact and partner roles, and
– recording reasons for losing the opportunities.

One of the most important information to be specifi ed for an opportunity is the sales cycle. This will allow it 
to be tracked accordingly and for the relevant activities to be carried out at the corresponding stages. For more 
information on sales cycles, see 6.1.2 Creating sales cycles.

– 

6.1.1 Assigning opportunity codes

In Exact Synergy Enterprise, each opportunity is identifi ed by a unique code. You can specify a format for this 
unique code. This can then be automatically applied to every new opportunity so that you do not have to assign 
codes to a new opportunity every time. Even though a code can be automatically created, it can still be changed 
by the user. This serves as a suggested code only.

To set up the auto-generation of opportunity codes, function right 222 — Maintain CRM Settings is 
required. Users with the Administrator and Customer manager roles have this function right.

Business benefits:  – Gives your sales force the required information and technology they need to 
manage leads and prospects.

 – With the sales funnel, you can determine bottlenecks and success factors in 
the sales process.

 – Automatic updates of account type based on the stage of the opportunity.
 – Easily creates opportunities for all accounts that are linked to a campaign or 

target group.
 – All opportunities get the right attention because activities are automatically 

created based on the stage of the individual opportunity.
 – Insight into the reasons as to why, whom or which stage an opportunity is 

lost.
 – Rates sales people based on the available extended reports.
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To specify code formats for new opportunities:

1. Go to Customers  Setup  Opportunity management  Settings. You will see the following page:

2. Under the General section, select the Security: Check - Roles check box to implement a checking on 
the availability of the function right 721 - Allows to view Opportunity card when people attempt to 
view opportunity cards. Depending on the role levels, information displayed on the opportunity cards 
may vary.

3. At Function right to customize search results, type or select a function right to allow customization 
of the Opportunities: Pivot analysis and Opportunities: Search pages whereby the Customize
icon on these two pages will be displayed. If this fi eld is not defi ned, the 

gg
Customize icon will always be 

displayed.

4. Under the Opportunity code section, select the Auto-generate opportunity code check box if you 
want to generate codes for new opportunities automatically.

5. Type a prefi x and number at Opportunity code: Prefi x and Opportunity code: Number respectively.
6. Under the Opportunity lost section, select Mandatory at Reason lost to make it compulsory to fi ll in 

the reasons for the lost when the Lost button is selected during viewing the opportunity cards. If you 
select Optional, you can always fi ll in the reasons later at Reason lost when editing opportunity cards.

7. Select Mandatory at Lost to competitor to make it compulsory to fi ll in the competitors to whom you 
lost the opportunity when the Lost button is selected during viewing the opportunity cards. If you select 
Optional, you can always fi ll in the competitors later at Lost to competitor when editing opportunity 
cards.

8. Click Save to create a code format, and then click Close to exit.

Note: This fi eld is available only if you have function right 222 – Maintain CRM settings. 
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6.1.2 Creating sales cycles

Opportunities can be tracked according to sales cycles. A sales cycle will typically go through different stages. 
In a business world, different sales cycles can be applied to many situations such as those based on products, 
customer segments, new business opportunities or cross-selling. As such, there should be a sales cycle defi ned 
for all these different groups.

In order to track opportunities in Exact Synergy Enterprise, a sales cycle must be created defi ned. Each 
opportunity will be linked to a sales cycle. This will allow different opportunities to be treated differently 
according to the nature of the opportunity. The sales cycle will list the number of sales stages that the 
opportunity will go through, give each stage a name, and link activities to the different stages via request types.

This allows for the creation of relevant requests to accompany each stage as it is reached. When creating an 
opportunity, it is mandatory to link a sales cycle to it. Based on this sales cycle, the opportunity will follow all 
the relevant stages as defi ned in the sales cycle.

To create a sales cycle, function right 5 — Create request types, and edit request types is required. Users 
with the Administrator role have this function right.

To create sales cycles:

1. Go to Customers  Setup  Opportunity management  Sales cycles, and then click New. You will 
see the following page:

2. Under the General section, type a description for the sales cycle at Description. 
3. Select the Active check box to activate the sales cycle. If it is not selected, the sales cycle will not be 

available for linking to any opportunity.
4. Defi ne the description, request type, and corresponding request status for each stage at Description, 

Request type, and Request status respectively. When the request status is reached, the next stage will 
begin.

Note:  – All fi elds with the “!” icon are mandatory.
 – At least two stages, with request types linked to each stage, must be defi ned. This is 

mandatory.
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5. Click Save to save the sales cycle, and then click Close to exit.

Scenario of how a sales cycle functions

In a sales cycle, each stage represents a major sales activity of your organization for the particular type of 
situation. The following is an example of a sales cycle:

When an opportunity is linked to a sales cycle, it will go through all the stages as specifi ed in the sales cycle. 
Each stage will be represented by a request type. Although you can use existing request types, it is also 
advisable to create special request types that will be used for sales cycles only. This helps create data that is more 
meaningful when the sales cycle defi nitions are later analyzed in reports.

In the example, the fi rst stage will be the Prospecting stage. When an opportunity is created and linked to 
this sales cycle, a request type Task will be created and sent to the relevant person. The opportunity will then 
be updated to the Prospecting stage. When the Task reaches the Processed status, the next request type, 
Customer discussion, will be created. The opportunity will be updated to stage two, which is the Needs 
Analysis stage.

With this method, the opportunity will go through all the relevant stages. When the request for the fi nal stage 
is satisfi ed, the deal will be Won.

6.1.3 Defining opportunity sources

In order to add more information for opportunities, sometimes it is advantageous to specify how the 
opportunity was obtained. This can be done by specifying a source when an opportunity is created. The 
opportunities can then be viewed in reports as grouped by sources. This will highlight the effectiveness of the 
sources in creating opportunities, such as from trade exhibitions or conducting cold calls, and will allow you to 
focus on the more successful sources in the future to obtain more opportunities.

To create an opportunity source, function right 604 — Maintain opportunity master data is required. 
Users with the General manager, Customer manager, and Marketing manager roles have this function 
right.

Caution: You cannot delete a sales cycle defi nition when there are opportunities linked to it.
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To defi ne sources available for opportunities:

1. Go to Customers  Setup  Opportunity management  Sources, and then click New. You will see the 
following page:

2. Under the Source section, type a code and description for the source at Code and Description
respectively.

3. Click Save to save the new source, and then click Close to exit.

6.1.4 Creating contact roles

There should ideally be a person acting as a central point of contact for each opportunity. This person will 
provide all the information required with regards to the opportunity. The contact person will typically be an 
employee of the potential customer.

A contact person’s role, such as a decision maker or an infl uencer, for an opportunity is specifi c to the 
opportunity only and the same contact person’s role may change if a different opportunity materializes in 
the future. This is different from the job title of a contact person, which refers to the day-to-day operational 
responsibilities.

Identifying a contact person can help you to determine the status of the opportunity faster. In fact, depending 
on the nature of the business, you may want to register additional contacts since it may be possible that 
different contacts have different roles in a certain opportunity. This is done on the opportunity card.

To create a contact role, function right 604 — Maintain opportunity master data is required. Users with the 
General manager, Customer manager, and Marketing manager roles have this function right.

Note: All fi elds with the “!” icon are mandatory. 
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To create contact roles:

1. Go to Customers  Setup  Opportunity management  Contact roles, and then click New. You will 
see the following page:

2. Under the Contact roles section, type a code and description for the contact role at Code and 
Description respectively. 

3. Click Save to save the new contact role, and then click Close to exit.

6.1.5 Creating partner roles

Sometimes, organizations may attempt to approach an opportunity together with potential partners. This could 
be in the case if the partner is able to supply one part of the opportunity while your organization is able to supply 
another. Apart from that, partnering for opportunities can also be due to a fi nancial or commercial arrangement, 
such as a requirement that local companies are required as partners when responding to opportunities in a 
foreign country. A partner can also be a representative who acts as the reseller of your products. When an 
opportunity is identifi ed, partners in any of these capacities can be invited to jointly pursue it.

As with contacts, you can also assign the partnering organization to have a certain role in a particular 
opportunity on the opportunity card. This will specify the role of the partner for the particular opportunity. As 
with the contact person’s role, the partner’s role may be different from one opportunity to another. Specifying 
the role will provide information on how the partner supports your organization for the opportunity and is 
done on the opportunity card. Examples of partner roles are organizations that are in the capacity of fi nancial, 
strategic, or local partners. The employee should act as a contact person for the partner with regards to all 
things related to the opportunity.

To create a partner role, function right 604 — Maintain opportunity master data is required. Users with the 
General manager, Customer manager, and Marketing manager roles have this function right.

Note: All fi elds with the “!” icon are mandatory.
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To create partner roles:

1. Go to Customers  Setup  Opportunity Management  Partner roles, and then click New. You will see 
the following page:

2. Under the Partner roles section, type a code and description for the partner role at Code and 
Description respectively.

3. Click Save to save the new partner role, and then click Close to exit.

6.1.6 Specifying reasons for losing opportunities

It is important to know the reasons for losing opportunities. Some of the possible reasons for losing 
opportunities include disagreement in price, compliance issues with local government requirements, or 
inability to meet specifi cations.

When an opportunity is lost, you will be able to specify the reason(s) in the opportunity card. The reason(s) for 
losing an opportunity can be used in reports at a later stage for analysis purposes. This determines the steps that 
can be taken to improve the chances of winning future opportunities.

To specify reasons for losing opportunities, function right 604 — Maintain opportunity master data is 
required. Users with the General manager, Customer manager, and Marketing manager roles have this 
function right.

Note: All fi elds with the “!” icon are mandatory. 
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To specify reasons for losing opportunities:

1. Go to Customers  Setup  Opportunity management  Reasons lost, and then click New. You will 
see the following page:

2. Under the Reason lost section, type a code and description for the reason at Code and Description
respectively.

3. Click Save to save the new reason for losing the opportunity, and then click Close to exit.

6.1.7 Defining free fields

Exact Synergy Enterprise allows you to defi ne additional fi elds if some of the information that you want to 
record cannot be recorded in any of the existing fi elds. You can specify different types of fi elds, such as fi elds 
for entering dates, text, numbers, amount, and yes/no option. This allows you to customize Exact Synergy 
Enterprise further according to your business requirements.

To defi ne free fi elds, function right 604 — Maintain opportunity master data is required. Users with the 
General manager, Customer manager, and Marketing manager roles have this function right.

To defi ne free fi elds:

1. Go to Customers  Setup  Opportunity management  Free fi elds. In the Name column, click on a 
free fi eld according to the type of data that you will be recording. You will see the following page:

2. Type a description at Label. This is mandatory in order for the fi eld to be activated. Select the option on 
how to index the free fi eld at Indexes.

3. Click Save to save the new free fi eld, and then click Close to exit.

Note: All fi elds with the “!” icon are mandatory.

Chapter 6 | Sale Force Automation

 135



6.2 Customizing Opportunity Cards

Every organization has its own specify business requirements. Some organizations may make it mandatory to 
capture certain information, while other companies may not want the same information. Opportunities may 
sometimes contain sensitive information that should not be made known to employees of an organization. 

For instance, one of the requirements of an organization would be that users are required to enter the source 
of an opportunity. Another organization might require the source of an opportunity to be recorded without 
showing the opportunity history. Some of the information in the opportunity can be hidden and only be made 
visible to some of the users based on their roles. This can, for example, be used when you want to show all 
opportunities, without the amount fi elds, to your marketing staff. Apart from that, the management may also 
want to keep the proposed price hidden from other users before a deal has been signed. This is particularly true 
when dealing with a high value project with many competitors bidding for it.

Different organizations may also have different needs in tracking different types of information for an 
opportunity. As such, the opportunity card allows administrators to specify the mandatory fi elds that users are 
required to defi ne.

To maintain the confi dentiality of the opportunity card, you should be able to:

– customize the opportunity card for the different views,
– limit the access to the opportunity card, and
– specify the mandatory fi elds.

In customizing the opportunity card, you can do the following:

– display up to four columns of information. You can specify the opportunity card to display up to four 
columns of information.

– show or hide different sections or fi elds. You can click the corresponding check boxes to show or hide 
different sections or fi elds. This way, you can hide the fi elds that do not need to be fi lled. 

– move and reposition sections. You can move and reposition the sections on an opportunity card. This is 
done by using the drag-and-drop feature.

6.2.1 Customizing opportunity cards (new mode)

You can customize the opportunity card to display only certain fi elds when an opportunity is created.
To customize the opportunity card in the new mode, the Administrator role is required.
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To customize opportunity cards (new mode):

1. Go to the left menu bar and click New: Opportunity.

2. Click Customize at the title bar. You will see the following page:

3. Click the required option at Columns to display the opportunity card according to the selected 
number of buttons and fi eld columns. Under the respective sections, select the check boxes to show the 
corresponding buttons, sections, and/or fi elds. Using the drag-and-drop feature, click on a section header 
and position it to your desired location.

4. Click Save to save the layout of the page for creating opportunity, and then click Close to exit.

6.2.2 Customizing opportunity cards (view mode) 

You can customize the opportunity card to display only certain fi elds as well as restrict the access by different 
users to view certain information on an opportunity card.

To customize the opportunity card in the view mode, the Administrator role is required.

Note: If you do not see New: Opportunity on the left menu, click Preferences at the 
bottom of the left menu bar or on the top right of the page. Click the Menu tab and select 
Opportunities in the Left - Lower box to show  New: Opportunity on the left 
menu bar. Then, click Save.
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To customize opportunity cards (view mode):

1. Go to Customers  Reports  Opportunity management  Search, defi ne the relevant criteria, 
and then click Show. Click an opportunity in the Opportunity: Description column to view the 
opportunity card.

2. Click Customize at the toolbar. You will see the following page:

3. Click the required option to select the number of columns at Columns. Under the respective sections, 
select the check boxes to show the corresponding buttons, sections, and/or fi elds. 

4. Under the Contacts section, type the number of rows to be displayed for the relevant sections at Rows. 
Using the drag-and-drop feature, click on a section header and position it to your desired location.

5. Click Save to save the layout of the opportunity card view page, and then click Close to exit.

6.2.3 Customizing opportunity cards (edit mode)

You can customize the opportunity card to allow only certain fi elds to be edited as well as restrict the access by 
different users to edit certain information on an opportunity card.

To customize the opportunity card in the edit mode, the Administrator role is required.
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To customize opportunity cards (edit mode):

1. Go to Customers  Reports  Opportunity management  Search, defi ne the relevant criteria, 
and then click Show. Click an opportunity in the Opportunity: Description column to view the 
opportunity card. Next, click Edit.

2. Click Customize at the toolbar. You will see the following page:

3. Click the required option to select the number of columns at Columns. Under the respective sections, 
select the check boxes to show the corresponding buttons, sections, and/or fi elds. Using the drag-and-
drop feature, click on a section header and position it to your desired location.

4. Click Save to save the layout of the opportunity card edit page, and then click Close to exit.

6.2.4 Customizing opportunity card access

You can further customize the opportunity card by determining whether certain fi elds are required to be fi lled 
and limiting the access to the opportunity card to certain groups of users. 

To determine whether certain fi elds are required to be fi lled, you can make the fi elds mandatory. Mandatory 
fi elds will force users to fi ll up the required information.

Due to security reasons, some organizations may require some fi elds to be edited by certain groups of 
employees only. This can be controlled by customizing the function right for each of these fi elds. By linking the 
function rights to these fi elds, only employees with those function rights can edit the fi elds.

To specify opportunity card mandatory fi elds, the Administrator role is required.
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To specify mandatory fi elds:

1. Go to the left menu bar and click New: Opportunity.

2. Click Customize at the toolbar, and then click Advanced. You will see the following page:

3. Select the level that you want to control the access to, on the opportunity card view page at Level. Select 
the relevant check boxes to make the corresponding fi elds mandatory. You cannot select the check boxes 
that are grayed out. These fi elds are disabled because the system has determined them as mandatory fi elds.

4. Click Save to save the access specifi cations to the opportunity card, and then click Close to exit.

Note: If you do not see   New: Opportunity on the left menu, click Preferences at the 
bottom of the left menu bar or on the top right of the page. Click the Menu tab and select 
Opportunities in the Left - Lower box to show   New: Opportunity on the left menu 
bar. Then, click Save.
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To customize the access to the opportunity card in the view mode, the Administrator role is required.

To customize access to opportunity cards (view page):

1. Go to Customers  Reports  Opportunity management  Search, and then click Show. In the 
Opportunity: Description column, click an opportunity to view the opportunity card.

2. Click Customize at the title bar, and then click Advanced. You will see the following page:

3. Select the level you want to control the access to, on the opportunity card view page at Level. Type or 
select the function right applicable for the corresponding fi elds. This will ensure that only people with the 
specifi ed function right can view the corresponding fi elds.

4. Click Save to save the access specifi cations to the opportunity card, and then click Close to exit.
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To customize the access to the opportunity card in the edit mode, the Administrator role is required.

To customize access to opportunity cards (edit page):

1. Go to Customers  Reports  Opportunity management  Search, and then click Show. In the 
Opportunity: Description column, click an opportunity to view the opportunity card, and then click 
Edit.

2. Click Customize at the title bar, and then click Advanced. You will see the following page:

3. Select the level that you want to control the access to, on the opportunity card edit page at Level. Select 
the check boxes to indicate the mandatory fi elds. Type or select the function right applicable for accessing 
the corresponding fi elds. This will ensure that only people with the specifi ed function right can edit the 
corresponding fi elds.

4. Click Save to save the access specifi cations to the opportunity card, and then click Close to exit.
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6.3 Capturing Opportunity Information

Capturing opportunity information is important for managing your sales cycle process. You can use the 
information gathered from the opportunities to get an overview of your sales cycle process in reports. The sales 
cycle reports are used to gauge whether you have met your current sales targets, to assess whether you are on 
track to meet the potential forecasted revenue, and project whether future business opportunities are suffi cient 
to ensure business continuity. With this information, you can then react accordingly to improve and maintain 
the performance of your sales cycle process.

Opportunities are generated from various sources, such as marketing campaigns, trade shows, referrals from 
partners and resellers, online requests, and a customer database of your targeted markets. Each opportunity 
is linked to an account and more than one opportunity can belong to the same account. For example, a 
potential customer is interested in a product that he saw in a tradeshow. The potential customer then makes an 
appointment with an account manager of the company that offers the product. During the visit, the customer is 
also introduced to the whole range of products, in addition to the product that he is interested in. The customer 
then becomes interested in the other products too. In this case, there is more than one opportunity that is 
linked to an account.

When you have set up the master data required, and customized the access and view of the opportunity 
cards (see 6.1 Organizing Opportunities and 6.2 Customizing Opportunity Cards), you can start to register 
the information of the opportunities. For a start, you can capture some of the basic information, such as the 
account the opportunity is linked to, the sales cycle defi nition, the security level of the opportunity card, and 
the owner of the opportunity card.

6.3.1 Entering new opportunities

With opportunities generated from various sources, you can proceed to capture the opportunity information 
on the opportunity cards in Exact Synergy Enterprise. With the opportunity cards, you can maintain the 
information on your opportunities, analyze sales data, and track the sales cycle process for these opportunities. 

For these purposes, mandatory information, such as the code and description of the opportunity, the account 
that the opportunity is linked to, the sales cycle defi nition and the currency, must be entered when you create 
the opportunity card. The opportunity code can be automatically generated using the batch creation function.

If the batch creation function is not enabled, you need to manually enter a code for the opportunity that you 
want to create. For more information, see 6.3.2 Creating multiple opportunities.

It is necessary that you select the owner of the opportunity card to indicate the person responsible for the sales 
activities in the workfl ow for this opportunity. Some of these activities include maintaining good customer 
relationships, fi nding out the customers’ requirements, product presentations, and contract negotiations. It is 
also possible that the owner of the opportunity receives a commission based on the opportunities won.

Choosing the correct sales cycle defi nition for an opportunity determines the sales process that the 
opportunity will have to go through in order to convert the opportunity into a success. The sales cycle 
defi nition lists the sequence of stages involved in a specifi c sales process. As the relevant people complete the 
workfl ow requests in the respective stages of the sales process, the progress is automatically refl ected on the 
opportunity card. When the last request in the workfl ow is processed, the opportunity is set to Won. For more 
information on setting up sales cycle defi nition, see 6.1.2 Creating sales cycle.
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Although the start and end dates are not mandatory information, it is useful to specify limits in the project 
planning for the opportunity. The start date can be used to indicate when the sales activities are expected to 
start or have started for the opportunity. You can also specify the end date for the opportunity. Doing so will 
indicate the date whereby the opportunity is closed and the potential revenue can be expected.

In order to register the revenue from won opportunities and the cost of sales activities, you can specify the 
division and cost center for the opportunity card. This will enable accuracy of reporting the revenue from won 
opportunities and cost allocated to the sales activities carried out to win the opportunities. After creating the 
basic information for your opportunities, you can still modify the opportunity card with further information 
when progress is made in the sales cycle process for the opportunities.

All users can create opportunities.

To create opportunities:

1. Go to Customers  Entry  Entry  Opportunity. Alternatively, you can click New: 
Opportunities on the left menu. You will see the following page:

2. Under the General section, type the code at Code. 

3. At Description, type a description for the opportunity card. 
4. Type or select an account at Account. It is mandatory that an opportunity card is linked to an account. 
5. By default, the name of the creator is fi lled at Owner. If the owner of the opportunity is different from the 

creator of the opportunity card, you can change the person in this fi eld by typing or selecting the ID of the 
actual owner.

6. At Probability (%), fi ll in the value to specify the probability of winning the opportunity. 
7. At Planned amount, fi ll in an amount, which is the amount of revenue you expect to gain from winning 

the opportunity. 
8. Select an end date at End date. The end date indicates the date the opportunity is considered to be closed.

Note: The system will generate a code here if you have enabled the opportunity codes to be 
generated automatically. For more information on the auto-generation of opportunity 
codes, see 6.1.1 Assigning opportunity codes.
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9. Select a date to follow up on the opportunity at Follow-up date.  However, this information shall not be 
validated by the system. Hence it can also be a past date.

10. Select a source at Source. The source indicates how the opportunity was created or where it originated 
from. 

11.  Type or select the relevant sales cycle defi nition at Sales cycle.
12. Under the Sales section, Currency is automatically fi lled based on the currency defi ned in the account 

that you select at Account. If the currency is not defi ned on the account card, Currency is automatically 
fi lled based on the currency used in the country of the account. You can also manually type or select a 
currency that will be used by the opportunity card. 

13. At Targeted assortment, type or select an assortment to indicate the assortment for which the 
opportunity is targeting.

14. Click Save to save the information, and then click Close to exit.

6.3.2 Creating multiple opportunities

There could be many opportunities generated within a short period of time as a result of a successful marketing 
campaign, or referrals sourced from the extensive customer database of partners and resellers. Capturing 
opportunity information for such a large volume of opportunities by creating an entry for each and every 
account might require a considerable amount of time and manpower. Thus, in this case, it is more effi cient to 
create a batch of similar opportunities to be linked to the respective accounts.

You are able to create a batch of opportunities for a group of accounts using the batch creation function in Exact 
Synergy Enterprise. This feature is particularly useful if you have a set of products that you want to market and 
sell to a targeted group of customers. You can do this by fi rst searching for the relevant accounts that you want 
to create the opportunities for. The next step is to enter the basic information for a batch of opportunity cards. 
Finally, you create the opportunities based on the information for the set of selected accounts.

All users can create multiple opportunities using the batch creation function.

Note: – All fi elds with the “!” icon are mandatory.
– Some of the columns, sections, fi elds, and mandatory fi elds might differ for different 

users depending on the customization of the opportunity entry page. To customize 
the mandatory fi elds on the opportunity entry page, click Customize.

Note: To use the batch creation function for creating opportunities in bulk, you must fi rst 
enable and set up the naming convention for the automatic generation of opportunity 
codes. For more information, see 6.1.1 Assigning opportunity codes.
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To create a batch of opportunities:

1. Go to Customers  Reports  Accounts  Search. Defi ne the relevant criteria for the accounts you want 
to create opportunities for, and then click Search. You will see the following page:

2. On the Account: Search page, click Opportunity. You will see the following page:

3. Under the Criteria section, select a method that will be used to create the batch of opportunities for the 
selected accounts. The methods available are:
– Via: Process - Background — This option will create opportunities via a background process that 

can be set up using the task scheduler.
– Directly — This option will allow you to create opportunities immediately upon clicking Create

opportunity. Based on the system settings, this will be disabled if the total number of accounts 
from the search results exceeds the maximum number of opportunities that can be created per batch 
creation.

4. Under the General section, type the description for the batch of opportunities that you want to create at 
Description.

5. By default, the name of the creator is entered at Owner. If the owner of the opportunity is different from 
the creator of the opportunity card, you can change the person in this fi eld by typing or selecting the ID of 
the actual owner.
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6. At Security level, type the security level for the opportunity card to control the access to the 
opportunity information. Users with the security level higher than or equivalent to the security level of 
the opportunity card will be able to view the opportunity information.

7. Type or select a sales cycle defi nition at Sales cycle. 
8. In order to trace the opportunities from a similar marketing campaign, trade fair, or a product launch 

event, type or select a project code for the opportunity at Project. This is useful if you need to search or 
generate reports for opportunities that are generated from a certain project.

9. By default, the division and cost center of the owner are defi ned at Division and Cost center respectively. 
To change this information, type or select the division and cost center in which the opportunity belongs 
to.

10. Under the results section, you can indicate that you want opportunities created for selected accounts only. 
To do this, fi rst clear all the check boxes by clicking the check box in the column header. Then, select the 
check boxes corresponding to the relevant accounts. Alternatively, you can clear only the check boxes for 
accounts that you want to exclude from the batch creation processing.

11. Click Create opportunity to start the batch creation process. If there is mandatory information required 
in the fi rst workfl ow request of the linked sales cycle defi nition, you need to enter the information for the 
fi elds under the Mandatory fi elds for sales cycle request section. Then, click Create opportunity 
again.

12. Once the batch creation processing is complete, there will be an opportunity card linked to each account 
selected for the batch creation processing.

13. Click Close to exit.

6.4 Following-up on Opportunities

When sales activities are carried out, changes in the opportunity information and status are expected. The 
changes in the opportunity information need to be recorded and updated on the opportunity card so that you 
can get a current overview of the opportunities, the sales forecast, and the historical data of the opportunities.

The probability of winning might change as you progress through the stages of the sales cycle for the 
opportunity. You can track the progress of the opportunity and update the probability of winning at different 
stages of the sales cycle. Usually, the probability of winning a deal is higher if you have reached a more advanced 
stage of the sales cycle.

After negotiations with the customer, the expected amount might change if the customer requests for a lower 
price than your expected quotation earlier, or if the customer is interested in any products and services other 
than the targeted assortment of items. Therefore, it is important to update these changes in the opportunity 
card so that you can analyze the potential revenue and compare that to the targeted revenue. You will then be in 
a better position to know which opportunities are worth pursuing and are able to measure your performance 
based on the sales target.

Note:  – All fi elds with the “!” icon are mandatory.
 – After clicking Create opportunity, you will receive the batch creation status report. 

If you have selected method Via: Process - Background, you will see the message 
“Your request is sent for processing. 00.000.131 - Status: Report”. A workfl ow task 
will be sent to the user (task creator) with an attachment of the batch creation report in 
Microsoft Excel format. If you have selected the method Directly, you will immediately 
see the batch creation status report after clicking Create opportunity.
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Besides being the main source of opportunity information, the opportunity card is also able to record the 
history of the activities related to the opportunity. Changes in the planned, expected, and realized amount are 
captured under the Opportunity history section of the opportunity card. You can then use this information 
to keep track of the changes in the planned amount. You might also want to update the probability of winning 
from time to time as an indication on the overall progress of the opportunity. The expected amount, which 
gives you the revenue that you can expect to generate based on the probability of winning, is calculated by 
multiplying the probability and the planned amount for the opportunity.

Under the Sales cycle history section of the opportunity card, you are able to analyze the changes in the 
planned amount, probability, or expected amount at every stage of the sales cycle defi nition. This is useful in 
giving you an idea of how the negotiations are progressing and the ability to estimate the amount of revenue 
that might be generated.

6.4.1 Viewing opportunity data

To view the opportunity card, the following security level is required:

The security level of the user must be higher or the same as the security level of the opportunity card.

– The user is the creator of the opportunity.
– The user is owner of the opportunity.
– The user is the manager of the owner of the opportunity.
– The user is currently involved in a request which is linked to the opportunity. This also includes people 

who are involved in the request through the Assume, Assign, and Remark functions.

To view statuses of opportunities:

1. Go to Customers  Reports  Opportunity management  Search. Defi ne the relevant criteria for the 
opportunities you want to view, and then click Show. You will see the following page:

2. Click the hyperlink in the Opportunity: Description column to view the respective opportunity card.
3. At the opportunity card header, you can see the status of the opportunity and the stage of the sales 

cycle process that the opportunity is in. You can also check the status of the opportunity at Deal on the 
opportunity card.

4. Click Close to exit.
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6.4.2 Changing opportunity statuses

The opportunity is linked to the stages of the sales cycle, where the sequence of stages is tied to the 
corresponding requests. There is a status defi ned for each request in the sales cycle which will mark the 
completion of the current stage in the sales cycle. The completion of a request in a sales cycle stage will trigger 
the start of the request for the next stage, and so forth until the fi nal request in the sales cycle is acted upon.

At any stage where the request is still in progress, the status of the opportunity will be set to Undecided. You 
can trigger the status of a failed opportunity from Undecided to Lost by clicking Lost on the opportunity 
card.

When you have clicked Lost, the requests generated for the sales cycle of the opportunity that have not been 
completed will be rejected.

It is possible to change the status from Lost to Undecided again by reopening the request at the stage of the 
sales cycle when the opportunity was lost. Alternatively, you can just click Reopen on the opportunity card. If 
a favorable outcome is achieved and the fi nal request within the sales cycle is completed, then the status of the 
opportunity will change from Undecided to Win.

6.4.3 Updating opportunity card information

To edit the opportunity card, the following security level is required:

– The user is the creator of the opportunity.
– The user is the owner of the opportunity.
– The user is the manager of the owner of the opportunity.
– The user is currently involved in a request which is linked to the opportunity. This also includes people 

who are involved in the request through the Assume, Assign, and Remark functions.

To update information in opportunity cards:

1. Type the opportunity code or name in  New: Opportunities on the left menu bar, and then click  . Alternatively, 
you can go to Customers  Reports  Opportunity management  Search. Defi ne the relevant search 
criteria, and then click Show. Click the relevant hyperlink in the Opportunity: Description column to 
view the respective opportunity card.

Note: If you do not see New: Opportunities on the left menu bar, click Preferences at the 
bottom of the left menu bar or on the top right of the page. Click the Menu tab and select 
Opportunities in the Left - Lower box to show New: Opportunity on the left menu 
bar. Then, click Save.
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2. Click Edit. You will see the following page:

3. After registering your changes on the opportunity card, click Save, and then click Close to exit.

6.4.4 Closing opportunities

As in all business deals, you may fi nd your customers accepting or rejecting your business proposal at any 
stage of the sales cycle. For either case, you will need to close the opportunity in Exact Synergy Enterprise. 
Finalizing the last request in the sales cycle will set the opportunity from Undecided to Won. When the 
opportunity status is set to Won, you may want to fi ll the realized amount on the opportunity card.

However, when a decision has been made by the customer to reject your company’s offer, the opportunity 
can then be considered lost. There are also internal reasons for losing an opportunity, such as a low probability 
of winning the opportunity, a very high investment, or too many people are needed for a small opportunity. 
You can set the status of an opportunity card to Lost by clicking Lost when viewing the opportunity card. 
The status of the opportunity will change from Undecided to Lost. You can then record the competitor the 
opportunity was lost to and the reason for losing the opportunity.

To edit the opportunity card, the following security level is required:

– The user is the creator of the opportunity.
– The user is the owner of the opportunity.
– The user is the manager of the owner of the opportunity.
– The user is currently involved in a request which is linked to the opportunity. This also includes people 

who are involved in the request through the Assume, Assign, and Remark functions.

Note: The last request of the sales cycle is fi nalized when it reaches the status as defi ned in the 
sales cycle defi nition.
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To close opportunities with the status Won:

1. Type the opportunity code or name in  New: Opportunities on the left menu bar, and then click  . 
Alternatively, you can go to Customers  Reports  Opportunity management  Search. Defi ne 
the relevant search criteria, and then click Show. Click the relevant hyperlink in the Opportunity: 
Description column to view the respective opportunity card.

2. Click Edit. Type the realized amount for the opportunity at Realized amount. This information is 
mainly used for reporting purposes.

3. Click Save to save the changes, and then click Close to exit.

To close opportunities with the status Lost: 

1. Type the opportunity code or name in New: Opportunities on the left menu bar, and then click  . Alternatively, 
you can go to Customers  Reports  Opportunity management  Search. Defi ne the relevant search 
criteria, and then click Show. Click the relevant hyperlink in the Opportunity: Description column to 
view the respective opportunity card.

2. Click Lost. Type or select the reason for losing the opportunity at Reason lost and the competitor that 
the opportunity was lost to at Lost to competitor.

3. Click Save to save the changes, and then click Close to exit.

Note: If you do not see New: Opportunities on the left menu bar, click Preferences at the 
bottom of the left menu bar or on the top right of the page. Click the Menu tab and select 
Opportunities in the Left - Lower box to show New: Opportunity on the left menu 
bar. Then, click Save.

Note: These are mandatory if you have made them mandatory in your settings (under the 
Opportunity lost section at Customers  Setup  Opportunity management 
Settings). If these fi elds are made optional, you can fi ll in the information in the edit 
mode of the opportunity card. These fi elds are only available when your opportunity 
status is Lost. Only competitors that are defi ned under the Competition section are 
available for selection.

Note: If you do not see  New: Opportunities on the left menu bar, click Preferences at the 
bottom of the left menu bar or on the top right of the page. Click the Menu tab and select 
Opportunities in the Left - Lower box to show  New: Opportunity on the left menu 
bar. Then, click Save.
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6.5 Reports

There is a lot of information that is stored in the opportunity cards and the information can be used to generate 
reports that are useful in making decisions related to the management of your sales cycle. 

The opportunity reports in Exact Synergy Enterprise use information in the opportunity cards to present 
details of the individual opportunity in the sales cycle as well as provide an overview of the entire sales cycle. 
These reports contain information, such as the sales cycle history, current status of the sales cycle, and the sales 
funnel.

Opportunity reports can be used to evaluate the various strategies used in marketing campaigns and activities 
within the sales cycle process. For example, a report that shows a comparison of the sales targets achieved by 
the sales personnel will help a sales manager to evaluate the performance of the sales personnel and identify the 
support and training required to improve their performance.

Furthermore, the opportunity reports are available in several formats and users can choose the format that 
best suits their needs. For instance, if you want to get an overview of the current sales process and future sales 
forecast, you can use the sales funnel report which presents the opportunity information in a sales funnel 
graph. If you are a new user who is not familiar with the software or if you are want generic reports available 
immediately, you can set up standard dashboard reports that can be accessed from the homepage. If you want a 
more advanced analysis of the opportunity information, you can use the pivot analysis.

6.5.1 Sales funnel reports

The sales funnel report allows you to get an overview of the opportunities in your sales cycle. This information 
is presented per sales cycle defi nition.

All users can access the sales funnel report.

To view opportunity information with the sales funnel report:

1. Go to Customers  Reports  Opportunity management  Sales funnel. You will see the following 
page:

2. Then, select or type the sales cycle defi nition at Sales cycle under the General section to display the 
opportunities that are linked to the sales cycle. 

3.  You can also defi ne the relevant criteria to display the relevant opportunity information in the sales funnel 
report. Select the necessary criteria for the layout of the report.
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4. Click Show to generate the report. See the following example of the report:

6.5.2 Dashboard reports

The dashboard reports consist of 10 standard report templates that you can set up and access in the homepage. 
The information in these reports is presented per sales cycle defi nition.

Adding opportunity report templates to the homepage

Before you can view the reports on the opportunities in the homepage, you need to add the reports from the 
dashboard catalog.

Note: – All fi elds with the “!” icon are mandatory. 
– The report will display the opportunities according to the current stages of the 

opportunities in the sales cycle process for the selected sales cycle defi nition. The 
sample report shows the percentage of the number of opportunities at each stage of 
the sales cycle. You can also choose to display the percentage based on other types 
of values, such as the planned amount, expected amount, and realized amount. You 
can see the total number of opportunities at Total: and the type of values used at 
Value. The table below the sales funnel displays the various stages of the sales cycle 
and the corresponding value at each stage.
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The following report templates are available:

– Sales funnel — This displays the opportunity data in a sales funnel graph.
– Accounts by highest expected revenue from opportunities — This displays accounts linked to 

opportunities with the deal status Undecided, by the planned amount per account in descending order.
– Opportunities by due date — This displays the opportunities with end dates that are earlier than the 

current date, by the end dates in descending order.
– Overdue opportunities — This displays opportunities with end dates that are earlier than the current 

date, by the end dates in ascending order.
– Latest opportunities lost — This displays opportunities with the deal status Lost, by the dates when 

the opportunities were lost in descending order.
– Opportunities won by highest revenue — This displays opportunities with the deal status Won, by 

the realized amount in descending order.
– Number of undecided opportunities per targeted assortment — This displays the number of 

opportunities with the deal status Undecided per targeted assortment. The results are sorted by the 
targeted assortments in ascending alphabetical order.

– Expected revenue per targeted assortment — This displays assortments that are targeted by 
opportunities with the deal status Undecided, by the planned amount per targeted assortment in 
descending order.

– Latest opportunities — This displays the most recent opportunities created, by the dates when the 
opportunities were created in descending order.

– Number of opportunities per subordinate — This displays the number of opportunities per owner, 
by the names of the owners in ascending alphabetical order.

All users can access the dashboard report.

To add opportunity report templates from the dashboard catalog:

1. Click Homepage in the toolbar, and then click Customize at the title bar.
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2. Click Add widget, and then click the CRM tab. You will see the following page:

3. Under the CRM tab, you will see a list of predefi ned report templates in the dashboard catalog. Select the 
check boxes of the relevant reports you want to add to the homepage.

4. Click Save. The selected reports are now accessible from the homepage.
5. Click Close to exit.

Setting up opportunity reports in the homepage

After adding the opportunity report templates in the homepage, you need to defi ne the settings for these 
reports in order to view them in the homepage.

To set up opportunity reports in the homepage:

1. Click Homepage at the toolbar. You will see the following page:
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2. At the header of the report, click Edit. You will see the following page:

3. Select the sales cycle defi nition you want to report on at Sales cycle.
4. Defi ne the relevant criteria for the properties and layout of the report.
5. Click Save to save the report settings or Cancel to exit without saving the changes. After clicking Save, 

you will see the results of the defi ned criteria.

6. Click Close to return to the homepage. You will see the following page:

Note: You have to defi ne these settings per report.
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7. To hide the report after viewing it, click Collapse at the report header.
8. To display the report again, click Expand at the report header.

To modify reports in the homepage:

1. Click Homepage in the toolbar.
2. Click Edit at the report header.
3. Specify the relevant criteria for the properties and layout of the report. Click Save to save the changes 

or Cancel to exit without saving the changes. After clicking Save, you will see the report with the 
implemented changes in the homepage.

To delete reports from the homepage:

1. Click Homepage in the toolbar.
2. At the header of the particular report that you want to delete from the homepage, click Delete. The 

report will be removed from your homepage.

6.5.3 Pivot analysis

You can use the pivot analysis to generate more complex reports. These reports usually contain information 
that is more specifi c to your business. For example, it may be a pivot analysis of the sales targets achieved by 
your sales staff, or a report on the market demand for different types of products.
All users can access the pivot analysis report.

To view opportunity information using the pivot analysis:

1. Go to Customers  Reports  Opportunity management  Pivot analysis. You will see the following 
page:

2. At Sales cycle under the General section, type or select the sales cycle defi nition.
3. Defi ne other relevant criteria for the layout of the pivot analysis report.

Note: All fi elds with the “!” icon are mandatory. 
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4. Click Show and you will see the pivot analysis report with the defi ned criteria. The sample report below is 
the number of opportunities grouped by target assortment per manager of the business sector displayed in 
a vertical bar chart.

Note: All fi elds with the “!” icon are mandatory. 
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7. Customer Support and Service
Now that the sale has been made and the fi nancial processes are taken care of, you have a new customer who is 
beginning to use your products or services. It is important that this customer is happy to conduct business with 
you and wants to conduct business with you again. One of the methods to ensure a good relationship with your 
customers is to support the use of the products or services sold. This means the relationship between you and 
the customer has to be maintained. One of the ways to build up a strong relationship with your customers is 
to provide service and support that meet or exceed the expectations of customers. This is an important part in 
your customer relationship management (CRM) strategy.

The customer should be able to contact your company with suggestions, questions, and complaints. These 
should be handled effi ciently and according to the agreed-upon service level.

This section will describe the implementation of a web-based self-service portal for customers that will allow 
your customers to search for relevant information themselves. Besides the customer portal, this chapter also 
describes the use of contract management, customer satisfaction measurement, support management, and 
complaint management.

– 

7.1 Contract Management

One of the fi nal steps in creating and maintaining an optimized CRM environment is contracts. Contracts are 
an excellent and necessary tool to provide maximum service to the customer and insight for the company.

A contract in Exact Synergy Enterprise is made up of a contract header and its corresponding contract lines.
This includes not only the type of service and support agreement, but also other relevant information, such as 
other components or add-ons to the product bought.

Existing contracts can be prolonged. Prolongation of the contract is done based on extending the service and 
support periods for the service items that are linked to the contract. This is carried out as a process and the 
result of this can be sent to a back-offi ce application. The application can then generate invoices to be sent to 
customers.

An example of this is the sale of a coffee machine. The coffee machine will be recorded in the contract header 
part while its components, such as the boiler and pistol, will be recorded in the contract lines. The annual fee 
the user has to pay for support and maintenance of the machine is recorded in the contract lines as well.

Business benefits:  – Quick and effective handling of complaints reduces customer dissatisfaction.
 – Quick handling of questions improves customer satisfaction.
 – Keeps your customers informed using direct and target marketing, especially 

providing latest happenings in a customer portal, which improves your relationship 
with them.

 – Measuring customer satisfaction provides information to improve your business 
processes.

 – The availability of a customer portal reduces the pressure on your organization and 
provides the customer the opportunity to search for all information and to enter 
their questions at any time and any place.
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7.1.1 Setting up new contracts

Setting up contracts in Exact Synergy Enterprise is directly related to another module, namely Logistics.

Logistics allows you to maintain items and assortments. These items are very important in the process of 
setting up new contracts. We will start by explaining how items and assortments can be confi gured for use 
with contracts.

Since the creation of contracts can only be done if the appropriate data is available, the following prerequisites 
must be satisfi ed:

– Users with suffi cient rights —Not all users are allowed to maintain contracts. By default, the rights 
needed to create and maintain contracts are included in the F&A Staff role. Take note that additional 
function rights are required for maintaining other sections which are needed as a prerequisite. Using the 
Administrator role allows you to execute all steps required for this section.

– One or more existing accounts - There needs to be existing accounts of type Customer or Reseller
since contracts can only be created for Customers and Resellers.

– One or more existing assortments and items — There needs to be at least one active existing 
assortment and item because both are needed in order to create a new contract.

– Background job Exact.Process.exe — In order to use the prolongation function, the background job 
Exact.Process.exe must be triggered for the Exact.Jobs.ConProcess.dll process. This can be done by 
scheduling the job via the SQL Server Agent. More information about scheduling this job can be found in 
Exact Synergy Enterprise Implementation  Manual.

– Contract number setup — It is possible to automatically generate contract numbers. The automatic 
contract numbers can be set up under the Contracts section at Logistics  Setup  Settings  Settings. 
Setting up a new contract requires item management. Items and assortments have to be set up so that they 
can be used in contracts. This applies to items that will be at the contract header as well as contract lines. 

To defi ne an assortment, function right 217 — Maintain Item assortment is required. Users with the Item 
management roles have this function right.

To defi ne assortments for contract use:

1. Go to Logistics  Setup  General  Assortments. Click the appropriate assortment in the Code
column.

Business 
benefits: 

 – Provides maximum service to the customers and maximum insight for the company.
 – Invoices customers automatically in defi ned periods.
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2. Under the Contract section, select Used in: Contracts check box to allow the assortment to be used 
when creating contracts.

3. Select Allow: New – Contract check box to allow the assortment to be used only once for new contracts.
4. At Item – Selection, type an item selection to create a main contract item for the assortment whereby the 

main contract item can be linked to the contracts. For example, to create a main contract item with item 
code “DB0101”, type Items.ItemCode = ‘DB0101’. However, defi ne the item selection only if one main 
contract item is used for an assortment. 

5. At Program – ID, type a program ID to generate vouchers. For example, “eVoucher.Document”. You will 
have to run a customized fi le, such as Exact.Contract.Voucher.Dll, to generate vouchers.

6. At Parameter, type a parameter to generate passwords for the products.
7. At Document, select a document path for the assortment.
8. At Security level - Select the security level for the assortment used in contracts. The security level will 

change once the security type is selected. For example, if Internal is selected, the security level will change 
to “10”. The security level determines whether the user is allowed to view the assortment in the contracts. 
The security types available are: 
– All – Select this option to allow all users to view the assortment in the contract. 
– Customers – Select this option to allow only customers to view the assortment in the contract. 
– Partners – Select this option to allow only partners of the company to view the assortment in the 

contract. 
– Customers (Specifi c) – Select this option to allow only specifi c customers to view the assortment in 

the contract. 
– Partners (Specifi c) – Select this option to allow only specifi c partners to view the assortment in the 

contract. 
– Internal – Select this option to allow only internal users to view the assortment in the contract. 

9. Once the required fi elds are defi ned, click Save to save the changes.
10. Click Close to exit.

To defi ne items for contract use:

1. Go to Logistics  Reports  Search  Items. Defi ne the relevant criteria and click Show to fi nd the item 
that you want to defi ne for contract use. Click the item code in the Code column to display the item card. 
Then, click Edit.

2. Under the General section, select the contract type at Type. The types relevant to contracts are Standard
or Contract.

3. Select the required check boxes under the Attributes section. The attributes relevant to contracts are 
Sales, Service, or Policy.
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The following shows the possible defi nitions that can be applied to the different types of items:

Item type Attributes Type

Sales item — A sales item is an item which can be sold 
by the company. You can create a contract for this item 
when you need to.

Sales Except contract

Service item (used for prolongation) — A service 
item is a service which can be added to a contract. 
You can defi ne an item as service item for example, a 
guarantee or a maintenance contract. You can extend 
the contract for items of this type.

Sales Contract

Policy item — A policy item is an item which 
contains information about the conditions and terms 
of the contract. This item can be linked separately to 
the contract to provide extra information.

Policy Standard

4. Click Save to save the changes, and then click Close to exit.

7.1.2 Creating contracts

Now that the setup of items and assortments has been completed successfully, you can start entering a new 
contract for a customer. When doing so, you are allowed to link the items defi ned in the previous section to the 
new contract.

Creating a contract consists of creating a contract header fi rst. The contract header contains the serviceable item 
that the customer has bought. As such, you will be granting service and support for this item. The contract 
lines provide detailed information about the serviced product. Contracts are always created from the account 
card. Contracts can only be created for accounts with type Customer and Reseller.

To create contracts, function right 28 — Maintain Contracts is required. Users with the F&A staff role 
have this function right.
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To create contract headers:

1. Go to Customers  Reports  Accounts  Search. Defi ne the relevant criteria and click Show to fi nd the 
account that you want to create a contract for.

2. Click the account name in the Account name column to display the account card.
3. Click Contracts under the Monitor section.
4. On the New: Contract page, click the assortment code in the Code column. You will see the following page:

5. Under the General section, type a contract number and description at Number and Description
respectively.

6. Type or select an item code at Item. The item specifi ed refers to the item that is covered in the contract. 
7. Under the Status section, type or select the respective dates at Start date and Prolongation respectively. 

The Start date fi eld specifi es the date when the contract starts. The Prolongation fi eld specifi es the date 
that the contract will be extended to. For example, if the start date is March 1, 2004 and the prolongation 
date is January 1, 2005, the customer will be invoiced for 10 months.

8. Under the Additional information section, select the Use: Index and current value check boxes if you 
want the system to apply the Indexed current value prolongation method for the prolongation process. 

9. Click Save to save the details and return to the contract card, and then click Close to exit.

Note: You cannot create contracts for accounts with types Not validated, Lead, and Suspect
and statuses Blocked and Not validated.

Note: For accounts which contain existing contracts, click Contracts under the Monitor 
section. The Contracts: Results page will be displayed. Click New, and then click the 
assortment code in the Code column. You will see the following page:

Note: – All fi elds with the “!” icon are mandatory.
– The Additional information section is displayed only when you have defi ned one 

contract free fi eld or more. 
– The Use: Index check box under the Additional information section is visible 

only when Current value is selected at Prolongation under the Settings section 
on the Contracts: Parameter page (go to Customers  Setup  Contract 
Parameters).
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Adding contract line items to contracts

When creating a contract header, the item that is covered by the contract is specifi ed there. These are the sales 
items, such as bicycles, software, and consultancy. After the contract header is saved, you can then add contract 
line items. Here, all items, such as components, add-on products, or services and support agreements, can be 
added. You can add contract line items immediately after creating the contract header or at a later stage. If you 
are doing so immediately, you can skip to step 2 in the following section.

To add contracts lines, function right 28 — Maintain Contracts is required. Users with the F&A staff role 
have this function right.

To add new or additional contract line items:

1. Go to Customers  Reports  Accounts  Search. Defi ne the relevant criteria and click Show to fi nd 
the account that you have previously created the contract for. Click the account name under the Account 
name column to display the account card.

2. Next, click Contracts under the Monitor section. Select the contract that was just created by clicking the 
contract code in the Contract column. Next, click Edit.

3. Click Single or Multiple to add a single or multiple contract line items respectively. If you click Single, 
you will see the following page:

4. Under the Item section, type or select the relevant dates at Start date and Date: Prolongation
respectively.

5. Type or select an item code at Item. 
6. Type the quantity of items at Quantity.
7. Next, at Variant, type or select the variant for the item.

Note: You cannot create contracts for accounts with types Not validated, Lead, and Suspect and 
statuses Blocked and Not validated.

Note: This fi eld can only be fi lled in when the price type on the item card of the item involved is 
set to Variant.
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8. Under the Sales section, if required, type the price of the contract at Price. This amount will overwrite 
the default price as listed on the item card.

9. Click Save to save the details and return to the contract card, and then click Close to exit.
10. On the contract card page, click Validate to ensure that the information entered is correct.

11. Click Edit to further change the details, and then click Close to exit. The following page is a sample of a 
contract card after adding in a contract item:

7.1.3 Prolongation of contracts

The contract prolongation process allows you to periodically invoice customers based on the service and/or 
support agreements for the products or services that they have bought. Before the prolongation process can 
be used, a few settings are required. The fi rst thing that needs to be done is to set up the contract parameters. 
Contract renewals can only be done for items of type Service that are linked to the contract. Items of type 
Sales will not be renewed.

Setting up contract parameters

After creating the contracts, it is now time to defi ne the contract parameters. These parameters are used for 
several goals, such as prolongation frequency, period, price index, and more. The contract parameters can be 
maintained per division. This allows you to have a prolongation frequency of one year for one division and one 
month for another division.

Note: During validation, the item relations, dates, and other settings will be checked. For 
example, if the start date is after the prolongation date, the Valid fi eld under the Status
section will display .

Note: All fi elds with the “!” icon are mandatory.
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If the parameters are defi ned, it will affect all contracts created for the accounts that are linked to that division. 
You can defi ne more than one parameter per division.

The last contract parameters created are the ones that are leading for contracts created with a prolongation 
date that is more recent than the date stated at Valid - From of the contract parameters. Contracts with a 
prolongation date before the date stated at Valid - From of the last created contract parameters will be affected 
by the penultimate contract parameters.

To defi ne contract parameters, function right 138 — Maintain Contract parameters is required. Users with 
the Controller role have this function right.

To defi ne contract parameters:

1. Go to Customers  Setup  Contract  Parameters and click New. You will see the following page:

2. Under the General section, defi ne the relevant division at Division. 
3. At Valid - From, type or select a date to determine when the parameter is used.
4. Defi ne the number of invoices to be created as well as the currency to be used at Invoices and Currency

respectively.
5. Under the Settings section, defi ne the prolongation settings, such as frequency and price index at 

Frequency and Price index respectively.
6. Select the fi le format, either CSV or XML, at Document - Type to export the details of all the contracts 

that are prolonged into that format.
7. Click Save to save the details, and then click Close to exit.

Note: All fi elds with the “!” icon are mandatory.
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Setting up document structure and other general settings

When exporting the list of contracts to be extended, a task is created in the workfl ow of the user who initiates 
the prolongation run. Also, a document is created. Before this can be executed, some settings need to be 
defi ned. First of all, you have to specify where the document will be stored.

To modify the settings of process types, function right 143 — Maintain Process Types is required. Users 
with the Controller role have this function right.

To modify settings and adjust processes:

1. Go to System  Setup  Settings – General Processes. Select the contract validation process by 
clicking the process type ID in the Type column. You will see the following page:

2. Under the Document section, select the relevant document type in order to create the task.
3. Type the security level of the task at Security level. The default request type 0 - Task will be used to 

generate the task.
4. Click Save to save the details, and then click Close to exit.

Note: A modifi cation in the default request type 0 - Task can result in an error message when 
the prolongation process runs. Therefore, it is preferable not to modify this request type. 
The settings of the document type should also be checked under the Synergy links tab 
at Documents  Setup  Maintenance  Document: Types to see if any of the Use fi elds 
is set to Yes (Mandatory). An error may occur during the prolongation process if any of 
the fi elds is set to Yes {Mandatory}. This is because the process is unable to gather the 
required mandatory information needed to create a document.
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Processing the contract prolongation

After defi ning all the settings needed for prolongation, it is now time to execute the process. As mentioned 
before, the prolongation process is triggered by the background process Exact.Jobs.ConProcess.dll and 
needs to be scheduled or initiated manually.

To run the contract prolongation process, function right 84 — Allows to run contract prolongation is 
required. Users with the Controller role have this function right.

To execute the contract prolongation:

1. Go to Customers  Setup  Contract  Processes. Click Prolongation. You will see the following 
page:

2. Type or select the division code at Division.
3. Type or select the start date and end date at Start date and End date respectively to select the relevant 

contracts for prolongation.
4. Select Preview at Mode to preview the results of the process, or Export to export the results 

immediately.
5. Click Save to save the details, and then click Close to exit.

When the process is successful, there will be a task in the workfl ow with an XML or CSV fi le attached.

Invoicing accounts using Exact Globe Next

The last step in the prolongation process is invoicing. Invoicing can be done manually or, when using an Exact 
back-offi ce product (in this example Exact Globe Next), automatically with the use of the XML fi le attached 
to the created task after prolongation. You can save the XML fi le to your local hard disk and upload it to Exact 
Globe Next. The invoice can then be created in the back offi ce and sent to the customer.

Note:  – All fi elds with the “!” icon are mandatory.
– When the background process Exact.Jobs.ConProcess.dll is initiated, the 

prolongation will be executed for the selected contract range. You can check that the 
process has been executed successfully by going to Customers  Setup  Contract 
Processes and clicking Show. If successful, the status Processed will be displayed in the 
Status column.
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7.2 Customer Portals

Another way of keeping your customers involved with your company and to improve your services to them is 
by allowing them to log on to a customer portal. In the customer portal, they can check the information your 
company has registered about them and if necessary, they can correct this information.

You can also give information via the customer portal, thus, removing the need to send newsletters frequently 
via mail. The communication you have with the customers can all be stored in Exact Synergy Enterprise and 
made available via a customer portal so that the customers can check it as well.

Furthermore, you can create a knowledge base for the customers where they can fi nd information about your 
products. Access to your service and support team can also be made available via a customer portal.

7.2.1 Setting up the default customer portal

In Exact Synergy Enterprise, there is a default customer portal available that you can use. To set up a default 
customer portal, function right 88 — Maintain HRM settings is required. Users with the HR role have this 
function right.

To set up the default customer portal:

1. Go to HRM  Setup  General  Settings, and click Edit. You will see the following page:

2. Under the Server section, type the domain that you want to use for the customer accounts in your active 
directory at Domain: New - Customer (Pre-Win2000). Select the corresponding directory if you 
have selected the use Active Directory check box. Select the relevant request type that will be used for 
communicating the logon details to the account manager at Request: Portal access.

3. Click Save to save the details, and then click Close to exit.

Business benefits:  – Lets customers check their contact information themselves and correct it if 
necessary, thus, giving you up-to-date information.

 – Makes a knowledge base available, which will remove some pressure on your service 
organization as customers can fi nd the answers themselves.

 – Makes all communication with your customers available so that they can check it 
themselves.
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Accessing the customer portal

Now that the settings are set up, you can give portal access to your customers. Access to the portal is given for 
every contact person. This means every contact person can get his or her own login details for your customer 
portal.

It is advisable to give portal access to the main contact person only. The main contact person will then decide 
which other contact persons within the company that also need portal access. The main contact person can 
then assign access to these contact persons.

To assign a contact person the rights to access the customer portal, function right 121 — Allows to give web 
access to main contact person of reseller is required. Users with the Customer manager and Reseller 
manager roles have this function right. You can also assign a contact person the rights to access the customer 
portal if you are the manager of the account.

To give the main contact person access to the portal:

1. Go to Customers  Reports  Accounts  Search. Defi ne the relevant criteria and click Show to fi nd 
the account that you have previously created the contract for. Click the account name in the Account 
name column to display the account card.

2. Click the main contact person under the Contacts section, and then click Edit. The following page is a 
sample of a contact card in the edit mode:

3. Select the check box at Portal access under the Marketing section. 

4. Click Save to save the details, and then click Close to exit.

Note: This is not available for accounts with types Associate, Prospect, Division, Bank, Not 
validated, Lead, and Suspect and statuses Blocked , Inactive, and Not validated.
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After saving the new setting, the contact person will be assigned a username. This is refl ected at Portal access 
under the Marketing section of the contact card. After the portal access has been given, the background job 
Exact. Process.exe for the Exact.Jobs.SysMaint.dll process should be executed. For more information 
about setting up and running this job, you can refer to Exact Synergy Enterprise Implementation  Manual.

After the job has been executed, a task will be created for the person who activated the portal access. This can 
either be the account manager or the main contact of the account. An e-mail containing the login details will 
also be sent to the person who was granted access to the portal. It is important to ensure that the information is 
up-to-date.

Now that the customer has received the login details, the customer portal can be accessed. When you want to 
keep it simple, the user can use the same secured web site as the one your employees use when they log on to 
Exact Synergy Enterprise. When the customer logs on to Exact Synergy Enterprise, the system will identify 
the username as a customer and the user will be directed to the default customer portal. The following is an 
example of the customer portal page:

A customer has security level 1 (Customers) by default. So, when a customer logs on to the customer portal, 
he will only be able to see requests or documents that have security level 0 (All) or 1. The only exception is 
security level 3 Customer (Specifi c). When a request is created at this level and an account is linked to it, 
only members that are related to that account can see that request. It should also be noted that everyone in your 
organization is able to view all these requests with security level 0, 1 or 3.

The users can also check their information as listed in the database and can update it if there are errors.
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7.2.2 Setting up request types

One of the functionalities of the customer portal is to be able to create requests. For example, you can have 
a support request for questions about your products, a sales question request for questions related to the 
purchase of your products, or brochure request for requesting a brochure to be sent. Before customers are able 
to create these requests, these request types should be defi ned.

To edit requests, function right 232 — Edit all request types is required. Users with the Administrator and 
General manager roles have this function right.

To defi ne requests, function right 5 — Create request types, and edit request types without responsible
is required. Users with the General manager and HR roles have this function right.

To defi ne requests:

1. Go to Workfl ow  Setup  Requests  Request types. Select the request that you want to allow 
customers to create. For example, the request Task. In the request defi nition, click the Flow tab.

2. Under the Who can create a request? section at Security level, select Customers. This will allow 
customers to be able to create this request type.

3. Next, click the Fields tab. You will see the following page:

4. Ensure that Account and Contact are present in the Name column. If they are not, click Add to add them.
5. Click Save to save the details, and then click Close to exit.

Note: The Account and Contact fi elds need to be linked to the request type to be able to fi nd the 
requests via the account card.
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7.2.3 Personalizing the customer portal

You can choose to create your own customer portal. By doing so, you can customize or add functionalities to 
it. For example, you can give the customer portal the look and feel of your organization by using your own logo 
and color scheme. The principle is the same as creating your own public web site.

To create customized customer portals, function right 276 — Maintain websites, corporate level is 
required. Users with the Web administrator role have this function right.

To create a customized customer portal:

1. Go to Documents  Setup  Maintenance  Web sites and click New.

2. Under the Web site section, defi ne the web site title name at Web site and select Customer portal at 
Type.

3. You can also link a pre-designed HTML document available in Exact Synergy Enterprise to each of the 
sections of your web site. To link the HTML documents to the relevant sections, select Document at 
Use under the Frame - Lefthand and Frame - Header sections, and select Document at Type under 
the Frame - Content section. Then, select the documents at Document under the Frame - Lefthand, 
Frame - Header, and Frame - Content sections respectively.

4. Defi ne the other relevant information.
5. Click Save to save the details, and then click Close to exit.

Note: All fi elds with the “!” icon are mandatory.
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7.2.4 Functionality of Customer Portal

One of the functions of CRM is to continuously keep your customers informed of your latest developments, 
promotions, and news. This is useful because it keeps you fresh in the minds of your customers. When an 
opportunity arises at the customer’s side, the probability that they will ask you to discuss this with them will 
be higher. Customers will more likely contact you if you are fresh in their minds.

Exact Synergy Enterprise allows you to create a customer portal. Some of the uses of the customer portal 
include:

– Continuous product promotion for your organization - The portal acts as a single place where your 
customers can go to obtain more information about your products and services. It also allows you to easily 
update the latest product information since it is in a single place.

– Informing customers of the latest organization happenings - The portal is able to provide information 
on the latest updates of your organization including new product launches, latest promotions, projects 
obtained, and sharing best practices with your customers by relating how some of your customers 
effectively used your products and services.

– Allowing your customers to interact with you - The portal can provide a communication avenue where 
customers can ask questions, give suggestions, voice complaints, and request for other services via the 
portal.

Among some of the functions that can be carried out in the customer portal are:

– allowing customers to search for documents,
– allowing customers to keep track of their requests,
– allowing customers to keep their data up-to-date, and
– providing additional information to customers.

7.3 Other Service and Support Processes

7.3.1 Customer satisfaction

One of the purposes of your CRM strategy should be building a relationship with your customer that is 
benefi cial to both sides. All the functionalities and processes described in this manual are focused on reaching 
this goal. Now it is important to implement a method to determine whether your strategy is actually working.

One of the methods used to measure the results of your after-sales activities is to perform customer satisfaction 
surveys. With the results of a customer satisfaction survey, you can determine whether some parts of your 
after-sales activities needs to be changed.

– 

Business 
benefits: 

– Quick and effective handling of complaints reduces customer dissatisfaction.
– Quick handling of questions improves customer satisfaction.
– Measuring customer satisfaction to gather information that can be used to 

improve your business processes.
– Getting an insight on whether your customers are satisfi ed with your products 

and services or how they feel about the company.
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Setting up the function for customer satisfaction

To use the customer satisfaction functionality in Exact Synergy Enterprise, there are a few settings that need to 
be set up fi rst. The following requirements must be met:

– Request type 135 - Customer Survey must be available.
– Create two items and name them Product Satisfaction and Service Satisfaction to represent the type of 

customer satisfaction. They must have the Serial numbers check box selected under the Attributes section.
– Create separate serial numbers to indicate the different satisfaction levels for each type of customer 

satisfaction.
– The Item 1, Serial number 1, Item 2, and Serial number 2 fi elds must be specifi ed in the Fields tab of 

the previously created request type 135 - Customer Survey.

This allows you to create a link to the request type 135 - Customer Survey where customers can answer a 
survey where they can select the satisfaction levels (represented by the specifi ed serial numbers) of the product 
or service (represented by the item).

To set up the customer satisfaction function by creating related items, function right 34 — Maintain World 
Items, except to change the division or function right 347 — Maintain Country items is required. Users 
with the Item management role have these function rights.

To set up the customer satisfaction function:

1. Go to Logistics  Entry  General  Items.
 If you do not have the Product satisfaction and Service satisfaction items, do the following:
– Under the General section, type a code and description at Code and Description for the item 

Product satisfaction. It is important that the description is spelt correctly as this will be used to link 
these items to the request. 

– Next, at Assortment under the Categories section, type or select the assortment for this item.
– Under the Attributes section, select the Serial numbers check box.
– Click Save to save the details and return to the item card.

2. On the item card, click Serial numbers under the Attributes section, and then click New. You will see 
the following page:

Note: Repeat the above four points to create the item Service satisfaction.
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3. Under the Serial number section, type a code at Number.
4. Type a description at Description that corresponds with the code at Number. The description can be 

used to specify the different satisfaction levels.
5. Click Save + New to continue creating serial numbers for each of the satisfaction level that you want. 

Click Save to save the details of the last satisfaction level that you want to create. The following page is a 
sample of a list of items and the respective details:

6. Go to Workfl ow  Setup  Requests  Request types. If you do not have request type 135 - 
Customer Survey, do the following:

 – Click New, and type in the ID and description. 
 – Click the Fields tab and ensure that Item 1, Serial number 1, Item 2, and Serial number 2 fi elds 

are listed. Other required fi elds are shown as follows:
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 – Click Save to save the details, and then click Close to exit. The following page is an example of how 
this function will be used:

Conducting customer satisfaction surveys

Now that the customer satisfaction functionality is available, you can start using the request type for s toring 
the satisfaction ratings of your customers.

You can use the Free: Text and Free: GUID fi elds to insert more questions in the request type and thus, get 
more information from your customers via the customer satisfaction survey. With a free text fi eld, you can 
create plain text fi elds or even drop down lists to allow your customers to provide more information. With 
GUID free fi elds, you can map a fi eld to other entities, such as customer, people, and other requests. With pivot 
analysis, reports can be made for all available fi elds in the request. The default customer satisfaction report is 
purely based on the Item 1 and Item 2 fi elds in the request.

The results of the customer satisfaction survey can be retrieved. This is described at 6.4.1 Customer portal 
statistics.

Note: All fi elds with the “!” icon are mandatory.
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7.3.2 Complaint management

Another important part of customer service and support is the way complaints are managed. Every 
organization that deals with customers will get complaints once in a while and it is the way they are dealt with 
that makes you stand out.

In Exact Synergy Enterprise, you can handle complaints by entering them as a type of request. The most 
effective way is to create a request type for this. The request type can be kept simple with only the Account, 
Contact, and the Remarks: Request fi elds required for entering the complaint itself. Other fi elds can also 
be used to enhance a complaint request, making more information available for reporting and management 
purposes. This is shown as follows:

For this example, when there is a complaint, the support employee fi lls up the request accordingly and submits 
it. This will then be directed to his support manager who will try to resolve the issue. It is easy to keep track of 
the complaint since all communication is recorded in the request. Once the complaint is solved or is decided 
that it cannot be solved, the request can then be closed.

You can monitor complaints in various ways including viewing complaints for a specifi c account or keeping 
track of the latest complaints created. This is described in the following sections.

To view complaint requests for an account, no function right is required.
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To view complaint requests for specifi c accounts:

1. Go to Customers  Reports  Accounts  Search. Defi ne the relevant criteria and click Show to fi nd 
the required account. Click the account name in the Account name column to display the account card.

2. Under the Monitor section, click Workfl ow. You will see the following page:

3. Under the Criteria section, select Complaint at Type, and then click Refresh to list only complaint 
requests.

To view the latest complaint requests created, no function right is required.

To view latest complaint requests created:

1. Go to Customers  Reports  Workfl ow  Accounts: Requests - Recent. You will see the following 
page:

2. Under the Request section, type or select Complaint at Type.
3. Click Show to view the latest complaints created, and then click Close to exit.
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7.3.3 Support management

Exact Synergy Enterprise allows the customer support team of your organization to manage questions and 
problems faced by your customers. Customers can also use a web portal to conduct various actions of their 
own such as searching for information on their own, monitoring the statuses of requests that was created, and 
providing feedback or asking questions.

Apart from that, you can conduct analysis on the communication between customers and the support team. 
This helps to enhance the service levels of your organization. This is further described at 7.4.3 Support 
statistics.

Exact Synergy Enterprise assists the support department in providing effi cient support services through the 
use of workfl ow and related reports. This can be achieved by the following:

– Allowing customers to create support requests - When customers are able to create support requests, the 
support department will be able to manage the process properly. Keeping track of these support requests 
provides the department with an insight into the question trends and will be able to anticipate problems 
and react to them.

– Allowing customers to search the knowledge database - Giving customers access to the information 
available helps them to have a sense of independence. At the same time, you can put extra information into 
the database so that your customers can utilize your products and services better. This helps to lift some 
burden off your support department while generating customer loyalty.

– Viewing customer-related information - Having complete and up-to-date information aids in providing 
an accurate analysis and the best support possible to customers. Looking at the workfl ows and questions 
asked, the support department may be able to determine the status of the account as well as the latest 
problem the customer is facing.

Allowing customers to create support requests
One of the ways to service your customers is to ensure that there is a communication channel available for 
them to ask questions. This will make your organization more approachable to your customers while making it 
more convenient for them to solve their issues.

One of the communication channels that you can create is to give users the ability to create support requests 
in Exact Synergy Enterprise. When creating a suitable support request type, it is advisable to include, as a 
minimum, the following fi elds:

– account fi eld to specify which customer has an issue,
– assortment fi eld to specify the type of product, and
– remarks fi eld to enter information of the issue concerned.

Ideally, the support request should be placed in a web portal. When users have issues, they can log on to the 
web portal and send a request with details about their problem. The support request should also be able to 
provide escalation in the event the fi rst line support is unable to resolve the issue.

To edit support requests, function right 232 — Edit all request types is required. Users with the 
Administrator and General manager roles have this function right.

To defi ne support requests, function right 5 — Create request types, and edit request types without 
responsible is required. Users with the General manager and HR roles have this function right.
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To make support requests available on web portals:

You can refer to 7.2.2 Setting up request types to set up a request type where customers can create support 
requests. In the Flow tab, defi ne the security level of the request type as 1 at Security level so that customers 
are able to access it, or 0 if you want unregistered users to be able to create requests to ask questions if they are 
interested in your products and services.

The following is a sample of a support request with escalation options:
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The following is a sample of a web portal that lets users create support requests as indicated by the boxed 
sections:

Allowing customers to search knowledge base

One of the ways to cut down the burden of your support team is to allow customers to search for answers to 
problems on their own. This is especially useful if you have a large amount of information in your knowledge 
base. Customers are encouraged to search for answers in the knowledge database. They should send a support 
request only if they cannot fi nd a solution in the knowledge base. This is because it is possible that the issue 
being faced by a customer may have been solved before.

Alternatively, you can also choose to create a list of documents that links to frequently asked questions.

There are three ways to allow customers access to information in your knowledge base. These include:

– making a search box available,
– creating a list of all related documents, and
– creating a list of frequently asked questions (FAQ).

One of the ways to display a list of related documents in a web portal is to create a document list. To create a 
document list, go to Documents  Setup  Layouts  List. Click New to create a document list. Type a code 
for the document list at Code. This is mandatory. Next, click Advanced. Type a criteria statement under the 
Criteria section to confi gure the document list. The suggested criteria to enter under the Criteria section on 
the Layout: List page is bd.Type = ‘29’ where “29” is document type FAQ for “Type”. When the document 
list is ready, you can then insert it into the web portal.
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To insert a document list into a web portal, function right 276 — Maintain websites, corporate level is 
required. Users with the Web administrator role have this function right.

To include document lists in web portals:

1. Go to Documents  Setup  Maintenance  Web sites. Edit a portal as required.
2. Create a link to the document list to be inserted into the portal. An example of the link is 

DocLayoutListView.aspx?SCACtion=15&ID=FAQ where “FAQ” in “LayoutID=FAQ” should be 
replaced by the layout list name that you created at Documents  Setup  Layouts  List.

3. Click Save to save the details, and then click Close to exit. The following is a sample of a web portal with a 
link to a document list as indicated by the boxed section:

When customers click the FAQ’s link (as shown in above), they will see a list of documents created under the 
specifi ed document type, in this case, the FAQ document type. The following is a sample of the list of FAQ 
documents when the link is clicked:
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Viewing customer-related information

When servicing customers, it is essential that the support team has the most updated and relevant information 
available at their fi ngertips. Having more information can help them to understand the issue better and easier.

Examples of useful customer information include:

– contract information,
– products or services purchased, and
– request information.

To view customer-related information, no function right is required.

To view customer-related information:

In Exact Synergy Enterprise, all customer-related information is available on the account card. To view an 
account card, go to Customers  Reports  Accounts  Search, defi ne the relevant criteria, and then click 
Show. Click the account name in the Account name column to view the account card of that account. The 
following displays a sample of an account card:

From the account card, the support team can obtain information, such as contract information. This can be 
accessed by clicking Contracts under the Monitor section. This will display all contracts that the customer 
has with your organization. With this information, the support personnel will be able to fi nd out the 
latest information about the customer’s contracts. This helps the support personnel to fi nd out what the 
organization is supposed to support the customer on.

It is also useful to know what the customer has purchased from your organization. This can be known by 
clicking Items under the Monitor section of the account card. This will show the support personnel which 
product or service the customer has issues on. This helps when the support team is trying to diagnose the 
problem and fi nd the most compatible solution according to the relevant product or service.
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The request sections on the account card can be used to analyze requests that are linked to the customer. The 
Requests section displays the latest requests created. This helps the support team to be aware of the latest 
issues faced by the customer. It also shows the status of the requests. The support team can then quickly focus 
on requests that are still open, thereby improving the time to respond to services required. The Requests: 
Graph section displays the total requests created for each month. This helps to determine whether there is a 
trend. For example, if there is an unusually high amount of support requests, maybe it can be suggested that the 
customer change the support level, schedule a training session, or send a consultant to resolve issues.

7.4 Reports

7.4.1 Customer portal statistics

When you have defi ned a customer portal, you also may want to check whether your customers are using the 
portal. In Exact Synergy Enterprise, there are a number of reports available that allow you to do this.

Viewing the account activity reports

The activity report allows you to check which accounts are logged on and which application (page) is being 
viewed. It also shows the time and date of the last action performed by the account.

To view the current account activity reports, no function right is required.

To view current account activity reports:

1. Go to Marketing  Reports  Web site  Activity - Current. You will see the following page:

2. Defi ne the relevant criteria to list the relevant activities and click Show to view the report, and then click 
Close to exit. The following is a sample of the report based on the defi ned criteria:
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Viewing changes made by customers

Since customers are allowed to update a part of their own data, you may want to monitor these changes. Exact 
Synergy Enterprise provides you with a report that will show not only changes made by customers, but also 
changes by your employees to important sections on an account card.

To view reports on changes made to account cards, no function right is required.

To view reports on changes made to account cards:

1.  Go to Marketing  Reports  Web site  Activity - Portal. You will see the following page:

2. Defi ne the relevant criteria to list the relevant activities and click Show to view the report, and then click 
Close to exit. The following is a sample of the report based on the defi ned criteria:
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Viewing results of customer satisfaction surveys

After the customer satisfaction survey has been conducted, as described at 7.3.1 Customer satisfaction, the 
results should be analyzed to fi nd out what are the responses of customers.

To view results of a customer satisfaction survey, no function right is required.

To view results of customer satisfaction surveys:

1. Go to Marketing  Reports  Customers  Customer satisfaction. You will see the following page:

2. Defi ne the relevant criteria. Select the relevant request type at Request type under the Left section. This 
is mandatory.
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3. Click Show to display the results. The following is a sample of the report on customer satisfaction based 
on the defi ned criteria:

7.4.2 Contract reports

When you are creating and maintaining contracts in Exact Synergy Enterprise, there are a number of reports 
that can help you review the statistics.

Searching for contracts

Contracts are service agreements between your customer and you. In order to provide the best possible service 
to your customer, you should be able to locate information about the contract easily. You can also search 
contracts that are linked to a particular item so that you are able to review the statuses of all these contracts for 
that particular item.

To view results of the report, no function right is required.
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To search for contracts:

1. Go to Customers  Reports  Contracts  Search. You will see the following page:

2. Defi ne the relevant criteria, such as the item at Item under the Criteria section to display contracts 
that are linked to an item, the date at Final date under the Date section to display contracts ending on 
a specifi c date, or the account code at Account under the Account section to display contracts that are 
linked to that account. Click Show to display the results, and then click Close to exit.

3. On the search results page, click Export to export the search results to a Microsoft Excel fi le. The following 
page is a sample of a report on contracts based on the defi ned criteria:

Monitoring contracts

Sometimes, it is useful to view the overview status of contracts based on division. By grouping the status 
of contracts by division, you are able to fi nd out how many contracts are active, invalid, new, or cancelled 
according to the division.

To view results of the report, no function right is required.

Note: To be able to export the contract results, the Exact.Jobs.SysHrMail.dll process of the 
Exact.Process.exe background job needs to be scheduled and executed. For more 
information on background jobs, refer to Exact Synergy Enterprise Implementation  
Manual.
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To monitor statuses of contracts:

1. Go to Customers  Reports  Contracts  Monitor. You will see the following page:

2. Under the Criteria section, type or select the relevant date range at Date to display an overview of 
contracts with a start date that is between the date ranges. Click Show to view the status of contracts, and 
then click Close to exit. The following page is a sample of a report on the statuses of contracts based on the 
date range selected:

Viewing contract revenue

One of the most important reports when working with contract management is the report that shows the 
revenue you have obtained from these contracts.

To view results of the report, no function right is required.

 194 



To view revenue obtained from contracts:

1. Go to Customers  Reports  Contracts  Revenue. You will see the following page:

2. Defi ne the relevant criteria and click Show to display the results, and then click Close to exit. The 
following page is a sample of the revenue report based on the defi ned criteria:

7.4.3 Support statistics

The support team is able to monitor and analyze support issues experienced by customers. This allows them 
to fi nd out various information, such as the average turnaround time in solving issues, the types of issues that 
customers frequently face, and if there are any outstanding issues that are not resolved yet. In analyzing the 
information, the support team can improve effi ciency and improve customer service levels in the future.

Viewing outstanding requests

To view results of the report, no function right is required.

To view outstanding requests:

1. Go to Workfl ow  Reports  Requests  Search.
2. Under the Request section, type or select the support request ID at Type.
3. Under the Workfl ow section, select Open at Status to display all requests with the Open status.
4.  Type or select the relevant account ID at Account under the Account section to view the outstanding 

statistics for a particular account, if required. If the Account fi eld is unavailable, click Customize at 
the title bar. Under the Account section, select the Account check box to add this fi eld.
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5. Defi ne the other relevant criteria as required.
6. Click Show to display the results, and then click Close to exit. The following page is a sample of a report 

on outstanding requests:

Viewing average turnaround time of requests

To view results of the report, no function right is required.

To view average turnaround time in resolving issues:

1. Go to Workfl ow  Reports  Requests  Statistics - List.
2. Defi ne the available options to display the relevant statistics. For example, under the Criteria section, 

select Items and Workfl ow + Days at Statistics to display the items and the workfl ow that are linked to 
those items and their corresponding duration. You can also type or select a request type at Request type 
to list only the relevant support request type.

3. Click Show to display the analysis, and then click Close to exit. The following page is a sample of the 
report based on the defi ned criteria:

Viewing most asked issues

To view results of the report, no function right is required.

To view issues that are most asked:

1. Go to Workfl ow  Reports  Requests  Pivot analysis.
2. Under the Criteria section, type or select the relevant support request type at Type.
3. Defi ne the available options to show the preferred display method. For example, select  Chart at 

Analysis. Select Item: 1 at Row to display the product. Select Type of question at Columns to display 
the types of questions asked. The results for this selection will display the product and the corresponding 
types of questions asked for each product line. From this analysis, you can fi nd the types of questions that 
are more frequently asked. You can also track it to the product line that caused this.
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4. Click Show to display the analysis, and then click Close to exit. The following page is a sample of the 
report based on the defi ned criteria:
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Appendix A  Installation of Microsoft 
Office Add-in
To install Microsoft Offi ce Add-in:

1. Before you begin the installation, make sure all Microsoft Offi ce applications are closed.
2. Start Microsoft Internet Explorer and log in to Exact Synergy Enterprise.
3. Go to System  Setup  Other  Installation: Microsoft offi ce Add in. You will see the following page:

4. Click Install under the Offi ce Add-In section.
5. Click Download. You will see the following:

6. Click Run to start the installation process. The process will fi rst detect if the user’s computer has the 
required Microsoft components (the MSXML and MS ActiveX components). If the components are not 
found, they will be automatically installed. After that, the installation of Offi ce Add-in will continue.

7. After the installation of Offi ce Add-in is complete, the message “You must restart your computer before 
the new settings will take effect. Do you want to restart your computer now?” will be displayed.

8. Click Yes to restart your computer. If you click No, the System: Installation page will be displayed to 
inform you of the successful installation.

9. Click Close to exit. You can now see the Offi ce Add-in function in Microsoft Offi ce applications, such as 
Microsoft Excel, Microsoft Outlook, and Microsoft Word.
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To set up the website for Microsoft Offi ce Add-in:

1. At the Microsoft Word or Microsoft Excel menu, click Add-Ins, and then click Exact Synergy 
Enterprise. You will see the following page:

2. Select Settings to defi ne the required settings to set up the website. You will see the following page:

3. At Web site, type the URL for the website where you want to upload your Microsoft Word documents.
4. Click OK to save the changes and exit.
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Appendix B  Creating Mail Merge Layouts
The Word Merge feature has replaced the mail merge functionality from product update 250 onwards. Hence, 
you will be able to use the Word Merge feature by default.

Existing users moving to product update 250 will still have the old mail merge functionality by default, and 
this can be switched to the new Word Merge functionality. For more information, see Appendix G Exact Word 
Merge. When you have switched to the new Word Merge functionality, the following procedure is no longer 
necessary. 

To create mail merge layouts:

1. Go to Documents  Setup  Layouts  Mail merge. You will see the following page:

2. Defi ne the relevant criteria, and then click Show. You will see the existing mail merge layout(s) divided 
over the various document categories as shown in the following page:
Note: Mail merge layouts are document templates that are customized with information that will be 
reproduced when you create a document using the mail merge layout.
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3. Click New to create a mail merge layout. You will see the following page:

4. Defi ne the relevant criteria and the contents of your mail merge layout. If you want to get an overview 
of all available tags, click Help. You will see a description on the function of the mail merge layout, and 
examples on how to use the tags in the mail merge layout. There is a list of tags available and corresponding 
descriptions of the specifi c data that the tags make references to in the Exact Synergy Enterprise database. 
These tags are used to customize information within the document layout.

5. Click Save to save the defi ned criteria for the new mail merge layout. The following is a sample of a mail 
merge layout:

Note: All fi elds with the “!” icon are mandatory.
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Appendix C  Installation of Synergy 
Office Integration
Synergy Offi ce Integration (SOI) allows for closer integration between Exact Synergy Enterprise and 
Microsoft Offi ce. With SOI, you will be able to access Exact Synergy Enterprise and all its related functions 
using Microsoft Outlook. In addition, you will be able to perform functions, such as saving and viewing 
documents, saving presentations, and spreadsheets directly and easily to Exact Synergy Enterprise.

Prerequisites

The following software must be installed before SOI can be installed:

– Windows Installer 3.1 or above. If you do not have this pre-installed, 
you can obtain it at http://www.microsoft.com/downloads/en/details.
aspx?FamilyID=889482FC-5F56-4A38-B838-DE776FD4138C&displaylang=en.

– Microsoft .NET 4.0 Framework (Web installer). If you do not have this pre-installed, you can obtain it at 
http://www.microsoft.com/download/en/details.aspx?id=17851.

– Microsoft Visual Studio Tools for the Microsoft Offi ce system (version 4.0 Runtime). If you do not have 
this pre-installed, you can obtain it at: 

 – (x86 for 32-bit machine) — http://download.microsoft.com/download/F/3/9/F395E3C2-28A0-
4F0D-9E20-FF4D1ADB08D8/vstor40_x86.exe.

 – (x86 for 64-bit machine) — http://download.microsoft.com/download/F/3/9/F395E3C2-28A0-
4F0D-9E20-FF4D1ADB08D8/vstor40_x64.exe.

– Enable the Binary, DocumentManagement, DocumentType, and Profi le web services at System  
Setup  Web services  Settings.

Installing Synergy Office Integration

To install Synergy Offi ce Integration:

1. Go to System  Setup  Settings – General  Preferences.
2. Click the General tab, and then click Synergy Offi ce Integration in the Offi ce: Installations section. 

Alternatively, you can also go to System  Setup  Other  Installation: Microsoft offi ce Add in, or 
Customers  Setup  Other  Installation - Microsoft offi ce Add in.

3. Click Install under the Synergy Offi ce Integration section.
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4. Click Download. 

5. Click Run.
6. Click Run again to verify that you want to run the software. You will see the following page:

7. Click Next and follow the onscreen instructions.
8. Once the installation is completed, click Finish.
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Configuring Synergy Office Integration

After the installation, some confi gurations need to be done to ensure that no problems are encountered when 
you use SOI and save documents or e-mails to Exact Synergy Enterprise.

a) Default document type

The default document types need to be determined for the different usage within the different applications. To 
do this, go to System  Setup  Settings - General  Preferences, click the Offi ce Integration tab, and then 
defi ne the fi elds under the Default document type MS Offi ce section.

b) SOI Confi guration Wizard

When you open a Microsoft Offi ce application for the fi rst time after the SOI installation, a welcome page will 
be displayed, followed by the confi guration wizard. You can opt to skip the confi guration at that moment, but 
you will have to complete it before you can use the SOI features. The confi guration wizard will be displayed 
again if you have clicked on any SOI feature.

To confi gure the Confi guration Wizard:

1. Open Microsoft Word, Microsoft Excel, Microsoft Outlook, or Microsoft Power Point. You will see the 
following page:
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2. Click Next. You will see the following page:

 
3. At Web address, type the website URL of the Exact Synergy Enterprise software that you want to connect 

to.
4. At Username and Password, type your Exact Synergy Enterprise user name (for example: “domain\

username”) and login password.
5. Click Next. A check is done to see if your system fulfi lls all prerequisites needed for the confi guration. If 

the system fulfi lls all prerequisites, the confi guration process will proceed.
6. Once it is completed, click Finish to exit the confi guration wizard.

Using Synergy Office Integration for the first time

When you access any SOI features in Microsoft Offi ce applications under the Synergy ribbon or toolbar for 
the fi rst time, a login page will be displayed for you to type your user name and password, as shown in the 
following: 

Note: If you have selected the Remember me check box, you do not need to login again the next 
time you use SOI until the password expires.
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Updating Synergy Office Integration

When you login to SOI, it will check with the version available in the server. If there is a newer version, an 
update will be offered.

If you proceed to update to the latest version, you will have to manually remove the existing version before the 
update is performed.

Once the existing version has been removed, you may proceed to Step 5 of To install Synergy Offi ce 
Integration.

Appendix C | Installation of Synergy Office Integration

 217





Appendix D 

Creating Mail Merge 
Documents with Synergy 
Office Integration



 220 



Appendix D Creating Mail Merge 
Documents with Synergy Office 
Integration
The Word Merge feature has replaced the mail merge functionality from product update 250 onwards. Hence, 
you will be able to use the Word Merge feature by default.

Existing users moving to product update 250 will still have the old mail merge functionality by default, and 
this can be switched to the new Word Merge functionality. For more information, see Appendix G Exact Word 
Merge. When you have switched to the new Word Merge functionality, the mail merge functionality from 
Synergy Offi ce Integration will no longer be applicable in Microsoft Word. 

A mail merge document is often a very useful and an effi cient way of creating letters using contact details 
obtained from your database. It usually contains the same content meant to be sent to targeted recipients. 
The only differing point from one letter to the next is the information specifi c to the recipient, such as the 
recipient’s name and address, company’s name, and date.

The mail merge document will contain special tags that are used to insert data from the database to the 
document when it is generated. Synergy Offi ce Integration (SOI) can be used to create a mail merge 
template using Microsoft Word. This document can then retrieve data from Exact Synergy Enterprise to create 
a mail merge.

To create a mail merge, the following steps need to be taken:

 – Create mail merge templates
 – Select the target recipients
 – View the results of the mail merge
 – Complete and process the mail merge

Note: You are able to perform this function only if you have the Professional role.
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Create mail merge templates using Synergy Office Integration

To create mail merge templates:

1. In Microsoft Word, click Make a merge document and select either CRM or HRM to load the 
corresponding tags in the Task Pane, as displayed in the following:

2. Click the required group in the Task Pane to expand it.
3. Click and drag the required tags from the Task Pane to the document to insert the tags into the document.
4. Save the template when you have fi nished composing the mail merge template.

Select target recipients using Synergy Office Integration

Once the template has been created, you can begin to merge your data into it. To do this, you have to select the 
relevant target recipients.
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To select target recipients:

1. Open the mail merge template.
2. Click Select target group and select either CRM or HRM as the corresponding data source.
3. Next, select Search to search for the target group or Template to search using an available search 

template. The following page will be displayed:

4. If you select Search, enter the relevant criteria in the pop-up window and click Merge. If you select 
Template, select the required search template in the pop-up window and click Merge.

View the results of the mail merge using Synergy Office Integration

To view results of your mail merge:

1. In Microsoft Word, select the Mailings ribbon.
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2. Use the Next Record and Previous Record arrows to scroll through the results, as displayed in the 
following page:

Complete and process the mail merge using Synergy Office Integration

The mail merge is complete when it is processed. The options available to process a mail merge include creating 
a document with the merge results, sending the results to a printer, sending the results to recipients via e-mail, 
and saving the results to Exact Synergy Enterprise.

To complete the mail merge process:

1. In Microsoft Word, click Perform mail merge and select the relevant option, as displayed in the 
following page:
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2. If you select New MS Word Document, Send to printer, or Save to Exact Synergy Enterprise, 
select the required record to process. If you select Send email, select the required record to process, and 
then select the e-mail address to send it to. Enter a subject for the e-mail, and then select whether to send 
the mail as an attachment.

3. Click Merge when you have specifi ed all relevant options.
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Appendix E Setting up ExactWebGuest
For customers and resellers who are using the CRMQuestionnaire application in the external Exact Synergy 
Enterprise web site, an ExactWebGuest user must be present in the database. The CRMQuestionnaire 
application is an enhanced contact form that creates a non-validated account and an attached request in the 
workfl ow of the account when a web guest leaves their name, address, and question. In order to log in to the 
customer and reseller portals respectively, a resource ID for the ExactWebGuest user has to be created in the 
database.

The user ID for the ExactWebGuest user is -2. Therefore, it cannot be seen in Exact Synergy Enterprise. To 
check whether this user exists in the database, you need to run a query using the SQL Server Management 
Studio. On the query page, run the following SQL statement:

When the user is not present in the humres table, you can create it manually using the SQL Server Management 
Studio. To create the ExactWebGuest user in the database, you need to run the following query:

The ExactWebGuest user will take up one user license. So, you have to make sure that there are enough licenses 
for all your users before running the query.

Select* from humres where res_id=-2

Insert into humres (res_id, fullname, sur_name, usr_id, job_level,
blocked.land_iso,ldatindienst,repto_id,comp,emp_type,emp_
statd,emp_stat) values(-2,’ExactWebGuest’,’ExactWebGuest’,’ExactWebGuest’,0,0,’NL’,
getdate(),1,’001 ‘,’E’,getdate(),’A’)
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Appendix F  Purchasing and Viewing 
Dun & Bradstreet Risk Profile Reports
Exact Synergy Enterprise supports risk profi le reports from Dun & Bradstreet (D&B). D&B is a credit 
information provider for businesses and corporations. Integrating D&B into Exact Synergy Enterprise allows 
users to turn information into insight to develop conclusive and fact-based strategies. As the leading provider 
of business information for credit, marketing, and purchasing decisions worldwide, D&B can help users to 
perform a wide range of business analysis. D&B provides several types of account risk profi les which are 
available in their toolkit whereby users can keep the information of their accounts updated with D&B to help 
them make better decision and analysis by viewing the risk (credit) management reports in Exact Synergy 
Enterprise.

By integrating D&B features into Exact Synergy Enterprise, you can purchase the D&B report directly from 
the account card. The report data will be available in a Microsoft Excel worksheet or document in Exact Synergy 
Enterprise.

D&B settings

Before you can purchase or view risk profi le reports, some settings for D&B in Exact Synergy Enterprise are 
required.

To set up D&B:

1. Go to Customers  Setup  Other  Settings, and then click Edit. You will see the following page:

Note: To be able to use D&B functions, YA1016 — Risk Management is required in your 
license.
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2. Under the D&B: Report services section, type your D&B user name at User name and password at 
Password.

3. At Document: Type, type or select the type of document that you want to use for the information 
obtained from D&B. However, only document types that do not require versioning will be displayed 
when you search for a document type.

4. Click Save to save the changes.

Purchasing risk profile reports

You can purchase risk profi le reports from D&B for your accounts via Exact Synergy Enterprise. The risk 
profi le report allows you to view the credit rating of the accounts by providing a color indicator of the latest 
risk profi le report. The risk indicator provides a comparative, cross-border assessment of the risk of doing 
business in a country and encapsulates the risk that country-wide factors pose to the predictability of export 
payment and investment returns over a two year time horizon. The risk indicator is a composite index of four 
overarching country risk categories:

– Political risk — The internal and external security situation, policy competency and consistency, and 
other such factors that determine whether a country fosters an enabling business environment.

– Commercial risk — The sanctity of contract, judicial competence, regulatory transparency, degree of 
systemic corruption, and other such factors that determine whether the business environment facilitates 
the conduct of commercial transactions.

– External risk — The current account balance, capital fl ows, FX reserves, size of external debt, and all such 
factors that determine whether a country can generate enough FX to meet its trade and foreign investment 
liabilities.

– Macroeconomic risk — The infl ation rate, government balance, money supply growth, and all such 
macroeconomic factors that determine whether a country is able to deliver sustainable economic growth to 
provide further expansion in business opportunities.

There are various types of risk profi le reports that you can purchase, such as:

– Business Verifi cation — This report allows you to identify businesses by checking a company and its 
location with background information such as primary name, address, phone number, SIC code, branch 
indicator, and D&B D-U-N-S Number.

– Financial Standing — This report allows you to drill down into a company’s fi nances by assessing a 
company’s fi nancial strength with data such as sales volumes, net worth, assets and liabilities.

– Quick Check — This report allows you to check out a business at a glance by performing low risk credit 
assessments and pre-page prospects with D&B’s core credit evaluation data. Information includes 
company identifi cation, payment activity summary, public fi lings indicators, and the D&B Rating.

– Decision Support — This report allows you to assess the risk of doing business by improving the 
timeliness and consistency of your credit decisions and help prioritize collection efforts by matching your 
company’s credit policies and conditions with D&B credit scores and ratings.

– Vendor Management — This report allows you to gain a unique insight into your suppliers by helping 
you to ensure the stability and effi ciency of your supply chain with detailed business information on your 
suppliers, such as headquarters and parent company identifi cation, risk indicators, payment information 
and failure scores.

Note: You can select a document type only if you have a security level of 10 and above, do not 
have a role for creating documents, status is Active, and manual entry is set to Allowed.
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– Enterprise Management — This report allows you to receive the most in-depth data on an organization 
by retrieving comprehensive business and fi nancial information ready for implementation into your 
ERP or other proprietary system. Using enhanced information, you can make more intelligent credit, 
purchasing, and marketing decisions across the board.

To purchase D&B risk profi le reports:

1. Go to Customers  Reports  Accounts  Search, defi ne the search criteria, and then click Show. Select 
an account to purchase the D&B risk profi le report for the selected account. You will see the following 
page:

2. Under the Marketing section, click the Buy D&B report link. However, the link will be displayed only 
if you have selected the D&B number check box under the Marketing section on the Settings: Card - 
Customize page. The color indicator will be displayed only if you have purchased more than one report 
previously, and the D&B number will be displayed only if you have purchased at least one report. The 
color indicator is based on the following risk level:

 – Green — Minimal risk level
 – Yellow — Low risk level
 – Orange — Greater than average risk level
 – Red — Signifi cant level of risk

Note: To be able to purchase D&B risk profi le reports, function right 723 — Allow to 
purchase all D&B risk profi les is required. Users with the Customer manager or 
Reseller manager roles have this function right.
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You will then see the following page if the D-U-N-S number of the selected account is invalid or a 
D-UN-S number is unavailable:

3. Under the Filter your accounts section, defi ne the search criteria and click Refresh. The accounts from 
D&B that meet the defi ned search criteria will be displayed.

4. Select an account to purchase the risk profi le report for the selected account, and then click Next. If you 
have not selected an account before clicking Next, an error message “You have not select account” will be 
displayed. You will see the following page once Next is clicked or the selected account already has a DUNS 
number on the account card:
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5. Under the Datasheets section, select a report that you want to purchase from D&B, and then click 
Buy to purchase the selected report. A message “At this moment, the report you are trying to purchase 
is unavailable” will be displayed if the risk profi le report selected is not allowed to be purchased for the 
selected account (based on the subscription agreement with D&B). However, if you have only function 
right 722 — Maintain account with D&B information, only the Business Verifi cation report will 
be displayed.

6. If you have function right 722 — Maintain account with D&B information and rights to edit account 
cards, you will see the following pages once you click Buy in step 5. Otherwise, you will see the page in 
step 7. On the following page, click Yes to overwrite the details of the selected account on the account card 
with the details obtained from D&B or click No to update only the D&B number obtained from D&B to 
the account card of the selected account.

You will see the following page if the details on the account card and details obtained from D&B of the 
selected account is similar. An update is not required. Click OK to view the risk profi le report in step 7.
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7. You will see the following page once you click Yes, No, or OK in step 6

8. Click Close to exit.

Viewing risk profile reports

Once you have purchased risk profi le reports from D&B via Exact Synergy Enterprise, you can search and view 
the reports from Exact Synergy Enterprise. The risk profi le report can also be viewed in Microsoft Excel.

To view risk profi le reports:

1. Go to Customers  Reports  D&B Risk profi les. You will see the following page: 

2. Under the Criteria section, defi ne the search criteria.
3. Click Show to view the risk profi le reports based on the search criteria. You will see the following page:
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4. In the Document ID column, select a risk profi le report that you want to view. You will see the following 
page:

5. Click Edit to modify the risk profi le report, Request to create a request for the risk profi le report, Copy to 
copy the risk profi le report as a new document. 

6. Click Close to exit.

Appendix F | Purchasing and Viewing Dun & Bradstreet Risk Profile Reports

 239





Appendix G 

Exact Word Merge



 242 



Append ix G Exact Word Merge
Exact Word Merge is part of Exact Synergy Enterprise and this is used to send a predefi ned e-mail or letter 
in a corporate style using templates based on roles and rights. Templates are documents created in Microsoft 
Word and uploaded to Exact Synergy Enterprise as templates. To create template documents, you will require a 
schema, which contains a set of merge tags which can be dragged into a template document. While performing 
the merge, these tags will be replaced by the actual values. 

You can create your own schemas and templates, and you can also defi ne the templates and schemas that can be 
used by other users.

How does Word Merge work?

Note:  – Depending on the product update you are using, you may or may not use all of the 
features mentioned above.

 – The new Word Merge functionality comes as a package in product update 250 
which replaces the old mail merge functionality. For new customers, or when you 
are creating a database, the old mail merge functionality will no longer be available. 
No settings are required.

 – Existing users moving to product update 250 will still have the old mail merge 
functionality by default, and this can be switched easily to the new Word Merge 
functionality.
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Insta lling Exact Word Merge Integrator

Exact W ord Merge Integrator makes use of Windows Services for the merging process. There is no background 
job needed for the process. The services are installed on the server, running, and waiting for any requests for 
Word Merge. Whenever a request for merging is initiated, the services will pick up the request and process it 
immediately.

Word Merge does not require Microsoft Offi ce to be installed on the server.

Prerequisites

 – Windows server operating system 
 – Exact Synergy Enterprise product update 250 onwards must be installed on the server
 – Microsoft .Net Framework version 4.0 Full
 – Microsoft Message Queue (MSMQ)
 – A “Fixed User” to start the Word Merge Windows services. This user requires the right in the Windows 

server to start services and the user must exist in Exact Synergy Enterprise with the following function 
rights:

 – 620 - Entity Services Create: Documents
 – 621 - Entity Services Read: Documents
 – 622 - Entity Services Update: Documents
 – 893 - Entity Services Create: Word Merge
 – 894 - Entity Services Read: Word Merge
 – 895 - Entity Services Update: Word Merge
 – 896 - Entity Services Delete: Word Merge

To ins tall Exact Word Merge Integrator:

7. Run the development package ExactWordMerge x86.msi (for the 32-bit environment) or 
ExactWordMerge x64.msi (for the 64-bit environment) at the server side. This can be found in the cab 
folder of the Exact Synergy Enterprise installation folder. The following page will be displayed:

Note:  – If Exact Synergy Enterprise is installed in C:\Program Files (x86) on the 32-bit 
environment, then you need to install the 32-bit version of Exact Word Merge 
Integrator. 

 – If Exact Synergy Enterprise is installed in C:\Program Files on the 64-bit 
environment, you will need to install the 64-bit version. Otherwise, install the 32-
bit version of Exact Word Merge Integrator.
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The following page will be displayed:

2. Click Next to start the installation.
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9. Select the I accept the terms in the License Agreement check box, and then click Next.

10. On the Custom Setup page, click Exact Word Merge Integration Core Components. This component 
is needed for the Exact Word Merge Integrator to work. 

11. Click Browse to defi ne the path for the Exact Synergy Enterprise installation folder, and then click Next.

12. On the Confi guration Information page, at Exact Word Merge Service Address, type the path of the 
Exact Synergy Enterprise server, for example, http://webserver01.

13. At Exact Synergy Enterprise Authentication Mode, select the authentication mode that is used on the 
Exact Synergy Enterprise.
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8. Then, click Next. The following page will be displayed:

9. At User Name, defi ne the user name in the format of <domain>\<user name> or <machine 
name>\<user name>. This is the user that will be used to start the Word Merge Windows services. This 
user must also exist in Exact Synergy Enterprise. For more information, see Prerequisites.

10. At Password, type a password for the user and click Next.
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11. Click Install. The following page with the installation in progress will be displayed:

12. Once installation is completed, click Finish to exit.
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Uninstalling Exact Word Merge Integrator

There are two ways to uninstall Exact Word Merge Integrator. You can uninstall Exact Word Merge Integrator 
via MSI or Control Panel.

To uninstall Exact W ord Merge Integrator via MSI:

1. Run the development package ExactWordMerge.msi at the server side.

2. Click Next. The following page will be displayed. 

3. Click Remove to uninstall.
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To uninstall Exact Wor d Merge Integrator via Control Panel: 

1. Go to Start  Control Panel  Add / Remove Programs.
2. Search for the Exact Word Merge application.

3. Select the application and click Uninstall or Remove (depending on your operating system).

Installing XML Mapping Task Pane for Microsoft Word

The new Exact Word Merge application offers a wide range of improvements over the mail merge 
functionality. Among them is a new method of creating Word Merge templates directly in Microsoft Word 
2007 and 2010. In order to create templates, XML Mapping Task Pane must fi rst be installed in Microsoft Word 
2007 or 2010. This is done via a third party add-on (the CodePlex). Installing XML Mapping Task Pane for 
Microsoft Word 2007 and 2010 will add a new button, XML Mapping, to the Developer ribbon.

In Microsoft Word 2013, there is a built-in XML Mapping Task Pane, which provides the same functionality. 
Hence, it is recommended to use this built-in feature if you are using Microsoft Word 2013.

Prerequisites

Before installing XML Mapping Task Pane, users must ensure they have  the following:

 – Microsoft Word 2007, 2010 or 2013 (any version except Offi ce Starter).
 – An internet connection (for installation only).
 – 5 MB of disk space.

The following prerequisites are automatically downloaded and installed as part of the installation process:

 – Microsoft.NET Framework 4 Client Profi le 
 – Microsoft Visual Studio 2010 Tools for Offi ce Runtime 
 – Windows Installer 3.1 

If any of these items are not installed, the setup will download and install them automatically, but a reboot may 
be required.

Note: By downloading XML Mapping Task Pane for Microsoft Word 2007 and 2010 (the “task 
pane”), you agree that your use is subject to the license terms and conditions located at 
http://xmlmapping.codeplex.com/license. Additionally, by downloading the task pane, 
you further acknowledge and agree that you assume all risks in using the task pane, and 
Exact provides no warranty or support for the task pane. Exact disclaims any losses, claims, 
damages, and liability whatsoever that may arise from your download and use of the task 
pane. 
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To download and install XML Mapping Task for Microsoft Word 2007 or 2010, observe the following steps. 
However, if you are using Microsoft Word 2013 with the built-in XML Mapping Task Pane, you can go directly 
to Enabling XML Mapping Task Pane in Microsoft Word (see Microsoft Word 2010 and 2013).

To download XML Mappin g Task Pane for Microsoft Word 2007 or 2010:

1. Open an Internet browser and go to http://xmlmapping.codeplex.com 
2. On the page, click Home at the main menu if you are not at the home page. The following page will be 

displayed:

3. Click Download, and following page will be displayed: 

4. Click I Agree to start the installation fi le download. You can either choose to run the installation directly 
after the download or save the installation fi le. 
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To install XML Mapping Task Pane:

1. Before starting the installation, close all opened Microsoft Word documents to allow the installation 
to run successfully. Locate the installation fi le and double-click the fi le to begin the installation. The 
following warning message will be displayed:

2. Click Run to continue. The following screen will be displayed: 
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3. If Microsoft.NET Framework 4 Client Profi le, Microsoft Visual Studio 2010 Tools for Offi ce Runtime, or 
Windows Installer 3.1 is not installed, the following screen will be displayed:

Click Accept to install the prerequisites. If these prerequisites are already installed on your computer, 
proceed to step 4.

4. The installation will proceed and the following screen will be displayed: 
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5. Click Install to start the installation. Upon successful completion of the installation, the following screen 
will be displayed: 

6. Click Close to exit.

To troubleshoot when XML Mapp ing Task Pane does not install properly:

1. During installation, you may encounter the following error:

2. To troubleshoot this error, locate the installation fi le. 
3. Right-click on the installation fi le and select Properties. 
4. In the XMLMappingTask Pane Properties screen, click Unblock. 
5. Reinstall XML Mapping Task Pane. For more information, see To install XML Mapping Task Pane. 
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Enabling XML Mapping Task Pane in Microsoft Word

Upon successful installation o f XML Mapping Task Pane, users will have to enable the Developer ribbon to 
access the XML Mapping button.

To enable XML Mapping Task Pan e in Microsoft Word 2007:

1. Click the Offi ce button on the left corner of the Microsoft Word 2007 application. 
2. Click Word Options. 
3. In the Word Options screen, click Popular on the left panel. 
4. Select the Show Developer tab in the Ribbon check box, as displayed in the following: 

5. Click OK. 

To enable XML Mapping Task Pane  in Microsoft Word 2010 and 2013:

1. Click File on the main menu. 
2. Click Options. 
3. In the Word Options screen, click the Customize ribbon. 
4. Select Main Tabs at the Customize the Ribbon fi eld. 
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5. Select the Developer check box, as displayed in the following: 

6. Click OK. 

Creating Word Merge templates from Word Merge schemas

Exact Word Merge offers a wide range of improvements over the mail merge functionality. It introduced 
the schema, which is used for creating Word Merge templates used in the merging process. This section will 
instruct the user on how to create a Word Merge template from a schema. 

Prerequisites

To create Word Merge templates, users must ensure they have the following:

 – Product update 249 or higher of Exact Synergy Enterprise. 
 – Microsoft Word 2007 or 2010 (any version except Offi ce Starter). 
 – The XML Mapping task pane for Microsoft Word 2007/2010 and the Developer ribbon tab must be 

enabled. For more information, see Installing XML Mapping Task Pane for Microsoft 2007, 2010 and 2013. 
 – Function right 897 – Maintain Word Merge or 898 – Allow to create Word Merge templates. 
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A Word Merge template consists o f texts or sentences typed by a user, and tags. Tags are parts which will 
be replaced by data from the database during the merging process. These tags must be inserted into a Word 
Merge template from a pre-defi ned Word Merge schema.  Hence, you need to download the Word Merge 
schema (WordMergeSchema.General.xml), and then add it to Microsoft Word to create a Word Merge 
template document.

To download Word Merge schemas:

1. Go to Documents  Setup  Word Merge  Schemas. 
2. On the Word Merge schema page, expand the General schema group. 
3. Click the General schema. 
4. On the Word merge: Schema – General page, click Download. 
5. Save the WordMergeSchema.General.xml fi le. 

To add a schema to Microsoft Word:

Microsoft 2007 or 2010:
 
1. In Microsoft Word 2007 or 2010, click the Developer ribbon. 
2. Click XML Mapping. The XML Mapping task pane will be displayed, as shown in the following: 

3. Select the (Add New Part…) option at the XML Part fi eld. The Add New Part screen will be displayed, 
as shown in the following: 

4. Select Copy the contents of an existing XML fi le to create the part. 
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5. Click Next and the following screen will be displayed: 

6. Click Browse to locate the saved WordMergeSchema.General.xml fi le. 
7. Click Finish. 

The schema will be selected and displayed in the XML Mapping task pane, as displayed in the following: 

Microsoft Word 2013:

1. In Microsoft Word 2013, click the Developer ribbon. 
2. Click XML Mapping Pane. The XML Mapping task pane will be displayed, as shown in the following:

3. Select the (Add New Part…) option at the Custom XML Part fi eld. The Open dialog box will be 
displayed.

4. Locate the saved WordMergeSchema.General.xml fi le. 
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5. Click Open. 
6. Select Exact schema – main at Custom XML Part.

The schema will be selected and displayed in the XML Mapping task pane, as displayed in the following:

After the schema has been successfully added to Microsoft Word 2007 or 2010, a Word Merge template 
document can be created. The following procedures will be based on creating a Word Merge template 
document for the Account module.

To create Word Merge template documents:

1. Type some text on a Microsoft Word document, as displayed in the following example: 
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2. Expand the Account folder in the XML Mapping task pane, as displayed in the following: 

Figure 1: The XML Mapping task pane in Microsoft Word 2007 or 2010.

Figure 2: The XML Mapping task pane in Microsoft Word 2013.

3. Drag and drop the following tags to the related content under the Account Information section on the 
Microsoft Word document:

 – AccountCode to Account Code. 
 – Name to Account Name.

The tags have now been added to the Account Information section on the Microsoft Word document. 
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4. From the MainContactPerson folder in the XML Mapping task pane, drag and drop the following tags to 
the related content under the Contact person section on the Microsoft Word document:

 – Fullname to Full Name. 
 – EmailAddress to Email. 
 – MobileNumber to Telephone. 

The results should be as displayed in the following example:

5. Save the Microsoft Word document with a Word Merge template name, for example, 
“MyAccountTemplate.docx”.

To add pictures to Word Merge template documents:

1. On a new Microsoft Word document, click the position where you want to insert the image. 
2. In the XML Mapping task pane, expand the selected folder and right-click the Picture tag. 
3. Select Picture from the Insert content control menu. 

An image frame is inserted into the document. Adjust the frame size according to your preferences. 

Note: In Microsoft Word 2013, the drag-and-drop functionality is not available. You can right-
click the tag you want to insert, select Insert Content Control, and then Plain Text, as 
shown in the following:
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4. Save the Microsoft Word document with a Word Merge template name, for example, 
“MyAccountTemplate.docx”. 

Figure 3: The above shows how pictures can be added to a Word Merge template document in Microsoft 
Word 2007 or 2010.

Figure 4: The above shows how pictures can be added to a Word Merge template document in Microsoft 
Word 2013.

Note: You may also add pictures to existing Word Merge template documents. Open the existing 
Word Merge template document in Microsoft Word. Follow steps 2 to 3, and then click 
Save. 
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The created Word Merge template document must be uploaded to Exact Synergy Enterprise to create a Word 
Merge template.

To upload Word Merge template documents to Exact Synergy Enterprise:

1. Go to Documents  Setup  Word Merge  Templates. 
2. On the Word Merge template page, click Template: New. 
3. Defi ne the relevant fi elds. 
4. At the Template (MS Word) fi eld, click Browse. 
5. Locate and select the Word Merge template document which has been created earlier. 
6. Click Save.  

Activating New Word Merge settings

This section describes the settings necessary to activate the New Word Merge feature and the Reference 
number fi eld. You can activate the New Word Merge feature and Reference number fi eld on the 
Documents: Settings page. 

To maintain the standard document settings, function right 269 - Maintain standard settings for 
documents is required. Users with the Documents administrator and Web administrator roles have this 
function right. 

To view, create, or modify template groups and templates, function right 897 – Maintain Word Merge or 
898 – Allow to create Word Merge templates is required. Users with the Documents administrator role 
have these function rights.

To activate New Word Merge feature:

1. Go to Documents  Setup  Maintenance  Settings.
2. Under the Word Merge section, select the New Word Merge check box.

3. At Reference number, type a number to be used as the reference number on letters and e-mails. 

Note: – All fi elds marked with the “!” icon are mandatory. 
– Ensure the relevant template group is selected at the Group fi eld. For example, if the 

Word Merge template document is for the Account module, select the Account
template group. For more information, see Defi ning Word Merge templates and template 
group settings.
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4. Click Save, and then Close to exit.

Enabling Reference number field to be used in Word Merge templates 

You can use reference numbers to track letters and e-mails. The reference number is one of the information 
available in Exact Synergy Enterprise which you can make use of to create your templates. 

To enable the Reference number fi eld to be used in Word Merge templates:

1. Go to Documents  Setup  Word Merge  Templates.
2. Click Template: New. Otherwise, select the required template under the Templates section.
3. Under the Settings section at Reference number, select the Yes check box.
4. Click Save, and then Close to exit.

Note: This number must be an integer, positive, and less than 2,147,483,646. It increases 
when performing each merge and may increase multiple times when performing bulk 
merging processes.
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Now, the Reference number fi eld is ready to be used as a tag in the Word Merge schema to create your 
templates. For more information, see Extending Word Merge schemas and Creating Word Merge templates from 
Word Merge schemas.

Note: When users select a template which supports reference numbers, the reference number 
indication (ref: xxxx) will be displayed next the Subject fi eld on the Create letter page 
and Send email page. After the merging process has been successfully completed, you can 
use the reference number generated to search for the document.
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Defining Word Merge templates and template groups settings

Templates are created in Microsoft Word. Upon creating templates, you can categorize the templates in groups 
and defi ne the settings for the templates and template groups to send predefi ned e-mails or letters in corporate 
style. You can set access rights to limit who can use the templates or template groups, based on roles and 
people. 

To view, create, or modify template groups and templates, function right 897 – Maintain Word Merge or 
898 – Allow to create Word Merge templates is required. Users with the Documents administrator role 
have these function rights.

To defi ne Word Merge template group settings:

1. Go to Documents  Setup  Word Merge  Templates.
2. Click Template group: New.

3. Type the relevant information at Name and Description.
4. At Module, select Account, Person, Request, or Project to link a module to the template group. Only 

templates linked to a certain module will be displayed when a user performs a merge from the same 
module. For example, if a user performs a merge from a request, only templates linked to the Workfl ow 
module will be displayed. 

5. At Edit rights, type or select a function right to be linked to the template group. Only a person with the 
selected function right will be able to edit the templates under the new group.

6. Click Save, and then Close to exit.

Note: All fi elds with the “!” icon are mandatory.
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To defi ne Word Merge template settings:

1. Go to Documents  Setup  Word Merge  Templates.
2. Click Template: New. 

3. Under the General section at Group, select a template group in the Name column.
4. Type the relevant information at Name and Description. 
5. At Template (MS Word), click Browse to select the required template document which has been created 

in Microsoft Word. This is mandatory. For more information, see Creating Word Merge templates from 
Word Merge schemas. 

6. At Document type, select a document type for the fi nal merged document. Word Merge will create a 
document based on the selected document type when the template is used for merging. 

7. At Language, select the language to be used for the tags in the template. Only tags that support different 
languages will be affected.

8. At Merge type, select the check box next to the merge type that the template is allowed to be used for 
merging, as described in the following:

 – Card – Select this option for single merge processes only. 
 – Search - Select this option for bulk merge processes only.
 – Both - Select this option for both single and bulk merge processes. 

9. At Merge method, select the merge method that the template is allowed to use.
 – Print - Select this option for creating letter merge processes only. 
 – Email - Select this option for creating e-mail merge processes only. 
 – Both - Select this option for creating letter and e-mail merge processes. 

10. At Security level, select a security level for the template. Only people with the same security level or 
higher will be allowed to use the template. 

11. Select the Inherit security from the group check box to allow the template to inherit the same access 
rights based on roles and people from the template group. By default, it is selected.

12. Under the Settings section, defi ne the required fi elds.
13.  At Reference number, select the Yes check box to apply the reference numbers on the e-mails and letters 

predefi ned at Reference number fi eld on the Documents: Settings page. 
14. Click Save, and then Close to exit.
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You can defi ne how the users can access to the selected template based on roles and people predefi ned in the 
Word Merge templates and template groups only after you have created the templates and template groups.

To defi ne access rights (roles) for Word Merge templates and template groups:

1. Go to Documents  Setup  Word Merge  Templates.
2. Click the required template group under the Templates section. 

3. On the selected template group page or template page, click the Roles tab. 
4. Click New under the Roles section.
5. On the Role: Template group page or Role: Template page, at Role, select a role to be linked to the 

template group or template. This will defi ne the required roles allowed for specifi c access to the template 
group or template.

6. At Level, select the required level specifi c to the selected role at Role, as described in the following:
 – Corporate - Select this option to link the template group or template to the role at a corporate level. 
 – Group - Select this option to link the template group or template to the role at a group level. 
 – Division - Select this option to link the template group or template to the role at a division level. 
 – Cost center group - Select this option to link the template group or template to the role at a cost 

center group level. 
 – Cost center - Select this option to link the template group or template to the role at a cost center level. 

7. Click Save, and then Close to exit.

To defi ne access rights (people) for Word Merge templates and template groups:

1. Go to Documents  Setup  Word Merge  Templates.
2. Click the required template group under the Templates section.

3. On the selected template group page or template page, click the People tab. Click New under the People 
section.

Note: All fi elds with the “!” icon are mandatory.

Note: To defi ne access rights for Word Merge templates, expand the template group under the 
Templates section, and then select the required template.

Note: All fi elds with the “!” icon are mandatory.

Note: To defi ne access rights for Word Merge templates, expand the required template group 
under the Templates section, and then select the required template.
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4. On the Person: Template group page or Person: Template page, at Person, select the required person to 
be linked to the template group or template. This will defi ne the specifi c person allowed to view and access 
the template group or template for the specifi ed roles at Role. 

5. Click Save, and then Close to exit.

Creating e-mails with Word Merge

You can create e-mails with Word Merge on single and bulk processes. To perform Word Merge, function 
rights 160 – Allows mail merge from resource search and 194 - Shows mail merge button in resource 
dossier are required. Users with the General manager, HR, and HR assistant roles have these function rights. 

To perform Word Merge from accounts search, function right 200 - Allows to export account data 
from search results or 275 - Allows batch updates of accounts is required. Users with the Marketing 
manager role have these function rights. 

To create e-mails using Word Merge on bulk processes:

The following example describes how to create an e-mail using Word Merge on bulk processes based on 
accounts search results. 

1. Go to Customers  Reports  Accounts  Search.
2. Defi ne the search criteria, and then click Show. 
3. Click Create email.
4. On the Templates page, select the required template.
5. Under the Header section, type the subject matter of the e-mail at Subject.
6. At From, select the sender’s e-mail based on the following options:

 – Default email – Select this option to use the default e-mail address.
 – Person email – Select this option to use the person e-mail address. This e-mail address must be 

predefi ned in the personal card.
 – Division email – Select this option to use the division e-mail address. This e-mail address must be 

predefi ned in the HRM organization setup.
7. At To, select the intended recipients based on the following options:

 – Account – Select this option to send an e-mail to the selected accounts. 
 – Contact (Main) – Select this option to send an e-mail to the main contact of selected accounts. 
 – Contact (Selected) – Select this option to send an e-mail to the selected contact of selected accounts. 
 – Contact (All) – Select this option to send an e-mail to all contacts of selected accounts.
 – Person – Select this option to send an e-mail to selected person or people. 
 – Contact (Request) - Select this option to send an e-mail to the selected requests in your workfl ow.

Note: You can also perform the same procedures, to create e-mails using Word Merge on bulk 
processes based on contacts, requests, or people search results via or Customers  Reports 
 Contacts  Search, Workfl ow  Reports  Requests  Search, or HRM  Reports  
People  Search.

Note: All fi elds with the “!” icon are mandatory.
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8. Select the Save a copy check box to save a copy of the e-mail as a document in Exact Synergy Enterprise.
9. Select the Limit to one email per email address check box to send one e-mail to a single address.
10. Under the Attachments section, at Document, select a document to be attached to the e-mail, if any.
11. Under the Content section, select the required data by selecting the check boxes next to the data to be 

used in the merge process. By default, all data listed are selected.
12. Select the Preview template link to view the selected template in Microsoft Word.
13. Click Send email to start the Word Merge bulk merging process. 
14. Upon successfully completing the process, the confi rmation message, “The emails are being generated. A 

task will appear in your workfl ow, when the emails have been sent. You can check the status at: XXX” will 
be displayed. Click the hyperlink to display the Word Merge: Log page. Alternatively, you can directly 
view the status of the merging process on Word Merge: Log page. For more information, see Viewing 
Word Merge log report.

15. Click Close to exit.

To create e-mails using Word Merge on single processes:

The following example describes how to create an e-mail using Word Merge on single processes based on 
account cards. 

1. Go to Customers  Reports  Accounts  Search.
2. Defi ne the search criteria, and then click Show. 

Note: The availability of these options varies, depending on the respective search page which you 
are accessing from, to send the e-mails.

Note:  – All fi elds marked with the “!” icon are mandatory. 
 – Depending on the template settings, you may or may not be able to edit certain 

fi elds, such as Subject, From, and To as these fi elds may contain pre-fi lled values. 
The settings also determine if the current merging supports the Reference number 
feature. For more information, see Defi ning Word Merge templates and template 
group settings, Activating New Word Merge settings, and Enabling Reference number 
fi eld to be used in Word Merge templates.

 – The merged documents will be linked to the respective cards according to the 
selected recipients.

Note:  You can also perform the same procedures, to create e-mails using Word Merge on 
single processes based on contact cards, personal cards, project cards, request pages, or 
on the Document: New page, via Customers  Reports  Contacts  Search, HRM 
 ReportsPeople Search, Projects  Reports  Search Projects, Workfl ow  
Reports  Requests  Search, or Documents  Entry  Entry  Document: New.
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3. Select the required account, contact, person, request, or project, and then click Create email. Similarly, 
click Create email on the Document: New page.

4. On the Templates page, select the required template. 
5. Under the Header section, type the subject matter of the e-mail at Subject.
6. At From, select sender’s e-mail based on the following options:

 – Default email – Select this option to use the default e-mail address.
 – Person email – Select this option to use the person e-mail address. This e-mail address must be 

predefi ned in the personal card.
 – Division email – Select this option to use the division e-mail address. This e-mail address must be 

predefi ned in the HRM organization setup.
7. At To, select the respective recipient to send the e-mail to the selected recipient. If the check box is not 

selected, no e-mail will be sent.
 – Account – Type or select an account at Account, and then select the check box next to the Account 

to send an e-mail to the selected account. These options will be automatically defi ned if you accessed 
the Word Merge: Send email page from an account card or a contact card. 

 – Contact – Select a contact to send an e-mail to selected contact. This fi eld will be automatically 
defi ned if you accessed the Word Merge: Send email page from a contact card. 

 – Reseller – Select a reseller to send an e-mail to selected reseller. This option will not be displayed if 
you accessed the Word Merge: Send email page from a person card. 

 – Person – Type or select a person ID to send an e-mail to selected person. This fi eld will be 
automatically defi ned if you accessed the Word: Merge: Send email page from a person card. 

 – Account manager – Type or select an account manager at Account manager, and then select the 
check box next to the Account manager to send an e-mail to the selected account manager. These 
options are available if you accessed the Word: Merge: Send email page from a project card.

 – Project manager – Type or select a project manager at Project manager, and then select the check 
box next to the Project manager to send an e-mail to the selected project manager based on end date 
of the project. These options are available if you accessed the Word: Merge: Send email page from a 
project card.

 – Project members - Select this check box to send an e-mail to the active project members. This option 
is available if you accessed the Word: Merge: Send email page from a project card.

8. Select the Save a copy check box to save a copy of the e-mail as a document in Exact Synergy Enterprise.
9. Under the Attachments section at Document, type or select a document to be attached to the e-mail, if 

any.
10. Under the Content section, defi ne the required fi elds which will contain the data to be used in the merge 

process.
11. Select the Preview template link to view the selected template in Microsoft Word.
12. Click Send email to start the Word Merge single merging process. 
13. Upon successfully completing the process, the confi rmation message, “Your email has been sent and is 

saved to Synergy. Document number: XX.XXX.XXX” will be displayed. Click the hyperlink to display the 
Word Merge: Log page. Alternatively, you can directly view the status of the merging process on Word 
Merge: Log page. For more information, see Viewing Word Merge log report.

14. Click Close to exit.

Note: The availability of these options varies, depending on the respective cards you are accessing 
from, to send the e-mails.
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Creating letters with Word Merge

You can create letters with Word Merge on single and bulk processes. To perform Word Merge, function 
rights 160 – Allows mail merge from resource search and 194 - Shows mail merge button in resource 
dossier are required. Users with the General manager, HR, and HR assistant roles have these function 
rights. 

To perform Word Merge from accounts search, function right 200 - Allows to export account data 
from search results or 275 - Allows batch updates of accounts is required. Users with the Marketing 
manager role have these function rights. 

To create letters using Word Merge on bulk processes:

The following example describes how to create a letter using Word Merge on bulk processes based on 
accounts search results. 

1. Go to Customers  Reports  Accounts  Search. 
2. Defi ne the search criteria, and then click Show. 
3. Click Create letter.
4. Select the required template. 
5. Under the Header section, type the subject matter of the letter at Subject.
6. Under the Content section, select the required data by selecting the check boxes next to the data to be 

used in the merge process. By default, all data listed are selected.
7. Select the Preview template link to view the selected template in Microsoft Word.
8. Click Create letter to start the Word Merge bulk merging process.

Note:  – All fi elds marked with the “!” icon are mandatory. 
 – Depending on the template settings, you may or may not be able to edit certain 

fi elds, such as Subject, From, and To as these fi elds may contain pre-fi lled values. 
The settings also determine if the current merging supports the Reference number 
feature. For more information, see Defi ning Word Merge templates and template group 
settings, Activating New Word Merge settings, and Enabling Reference number fi eld to be 
used in Word Merge templates.

 – The error message, “Error: The email could not be sent.” will be displayed if the process 
fails or takes longer than 30 seconds. 

Note: You can also perform the same procedures, to create letters using Word Merge on 
bulk processes based on contacts, requests, or people search results via or Customers  
Reports  Contacts  Search, Workfl ow  Reports  Requests  Search, or HRM  
Reports  People  Search.
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9. Upon successfully completing the process, the confi rmation message, “The letters are being generated. 
A task will appear in your workfl ow, when the letters are ready to be printed. You can check the status at: 
XXX” will be displayed. Click the hyperlink to display the Word Merge: Log page. Alternatively, you 
can directly view the status of the merging process on Word Merge: Log page. For more information, see 
Viewing Word Merge log report.

10. Click Close to exit.

To create letters using Word Merge on single processes:

The following example describes how to create a letter using Word Merge on single processes based on 
account cards. 

1. Go to Customers  Reports  Accounts  Search.
2. Defi ne the search criteria, and then click Show. 
3. Select the required account, contact, person, request, or project, and then click Create letter. Similarly, 

click Create letter on the Document: New page.
Note: If you are accessing via quotation cards, click Generate Quotation.

4. On the Templates page, select the required template. 
5. Under the Header section, type the subject matter of the letter at Subject.
6. Under the Content section, defi ne the required fi elds which will contain the data to be used in the merge 

process.
7. Select the Preview template link to view the selected template in Microsoft Word.
8. Click Create letter to start the Word Merge single merging process.
9. Upon successfully completing the process, the confi rmation message, “Your letter is saved to Synergy. 

Document number: XX.XXX.XXX” will be displayed. Click the hyperlink to display the Word Merge: 
Log page. Alternatively, you can directly view the status of the merging process on Word Merge: Log 
page. For more information, see Viewing Word Merge log report.

10. Click Close to exit.

Note:  – All fi elds marked with the “!” icon are mandatory. 
 – Depending on the template settings, you may or may not be able to edit the Subject 

fi eld as this fi eld may contain a pre-fi lled value. The settings also determine if the 
current merging supports the Reference number feature.  For more information, 
see Defi ning Word Merge templates and template group settings, Activating New 
Word Merge settings, and Enabling Reference number fi eld to be used in Word Merge 
templates.

 – The merged document will be linked to the respective cards according to the 
selected recipients.

Note: You can also perform the same procedures, to create letters using Word Merge on single 
processes based on contact cards, personal cards, project cards, quotation cards, request 
pages or on Document: New page, via Customers  Reports Contacts  Search, 
HRM  Reports  People  Search, Projects  Reports  Search  Projects, Customers 
 Reports  Quotations  Search, Workfl ow  Reports  Requests  Search, or 
Documents  Entry  Entry  Document: New.

Appendix G | Exact Word Merge

 273



Viewing Word Merge log report

You can view the merged documents after creating letters and sending e-mails with Word Merge on both 
single and bulk processes. All users are able to view the Word Merge merging log report.

To view merged documents on the Word Merge log report:

1. On the Word Merge: Log page, defi ne the search criteria, and then click Refresh.
2. The list of merging process results will be displayed.
3. Click the required Word Merge merging process hyperlink in the ID column with the status Completed 

to view the merged documents.

Installing Exact Synergy Enterprise Document Downloader

The bulk merging feature allows you to create letters and send e-mails to a group of recipients. You can print 
these merged documents individually or print the bulk merged documents from Exact Synergy Enterprise 
Document Downloader. This section describes how to install and print the bulk merged documents directly 
from Exact Synergy Enterprise Document Downloader. This feature is applicable for Bulk Merge 
documents only.

T o install Exact Synergy Enterprise Document Downloader:

Note:  – All fi elds marked with the “!” icon are mandatory. 
 – Depending on the template settings, you may or may not be able to edit certain fi elds, 

such as Subject as this fi eld may contain a pre-fi lled value. The settings also determine 
if the current merging supports the Reference number feature. For more information,  
see Defi ning Word Merge templates and template group settings, Activating New Word 
Merge settings, and Enabling Reference number fi eld to be used in Word Merge templates.

 – If Synergy Offi ce Integration is installed, the merged document will be automatically 
opened in Microsoft Word upon successfully completing the Word Merge process. If 
not, the system will prompt the user to either open or save the merged document.

 – The error message, “Error: The letter could not be created.” will be displayed if the 
process fails or takes longer than 30 seconds.   

Note: You can print bulk merged letter documents at one go. For more information, see Exact 
Synergy Enterprise Document Downloader.
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1. Go to System  Setup  Other.
2. Select Installation: Exact Synergy Enterprise Document Downloader.
3. Click Run to install the ESEDocumentDownloader.msi. You can also click Save to save the fi le on your 

computer and run it later. If the following message is displayed, click Run to proceed.

4. The Exact Synergy Enterprise Document Downloader Setup page will be displayed. 

5. Click Next. The following page will be displayed:
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6. Select the I accept the terms in the License Agreement, and then click Next. The following page will 
be displayed:
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7. At Install Exact Synergy Enterprise Document Downloader to, by default, the destination folder is 
defi ned. Click Change to choose another path for the installation.

8. At Website Address, type the web site address where Exact Synergy Enterprise is located, for example 
“http://dbike.com/Synergy”. 

9. Click Next. The following page will be displayed:

10. Click Install to begin the installation.

11. Once the installation has completed, click Finish to exit the page.
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To pri nt bulk merged documents using Exact Synergy Enterprise Document Downloader:

1. Go to Start  All Programs Document Downloader.
2. Log in to Exact Synergy Enterprise Document Downloader.

3. At User name, type the same username as used in the Exact Synergy Enterprise.
4. At Password, type the same password as used in the Exact Synergy Enterprise.
5. Click OK. The following page will be displayed:

6. On the left menu, click the Print letters hyperlink to display the Word Merge: Log page. 
Note: You can also access this page via Documents  Reports  Word Merge  Log in Exact Synergy 
Enterprise.

7. Defi ne the search criteria and click Refresh.
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8. Select the required batch bulk merged documents by clicking the ID in the ID column. The batch bulk 
merged documents should have the status Completed, in order for you to print them. The following page 
will be displayed:

9. Select the check boxes of the respective documents that are required to be printed, and then click Print. 
The system will start to download all the selected documents.

10. The Print page will be displayed.

11. Select a printer and defi ne the required preferences. Click OK to print the bulk merged documents.

Note: The Word Merge: Log feature in Exact Synergy Enterprise Document Downloader 
will only display bulk merged document results on letters created with the status 
Completed.
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Extending Word Merge schemas

Exact Word Merge now allows you the fl exibility to create additional entities and fi elds for the metadata and 
schemas used in generating Word Merge templates. This section will guide you on how to add entities and 
fi elds to metadata and schemas.

To merge any template, the Word Merge engine requires a series of information to be able to read information 
from the Exact Synergy Enterprise database. A template contains merge fi elds which come from a schema. A 
Word Merge schema contains all available fi elds to be used in a template. By using these fi elds in the template, 
the Word Merge engine will fi nd their equivalent fi elds in the metadata. The metadata contains the actual fi eld 
name and table information of that fi eld, and by using these information, Word Merge creates a specifi c query 
for each template (based on the fi elds used) to retrieve the data and merge the template.

Therefore, if you want to modify or extend Word Merge fi elds, you need to modify both the metadata and 
schema fi les. Throughout this section, the Person entity will be used and extended for all the examples and 
explanations.

The following requirements must be met to create additional entities and fi elds for metadata and schemas:

1. You must have Exact Synergy Enterprise product update 250 or higher installed. 
2. You must have Exact Word Merge Integrator installed. For more information, see Installing Exact Word 

Merge Integrator. 
3. You will require basic knowledge in database, metadata, and schema structure. For more information, 

see Exact Synergy Enterprise Database Documentation Startpage (Doc ID 18.127.775) in Exact Synergy 
Enterprise. 

Note: All text values, attributes, and element names in the XML fi les are case-sensitive. However, 
table and column names are not case-sensitive.
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Creating meta-data

In Exact Synergy Enterprise, the schema is based on a metadata fi le named MailMergeTags.xml. This XML fi le 
contains following elements:

Attributes Description

Entity

• Represents a table in a database 
which is presented in the XML 
format.

• Consists of columns and joins to 
other entities. 

Field Represents a column in the entity.

Join Represents a join within the entity or 
other entities.

The following is the step–by-step guide to add new metadata to the existing metadata in Exact Synergy 
Enterprise.
 
To create XML fi les for metadata:

1. In the text or XML editor, instantiate a metadata structure by inserting the <eExact> tag and <Entities> 
tag as shown in the following:

 

Note: It is mandatory for the new metadata to follow the format of the default metadata fi le 
MailMergeTags.xml.
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2. Save the fi le in the XML format in the xml folder with a fi le name that begins with the prefi x 
MailMergeTags, such as MailMergeTags_Accounts.xml or MailMergeTagsPerson.xml. You need to 
save this fi le in the xml folder in which you have installed Exact Word Merge Integrator (usually this folder 
is stored within the Synergy folder where Exact Synergy Enterprise is installed). The fi nal location address 
should look like: “C:\Synergy\Exact WordMerge Integrator\XML\”.

In this section, the XML fi le created for the metadata will be saved as MailMergeTagsPerson.xml.

To add new or extend existing entities:

1. Open the MailMergeTagsPerson.xml fi le from the text or XML editor.
2. Insert the <Entity> tag within the <Entities> tag and defi ne the values of the attributes for the entity. 

For example, if you are extending the Person entity, your XML should look like the following:

Note: This is mandatory as the merging process acknowledges only the fi le with the prefi x name of 
“MailMergeTags*.xml” fi le residing within the default folder where the general metadata fi le 
is stored.
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If the entity name exists in the master metadata (MailMergeTag.xml) of which you are extending, the 
Word Merge engine will be able to detect this and add your changes to the existing entity. If the entity 
name does not exist in the master metadata, you are adding a new entity.

The following is the reference table for the <Entity> tag and the descriptions of its available attributes: 

Attributes Description

name The unique name of the entity, which is used in the 
schemas, metadata, joins, and other references.

tableName The actual name of the table in the database where this 
entity points to.

keyField The primary key (unique identifi er) of the table, which 
refl ects what is defi ned in the repository.

3.  To specify the column to be used, insert the <Fields> tag within the <Entity> tag. For each column, add 
a <Field> tag within the <Fields> tag and defi ne the values of the attributes for the fi eld, as shown in the 
following example:
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The following is the reference table for the <Field> tag and the descriptions of its available attributes:

Attributes Description

name The unique name of the fi eld, which is used in the schemas, metadata, joins, 
and other references.

fi eldName The actual name of the column in the database where this fi eld points to.

sql
Retrieves the value of the fi eld from the SQL statement or SQL function 
execution.

Note:

 – The “{0}.” prefi x must be used in the SQL statements when accessing any 
column from the current entity, such as “SELECT oms60_0 FROM Land 
WHERE landcode = {0}.cmp_fctry”. 

 – The fi eldName attribute should be not fi lled when using the sql attribute. 

patchType
Transforms the fi nal value of the fi eld. Currently, the attribute supports four 
(4) modes:

 – Term: Returns the value according to a term ID. For example, 
patchType=“1”.

 – Format number: Returns the output in a numeric format. For example, 
patchType=“2,2”. The fi rst number in the patch mode indicates the 
number formatting. The second number in the patch mode indicates the 
decimal points in the output number. 

 – Format date time: Returns a specifi ed output in the date format according 
to the Exact Synergy Enterprise setting for the time format and format 
option after the patch mode. For example, patchType= “3,2” refers to the 
short date format and patchType= “3,7” to the long date format. “0” for 
date and time, “4” for short time, “5” for date time seconds, “6” for date 
time milliseconds, “7” for long date time, “9” for day month, and “10” for 
day long date.

 – Format yes/no: Returns the output according to the value “1” for “Yes” 
and “0” for “No”, which is then translated into the template language. For 
example, patchType=“4”.

exclude This fi eld is for internal use only, and its value does not affect the merge result.
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In another example, by adding the following lines in XML, you will add two new entities to the metadata:

These two new entities are HrSkills and HrRoles. These are later used in this section to join them to the 
Person entity. As shown, the combination of the fi eld name and sql attributes is used for each entity.

4. To join or refer an entity to another, insert the <Joins> tag within the <Entity> tag. For each join, add 
a <Join> tag within the <Joins> tag and defi ne the values of the attributes for the join, as shown in the 
following example: 
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The following is the reference table for the <Joins> tag and the descriptions of its available attributes:

Attributes Description

name
A unique join name which will be used in schemas (a join 
name must be unique in the scope of its parent entity, and 
its name cannot be the same as another fi eld name).

lookUpEntity The entity name which is referenced to the parent entity.

lookUpJoinType
This fi eld indicates the type of join, its values are limited 
to inner, left, right, and full.

fi eldName The actual column name in the current entity, which is a 
foreign key for this join.

lookUpKey The name of another fi eld in the reference entity on which 
the join is to be created.

5. Save your XML fi le.

Note: A new entity must be joined by at least one of the existing fi xed entities (Person, Contact, 
Account, Quotation, Project, or Request, except PlaceHolders). Otherwise, it cannot 
be used in the schema. There are more advanced ways to create joins, but only the most 
common join is described in this section.
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Creating repeating lines

Joins connect two entities together. However, if the child table contains more than one record for the parent 
record, the information will be repeated. Each person can have multiple skills and several roles, such Skills and 
Roles. To avoid repeating data and to be able to create a template that understands and use this repeated data, 
you can mark any join as a repeating join. 

For example, if the <Repeating> tag is added to the previous example, your metadata should look like the 
following:

Note: It is possible to create a repeating line template for Skills and Roles, similar to quotation 
lines. For more information, see Creating Word Merge templates for quotations with 
repeating lines.
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Crea ting schemas

Once the metadata has been created and updated, it can be updated to the schema. The default schema is also an 
XML fi le with the fi le name of WordMergeSchema.General.xml and is located in the xml folder where you 
have installed Exact Synergy Enterprise. It is better to create another schema rather than edit an existing one, as 
the fi le will be overwritten when Exact Synergy Enterprise is updated.

By following the examples in this section, you would have created two entities (HrRoles and HrSkills) and 
extended an existing entity Person. Your metadata should look like the following:
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To use these new fi elds and create a template based on them, a schema for this metadata must be created.

To create XML fi les for schemas:

1. In the text or XML editor, insert the <eExact> tag and give a name to the namespace. This namespace will 
be used by Microsoft Word when you import it in a document.

2. Save it as an XML fi le. Give this fi le any name and save the fi le to the location you require. In this section, 
the fi le will be saved as Exact_MySchema.xml.

To create schemas for new entities:

A schema has a very simple structure. It starts with a root tag <eExact> and continues with the name of the 
main entities.

1. Firstly, indicate which main entity you are changing. In this section, the Person entity will be changed. 
Therefore, this must be added into the schema:

Note: It is important to note the only seven entities, namely Account, Contact, Person, 
Request, Project, Quotation, and PlaceHolders are shown as the main entities (folders) 
in the schema. You can join any entity to all these main entities except to PlaceHolders. 
The other entities are displayed as nested subfolders according to their joins with the main 
entities. 
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2. Each tag represents an entity or a fi eld. If you have added a new entity or fi eld for Person, your schema 
should look like the following: 

The SkypeID and MSN are the fi eld names which have been added to the Person entity.

3. Next, add new joins to the Person entity. To add new joins, add new elements under the Person entity. In 
this case, the Roles and Skills joins are added:
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4. To add new entity fi elds into a schema, add them accordingly based on their entities, in this case, the 
Level, Role, and Description. You can skip the fi elds which you do not want to use in the schema (like 
the foreign keys):

5. Save your schema.
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When you have saved the schema, you can use it to create your template. Open the schema in Microsoft Word. 
For more information, see Creating Word Merge templates from Word Merge schemas.

Your schema should look like the following example:

The following example shows how you can transform your metadata to a schema easily:
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Creating Word Merge templates for quotations with repeating lines

The Word Merge engine supports merging quotation items by adopting the concept of repeating lines. Hence, 
each quotation can include multiple items. This section describes how to create templates for quotations with 
repeating lines and includes instructions on how to use the latest schemas to create Word Merge templates for 
quotations that can be uploaded to Exact Synergy Enterprise. 

To view, create, or mo dify template groups and templates, function right 897 – Maintain Word Merge or 
898 – Allow to create Word Merge templates is required. Users with the Documents administrator role 
have these function rights.

To create Word Merge templates for quotations with repeating lines:

Quotation header

1. Downlo ad the latest version of Word Merge schema that includes the quotation tags. For more 
information, see Creating Word Merge templates from Word Merge schemas.

2. After opening the new schema in your Microsoft Word document, you will be able to see the Quotation 
folder in the XML Mapping task pane.
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3. In a new Microsoft Word document, start typing some data to build a quotation in your document, as 
shown the following example:

4. Expand the Quotation folder in the XML Mapping task pane.
5. Drag and drop the corresponding tags to the related content from task pane. The following example 

displays the results after the tags have been added to a Microsoft Word document.

6. Save the Microsoft Word document with a template name, such as “QuotationTemplate.docx”.
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Quotation lines

1. Repeating  line works with tables. To use them, fi rstly, create a table. To do so, in the same Microsoft Word 
document from the previous section, click the Insert ribbon and click the Table icon to insert a table.

2. This table has two rows. The fi rst row contains the headers and the second row contains the quotation 
items.

3. Type the header names for the headers in the cells at the fi rst row.
4. Drag and drop the corresponding tags under the Quotation Lines node in the XML Mapping task pane. 

You can add pictures as well.

5. Next, you will need to mark repeating content. By marking a row, the Word Merge engine will know 
which data to be repeated.
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6. While selecting the fi rst tag in the table, click the Developer ribbon and click Properties.

7. The Content Control Properties page will be displayed. At Tag, type “QuotationLines”. You must type 
this in exactly the same case of the folder name in the schema. This means the repeating data comes from 
the QuotationLines, as displayed in the XML Mapping task pane.

8. Click OK. 
9. Save the template. Now the template is ready to be uploaded into Exact Synergy Enterprise to be used 

during merge process.
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Note:

 – You can have more than one table with repeating lines in a template, as shown in the following:

 – Repeating tables inside other tables are also supported, as shown in the following:

 – You can mark any of columns with repeating tags. It will help to auto-generate columns (like indexes) 
before the repeating lines, as shown in following:
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 – You can set styles for the tables, rows, or texts within, as shown in the following. The Word Merge engine 
will acknowledge the styles.

 – You can click Design Mode under the Developer ribbon to have a better overview of your template, as 
shown in the following:
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Generating quotations using Word Merge

Generating quotation processes are now simplifi ed with this new functionality. From product update 250 
onwards, you no longer need to select a template on the quotation card. The Open in MS Word button has 
been replaced with Generate Quotation. 

To perform Word Merge, function right 897 – Maintain Word Merge or 898 – Allow to create Word 
Merge templates is required. Users with the Documents administrator role have these function rights.

The Word Merge engine also supports merging quotation items by adopting the concept of repeating lines. 
Hence, each quotation can include multiple items. 

This section shows you how you can use the Word Merge solution to generate quotations. For more 
information on creating and uploading quotation templates into Exact Synergy Enterprise, see Creating Word 
Merge templates for quotations with repeating lines.
 

To generate quotations using Word m erge:

1. Go to Customers  Reports  Quotations  Search.
2. Select the quotation for which you want to generate its document.
3. On the quotation card, select Generate Quotation.
4. A message will be displayed requiring you to select a template from the list of templates assigned for the 

Quotation group, and which you have access to.

5. After selecting the required template, the Create letter page will be displayed. By default, under the 
Content section, the Template, Account, Project, and Quotation number fi elds will contain prefi lled 
information. 
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6. Under the Header section, fi ll in the subject at Subject and click Create letter.
Note: The Create letter page may contain different information, depending on the selected template 
settings.

7. Exact Synergy Enterprise will start to process your request. Once done, one of following will happen:
 – If Synergy Offi ce Integration (SOI) is installed, SOI will open the document in Microsoft Word, 

and Exact Synergy Enterprise will redirect you to create a document; or
 – If Synergy Offi ce Integration (SOI) is not installed, a message will be displayed requiring you to 

download the merged document. Click Open to open the document after the document is
 –  downloaded.

Now, your merged document is ready to be used.

Sending portal messages using Word Merge

With this new functionality, you can defi ne different template groups, such as activation, resetting, and 
deactivation of password, to be used for both the customer and reseller portals.

This section describes Portal tags, how to use the latest schemas to create Word Merge templates to handle 
portal messages for customers and resellers, and how to customize the CRM settings to use the portal 
templates to send portal messages. The Word Merge templates will be uploaded to Exact Synergy Enterprise 
and the background job will process the portal messages. 

To perform Word Merge, function right 897 – Maintain Word Merge or 898 – Allow to create Word 
Merge templates is required. Users with the Documents administrator role have these function rights.
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What are Portal tags?

The latest Exa ct Synergy Enterprise general schema contains new tags to handle portal messages. These tags are 
added in the Contact folder in the XML Mapping task pane in Microsoft Word documents, and are explained 
in the following:

 – PortalDomain: This is the name of domain used by the users during login process.
 – PortalInformation: This is the information for the customer or reseller portal.
 – PortalLogin: This is the user name used during login.
 – PortalPassword: This is the password generated by the system.

Creating Word Merge portal templates

 To create Word Merge portal templates:

1. Download the latest version of the Word Merge schema, which includes Portal tags. For more 
information, see Creating Word Merge templates from Word Merge schemas. 

2. In the Microsoft Word document, open the downloaded schema in the XML Mapping task pane, and 
expand the Contact tag tree to view the Portal folder.

3. Start typing some information in Microsoft Word document. The following is an example of a document 
with portal account activation information:
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4. Expand the Portal folder in the Contact folder in the XML Mapping task pane. 
5. Drag the corresponding tags, such as PortalDomain, PortalLogin, PortalPassword and FullName 

from the XML Mapping task pane and drop the tags to the related content in the Microsoft Word 
document. The FullName tag is in the Contact folder.  

6. Save the Microsoft Word document with a template name, for example, “Portal.docx”.
7. Launch Exact Synergy Enterprise, go to Documents  Setup  Word Merge  Templates.
8. Click Template group: New to create a template group.
9. At Name, type “Portal Messages” and select Account at Module. 
10. At Edit rights, type or select a function right to be linked to the template group. Only a person with the 

selected function right will be able to edit the templates under the new group. 
11. Click Save. Now you can upload your template to this newly created template group.

Note:  – All fi elds with the “!” icon are mandatory. 
 – In portal templates, you can use the Contact and Account tags. The Contact tag 

folder contains contact information and the Account tag folder contains account 
information of the merging contacts.
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Customizing CRM settings for portal te mplates

The CRM settings need to be customized to allow the background job to use your templates to send portal 
messages, once the template is created and uploaded into Exact Synergy Enterprise.

To customize the CRM settings for portal templates:

1. Launch Exact Synergy Enterprise, go to Customers  Setup  Others  Settings.
2. On the Accounts: Settings page, click Edit.

3. Select a template group for the required portal message options under the Word Merge settings 
Customer Portal and Word Merge settings Reseller Portal sections. You can select different groups 
for each section, or select a single group for more than one message.

4. Select the default language for the portal messages at Default language.
5. Click Save.

 

Note:  – When you run the background job, Exact Synergy Enterprise uses the Word Merge 
templates to send portal messages. If you leave the settings blank, Exact Synergy 
Enterprise will use a pre-defi ned template to send these messages.

 – When the Language setting in the Word Merge template groups is blank, the 
selected language at Language on the contact card will be selected as the pre-defi ned 
language. Otherwise, Exact Synergy Enterprise will use a predefi ned language, match 
this to the template, to send portal messages.
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Appendix H: Product Update Changes
Product Update Chapter

250 All Chapters

251 3.6.1, 5.1.1, Appendix G

252 3.4.1, 6.2, 6.3.1, 6.4, 6.5.3, Appendix G

253 3.6.2
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