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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 \2) Help at the title bar to view the
online help documents in Exact Synergy Enterprise.

We are confident that this manual will help your company get started with Exact Synergy Enterprise and we
believe your organization will benefit from the product very quickly.
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2. Whatis 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 first 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:

CUSTOMER

FINANCIAL
ADMINISTRATION




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 reflect this, the manual is divided into the following sections:

—  Centralized customer information
- Marketing automation

—  Salesautomation

—  Support management.

In the image, you can see that the customer is at the heart of your business’ main processes. Furthermore, the
firstactivity 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.

—  Easyand efficient accounts entry — The Accounts Import Wizard allows you to import Microsoft Excel
(or another application’s) files 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 flexible 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 find and merge duplicate accounts automatically,
based on user-defined 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 predefined sales stages. This allows you to manage all your sales
activities from the moment of first contact until the moment the customer signs the contract. Sales process
templates assure you thatall 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 identifies 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 first 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 fields that can be customized
for capturing information about your accounts that are specific 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 specific
groups of accounts in reports.

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




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 fields, and adding extra contacts. This will help you target them with
information that is specific 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
specific areas of your product market.

Classifications can be done based on the size of the company or the business sector that the organization
belongs to. Classifications make it easier to view information that is needed for the marketing personnel to
formulate marketing strategies that target specific 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 classification variables available for your accounts:

—  Classifications
—  Sources

—  Sectors

—  Subsectors

—  Sizes

— Ratings

3.1.1 Accounts master data

Classifications

Classifications can be used to determine the different customer portals that customers can access to. Therefore,
itis necessary to set up a suitable classification 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 define the classifications 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 classifications, function right 319 — Maintain classifications is required. Users with the
Customer manager role have this function right.
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To create classifications:

1.  Goto Marketing - Setup - General > Classifications, and click New. You will see the following page:

Created: Hung 23-08-2012 15:30 Modified:

2. Under the Classifications section, type a unique ID and a suitable description at ID and Description
respectively to identify the classification.

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

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

5. Selectapolicy for the classification at Policy.

6. Finally, click Save to save the new classification, which will be displayed in the list of available
classifications. Click Close to exit.

Sources

Another property that can be defined 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
classifications, sources can be created and modified.

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.



To create sources:

1. Goto 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 specific 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 defined before they are used. When defining the
sectors, keep in mind that like classifications, sectors can also be used to determine the access by customers to

specific 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. Selectapolicy for your sector at Policy.
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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 define subsectors for each
individual sector. This allows you to target an even more specific group of customers within a specific 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. GotoMarketing > Setup > General - Subsectors, and click New. You will see the following page:

Created: Hung 23-08-2012 16:20

2. Under the Subsector section, by default, the first 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. Typeaunique code and a suitable description for the new subsector at Code and Description
respectively.

4. Selecta 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 define 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.




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.  Goto Marketing - Setup - General - Sizes, and click New. You will see the following page:

Hung 23-08-2012 16:22

cwde [ |©@

Description (1)

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 first 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
first 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:

—  Theaccount must be linked to at least one contract.
- Theaccount 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.
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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:

|

Rating |T"pe | Start | End 2" |
1 Customer 40,000.00 10,000,000.00 EUR
2 Customer 20,000.00 39,999.00 EUR
4 Customer 5,000.00 9,9939.00 EUR
5 Customer 2,500.00 4,999.00 EUR
=} Customer 1,400.00 2,489.00 EUR
7 Customer 0.00 1,399.00 EUR

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:
Rating 1
Type Customer
Start 40,00000 Eur

eEnd 1000000000 eur

Customer: Rating

1 EUR 40,000.00 EUR 10,000,000.00
2 EUR 20,000.00 EUR 29,999.00
3 EUR 10,000.00 EUR 19,993.00
4 EUR 5,000.00 EUR 5.595.00
5 EUR 2,500.00 EUR 4,599.00
& EUR 1,400.00 EUR 2,499.00
7 EUR 0.00 EUR 1,393.00

3. Type the start and end amounts to define 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 classifications, sources, sectors, subsectors, sizes, or ratings:

1. Go to theaccount card for which you want to enter the marketing variables. You can find the account
card by clicking Search: Accounts in the left-lower menu. Alternatively, you can go to Customers >
Reports 2 Accounts > Search. Type or select the relevant criteria, and then click Show.




2. Inthe Account name column, click the relevant account. Then, click Edit. You will see the following
page:

|

Type Customer

Since 01-05-1954
Status  Active

Since 24-08-2004

Security level 10

Classification JB mjnbﬂuss

Rating / Source 1 (1 1— Import

Sector  X-1 m Unknown

Subsector m

Size PODM3 m20—49em| ees

Chamber of Commerce
number

DEE Number

Document m
Exclude from merging

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.

Itis 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.
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To create titles for contacts:

1.  Goto Customers > Setup > General - Titles, and click New. You will see the following page:

Drescription

Heading

Abbreviation o
Language m
Gender  Unknown «
Default

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 definition or for whom the title will be used. This description will be displayed as a prefix to
aname on the contact card.

4. AtHeading, 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.




To create job titles for contacts:

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

el 10

Description (1]

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 predefined number of fields available on the account card that you can
use to enter information about the account. Apart from those fields, you can increase the number of fields by
customizing various types of free fields that will then be displayed on the account card under the Free fields
section. This can be used to store additional information that is specific to your business.

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

— Date — This free field is used for information that is related to time.

Amount —This free field is used for information that is related to financial amounts or non-discrete
values.

—  Text — This free field is used for information that can be described in text.

Yes/No —This free field is used to denote a positive or negative condition for the property.

GUID (Globally Unique Identifier) — This free field is a unique code generated by SQL. This code is
unique within the database and can be used as an identifier for entities such as, accounts.

Number — This free field is used for information that is related to discrete values such as, count, quantity,
and values in percentage.
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To define account free fields, function right 199 — Allows to define account free fields on corporate level
is required. Users with the Customer manager role have this function right.

To set up free fields for accounts:

1. Goto Customers - Setup - General - Free fields - Accounts. You will see a list of free fields available
for your accounts, as shown in the following page:

Date 1 25756 follow up date

Date 2 25768 Verification Date

Date 3
Date 4
Date 5
Amount 1 + CICMPY_MumberField1
Amount 2

Amount 3

Amount 4

BFEEF 38 FF B

e A i |

Amount 5

2. Inthe Name column, click the free field that you want to set up for the accounts. You will see the
following page if you have selected the Text free fields:

Indexes lpdate:MNo «

Selection (Value:Deseription) |

Include blank

3. AtLabel, typealabel that describes the information contained by the free field.

4. Next, select an option to specify the action to be taken for the free field 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 field.

5. Ifyouare defining text fields, you will see the Selection (Value:Description) section. You can use this
section to define the values available for the free field you are defining. Type the value in the database and
the description for the value in the left and right boxes respectively. Then, click B vou can repeat this step
to add more values.

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




3.1.4 GUID free fields

Another feature in Exact Synergy Enterprise is the use of the GUID free fields on the account card. With a
GUID field, 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 field, you will see the free field under the Free fields section of the account
card, as a text box with Search. In order to enter the information for the account, you can type or selectan
option available in the selection list of the GUID free field.

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

To set up GUID free fields for accounts:
1. Goto Customers - Setup - General-> Free fields - Accounts. You will see a list of free fields available for

your accounts.
2. Inthe Name column, click a GUID free field. You will see the following page:

Label

Indexes Update: No

Refarence -

s

'E

3. AtLabel, type alabel that describes the information contained by the GUID free field.

Next, select an option to specify the action to be taken for the free field index at Indexes.

S. Selectan entity that you want to apply the GUID free field at Reference. This option will specify the table
in the database that the GUID field refers to.

6. Typean SQL query at Selection. You can use this query to limit the selection possibilities for the entity

that the GUID refers to.

Click Show to preview the selection available for the linked entity.

8. Click Save to save the setup for the GUID free field, and then click Close to exit.

Selection

ha

N

3.1.5 Contact free fields

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

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

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

i
il
P

Cate 2
Date 3
Date 4
Data 5
Date &
Date 7
Cate 8
Date 5
Date 10
Amount 1

Amount 2

Amount 3
Amount 4
Amount 5

Amount &

EEEEEE%E%EEEEEE%EE

OO0O0OO0OO0OoO0OoOo0OCOO0O0O oy

Amount 7

D Amount 5

§

[[] Amountio No

2. Inthe Name column, click the free field that you want to set up for your contacts. You will see the
following page if you have selected the Text free fields:
Note: Depending on the types of field you select, different sections will be displayed. You will see the
following page:

Label | |

Indexes Update:No

Include blank




3. AtLabel, type a label that describes the information contained by the free field.

4. Next, select an option to specify the action to be taken for the free field 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 field.

S. Ifyouare defining text fields, you will see the Selection (Value:Description) section. You can use this
section to define the values available for the free field you are defining. Type the value of the field in the
database and the description for the value in the left and right boxes respectively. Then, click Bl You can
repeat this step to add more values.

6. Click Save to save the setup for the free field, 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 fields for your accounts, it might be good to
know that you can also have some influence on the layout of the account card, access to the account card itself,
or access to specific information within the account card.

The customization function allows you to do the following:

- Customize the placements of different fields on the account card or hide the fields from view on the
account card.

- Restrictaccess to the account cards to allow viewing only by personnel from the same division as the
account card division.

- Setcertain fields to be mandatory when an account is created.

- Restrict viewing or editing for specific fields within the opportunity card via function rights.

- Create accounts quickly by hiding fields that are not relevant for your organization.

- Improve the quality of your account information by making it mandatory for users to enter information
thatis important to your company.

- Maintain a high level of data integrity by allowing only a few employees to edit important fields.

—  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 fields are presented or

select certain fields 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 fields 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 P 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.  Goto Customers > Entry - Entry - Account. You will see the following page:

factoce,]

& Prospect Creating a prospect: definition and policy
s Customer

ﬂ Associate Creating an associate: definition and policy
ﬁ Supplier Creating a supplier: definition and policy
a Reseller Creating a reseller: definition and policy
Division Creating a division: definition and policy
ﬁ Bank Creating a bank: definition and policy

& Lead

@ Suspect

Type:Persen  Peley
b Prospect

s Customer

ﬁ Supplier

Upload: vCard

2. Selectany account type.
3.  Ontheaccountentry page, click 2% Customize at the title bar. You will see the following page if you have
selected Customer under the Type: Company section.

EEEUEUHSBUBFK
{

m City Tyoe Customar
Country W = hathedlands 7] State [F] Trps since 24-08-3013
= Status Adtive Iril ’:'ﬂ; 24-08-2012
Fhone B Sacurny level 10
m Classification ZZ2 = To be dassified
Fa Rating 7 =T

it & Source P = Phone

wab site = Sactar 1-1 = Heed to Datermine




4. AtCard: 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.

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

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, fields, 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. Goto Customers - Reports > Accounts = Search. Define 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.  Ontheaccount card, click #% Customize at the title bar.

s
Modified: jonathan, Yin Hos Choong 077 30-07-301% 4048 |
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4. AtCard: 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 fields under the respective sections that you want to display.
To prevent the sections and fields from being displayed on the account card, clear the check boxes for the
respective sections and fields.

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

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 fields 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.




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

1. Goto Customers - Reports > Accounts > Search. Define 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.  Ontheaccount card, click Edit, and then click #% Customize at the title bar. You will see the following

page:

Card) Tampiats ) Pursae & Corparate
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4. AtCard: 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.

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

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, itis 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 fields and view the
fields. 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.

- Anemployee who is the account manager for the accounts will see the accounts.

- Anemployee with arole (by default, the role is Customer manager) thatis 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. Goto Customers > Setup > Other - Settings, and then click Edit.

The Accounts: Settings page will be displayed.
3. Under the Account section, select the Security: Check - Roles check box.

Type: Select

Create request on
change of account

status

Create request on
change of reseller
Security: Check - Roles

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 specific fields based on
the function right of the user who is viewing the account card. You can define function rights to restrict access
to specific fields for a specific type of account card.

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




To limit access to fields 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. Define the relevant search
criteria, and then click Show.

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

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

Level Employse =

Show

Data: Log Show

Actions Show =

Mail merge Show =

Customer rates. Show =

3o =) =2 =) o3

Label Show =

Map Show = jai)

Addresses Show = yai)

Buy DEB report Show - geil

General | Mandatry |Mede | Functionsghts

Code Eat - @

Name Edt - pai)

Address line 1 Edt v jei)

Address line 2 Edt yeil

4. AtType, select the type of account for which you want to apply the customization of function right.

5. AtStatus, select the status of the account for which you want to apply the customization of function
right.

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

7. Inthe Mode column, select the mode for the function rights that you will be defining for your buttons,
links, and fields. The combination of the modes and function rights will determine whether the user has
access to a specific field, and whether the user is able to view the field or is able to edit the field. Fields that
can be edited will have all three modes whereas hyperlinks, buttons, monitor links, and fields that cannot
be edited will only have two modes: Show and Hide. The following are the modes for the fields that are
available:

- Edit— The field 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 field 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 field cannot be viewed when the account card is in either the view or edit mode.
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8. Inthe Function rights column, select the function right for the related buttons, links, and fields. If you
specify a function right for a specific button, link, or field, only users with that function right are able to
view the buttons, links, or fields.

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
thatat least a minimum amount of required information is completed when an employee creates an account. To
ensure that this happens, you can make certain fields mandatory so that the new account cannot be saved until
those fields 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 fields.




To define mandatory fields for account cards:

1.

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

* Prospect Creating a prospect: definition and policy
s Customer

ﬂ Associate Creating an associate: definition and policy
E Supplier Creating a supplier: definition and policy
a Reseller Creating a reseller: definition and policy
Division Creating a division: definition and policy
ﬁBa_nl—c Creating 3 bank: definition and policy

& Lead

@ Suspect

Type:Persen  Peley
* Prospect

g Customer

E Supplier

Upload: vCard

Click the type of account for which you want to define the mandatory fields.
On the account entry page, click b4 Customize at the title bar. Next, click Advanced. You will see the
following page:

an Blallows to modify the account cods.

Name

£EE

Address line 1

g

Address line 2

Address line 3

Zip code

City

Country

State

Extansion
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AtType, select the type of account for which you want to apply the customization of mandatory fields.
At Status, select the status of the account for which you want to apply the customization of function
right.

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

Under the General section in the Mandatory column, select the check boxes for the relevant fields to
indicate that the fields must be filled before you are allowed to save the account information.

Click Save so that the mandatory fields are applied to the account entry page for the selected account type,
and then click Close to exit.
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3.3  Capturing Account Information

Capturing the account information is the first 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, itis
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 identified 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 finalized 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 first 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.




To create accounts:

Bow

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.

Code 602465

Address

Zip code /
City pei
Country ML E Metherlands

Phone

Fax

E-mail

Web site

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

Type the name of your account at Name.

Next, define the relevant information in the respective fields. By default, the country defined on the
division card of the account (the division selected under the Financial section) is selected at Country.

Title / Initials MR ﬂlﬂ_r

First name

Middle name

Last name -

Job description —

Job title E

E-mail

valid email address

Email permission

Phone

Maobile

Under the Contact section, define the relevant details of the main contact for the account at the respective
fields. By default, the title at Title / Initials is automatically prefilled.
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Customer
24-08-2012

Status .r' Since 24-08-2012

Security level 10

Classification SE ﬂSmall Enterprise
Rating 7 EZ

Source P m Phone

Sector G-1 m& Retail Trade

size POO19 mm— 15 empl

6. Under the Marketing section, define the relevant properties of the account that can be used to categorize
the account at the respective fields. By default, a security level of 10 at Security level and the default
marketing properties are automatically selected at Type, Since, Status / Since, Classification, Rating,
Source, Sector, and Size.

Manager 1935 — Rajesh Patel
Reseller 390000 Blexaa
Parent account E

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 defined as the account manager of the account on the division card.

Division 000 EExact

Debtor code 602465

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



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-specific characteristics such as the country, language and marketing
variables.

All users can access the accounts batch entry function.

To create a batch of accounts:

—_

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:

a a
[} &
['] 2
['] a
[} a
a &
a 8
[ &
['] a
o a

2. Under the Default field section, fill 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 fields available in this section. Under the Default field
section, select the required fields. For example, the Division field allows you to type or select the division
for the new accounts at Division. By default, the division defined in the creator’s personal card is selected.
The Reseller field allows you to type or select a reseller code at Reseller to link the accounts to a reseller.

4. Define the other fields as needed.

S. Inthe entry line for individual accounts, define the relevant information for each of the fields for the new
accounts. The account codes will be automatically generated for the new accounts. The Name column is a
mandatory field to be filled.

6. Click #% Customize at the title bar to customize the columns available in this section.
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Address line 2 - “Name

“Courtry Address line 1

Phone Zip cods

Fax Ciy

Web ste E First name

Title Last name Maximum: non-mandatory fields: 15
Middle riame Cortact: E-mail Asterisk(*) indicates mandstory fields
Initials Mobile

Job description Job title

Contact: Phone L

7. Click B to add or B 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 s linked to the
division at Division under the Default field section, will be selected by default. Job description allows
you to describe the job of the contact person of this account.

8. Inthe Title column, selecta title for the contact person of this account. If no title is selected, the title that
is linked to the language defined 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 file. 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 file.

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 file, 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 files. In order to import the data file,
you can map the account fields in Exact Synergy Enterprise to the corresponding data rows in the source file. You
also need to manage the duplicate accounts if applicable. The accounts import wizard will guide you through

the procedure, one step ata 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 flexibility of linking the accounts to a project, for instance a marketing
campaign that s 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: - Itisrecommended to selecta file that contains 20,000 records or less. If the file
contains more than 20,000 records, the system may fail to import all accounts
within the limit of two hours.

— Allentries imported from external data files will be created by the accounts import
wizard as company accounts.




New imports
To import a set of accounts:

1. Goto Customers > Entry - Entry - Accounts import wizard. You will see the following page:

Import: Accounts (Step 1 of 10)

m Select: Menu

Select whether you want to start a whole new import or you
want to use your import templates.

# New import
# My import templates

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

Import: Accounts (Step 2 of 10)

I? File to import: Accounts
Select the file to be imported

@ Text file (txt, .csv) O Excel file (xls)
File | Browse... |

Zpeleiter

Selact the delimiter of your file or choose other and enter the delimiter.
@,
©:
Delimiter  (J) Tab
© space
© other

other [
BTestouabfer ]

Format " -

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

4. Under the 2. Delimiter section, select the delimiter used to separate your data in the files. 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.
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Under the 3. Text qualifier 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.

Click Next and the following page will be displayed:

Import: Accounts (Step 3 of 10)

I? Select: Default value
The following selection will be used by default for the data to be imported.

Division 000 et
Project B
Account manager 1935 Blirsiesh patel

Account type  Customer -

Financial account | Debtor ~ +

Under the Criteria section, define the default values at the respective fields 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.

AtProject, select or type a project to link the new accounts to this project.

Type or select the account manager at Account manager. If there is no person defined, the creator will be
selected as the account manager when the accounts are successfully imported and saved.

. 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.

. Select the financial account type at Financial account to specify whether the new accountis a debtor, a

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




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

Import: Accounts (Step 4 of 10)

@ Does the file have a header?

If the file has a header with the field names select "ves'.
Header () No @ Yes

Dateloin,Code,Name,Address1,ZipCode, City, Country, FirstName, LastName, ContactEmail, ContactMabile, JobTitle
22/8/2012,288364,Dyscon Manufacturing,P.0.Box

12,1000, Brussel, Belgium, S Clair, i com,,CCO

22/8/2012,100100,Lions Holdings,P.0.Box

40,1000,Brussel,Belgium,Robin,Johns, feadback@lionsholdings.com, DDEV

13. Select Yes at Header to indicate that there are headers with field names in the file,
or No to indicate otherwise. Click Next and the following page will be displayed:

Import: Accounts (Step 5 of 10)

Map import fields

The first rows from your file are shown, in the first column you can select the target

field.

Comn  |mewiGtesden|mewz  mews |-
Code + Code 288364 100100 L
Mame * Name a:f&:dmng Lions Holdings

Address ling 1 + Addressi P.0.Box 12 P.0.Box 40
Pastcode + ZipCode 1000 1000

Ciy - City Brussel Brussel

Country - Country Belgium Belgium =
First name: - Firstiame Sunny Robin
Last name  LastName Clair Johns
E-mail - O 1ail s.clair .com i i com
Phone  ContactMobile

Jobtitle code ~ JobTitle coo DDEV =
D ——————————
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14. Inthe Column column, select the relevant fields to map them to the corresponding fields in the

import file. If your import file uses a column header for each field in the data file, 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 file. When a field name in the Row 1 (Header) column matches the
corresponding field name in the Column column, then these fields are automatically mapped. After
selecting the correct field names for the corresponding data, click Next. You will see the following page:

Import: Accounts (Step 6 of 10)

@ Confirm the types of the fields

Select the format of the numeric and data fields.

Dateloin Dateloin Date ddmmyyy ~+ 22/8/2012 22/8/2012
Dyscon B -
Name  Name Text . Lions Holdings
Eﬁg’lﬁs Address1 Text P.0.Box 12 P.0.Box 40
Postcode ZipCode Text 1000 1000
City City Text Brussel Brussel
County  Country Text Belgium Belgium
First Firstame Text Sunny Robin
name
Lest Lastlame Text Clair Johns
name
E-mail  ContactEmail Text s.clair@d com f i ings.com
Phone  ContactMobile Text
Job title 5 itle Text cco DDEV
code
d L__ s

15. Inthe Format column, define the format for the corresponding data type in the Type column.

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

Import: Accounts (Step 7 of 10)

H Do you want to update existing accounts?

Seanir aceounts from the smport Ble already exst mthe sysbem. These aceounts ane m the kst below. Sehect e
accounts that you want to update.

You are able to compare the accounts in your import file with these in the system by ticking checkbax ‘Compare',

|| compara




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:

Import: Accounts (Step 8 of 10)
@ Create new: Accounts

The following new accounts are found, select the rows for which you want to create a new
account. Only these records will be created during import.

(@ osscie Jcode | ame | addemt| ocode v | oy thame| Lstome contactEmat

L — |

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:

Import: Accounts (Step 9 of 10)

I? Import results

The file is imported

Newly created 1

Updated 1
Rejected O
View import details
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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:

Import: Accounts (Step 9 of 10)

Import results

The file is imported

27-08-2012 15:35:30 80013 Account 288364 Updated
Created: 1, Updated: 1, Rejected:
o

27-08-2012 15:35:43 80013 Contact

27-08-2012 15:35:43 80013 Account 100100 Created

27-08-2012 15:35:43 50013 Account oo'ea"e'd’ o (i o [EEar

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

Import: Accounts (Step 10 of 10)

@ Save import definition

Enter the name of the import template and save.

Name [}

Save as @ private () Public

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.




Importing accounts using import templates

If you already have existing templates for importing the external data files, you can use the import templates
saved during your previous data import. Import templates allow you to save the options and criteria specified
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. Goto Customers - Entry - Entry - Accounts import wizard and select My import templates. You
will see the following page:

Import: Accounts

@ Select an import template

Select an import template

@ Debtor tamplate

(©) Creditor template

2. Alist ofimport 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. Selectan import template under the 2. Template section. Click Next. You will see the following page:

Import: Accounts (Step 2 of 10)

@ File to import: Accounts
Salact the file to be importad
@ Text file (.txt, .csv) ) Excal fila [.xls)

File _Browse... |
2.oelwiber |

Select the delimiter of your file or choose other and enter the delimiter.
@,
@ H
Delimiter () Tab
(0) space
© other

Other [
2 Textquaber ]

Format " -
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4. Under the 1. Source section, select either Text file (.txt, .csv) or Excel file (.x1s) to indicate the type of
file to be imported. Then, type a file name or click Browse to select the file that you want to import at File.

The delimiter and the text qualifier settings under the 2. Delimiter section and the 3. Text qualifier

section respectively, if applicable, is based on the selected template. If Excel file (x1s) is selected, click

Next to select the appropriate worksheet that you want to import.

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:

Import: Accounts (Step 7 of 10)

H Do you want to update existing accounts?

Seane accounts from the maport Ble already exst mthe sysbem. These sceounts ane n the bt below. Select the
accounts that you want to update.

ou are able to compare the accounts in your import file with those in the system by ticking checkbex "Compare’,

[ campara

6. Alistofaccounts in the import file 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:

Import: Accounts (Step 8 of 10)

m Create new: Accounts

The following new accounts are found, select the rows for which you want to create a new
account. Only these records will be created during import.

D) oatmtoi [coie |eme | adireest pcodel Gt | commtry | ratama) asttome) contactimat




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:

Import: Accounts (Step 9 of 10)

@ Import results

The file is imported

Newly created 1

Updated 1
Rejected 0O
Wiew import details

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:

Import: Accounts (Step 9 of 10)

@ Import results

The file is imported

27-08-2012 15:35:30 80013 Account 288364 Updated
Created: 1, Updated: 1. Rejected:
0

27-08-2012 15:25:42 800132 Contact
27-08-2012 15:35:43 80013 Account 100100 Created

27-08-2012 15:35:43 B00LE Account g"ea'ﬂd: o Uzizih i Rigsiae

10. Inthe Description column, the number of accounts and contacts created, updated, or rejected during the
importare displayed. Click Next. You will see the following page:

Import: Accounts (Step 10 of 10)

@ Save import definition

Enter the name of the import template and save.

Hame @

Save as @ private () Public
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11. AtName, 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. Nextat 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.

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

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 conflict 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 | Allows the user to define an extensive selection of criteria
and merge accounts. to validate and merge accounts.

Merging is only allowed for a pair of duplicate

Allows batch processing of the merging of accounts.
accounts.

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 either add or merge the contacts
during the merging of accounts. No merge conditions
are available 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-defined criteria. The actual merging is performed
by a background job.




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.  Goto Customers - Reports 2> Quality analysis > Doubles - Accounts. You will see the following page:

Cobow [ oeser | [ohome ]
. —————.

Division 000 mExact
Division 000 mExact

Type -

Status -

Account manager || |m

Exclude: Subsidiaries

2. Under the Criteria section, define the relevant search criteria, and then click Show. The following page is
asample of duplicate records found based on the defined criteria:

Division |m Exact

Division 000 ﬂ Exact
Type M
Status -
Account manager 1335 ﬂna' h Patal

Exclude: Subsidiaries

2882360 Customer Active
288362 Custormer Active

288363
288365
288366

288356 Customer Active
601795 000 - Exact i Active
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3. Inthe 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:
Created: Hung 27-08-2012 14:21 Modified: Hung 27-08-2012 14:22
Code 288365 Type / Since Customer 27-08-2012
Name Lions Holdings Status / Rating Active z
Address P.0.Box 40 Classification To be dassified
Source Import
Sector /. Need to
Postcode / City 1000 Brussel Size Meed to determing
State / County Belgium Manager Rajesh Patel
Country (nL) Reseller
Phone (Fax) Division Exact Holding H.V.
E-mail f: i i Debtor code 288365
Web site
Remarks

Name Lions Holdings Gity Brussel

@ Lions Holdings 288363 1000 Brussel Johns  Customer Active Exact Holding N.V.

®

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:
Created: Hung 27-08-2012 14:09 Aodified: Hung 27-08-2012 14:09

Code 288265 Code 282262

Name Lions Haldings Name Lions Holdings

Address P.0.Box 40 Address P.O.Box 40

Postcode 1000 Postcode 1000
city Brussel City Brussel
Country Netherlands

Country Nethersnds

Phone Phone

Fax Fax

OooooomnoE@@@

E-mail feedback@lionsholdings.com E-mail feedback@lionsholdings.com
Remarks Remarks
Web site Web site

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



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 fields 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 fields in the Copy column,
the information will be copied over to the contact information in the Contact: Existing column, if
the corresponding field is blank.

Note:  This tab is available only when merging duplicate company accounts.

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 configured.
For more details about scheduling background jobs, see Section 5: Background Jobs Configuration 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. Itis 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 defined 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 file to a request that
will be sent to the workflow 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.
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Itis 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. Goto Customers - Reports - Quality analysis - Deduplication. You will see the following page:

m—

(G5

Merge - - (1) Contacts - ‘Comparisen Within selection citeia =

Batch size
[[]Associate [ Prospect [| Customer [|Supplier [[|Reseller [[|Division [[]Bank []MNot validated
Tree Lead [[]Suspect
Active Blocked Inactive Not validated Passive pilat Reference

Division feil Country B Classification yeil

Status

Project £

Type: Address  Visit -

Hame (Stripped) Phone (Stripped) Postal code
Address

2. Under the Master settings section, select an option at Merge to define whether you want to preview the
results or execute an actual merge based on your defined 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. Selectan option at Contacts to define 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. AtComparison, select an option to define 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.

S. AtBatch 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, define 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 define at least one condition for merging
accounts. This is mandatory because the accounts will not be merged if no conditions are defined. 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 define at least one condition for merging
contacts. You can, for example, choose to merge contacts with the same first, middle, and last name.

Note:  This section is available only if you have selected Merge at Contacts under the Master
settings section.




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, confirm 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:
[etese ]
| H Your request is sent for processing. 00.075.550 - Status: Report

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:

Crentor B Status | |Complatad | |tmes [ Opan | Running
Cate (Frocessed) - - ®|--- ]

27002003 16316 Opan Sraviaw - x

Hung

24-00-2004 10:50 Complated Actual
24-08-2009 10:44 Completed Praview
21-08-2009 10:26 Running  Previen

73416 Chaan 01-12-2009 13:28 Completed Praview 03-03-2010 17:18 03-03-2010 17:18
75341 Hung 08-09-2009 08124 Completed Actual 0B-09-2009 08124 08-09-2009 08124
75340 Chaon OF-09-2009 00:22 Complated Praview O-09- 2009 0B: 22 00-0% 2009 00:22
TIIIS Hung 0B-09-2009 08:17 Complated Actual 0B-09-2009 08:17 08-09-2009 08:17
75338 Choon 08-09-2009 08115 Completed Preview 0B8-09-200% 08115 08-09-2009 08115
TIIIT Hung DE-03-2009 08:12 Completed Praview 0B-09-200% 08:12 08-05-2009 08:12
75336 Choon 08-09-2009 08108 Completed Preview 08-09-2009 08108 08-09-2009 08109

24-00-2009 10:50 24-00- 2009 10:30
24-08-2009 10:44 24-08-2009 10:45
21-08-200% 17:47 21-0B-2009 1648

14.

. Ifavailable, 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 workflow of the user who performed the deduplication.

Click Close to exit.
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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 listall the types of errors found in each individual account.

All users can access the accounts validation report.

To validate accounts:

1. Goto Customers - Reports - Quality analysis - Validation. You will see the following page:

W&
Division B Country B

Associate Bank [] Customer Division Lead Not validated
Prospact Reseller [7|Supplier [7]Suspect
Status Active Blocked Inactive Not validated Pilat Reference Passive

Type

Error: Contains v Error: Contains

Check - Group by -

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 specified type of error.
S.  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 classification, 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 defined criteria. The following page is a sample of the

results:
= E G
GG
Division 000 E@ Ceountry BE Eaa\gium

. Associate Bank Customer Divisien Lead Hot validated Prospact
e Reseller Supplier [7]Suspect

Status []Active [|Blocked [[|Inactive [[|Notvalidated [[|Rilot [|Reference [[]Passive

Error: Contasins  Invalid - Errer: Contains

Check Group by
--..__Av Status | Error
DervaslveSnftv\Ere Eurg DIEGEM Belgium _ Supplier  Active  Invalid: Tax - Schedule




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.
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To change existing customer accounts to reseller accounts:

1. Goto Customers - Reports > Accounts - Search. Define the relevant search criteria, and then click
Show.

2. Inthelist 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:

Type

Since 27-08-2012
Status Active

Since 27-08-2012

Security level 10

Classification MF @Manufacturin

Rating / Source 7 @Z I — Import

Sector D-1 QD- Manufacturin

Subsector @

size PO459 @200 - 433 emplovees

Chamber of Commerce
number

DEE number

Document @
Exclude frem merging

3. AtType, 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. Goto Customers - Reports > Accounts - Search. Define the relevant search criteria, and then click
Show.

2. Inthelist 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:

Manager 1335 — Rajesh Patsl
Cost center 000HOLGM — Holding General B Management

Reseller 822 @Hurn B Partner Consult

Parent account @

3. AtReseller, select the reseller account that you want to link the customer to, and then click Save to save
the changes.




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. Goto Customers > Reports > Resellers > Accounts. You will see the following page:

= = R G
@&
Reseller || il
Division B Postcods
Status. - Rating - — -
Classification Bl
Account: Type - Accounts Status -
Account: Classification E

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 defined 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, itis possible to link more than one contact to each account. In addition, you can
enter specific information, such as the title, job title, job description, contact number, and e-mail address for
each contact.
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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 notadd 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. Define 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:

: Doug Anderson 12-02-2004 00:00 Modified: Hung 27-08-2012 17:09

Hame / Code Falcon Trading Ltd [
Address
City Milan
Postcode
State Michigan
Country United States of America (US)
Phone /

734-662-0277

Fax
E-mail 54 12-02-2004 Realized  Sales
23:30 question/call

Web site

- : [st=g22463 02/12/2004 16:30 (GMT -06:00)] CPA
Mr. Eill Dover - VP Tachnol N Online Lead: Lead #60182: William E Dover (on behalf of
S pepm— client) This lead vas distributed in the Dail ...




u

10.
11.

12.

Click Add under the Contacts section. You will see the following page:

Title | |‘@ De heer

Initials

First name

Middle name

Last name -

Suffix

Job description -

Job title &

Phone

Extension

Mobile

Fax

E-mail

Valid email address

Email permission

Financial contact person

4| Dutch

Language

HE‘HHH

Main

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

Type a last name for the contact person at Last name.

Next, type a first name for the contact person at First name.

AtJob description, type ajob 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.

Type or select ajob 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 I'T department is also called the Chief
Information Officer.

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 filled in at Phone.

Type a mobile number of the contact at Mobile.

Type an e-mail address of the contact at E-mail.

Select the Main check box if this contact is the main contact for the account.

Account manager
Job title (Account manager)

Manager (Contact) 1935 @Ra'esh Eatel
Job title (Contact: Manager)
Portal access
Last: Login MNone

Under the Marketing section, select or type an employee ID at Manager (Contact) if the contactis
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 thataccount. 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. Define 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:

Created: Hung 27-08-2012 13:56 Modified: Hung 27-08-2012 17:44

Name / Code Dyscon Manufacturing [ 288360
Address P.O.Box 12 4)

City Brussel
Bostcode 1000

State
Country Hetherlands [NL)

Phone /

Fax
E-mail s.clzir
Web site

Mr.  Sunny Clair - -- :990.257 27-08-2012 Customer
17:36 Training

Creator: Hung Person: _ Hung




2. Under the Contacts section, the main contact person is indicated with 3 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:

Title MR ,@ Mr.

Initials JR

First name John

Middle name

Last name Remzky

Suffix

Job description  Managing Director

Job title  DIRECTOR Enirectur
Phone 0731344522

Extension

Mobile

Fax

E-mail  johnremzky@dysconmanufacturing.com
Valid email address

Email permission

Language EN @Engll’sh
Main

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
contactand 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 specifically 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
MainCRMBackOffice 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. Goto Customers - Reports - Quality analysis - Doubles - Contacts. Define the relevant search
criteria, and then click Show.
2. Ifthere are double entries of contacts, the results will be displayed, as shown in the following example:

3= 5 @
Division I Hleaa Classification B
Reseller B

[ Associate Bank [[]Customer Division Lead Not validated Prospect
Reseller Supplier Suspect
Account: Status [V Active Blocked Inactive Mot validated pilat Reference Passive

Matched @) First + Middle + Last () First = Last () Last

Account: Type

Inactive Match (Gender)
P.I. Emmelot 030 2622928 Dutch
P.1. Emmelot 030 2622928 Dutch
Mr. Bruce Jackson 206-882-8080 English
Mr. B. Bruce Jackson 206-882-8080 English

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

= R ()
(5]
Division 000 — Exact Holding N.V. Classification
Reseller

Account: Type Supplier
Account: Status Active

Matched (@ First + Middle + Last  First + Last  Last

Inactive [ | Match (Gender)

Emmelot 020 2622928

Emmelot 030 2622928 Dutch @

Bruce
Jackson
Bruce
Jackson

Mr. 206-882-8080 English @

Mr. E. 206-882-8080 English @

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 confirm the merging of the duplicate entries.



6. A message “Confirm: Merge” will be displayed. Click Yes to confirm 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.

(o —
2] Bxact Synergy Enterprise — Webpage Dialog | 23 |

@ Confirm: Merge

7. Click Close to exit.

4

Processing...Done

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

Asaresult 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 finalize 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 defined 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 financial 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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- Changinga 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.

—  Creatinga 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 Eﬂ New: Account on the left menu bar, and then click .
Alternatively, go to Customers - Reports > Accounts - Search. Define 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: Ifyoudo notsee it New: Account on the left menu bar, click Preferences at the bottom
of the left menu bar oron the top right of the page and select Accounts in the Left-
Lower box to show i New: Account on the left menu bar. Then, click Save.




Type
Since
Status
Since

Security level
Classification
Rating / Source
Sector
Subsector

Size

R o -

27-08-2012

Active

27-08-2012

10

MF @Manufacturin

I — Import

7 Oz

D-1 E O- Manufacturin

peil

P0O435 @200 - 439 emplovees

3.5.2

Chamber of Commerce
number

DEE number

Document

Exclude from merging

&

Under the Marketing section at Type, select a different type of account.
Click Save to change the type of account, and then click Close to exit.

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 dissatisfied 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
accountis 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 specific 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 satisfied 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

Notvalidated | Notvalidated

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 Eﬂ New: Account on the left menu bar, and then click .
Alternatively, go to Customers - Reports > Accounts - Search. Define 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:




Type
Since
Status
Since

Security level
Classification
Rating / Source
Sector
Subsector

Size

Reseller JE4

27-08-2012

Active

27-08-2012

10

MF El\danufacturin

I — Import

7 bz

D-1 @ C- Manufacturin

a

P0455

Ll200 - 495 emplovees

Chamber of Commerce
number

DEB number

Document

&

Exclude from merging

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 defined 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 workflow.

View financial 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 specific user is using at a specific 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. Define 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:

Fead - Recent

Log: Application

2. Under the Activity section, click Read - Recent to view a report on the pastactivities 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 finished
viewing the report.

3. Click Log: Application to view a report on the application log, which contains information on the
applications thatare 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 finished 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.




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. Define 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 Workflow to get a complete list of all sales cycle activities in the workflow of the account. You will
see a list of requests that may include checked tasks, tasks, and appointments. On the Workflow 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.

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

x 23.990.257 27-08-2012 17:326 Open ‘Customer Training

Creator: Hung Hung

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.

Hours uanti Amount

Quality analysis ”
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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:

Statistics Fequestippesvount ¥ Duration

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:

st types - Planned / Realized Planned

Account &

i ‘ - A T -_ . - - Tl T "‘ - ‘
2:Closzing meating i
3-Sian Deal i
Appointment with response a8
Checked task 4
Complaint i
Eirst line support 1
request 1 - setup appointmaent £
request & - create proposal (C i
Sales foracast i
Tashk 2

9. Inthe Count column, click the number to display the requests for a specific month in the workflow of the
account.
The following page is a sample of the requests in a workflow of an account:

. from it Julas Biks
20-07-2007 Lueia Rivers : Taszk Open
T e Dahsene Hirg g

10. Click Close to exit.




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 financial transactions of this customer in your back office. 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 i-ﬂ 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. Define 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.

Division Lilly Portugal Support DB - Produtos Farmacéuticos, Lda.
New Debtor code Creditor code

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

Name 01234
Type Prospect

Status  Active

Division [E | Lills Portugal Support DB - Produtos Farmacautices, Lds.

Main Yes
Debtor code | 7100000030

4. Click Save to save the debtor code.
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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 editaccount 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 editaccount 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 fields, function right 430 — Maintain CRM account field 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.




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 define 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.

Activate: Persons  [J]

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.

Type: Company Policy
3 rospect

&8 customer

& pssociate

B susslier

B reseller

Division

fitt Bank

& Lead

B sucolier

Upload: vCard

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. Define the required fields, and then click Save to save the person account information. A customer person
account has been created, as shown in the following:

B —
Title [MR | 43 mr.
First name [Tz
Middle name [ ]
Last name [Groenemeg |

‘Address [Terbergplein 11

[6125h
pescate iy
Country / State [T netherlands 7| zuid-rolland
—

hone

Mabile [ |
E-mail [Fung hui lan@eract.com
Code / Status 60131 Active

Type / Since [Eommmerle] 05-04-2018
Classification [RES | 7| Restaurant

Division 001 — Deme

Debtor code 50131

Bank account TEAN Intaratonal Bank Aooourt Number|
18AN
BIC code.

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. Define 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.




3. Onthe Select: Type page, select Add contact person to an account.

Type

Add contact person to an account I
Fiegister as a supplier
4.  Onthe Add contact person to an account page under the Account section, select the required account
for which you want to add the contact person.

Select the account you vant to link this person to
I Account B I

Select the person specific data you want to copy

E-mail

Mobile

Phone

oo|oi;

Fax

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.

[Add contact persontoanaccount  00000C

Select the account you want ta link this person to

Account | DLunchpeliver

Select the person specific data you want to copy
E-mail carmensmith@gmail.com

Mobila [ |

Phona 34 300023000

Fax [ ]

6. Click Confirm to accept the selections. Exact Synergy Enterprise will redirect you to the contact card in
the edit mode. Some of the fields are prefilled with the information copied from the previous step. These
fields can be amended. Define the other fields.
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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.

¥ Contact LunchDelivery Purchase Director 34 900023000 carmen@lunchdelivery.com
Customar 602673 - 24 900022000 carmensmith@gmail.com

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 2 Accounts - Search. Under the General section, select the Person check
box at Account: Type. Define other required search criteria and click Show. On the Accounts: Search
page, click the required person account hyperlink in the Account name column.

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.

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

3 Add contact person to an account

ﬁ Eeqister as a supplier

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.

Select the person specific data you want to copy
E-mail carmensmith@gmail.com

Mobile [ ]

Phone 34 900023000

Fax D




S. Click Confirm 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 fields
are prefilled with the information copied from the previous step. These fields can be amended.

Tie M5 Hims. Uplosd [Browse. | ‘

Middle

name
Last name  Smith
Address P 0 Bax 21

Postcode /.
oy 1000 L Brussel
Country/ BE | Bleclaium BRU G

phons 34 500023000
E-mail [camnen_eventplanner@hotmail com |

Morkets ]

Code / Status 602709 Active

Type / Since Supplier
Classification MEV 3] markeeting: Events

Division 000 JlExact 4 V.
Craditor code 602709
Bank account Default bank account type: -

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.

Hung 02-09-2012 13:05 Modified: Hung 02-09-2012 19:05

Created:
lacital lctons] (emmbonca] lomemena] [agiozes]

vame Cormen s Blwonon  Doowmens & Tascions
rbtess P51 Quostors Do

Postcode / City 1000 Brussel
Country / State Belgium (BE) Bruxelles - Brussel
Phone 34
Mobile
E-mail carmen

Gender Female
A/P EUR 0.00

Bank aceount |

Creditor account |

Contact LunchDelivary Purchasa Director 34 900023000 carmen@lunchdelivery.com ‘

Customer 602673 - 24 900022000 carmensmith@gmail.com

¥ supplier §02709 - 34 500023000 carmen_zventplanner@hotmail.com
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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:

Ci : BMW Status: Active Rating: 7
Created: Administrator 27-08-2012 02:57 PM

Title Hive.

Initials

First name James

Middle name Henry

Last name May

Suffix

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 define the criteria for your reports in order to gain more specific 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.



To generate reports for accounts by sector:

1. Goto Marketing > Reports - Customers > Sectors. Define the relevant criteria, and then click Show.
The following page is an example of the results depending on the criteria defined:

GG
Division m Exact Continant -
Region - Country BE Blecigivm
Type A Status Al

0.00
0.00

A- Agriculture, Forestry And Fishing
B- Mining

- Construction 111

| o

| o

I 1
D- Manufacturing i 3.33 3
E- Transportation, C ications, Electric, Gas And Sanitary Services ] 111 1
E- Wholesale Trade I 111 1
G- Retail Trade [l 4.4 a
H- Finance, Insursnce, And Real Estate - 7.78 z
I- Services —— 34.44 21
2= Bublic Administrstion - 15.56 1a
Nz=d to Determine i 3.33 E]
Standsard sector | 0.00 o
Unknovn — 27.78 25
Utilities. | 0.00 o
Total 100 920

2. Inthe 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 classification of their
business. This is useful for you to know to which classification 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-classification report.
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To generate reports for accounts by classification:

1. Goto Marketing > Reports - Customers > Classifications. Define the relevant criteria, and then click
Show. The following page is an example of the results depending on the criteria defined:

L5
Division 000 ,@F_xa:t Continent -
Region - Country BE m Belgium
Account: Type - Status -
Subsidiaries  Brclude -
Dezler Resellar | 1.39 1
International Enterprise All | 1.39 1
Loczl Enterprise Al | 1.39 1
Marketing Supplier | 1.39 1
International Reseller Al | 1.39 1
Small Enterprise Al I 86.11 62
L] To be classified Al i 5.56 4
Total 100 72

2. Inthe Description column, you will see an overview of classifications and the accounts that are grouped
according to the respective classifications. For each classification, 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 classifications. The graphical representation of the percentage
and the number of accounts for a classification relative to the other classifications 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.




To generate reports for accounts by rating:

1.  Goto Marketing > Reports > Customers - Ratings. You will see the following page:

[associste [leank [lcustomer [bdivision [Jiead [IHot validated
| Prospact Dreseller [ Supplier D Suspact

Type

status [Jactive [Jelocked [not validated [Ipilet [JRefarence [IPassive

s [ -[- B cmeheton [ 18

Ragion E Group ﬂ -
Continent | v owigion [ |
Reseller :ﬂ Account rranager :}ﬁ
countw [ B view @ List O pyramid O pie

2. AtView, 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. Define the relevant criteria for the other fields and click Show.

4. Click Close to exit.
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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.

100,000.00 - 10,000,000.00 4
25,000,00 - 49,99%.00 &
10,000.00 = 24,99%.00 1 0.65
5,000.00 - 9,999.00 Py
1,000.00 - 4,999.00 4
0.00 - 1,935.00 s2

;
1
|

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.

E

RERBEREREELE




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.

Customer

I Fating 1 EUR 100,000.00 - 10,000,00000 I Fating 3 EUR 25 000.00 - 4020000
[ Rating 5 ELIR 5,000 00 - 9,993 30 I Fosting 6 EUR 100000 - 433300




Chapter 3 | Accounts Management







Chapter 4

Marketing Campaigns




Marketing Campaigns

1.

2.

Preparing Marketing Campaigns
Running Campaigns
Recording Campaign Responses and Following-Up on Responses

Managing Newsletters

Reports




Chapter 4 | Marketing Campaigns

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 first 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 beneficial for both parties.

This section will describe one specific 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.




4.1 Preparing Marketing Campaigns

Marketing is often the first 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 first step in planning a marketing activity is to define your target group, for example manufacturing
companies. You define 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 defined 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 specific 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. GotoProjects - Entry - Entry - Project. You will see the following page:

% w2
Created: Hung 28-0D8-201Z 11:41 Modified:
Type Intemal - Register hours & costs on this project Divisien 000 | ffExact Holding rLv.
Code (] Parant B
Description @ | mnvoicing B
e inteml - 10 [7] only visible to members
Manager 296221 Blsung

Start date 5qnnonio [ e |
on dage 28082012 [F] — 20052012 [

Status Proposed

Use

daliverables
B WES
Allow hour &
expense

entry for | |
non-
members

Financial

Cost canter DOOHOLFA  [JiHolding Faa

Cost unit B

Your reference
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2. Under the General section, type a project code at Code.

3. Typeadescription for the projectat Description.

4. AtSecurity 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.

S. Type or select the campaign manager at Managetr.

6. AtStart date - End date, type or select the planned start and end dates of the project. If you leave this
blank, the system will fill 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.

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

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
field 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 field cannot be edited as it will follow the name of the parent project. Once you select a parent
project, the Code field will be prefilled by the system. However, if you have defined the code before
selecting a parent project, the code will not be overwritten by the system.

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.

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

Note: - Allfields with the “!” icon are mandatory.
—  To activate your marketing campaign, open the project card again and select Active
at Status under the General section.




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) file 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. GotoProjects > Reports = Search - Projects. Define the relevant criteria to list the projects thatare

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:

Created: Hung 28-08-2012 16:44 Modified: Hung 28-08-2012 16:48
type Intemal [J] Register hours & costs on this Start up Execution Reporting
projact a - - -
Accounts ™! [planni [¢l) Transactions
Code FAIR a = =
. N Activities & Hour & expense | [T] Ray
Dascription glﬂulb;)l E-Business Convention IV (August & [ af il Reports
Security level Internal - 10 Qnly visible to members = Rates (@ Hour approval
Manager Hung i [Budget P workfl

Start dste — End 35.08-2012 — 26-10-2012
ate [ pocuments
Status Propossd
Use drag-and-drop
alanning

Use daliverables & || Division 000 — Exact Holding N.V.
wes

Parent

Allow hour & Invoicing method
expense entry for | |
non-members.

Cost center JOOHOLFA — Holding FEA
Cost unit
Default currency EUR — Euro
Your reference

R T e e e

¥  Far.001 Proposed Welcome Kit Hung 28-08-2012 28-10-2012

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 fora
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-specific 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-specific or contact-
specific information into the document when it is generated. For example, the [BACO_CRMCompany.Namel]

tag will be filled 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 first 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. Goto Customers - Reports > Accounts - Search. You will see the following page:

L 0} B el I
— i B
[lassriate 7] orospart [ Custamar [ suppiar [ Resaiiar [ Onissan [ Ranic [ not
T sidnted [limad 7] Suspest E
Status | Adtive [ Blogked | Inedtive | Hel validated || Passive [Pt [ Rafarence
Aesemnt: Type [ Company 7] Barsen
Aecaunt Gl
wame (2] Code
weatcode 1 2 oy il
chane &1
Cantact Gl
tast name ] First nama ]
Contact: Fhane ] Grly main comtact Yes
Financial
VAT rumbar
Veew
Urbute: Contasts (a8} [
Tupe: Addeass Vit -
Columns |
Account mama oty Contact: Last nama Contact: C-mail Contact: Phona

Note: The Account: Type field 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.




2. Define 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 defined criteria:

= ()
[search | [Request [ update accounts | [Opportunity | [Export | [Mail merge | [ close |

Type Customer
Name Starts with: = City Equal to: brusszel
Only main contact Yes
Type: Address Visit

# Account name 4% |ﬁ|:v |Cnnta|:t:Lastname |Cnnta|:t: E-mail |Cnnta|:t: Phone |
z Communication sprl Brussel Eoukourna
ZABIA N.V. BRUSSEL Vercammen
ZABIA N.V. BRUSSEL Vercammen 02-4781716
Page size 15

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

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.

[ereview ] [Printable | [rail merse | [[Reset | [cioze ] o

Criteria &

Layout 16.334.385 ,@Dmdun Brochure Mail Merge

Subject
E-mail (Te) @ aAccount () Contact (Main) () Contact [Selected) () Contact (all)
Save: Documents
Allow: Multiple

Address: Type Delivery -

Default @ info@exact.com (Exact)
Persan hung@exact.com (Hung)

Division (7 infoi@exact.com (Exact Services)

Preview F|
Account &2
Contact O]

- |Ammlnt: Name ‘Cnntzl:t:l.zstnalne ‘Amunt:cm‘le |Gtv ‘Cnntzl:t: Full name |
z Communication sprl Boukourna 1627109 Brussel  Zineb Boukourna
ZABIA N.V. Vercammen 942684 BRUSSEL Vercammen
ZABIA N.V. Vercammen 2409650 BRUSSEL Vercammen

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

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 define 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.

. 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:

Celeee ]

@ Your reguest is sent for processing. 00.075.552 - Status: Report

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 followingis a
sample of the HRM: Log - Mail merge report:

Eafeh] [afezet] [alec]
Criteria p‘
Creator I@ |@Hu_nq Subject B
person Hi Account &
Date [Crested) 28082012 E — 29082012 E Status Complatad Error Open Running
#1027 | creator 2V | subject 2V Created 27 Processed 2% | Status | E-mail | Remarks | Reset

Note: For more information on the Exact.Jobs.SysHrMail background job that processes the
mail merge, refer to Exact Synergy Enterprise Implementation Manual.

4.2.2 Running campaigns using Microsoft Word mail merge

If you prefer to use Microsoft Word, you can use the Microsoft Office 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 fields that will be filled
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.




To run the campaign using Microsoft Word mail merge with Office Add-in, see the following processes.
However, this feature has been replaced by the mail merge functionality in Synergy Office Integration,

if you have installed Synergy Office Integration. To run the campaign using Microsoft Word mail merge
with Synergy Office Integration, see Appendix D Creating Mail Merge Documents with Synergy Office
Integration. When you create databases from product update 250 onwards, the mail merge functionality from
Synergy Office 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 fields
into the document.

2. InMicrosoft Word 2007, select the Add-Ins ribbon, and then click Exact Synergy Enterprise.

3. Select Merge fields, and then select CRM. The following shows all the possible fields available for

merging:
( = B R Account Code Microsoft Word
2 Home  Iniet Pugelayolt sl e Vv Oeveloper | Addins:
Address 0
| E-mail
Open... Web site
| Swe Fax
Save as.. Phone
Merge Fielels 5 CRM > Extension bk SRS T ACRTES CRN FOR S T -
Merge L HRM » Account manager
e y oy ficrosaft Office Add-infun ctionality to
, |2 account inf e Synergy Enterprise, into a Microsoft
Lol lumentyouh| | Status
L i
Ll hg a mail ma s lyou can save the documents on your
Settings. . You can the Rating the mail merge procass directly from
your campuiter, If requl Sector loadad to Exact Synergy Enterprise.
Firstly, younsedtocre Parent account -Then, you can add mail merge fields
that will ba filladwitht Anniversary date on from the Exact Synergy Enterprise

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

Dear <<CRM_ContactPerson_FullName>>

When all merge fields 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:

«CRM_Company_Namel» Bassatt Bikes
Attn: «CRM_CaontactPerson_FullNamen Artn; David Alan Bassett
wCRM_Company_Address1s 19 Tremont Street

«CRM_Company_Postcodes 01810

«CRM_Company_City» Boston
«CRM_Company_Country» Unitad States of America
Dear «CRM_ContactPerson_FullNames Dear David Alan Bassett

Thank vou for vour recent inquiry about Deltabike. Inm
next step in powering your life forward with an innovati
bicycle,

AllDeltablke mountain bikes now have Titanium frames
three models. The component specifications have move
your money's worth.

Allbikes are produced in-house with the finest material:
titanium and aluminum alloys developed by the asronal
Service division where we are able to make dreams abo

If, after reviewing this informaticn, you have additional
request a personalized demonstration. Or, go online at
and request a live demonstration.

Thank you for your recant inquiry about Deltabike. Inma
next step in powaring your life forward with an innovativ
bicycle.

All Deltabike mountain bikes now have Titanium frames,
three modsls. The component specifications have moved
your money's worth,

All bikes are produced in-house with the finest materials
titanium and aluminum alloys developed by the acronau!
Service division where we are able to make dreams abou

If, after reviewing this information, you have additional g
request a personalized demonstration. Or, go online at w
and request a live demonstration.
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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.

In Microsoft Word 2003, click the Exact Synergy Enterprise ribbon. In Microsoft Word 2007, select the
Add-Insribbon, and then click Exact Synergy Enterprise. You will see the following page:

C!.s - R R A Diocument? - Microsoft Word
- Home  Inset  Pagelwout  Referencet  Mailings  Review  View  Developesr | Adddns |

| Exact Synergy Enterprise.|
Qpen..

| Save

i Save as..,

RN TR ST ST JCRTRCH BN RCE R - S VN T B - SNy ¥ SR Y - S ]

HMerge Fialds »

Merge L - U | Seard...
» HRM ¥ | Template.,
’

Send to

Link:
Logon

Settinas..

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

Note: Ifyou haveasearch template defined, select Template. For more information on
creating an accounts search template, see Creating and modifying search templates (ID
15444.432).

Exact Synergy Enterprise

I Puspest T Suppher I Division T~ Mot vaidated I~ Suspect
Y I~ Biocked I Inzctive I~ Mot veidated

I™ Passive I ot I Reference
I‘Iw Proiect _g.'
Name: Sesreh  [Shatg with =] Divsion . 2'
Reselle Al Manager 3
o 1 O T
oy — B —
Raling il Seckr _gj
See a Subsector 1
Souce gl Classification |_ ;ﬂJ
~Contact
Latname [ lnguage [ g
Job tike [ I Inchude: Conlacts (4

Meige I Cancel




4. Define the relevant criteria for your search. In this example, we will search for accounts that are linked to a
marketing campaign.

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

Tip:  InMicrosoft 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.

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 Office
Integration. To be able to use this functionality, you need to have Synergy Office Integration installed. For
more information, see Appendix C Installation of Synergy Office Integration.

To upload e-mails via Microsoft Outlook, no function right is required.
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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 iton a
new page.

| ©) 3 4 % |7 Invtationto New Product Launch - M... = B =

a X & F & Q HE

&. Delete | Respond Quick Move | Tags | Editing Zoom Save  View
T Steps = - T T =

Delete | | Quick 5t... & | | | Zoom | Synergy |
From: claire@dyscon.com Sent: Tue 28/8/2012 4:00 PM
To: Hung Hui Lan
Cc
Subject: Invitation to Mew Product Launch

) i
Hi, El

Referring to your recent invitation to your new product launch, we wish
to inform that we will be attending. Kindly reserve 5 seats for our
company. Thanks.

Cheers!

[~]

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 define 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:

'..Eitact Synergy Enterprise: Save as 1

Subject Invitation to Mew Product Launch
Type Qutgoing email

»  Main fields

¥ Additional fields

Main document

Security level [ Project (Specific} | (101

IE Map to known contacts
Opportunity

Person

Project Product Launch

» Tags
» Rights




3. Define the required fields, and then click Save.

Note: Ifyou have installed Office Add-in, specific 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 Office Add-in for
Microsoft Outlook, refer to Chapter 7 - Related Matters of Exact Synergy Enterprise
Implementation Manual.

4.3.2 Using web response forms

In the public web sites that are defined in Exact Synergy Enterprise, it is possible to let the user enter questions
that will become a part of the Exact Synergy Enterprise workflow, 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.

CRMAQuestionnaire serves several different goals. These include:

- recordingaccounts 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,

- providinga place where customers and resellers can enter specific 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 influence 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 putin 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.
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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.

CRMQuestionnaire.aspx?Question=Please+provide+a+password+for+the+Reseller+Portal&NoLo
gin=1& CType=R&RequestType=103&MailCountry=NL

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 fill out some information about their organization and ask a question. The following is
a sample of this form:

[submit ][ Reset |

New: Request |

@ =Mandatory

Account: Data |
Title , Initials | @,
Firstname [
Middle name [
tastname [ @
Email [ @ Example: user@exactsoftvare.com
Job title I—@
Language | =
Reseller: Coade [ @
Resellerswame [ @
address [ @
——

Fostcode , City | N (]
Country , State INe{herIands ;I ' I LI
Phone . Fax | N
Sector INeed to Determine ;I
Size |Needtc determine ;l

Request |

Question

Flease provide a password for the Reseller Portal ;I

[ |

When the form is filled 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.




After the form has been filled out and submitted, a request will be created and placed in the workflow of

an employee depending on the flow that was defined 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 find several help files 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 specific 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
workflow. 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 defined 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 specific
services. Some of the benefits 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 defining the relevant search
criteria. You can search for accounts for the above mentioned criteria by adding the Type, Size, Sector, Type:
Since, or State fields, 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 fit your criteria. You can then send customized newsletters to the accounts that fit
the criteria.

To be able to send newsletters, the Exact.Jobs.SysHrMail.dll background job needs to be set up and
configured. For more details about scheduling background jobs, see Chapter 5 Background Jobs Configuration 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

Itis 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 specifically 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.




To view reports on customer satisfaction for existing campaigns:

1. GotoMarketing > Reports > Customers > Customer satisfaction. You will see the following page:

GG

o
()
3

Date <Ranges = |-- |E| —[-- =
Account: Group 3]

Account: Division

Account manager: Cost canter group
Account

Account: Classification

bk (b

Request: Project

Show: Field blank

Axis: Vertical | Account -

Request type 1@

Request: Status [|Open []Approved [[|Realized [[]|Processed [[|Rejected []Draft
Regquest: Field
Field: Value
Count

Request type ]
Request: Status [ Open [[]Approved [|Realized [[|Processed [[|Rejected [|Draft
Request: Field
Field: Value
Count

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

[mesutes

IAccount Altens Bixer Ene stems Ul

Aftens =

Bixar Enargy Sratarms I
otal -

Legesid: Left

o

12

altans

I i+ treroy Systams

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

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.
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To obtain overviews of campaigns:

1. Goto Projects > Reports = Search - Projects. Define 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:

Created: Hung 28-08-2012 16:44 Modified: Hung 28-08-2012 16:48
General
type Internal [J] Register hours & costs on this Start up Execution Reporting
projact a = - -
Accounts ™ Blannin [¢l) Transactions
Code FAIR a = z
. " Activities & - Hour & expense [T} Raports
Descrition g\notb;)l E-Business Convention IV {August & | materiol @ antry . por
Security level Internal - 10 Only visible to members = Rates @ Hour approval
B ME"EQE; Hung (i, Budget ™ warkflow
Startdsts —End 5508-2012 — 28-10-2012
date [ pocuments
Status Proposad
Uss drag-and-drap | [ —
planning —
Division 000 — Exact Holding N.V.
Use deliverables & O
wes Parent
Allow hour & Invaicing method
expense entry for ||
non-members
Financial
Cost center QUOHOLFA — Holding FEA
Cost unit
Dafault currency EUR — Eurs
Your reference
[~ Members || cChild projects || Workflow || Remarks || Report |
[Project [status | Description [ Manager [ start date [ End date
¥ FaR.001 Proposed Welcome Kit Hung 28-08-2012 28-10-2012

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.

If you are not able to view some of the information, you can click ﬁ Customize, and
then select the relevant information that you want to display on the project card.

Note:

4.5.3 Viewingrequests planned for marketing campaigns

In Exact Synergy Enterprise, you can view the requests of a particular marketing campaign conducted for a
specific 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.




To view all requests planned for marketing campaigns:

w

Go to Projects - Reports - Requests > Request planning. You will see the following page:

S
Project be Request: Status [/]Open [J]Approved [J]Reslizad []Procassed [ Rejact
Category Ad Type

[[] Realized(Request) : Use : Planned date
Use current date for requests without date

Reguest Show (Children) No

Layout
Sesle  Morthly + pate 01072012 [&] — 30082012 [F]

view Members -

Under the Criteria section, type or select the relevant project at Project.

If you only want to view a specific type of request, select the type of request required at Type.

Under the Layout section at Scale, select the type of scale which you want to use to display the planning
over the time period.

Select the range of dates at Date to view the requests within the specified dates.

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.

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.

Then, define the other relevant criteria as necessary.

Click Show to display the results. The following is a sample list of all requests planned for a marketing

campaign:

=G
[Eefresh] [Rezet] [otioze]
Criteria
Project | Bsottskil Training Brogram  Request: Status [7]open (7] approved [7]Realized (7] Processed
Category - Type
| |Realized(Request) : Use : Planned date
Request Use curre(nt :ate flr requests vithout date Shaw (Childrer) | No
Layout
Scale Morthly + Date 01072012 |[E] — 30092012 [&]
view Members -
Request
Requast typs 262 - 2nd line Support v [aw |
# Request July, 2012 ‘Al._'ust, 2012 September, 2012
Jaime Teh

Paul Kaeser

Siti Nor Zakiah Yaakop

Status | Legend ‘ Description Hours (Planned) Hours (Actual) Amount (Planned) Amount (Actual)
Open 0.0 /A 0.00 N/A
@  Aeproved 0.0 N/A 0.00 H/A
4 Realized/Processed 0.0 0.0 0.00 0.00
® rejected WA n/a WA WA

Click Close to exit.
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Note: All fields with the “!” icon are mandatory.

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 financial budgets of your marketing and sales projects to weigh the benefits 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
profitand loss summary for your marketing and sales projects. You can also choose to display the allocation of
budget for the projects over a specific financial period or based on the status of the allocated amount. The report
can also be used to view the financial entries made for a project.

To view this report, no function right is required.
To view budgets of marketing campaigns:
1. GotoProjects > Reports = Search - Projects. Define 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:

[Py | e

Division | 004 | B pettabithe Services

brejact [FAIRIIM |30 gk Tock aokes 2004 Layeut | PEL J Slabu -

Sesnanio | Budget seenarn 2006 ¥ | statistical month / Parind | 205 W | 1] 12
status: Budget [Joear [Jaspraved [lemeessed Children | Hone w

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

Note:  You can create budget scenarios at Financial - Setup - Master data > Budget scenarios.

4. AtLayout, 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 profit 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 profit and loss accounts




based on the amount allocated for the corresponding financial 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 financial 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 specific budget scenario within the specified
financial period.

At Statistical month / Period, select a financial year, and then type the starting and ending periods

within the financial year for which you want to display the budgets for the projects.

Note: The financial year and period are defined at Financial  Setup - General - Financial years
- Periods

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

Next, define the other relevant criteria as necessary.

Click Show to display the results. The following is a sample of the budget report based on the defined
criteria:

FARZ004 [ tiah Tach Biken 2008 Lagaut | Engy
Budget soenana 2007 v skatistizal manth / Pavied | 2007 w |

Coesr Clagorovad [ eracessad Childran | 4Level

| St | Cradit
41.000.00
2,000,00

Click Close to exit.
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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 specifications, et cetera.

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

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.

5.1 Creating Quotations
There are two ways to create quotations, and they are:

- creating quotations manually, or
-  creating quotations using templates.

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

5.1.1 Creating quotations

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

- youare the owner of the quotation card, or
- youare the manager of the owner of the quotation card.




To create quotations:

v

N

Go to Customers - Entry = Entry > Quotation or click 8’ New: Quotation at Quotation on the
lower-left menu. You will see the following page:

B0
Created: Hung 28-08-2012 17:34. Modified:
Quotation | summary
Account gail ) Status Open v Quoted amount
Contsct ] Ovmer 20621  DlHung Diseount
Division | 3 Expiry date | - - 2o
Currency EUR  BlEure Tamplate ]
Payment condition | 3] Opportunity jai)
Your reference | Broject | Bl

| | [rtem lQuantity | Unit Discount (¥8) Discount amount | Amount Salas price  Price list
=

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.

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.

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

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.

At Expiry date, type or select a date to specify the end date of the quotation.

Select a quotation template at Template if you want to create a quotation based on the selected template.
To find out how quotation templates can be created, see 5.1.2 Creating quotation templates.

At Your reference, type the reference for the customer which the quotation is for.

Once you have defined the relevant criteria, you can start to define 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:

— itemswith 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.
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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 modified, 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 modified.

9. Finally, click Save to save the quotation.

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

Once a quotation has been created, a quotation number will be given for the quotation automatically. This is
arunning number and the next quotation number can be specified 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, define
the relevant criteria and click Show. The following is a sample of a quotation created:

ong 05-01-2011 16:02 Modified: Wai Ting Yong 05-01-2011 17:16

Created: wai Ting v
(om0 o] e o
s Summary
Quotstion number 1010 Quoted amount EUR 827.50
necount 252 Bstichting viss stotus Opon = Discount EUR 0.00
Bergen
——  View printsd quotations for
cContact [I]Frank Goudvink Ovmer 175862 Bweai Ting von = this account
Division 000 BlEcact Holding v Expiry date 17082010 ]
currency EUR | Bleurs Template J3]0uctation Templats &
Payment condition 61 (3160 days e.o.m. Opportunity B
Yaur reference Project fail

Quantity | Unit Discount (9s) Discount amount  Amount Salas prica | Prica list
ERE) o: License 1,00 EACH 0.00 0.00 790.00 0.000
20K rcox Consultancy 1.00 hour 0.00 0.00 13750 0.000

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.




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 thatis urgently needed or frequently created. Using templates to create quotations can eliminate
redundant data entry and increase work efficiency. This quotation template is also necessary if you want to

perform a quotation mail merge.

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

Note:

Synergy Office Integration only supports Microsoft Office 2007 and 2010. For more

information on the installation, see Appendix C Installation of Synergy Office Integration.

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

Note:
Word Merge.

To create quotation templates:

To create Word Merge templates for quotations with repeating lines, see Appendix G Exact

1. Openanew Microsoft Word document. You will see the following page:

@BE2- Biv Decumant] - Microssét Weed o2 B
B v | e Fageimost  Refeences  Malings  Redew  Vew  Adddm Smemy  nenbOf - @
T A casbe Bogy) -in == E"TI1EE 1 - B
)i B £ g-ken o %[ W e | |asbcex|assbeene AaBBC |, L =Y ,
Fuaty f 3 b ~ O Editing Oy £ "
e O R AR L I SRR TR | THomal |thodpaci. Hesdngl Shange 0RO}, Opan 5w
cuptsais bt Paisgson saps
[s] S R R R K § R T T T AT A R Ko T~ R

Piseleld | Woidnd | S Engih s | [ e —

=

displayed:

[Bactsynergy Enterpriselogin -~~~ [zl

Type your username and password.

User name: hung

FPaszword: sese

Remember me

[ OK

J [

In the Synergy ribbon, click the arrow at Save, and then click Save as. The following page will be
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3. Fillin your username and password that you use to login to Exact Synergy Enterprise at User name and
Password, and then click OK. You will then see the following page:

Document =) Cwerwrite @ Create rew

Subject  Quotation Template C

Type Quotation template

»  Main fields

Save s (@ Attachment
() Page

E Faollow-up via request

»  Additional fields
»  Tags
» Rights

Save | l Save as draft ] I Cancel I

4. AtDocument, select Create new to create a new template. This field is only available if you have an
existing quotation.

At Subject, type the name of the template that you want to create.

Next, select Quotation template as the document type at Type.

Under the Main fields section at Save as, select Page.

Expand the Additional fields section to display the following page:

® N0

Document (71 Cwerwrite @ Create new

Subject  Quotation Template C

Type Quotationtemplate

»  Main fields
¥ Additional fields

Main document |E|

Security level Entema\

Project
Division 000 Exact
Language English

» Tags
» Rights

I I Save as draft ] l Cancel ]




9.  You can define 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:

Dacument () Owerwrite (@ Create new

Subject  Quotation Template C

Type Quotation template

Main fields
Additional fields
Tags

Rights

Edit rights [Creator [Dwner] - ]

Owner SuthichanaTharmapalan

View rights [ - ]

Save a3 draft ] I Cancel ]

11. You can define the editand 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 office 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 office sales orders is required. Users with
the Sales manager role have this function right. The Create sales order button is available only if this
pointand the first point are fulfilled.

3. A debtor code must be linked to the account which the quotation is created for.

4. The back office connection for the division of the quotation’s owner needs to be set up at System = Setup
- Back office - Back office connection.
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S. 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 defined in Exact Globe Next, and
- allitems specified in the quotation are of sales item type.

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

To convert quotations to sales orders:

1. Goto Customers - Reports > Quotations - Search, define the required criteria, and then click Show.
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:

an @,
Created: wa Ting Yong 05-01-2011 16:02 Modified: =i Ting vong 05-01-2011 17:16
Quotation ‘ Summary
GQuetstion nurnber 1010 Quated amount EUR 927,50
account 200524 Llstichting s Status  Open v Discount EUR 0,00
Bergen
Fooes | % View printed guotations for
contact [FFrank Goudvink Owner 173862 Lwsi Ting von 2 i ccaunt
cumeney EUR  Gleuro Expiry date 17082000 ]
Pagmant condition 1 3160 days e.um. Template [lquotstion Template &
Your reference Opportunity el
Project m
Quantity Unit Discount (%) Discount amount Amount
3 ooooiT Laptop 1.00EACH 0.00 0.00 740,00)
| % cooos Brofect managemeant a-Synarqy 1.00 hour 0.00 0.00 137.50)

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.




Next, click Create sales order. This button is available only if the Convert to back office 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 office 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. field will be available. You can click the
hyperlink next to the field to view the sales order. See the following page for an example of a quotation that
has been converted to a sales order:

@
Created: ¥si Ting Yong 05-01-2011 16:02 Modified: V2l Ting ‘vong 05-01-2011 16105
Quotation ‘ Summary
Quotation number 1010 Quated amount EUR 927.50
Account 200524 - Stichting VHS Bergen Status Won Discount EUR 0,00
Contact Frank Gouduink Ouner 179862 - Wal Ting Yong % View printed quotations for
. H thiz account
Currency EUR-ELRO Expiry date 17-08-2010
Payment condition £0-60 dsys =.0.m. Termplate Guotation Ternplate B
Your referance 11 Oppartunity
Sales order no, 250600 Project

Quantity Unit Discountamount  Amount
[1] 1.00EACH
C0004-Project mansgement e-syneray 1.00 howr .00 000 137.50)
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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 defined sales cycle. The sales cycle defines 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 specified 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.




The variables that should be set up include:

- having unique codes,

- having predefined sales cycles,

- specifications of sources,

—  specifications of contact and partner roles, and
- recording reasons for losing the opportunities.

One of the most important information to be specified 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 identified 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.
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To specify code formats for new opportunities:

1.  Goto Customers - Setup - Opportunity management - Settings. You will see the following page:

Security: Check - Roles

Function right to customize search m
results

Auto-generate opportunity code

Opportunity code: Prefix OPP

Opportunity code: Number 2031

Opportumitylost

Reason lost @ Mandatory ) Optional

Lost to competitor @ mandatory () Optional

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. AtFunction 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 field is not defined, the &% 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.

S. Typea prefixand number at Opportunity code: Prefix and Opportunity code: Number respectively.

6. Under the Opportunity lost section, select Mandatory at Reason lost to make it compulsory to fill in
the reasons for the lost when the Lost button is selected during viewing the opportunity cards. If you
select Optional, you can always fill in the reasons later at Reason lost when editing opportunity cards.

7. Select Mandatory at Lost to competitor to make it compulsory to fill 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 fill 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.




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 defined
for all these different groups.

In order to track opportunities in Exact Synergy Enterprise, a sales cycle must be created defined. 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 defined 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. Goto Customers > Setup = Opportunity management > Sales cycles, and then click New. You will
see the following page:

Hung 259-08-201Z2 09:45

§8§888§¢€¢§4%¢%

XXX XX XXX XX
bbb bbbbBbY
e e

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. Define 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.
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S. Click Save to save the sales cycle, and then click Close to exit.

Caution:  You cannot delete a sales cycle definition when there are opportunities linked to it.

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:

Created: Ai Shiang Lim 07-11-2008 10:13 Medified: Suthichanz 02-06-2010
Tharmapalzn e

Description SME Sales Cycle

Active
1 Cold call Cold call Realized
2 Demo Cemo Realized
2 Close Close Open

When an opportunity is linked to a sales cycle, it will go through all the stages as specified in the sales cycle.
Each stage will be represented by a request type. Although you can use existing request types, itis 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 definitions are later analyzed in reports.

In the example, the first 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 final stage
is satisfied, 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.




To define sources available for opportunities:

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

Created: Hung 29-08-201Z 09:34 Modified:

T | EF=TT) J WOmew
code [ |©@

Description (1)

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 influencer, for an opportunity is specific 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.
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To create contact roles:

1. Goto Customers > Setup = Opportunity management - Contact roles, and then click New. You will
see the following page:

ted: Hung 29-08-2012 09:56 Modified:

Cr

ST | EEEERTTN I WG

Comtactroles
CDdeI |°

Description o

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.

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

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 financial 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 identified, 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 financial,
strategic, or local partners. The employee should actas 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.




To create partner roles:

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

Created: Hung 29-08-201Z 09:37 Modified:

T | EF=TT) J WOmew
cods [ |@

Description (1)

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

Itis 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 specifications.

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.
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To specify reasons for losing opportunities:

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

L2
Created: Hung 29-08-2012 03:58 Modified:

[save ] [Save ¥New] [[elose |
Reasonbost
code [0

Dascription (7]

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 define additional fields if some of the information that you want to
record cannot be recorded in any of the existing fields. You can specify different types of fields, such as fields
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 define free fields, 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 define free fields:

1. Goto Customers > Setup - Opportunity management -> Free fields. In the Name column, click on a
free field according to the type of data that you will be recording. You will see the following page:

Indexes lUpdate:No =

2. Typeadescription at Label. This is mandatory in order for the field to be activated. Select the option on
how to index the free field at Indexes.
3. Click Save to save the new free field, and then click Close to exit.




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 fields, 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 fields that users are
required to define.

To maintain the confidentiality 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 fields.

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 fields. You can click the corresponding check boxes to show or hide
different sections or fields. This way, you can hide the fields that do not need to be filled.

- 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 fields 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. Goto the left menu bar and click ¥ New: Opportunity.

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

Created: 03-05-2013 19:25 Modified: 03-05-2013 19:25

Mode: O ity - New

Level ® corporate O Division

[} Code F currency

L Targated
Descripti

= reten M oriment

Account

Owner 1 — Hung Hui Lan _

Probability
(%)

Planned
amount

Start data

End date

Faollow-up
date

Source

Sales cycle

Security
level 10

Division 001 — Division 001
Cost
centre

O0D0DEEREDE @ &R

001CC001 — Default cost center

3. Click the required option at Columns to display the opportunity card according to the selected
number of buttons and field columns. Under the respective sections, select the check boxes to show the
corresponding buttons, sections, and/or fields. 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 fields 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.




To customize opportunity cards (view mode):

1. Goto Customers - Reports - Opportunity management - Search, define 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:

Craated: Modified:

Mode: ¥ - View
Level @ corporate O Division

Wiew flovr

New: Document

oo™

Newi: Request

E Code A42
[ Description Lead BusinessMatters trade show

Type Lead

Start date

End date

Follow-up
date

Sales cycle Salescycle

) Owner Olaf Smulders

M account Wine & Dine

O  currency EUR - Eura

Blanned Frosability 10
M T asoo.00 5 (%) %
M Eeemctd g g
amount

o Terseted
sssortment
Reslizad
amount

Rows
Rovs
v

Source Trade fair

Stage Lead (step 1 of 4)

Next stage Prospect

Deal Lost

Security o
level

0.00

Reason lost Not
Lost to

Division

Cost center Salas

f DDA RARKCRKRR”RKRO

columns Q10 2®20 4

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 fields.

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 fields 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. Goto Customers = Reports > Opportunity management - Search, define 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:

[[save ][ Reset ] [Advanced | [ close |

Mode: Opportunity - Edit
Level ® corporate O Division

Cods A42 Currency EUR - Eurg
Diescription Lead BusinessMatters trade show E Targeted 10 — Coffee
assoriment
Account Wine & Dins D Realized

amount

Owner 1007 — Olaf Smulders
Do
0
(%)

Flanned
amount 32,500.00

Start date

End date

Follove-up
date

Source FA — Trade fair

Sales cycle Salescycle
Reason
lost

Lost to
competitor
Security
level

Q06 — Not Interested

-
o

Division
Cost
center

Dmmmmummmmmmmuuum

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 fields. 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 fields are required to be filled
and limiting the access to the opportunity card to certain groups of users.

To determine whether certain fields are required to be filled, you can make the fields mandatory. Mandatory
fields will force users to fill up the required information.

Due to security reasons, some organizations may require some fields to be edited by certain groups of
employees only. This can be controlled by customizing the function right for each of these fields. By linking the
function rights to these fields, only employees with those function rights can edit the fields.

To specify opportunity card mandatory fields, the Administrator role is required.




To specify mandatory fields:

1. Goto theleft menu barand click ¥ New: Opportunity.

2. Click#% Customize at the toolbar, and then click Advanced. You will see the following page:

%

Created: 03-05-2013 139:25 Modified: 03-05-2013 15:25

Mode Opportunity - Mew

Level ® Corporate () Division

|

Description

Account

Owner

Probability (%)

Plannad amount

Start date

End date

Follovs-up date

Source

Sales cycle

Security lavel
Division
Cost centre

| lumnmnnmllll

Currency .

Targeted assortment D

Remarks I:‘

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 fields mandatory. You cannot select the check boxes
thatare grayed out. These fields are disabled because the system has determined them as mandatory fields.

4. Click Save to save the access specifications to the opportunity card, and then click Close to exit.




Chapter 6 | Sale Force Automation

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. Goto 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:

Modified:

Created:
Mode Opportunity - View
Level @ Corporate O Division

Code

Description

Owener

Account

Currency

Plannad amount

Probability (%)

Expected amount

Targeted zssortment

Realized amount

Contacts

IEJEJ| (2 (2 2By 195 |5 2 B 2 () [

Maintain - Contacts

Datailoa [ 4]
Salescyclehistory | Functionrights |

eaph [ 4]
Gemeral | Functionrights |

Type —.@

Start date 8

End date @

Follovi-up date @

Sales cycle I— @

Source I— @

Stage —@

Mext stage @

Deal @

Security level @

Reason lost I—@

Lost to competitor I— @

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 fields. This will ensure that only people with the
specified function right can view the corresponding fields.

4. Click Save to save the access specifications to the opportunity card, and then click Close to exit.




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. Goto 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 #8 Customize at the title bar, and then click Advanced. You will see the following page:

Created: Jenny Kloszeman - 04-05-2011 Modified: Jennv Kloezeman - 04-05-2011
Foorda 10:27 Roorda 10:37
Esave |[neset ] (oo ]
Mode Opportunity - Edit
Level @ Corporate O Division
General | Mandatory | Functionrights |
cote —
Description [ &
Account I | @
Owner I:l I:l @
Probability (3) M &
lanned amount ] —a
stert date [ I
et e @ — &
Followr-up date I:l I:l @
Source IZ I:l @
Sales cycle I é
Security level I:l @
Division &
Cost center |—| @
Ssles | mandatory | runctionrights |
Currency &
Targeted assortmant O I:l @
Realized amount [ I:l @
Remarks | mandatory | Functionrights |
Remarks [] i

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 fields. Type or select the function right applicable for accessing
the corresponding fields. This will ensure that only people with the specified function right can edit the
corresponding fields.

4. Click Save to save the access specifications to the opportunity card, and then click Close to exit.




Chapter 6 | Sale Force Automation

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 sufficient
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 thatis
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 definition, 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 definition 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.

[t is necessary that you select the owner of the opportunity card to indicate the person responsible for the sales
activities in the workflow for this opportunity. Some of these activities include maintaining good customer
relationships, finding 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 definition 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
definition lists the sequence of stages involved in a specific sales process. As the relevant people complete the
workflow requests in the respective stages of the sales process, the progress is automatically reflected on the
opportunity card. When the last request in the workflow is processed, the opportunity is set to Won. For more
information on setting up sales cycle definition, see 6.1.2 Creating sales cycle.




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 costallocated 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. Goto Customers - Entry - Entry > Opportunity. Alternatively, you can click & New:
Opportunities on the left menu. You will see the following page:

currency [ )@
P— o el &
pccount 2o
ouner 55T f3) L tung Remee ]

Probability (%) @
Planned amount (]

End date [ - - [']
Follow-up dats | - -

Source 20

Sales cycle el ]

2. Under the General section, type the code at Code.

3. AtDescription, type a description for the opportunity card.

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 filled at Owner. If the owner of the opportunity is different from the
creator of the opportunity card, you can change the person in this field by typing or selecting the ID of the
actual owner.

6. AtProbability (%), fill in the value to specify the probability of winning the opportunity.

7. AtPlanned amount, fill in an amount, which is the amount of revenue you expect to gain from winning
the opportunity.

8. Selectan end date at End date. The end date indicates the date the opportunity is considered to be closed.

ha
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9. Selecta 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. Selectasource at Source. The source indicates how the opportunity was created or where it originated
from.

11. Type or select the relevant sales cycle definition at Sales cycle.

12. Under the Sales section, Currency is automatically filled based on the currency defined in the account
that you select at Account. If the currency is not defined on the account card, Currency is automatically
filled based on the currency used in the country of the account. You can also manually type or selecta
currency that will be used by the opportunity card.

13. AtTargeted 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 efficient 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 first 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.




To create a batch of opportunities:

1. Goto Customers - Reports - Accounts - Search. Define the relevant criteria for the accounts you want
to create opportunities for, and then click Search. You will see the following page:

= @n @

Type Reseller
Status Active
Account: Type Company
City Equal to: brussel
Only main contact Yes
Type: Address Visit

# Account name &Y |cn; |cm1=stm|mmt—-ni ‘cm

f

Belgacom NV Datanetworks & Application
Division

Brussel Viellefont

Dyscon Manufacturing Brussel Clair s.clair@dyscon.com
Evolutive Systams S.A. - M.V. Brussel Nelissen

2. Onthe Account: Search page, click Opportunity. You will see the following page:

(&)

Create @ Via: Process - Background ) Directly

Description (v} Cwmer 296221 Blhung
Startdate  -- | End dats -- |
Sourca 7@ Security level 10
salescyde Q1@ Projet 4
Division W@a@n Holding N.V. Cost center mmHn\dmg FEA

Probability (%) Blanned amount EUR

Targeted assortmant Jeul

|

Remarks
-
[FTEmnT e |
@] |Am-|=t:mi=“’ |n4.:|:m-||=||—-e”"v |um-q-“" |
288364 Dyscon Manufacturing EUR - Euro
823240 Belgacom NV Datanetworks & Application Division -
1635534 Evolutive Systams S.A. - N.V. EUR - Euro

[ Shou |

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.

S. 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 field by typing or selecting the ID of
the actual owner.
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6. AtSecurity 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.

Type or select a sales cycle definition at Sales cycle.

8. Inorder 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 defined 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, first clear all the check boxes by clicking the check box in the column header. Then, select the
check boxes corresponding to the relevantaccounts. 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 first workflow request of the linked sales cycle definition, you need to enter the information for the
fields under the Mandatory fields for sales cycle request section. Then, click Create opportunity
again.

N

Note: -  Allfields with the “!” icon are mandatory.
—  Afterclicking 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 workflow task
will be sent to the user (task creator) with an attachment of the batch creation reportin
Microsoft Excel format. If you have selected the method Directly, you will immediately
see the batch creation status report after clicking Create opportunity.

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 geta 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.




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 definition. 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 useris the creator of the opportunity.

—  The useris owner of the opportunity.

—  The user is the manager of the owner of the opportunity.

—  Theuseris 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. Goto Customers = Reports > Opportunity management - Search. Define the relevant criteria for the
opportunities you want to view, and then click Show. You will see the following page:

Follow-up date 01-01-2010 - 31-12-2012

“H Account &7 ‘ iphion & | Stage &7 Owner wp date &7
Brasserie Pigalle Lead Brasserie Pigalle Cookies 2 - Quots Olsf Smuldars 05-03-2010

Cafe de Lantaarn Lead Cafe de Lantaarn Coffee 2 - Prospact Olaf Smulders 02-03-2012

Chinees restaurant ~ e

e e o Lesd De grosns drask 2- Quote Qlaf Smulders 12-08-2011

2. Click the hyperlink in the Opportunity: Description column to view the respective opportunity card.
3. Atthe 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.

Created: Sanne Klein - van Elburg 11-07-2011 12:08 Modified: HL Hung 24-05-2013 11:20

Code A6

Start date

Description Lead Cafe de Lantaarn End date 31-12-2011
Oviner Qlaf Smulders Fallow-up date 02-03-2012
Account Cafe de Lantaarn Sales cycle Salescycle
Plannedpangu:_ri_tf EUR 1,000.00 5% Source Mailing
robability Stage Prospect (step 2 of 4)
Expactad amount EUR 50.00 Mext stage Quote
Targsted assortment Coffes Dzzl Undecided

Selesoydlebistoy ] ke

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 defined 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 final request in the sales cycle is acted upon.

Atany 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 final 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 useris the creator of the opportunity.

—  The useris the owner of the opportunity.

—  The user is the manager of the owner of the opportunity.

—  Theuseris 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. Typethe opportunity code ornamein T New: Opportunities on the left menu bar, and then clickled. Alternatively,
you can go to Customers = Reports > Opportunity management - Search. Define the relevant search
criteria, and then click Show. Click the relevant hyperlink in the Opportunity: Description column to
view the respective opportunity card.

Note: Ifyoudonotsee & 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 F New: Opportunity on the left menu
bar. Then, click Save.




2. Click Edit. You will see the following page:

Code A8 Carvansy SR - e

Cracpton [ ameaTemm Targeind amortrart [1 41| Comtene

e |
e [T 4| Eat ke

Bebabiey i | B
Flannad wmwie 23mm

Zalkenup daia =
e R e
Esencpds Gamsiin

3. Afterregistering your changes on the opportunity card, click Save, and then click Close to exit.

6.4.4 Closing opportunities

Asin all business deals, you may find 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 fill 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 s the creator of the opportunity.

—  The useris the owner of the opportunity.

—  The user is the manager of the owner of the opportunity.

—  Theuseris 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.
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To close opportunities with the status Won:

1. Typethe opportunity code or name in T New: Opportunities on the left menu bar, and then clicklked.
Alternatively, you can go to Customers - Reports - Opportunity management > Search. Define
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. Typethe opportunity code or namein P New: Opportunities on the left menu bar, and then clickled. Alternatively,
you can go to Customers > Reports > Opportunity management - Search. Define 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.



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 wanta
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 definition.

All users can access the sales funnel report.

To view opportunity information with the sales funnel report:

1. Goto Customers = Reports > Opportunity management - Sales funnel. You will see the following
page:

Sales cycle || Falt] ower B
peal Al - Group 1
Division B Start date  <Range> - d= .- B --
End date  <Range> v 4= .- B -- =

Prasantation Horzontal Valua Count -

Size lamge «

2. Then, select or type the sales cycle definition at Sales cycle under the General section to display the
opportunities thatare linked to the sales cycle.

3. You canalso define 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 definition.

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.




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 &R 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:

CRM
0] |mame

[!! Sales funnel

Display opportunities data in sales

funnel format. @ Main O mainLeft O Main Right

,11_ Accounts by highest expectad revenue
from oppertunities

Display opportunities according to
plannad amount per account where
‘opportunity deal status is undecided.

|!]_ ‘Opportunities by due date

Display opportunities where end date
earlier than today's date in descending Main Main Left Main Right
order.

|!]_ ‘Overdus opportunities

Display opportunities where end date
earlier than today's date in ascending
order.

[gll Latest opportunities lost

Main ' Main Left ' Main Right

Display lost opportunities.
Msin Main Laft Msin Right

,11_ ‘Opportunities won by highest revenue

Display top x won opportunities

realized smount. © Main Lt © Main Right

L.J“ Number of undacided opportunities par
targeted assortment

Display undecided opportunities per

targeted assortment. Main Main Left Main Right

[!]_ Expected revenue per targeted
=ssortment

Display undecided opportunities with
pectad amount per targetad
‘assortment.

|!]_ Latest opportunities.

Main Left

Display nawest opportunities.

(2 (BB E s E B &ESE;_

Main Main Left Main Right

I!A Number of opportunities per owner

3.  Under the CRM tab, you will see a list of predefined 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.

S. Click Close to exit.

Setting up opportunity reports in the homepage

After adding the opportunity report templates in the homepage, you need to define 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:




2. Atthe header of the report, click # Edit. You will see the following page:

Bhuws Header 4] Shum Frame 4]

Nl | —

3. Select the sales cycle definition you want to report on at Sales cycle.
4. Define 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 defined criteria.

6. Click Close to return to the homepage. You will see the following page:

Lost ::.:':::Ict :lissilt:otr':xeer Proposal|Quotation |Negotiation|Won
(09%)] (869%) |(79%) (09%) (09%) (79%) (0%%)
LETEH

0 25 2 L] L] 2 o




Chapter 6 | Sale Force Automation

7. To hide the report after viewing t, click #Collapse at the report header.
8. Todisplay the report again, click ¥ Expand at the report header.

To modify reports in the homepage:

1. Click Homepage in the toolbar.
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. Atthe header of the particular report that you want to delete from the homepage, click L® 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 specific 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. Goto Customers - Reports > Opportunity management - Pivot analysis. You will see the following
page:

Sales cycle |—|@° Stage - ﬁ
P — | Desl =
Grove 41| Divisicn &

Start date [Fangs  [v] ¢=[-- === == Enddate [Fanger [ =[-- = -[--  [F]=

Vi de B[ = Folouun doe [ e R Er—

Analysis i) Valuz [
Row [Recount Aecount =1 Column [Aocount Ascount
Tes 00 Too 100

2. AtSales cycle under the General section, type or select the sales cycle definition.
3. Define other relevant criteria for the layout of the pivotanalysis report.




4. Click Show and you will see the pivot analysis report with the defined criteria. The sample report below is
the number of opportunities grouped by target assortment per manager of the business sector displayed in

avertical bar chart.
[Refresh ][_geset | [close ]
B |
Sales cycle [T 4| SME Salescyel Stage 2] [ save |
Quiner | | & Deal
Group 4| Divisicn i
Start date [Fange (] 4=[-- [ -~ = = End date [Fanger  [¥] ¢=[-- = =T+ [F=

ot ate [Fomger— ] 4= [ I8 == [ = rotow-up doe [ &1 e=[——m [ m =

analysis (5 B .
Row [Becount Secior = Column [Aecount Manzger
Tep / Gther OfWeme -] Tep / Gther OfMeme -]
Hormaroxn i e
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7. Customer Support and Service

Now that the sale has been made and the financial 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 efficiently 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 final 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 contractin 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-office 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.




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 configured for use
with contracts.

Since the creation of contracts can only be done if the appropriate data is available, the following prerequisites
must be satisfied:

- Users with sufficient rights —Notall 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 define an assortment, function right 217 — Maintain Item assortment is required. Users with the Item
management roles have this function right.

To define assortments for contract use:

1. Goto Logistics > Setup - General > Assortments. Click the appropriate assortment in the Code
column.

ot

Used in: Contracts

Allow: New - Contract

Itemn - Selection

Program - ID

Parameter

Document

z

Security level
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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. AtItem - 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 “DB01017”, type Items.ItemCode = ‘DB0101°. However, define the item selection only if one main
contract item is used for an assortment.

S. AtProgram-ID, type a program ID to generate vouchers. For example, “eVoucher.Document”. You will
have to run a customized file, such as Exact.Contract.Voucher.Dll, to generate vouchers.

6. AtParameter, type a parameter to generate passwords for the products.

At Document, select a document path for the assortment.

8. AtSecurity 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 (Specific) — Select this option to allow only specific customers to view the assortment in
the contract.
- Partners (Specific) — Select this option to allow only specific 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 fields are defined, click Save to save the changes.
10. Click Close to exit.

N

To define items for contract use:

1. Goto Logistics - Reports - Search - Items. Define the relevant criteria and click Show to find the item
that you want to define for contract use. Click the item code in the Code column to display the item card.
Then, click Edit.

Code RRHODODO
Country - World -

Description  Hardware maintenance

Search code  RRHO000

Division 175 @Exact Fetail

Person 31976 @Rumanuu den Kelder Children

Warehouse LO @Central logistics

Type Standard -
Active from 03-05-2006
Activeto - -
Status -
Security level  Intemal - 10

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.




Sales Part Explode
] Buy Divisible Batch
Stock controlled Paolicy Text
From stock Make Service
Serial numbers No discount

The following shows the possible definitions that can be applied to the different types of items:

Iltem type Attributes Type

Sales item — A sales item is an item which can be sold

by the company. You can create a contract for thisitem | Sales Except contract
when you need to.

Service item (used for prolongation) — A service
item is a service which can be added to a contract.
You can define an item as service item for example, a Sales Contract
guarantee or a maintenance contract. You can extend
the contract for items of this type.

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 defined in the previous section to the
new contract.

Creating a contract consists of creating a contract header first. 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. Goto Customers - Reports > Accounts - Search. Define the relevant criteria and click Show to find 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. Onthe New: Contract page, click the assortment code in the Code column. You will see the following page:

Account Dyscon Manufa(tur\'ng Division Exact Hnldig LA'S
Number 288360:0:002 Start date | 29082012
Description  Dyscon Manufacturing Prolongation  01-10-2012
Assortment Custom it
(Minimum)
Iter
ull 2o Final date - -
currency EUR  Bleurs )
valid
Project peil Document

Additonalinformatin .. |

Use: Index []

current value  []

5. Under the General section, type a contract number and description at Number and Description
respectively.

6. Type or selectan item code at Item. The item specified 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 field specifies the date when the contract starts. The Prolongation field specifies 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.



Adding contract line items to contracts

When creating a contract header, the item that is covered by the contract is specified 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. Goto Customers - Reports > Accounts > Search. Define the relevant criteria and click Show to find
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:

Hung 29-08-2012 14:09

Created:
[save | [sowe frew] [close |

Customer Dyscon Manufacturing
Contract: Number 288350:0:001

Dascription ]
Type Sales v
Start date 29082012
Date: Prolongation  01-10:2012
Final date - -

Item LDMSO01 mB\'zTalk Server Std 2002 English CO

Quantity 1

Variant B
abs ]

Prices: Default

Price

Currency EUR — EUR

4. Under the Item section, type or select the relevant dates at Start date and Date: Prolongation
respectively.

5. Typeorselectanitem code at Item.
6. Type the quantity of items at Quantity.
7. Next, at Variant, type or select the variant for the item.
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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:

£00.00 60000 Active

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 first thing that needs to be done is to set up the contract parameters.
Contract renewals can only be done for items of type Service thatare 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 define 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.



If the parameters are defined, it will affect all contracts created for the accounts that are linked to that division.
You can define 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 define contract parameters, function right 138 — Maintain Contract parameters is required. Users with
the Controller role have this function right.

To define contract parameters:

1. Goto Customers > Setup - Contract - Parameters and click New. You will see the following page:

Division :‘@ (7]

valid - From  01-08-2012
Inveices
Invoice Account -
Currency  Division

Your ref.

Description

Selection code

Cost canter el
Person B
Settmgs ]
Prolongation  Cument value -
Frequency Morthly -
Period 12
Price indax 1.0000

Document - Type LSV -
Use: Index

2. Under the General section, define the relevant division at Division.

AtValid - From, type or select a date to determine when the parameter is used.

4. Define 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, define the prolongation settings, such as frequency and price index at
Frequency and Price index respectively.

6. Select the file format, either CSV or XML, at Document - Type to export the details of all the contracts
thatare prolonged into that format.

7. Click Save to save the details, and then click Close to exit.

w
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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 workflow of the user who initiates
the prolongation run. Also, a document is created. Before this can be executed, some settings need to be

defined. 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. GotoSystem - 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:

Document mGenemted axports\Contract data exports\General
Document type i

Sacurity level 13

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 O - Task will be used to
generate the task.

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




Processing the contract prolongation
After defining 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. Goto Customers > Setup > Contract - Processes. Click Prolongation. You will see the following
page:

Type Vali
Division 000 Dlpeac

start data [01082017 |5
End date 31082012
Document

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 workflow with an XML or CSV file 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-office product (in this example Exact Globe Next), automatically with the use of the XML file attached
to the created task after prolongation. You can save the XML file to your local hard disk and upload it to Exact
Globe Next. The invoice can then be created in the back office and sent to the customer.
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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 find 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. GotoHRM - Setup - General - Settings, and click Edit. You will see the following page:

o @
Domain: New - Pec;ﬂ:z(:t;; Discon use Active Directory [J] create Exchange Mailbox
Organization: Unit (Peopla) Subdirectory

People: Outlook Web Access  DocView aspx?Documen

Exchange: Domain @ (Separator = ;)

Exchange server version  Exchange server 2010 -
Domain: New - Partner (Pra- e D
W\'nZ‘OOO} use Active Diractory
Change password at next logon
(people)

Domain: New - Customer (Pre- o
W\'nZ‘DOO) use Active Directory

Request: Portal access  TaskEN -

E-mail () Microsoft Outlook @ smTe
Server smip.exactnl

port 25

Erogram: 1D (Background -
o9 ( e ( Separator = ;)

OCS pressnce

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.




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.

Itis 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. Goto Customers - Reports > Accounts > Search. Define the relevant criteria and click Show to find
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.
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After saving the new setting, the contact person will be assigned a username. This is reflected 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:

* D'y

Deownleads Contans all informaton and dewnloads for currently  * Farmg
» Bapeds suppoted product versiors.
» Miges
» Lgilites
» Eroguct Lpdates
b Qualty Toolioy
) Sucoon Cals Gain visibilty to all of your suecort calls.
!
Contast Sugaast Atk aur SUBPLn TECANILIINE B QUSELAR, 67 repart 3
2 et

E o *{W Aak our Soes siaff sbout o Quality Teolkk deme.
L || Documents g
g Eohanciment equest - Submt 8 product enbancumert recuest

) ANNCUNCEMENTS

o] Sewreh [ | Lagunee [ =
1 IZBOVZID  huew Dicycis model s week 04-2007 17042007
2 12753 150 Ssofen 2007 Bigees ged Goter i srvet in Tosas W0I-2007 16032007
3 Znzn DitpFPes: 2007 with Dedalicn inharch! 12402-2007 124022007
] 12658788 koo 2007 Qriy 4 Wesks Any - Riegnter Today! 05022000 0502-2007
] 1190099 s Db Pt € Ay Waregry 20012007 25012007
&

11909952 Dol Presanss Hew Gk Models o GdaFest 2007 23012007 23012007

| E DD — e

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 O (All) or 1. The only exception is
security level 3 Customer (Specific). When a request is created at this level and an account is linked to it,
only members that are related to thataccount 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.




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
asupport 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 defined.

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 define 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 define requests:

1. GotoWorkflow = Setup - Requests - Request types. Select the request that you want to allow
customers to create. For example, the request Task. In the request definition, click the Flow tab.

(Created: S=bastian Tost 01-09-2000 13:00 Modified: Tina Soh 25-07-2011 16:58

Security level Al - 0

Mznagers - For:
Subordinates | iedt + Indrect

Ll
Ll

Employees For: Al

Role CRM - Level Comorate -
Role  Mobie - Level Comorate -
Role Employee self-service - Level Comporate -

Next: Account(Type) Cument (No changes) Next: Account{Status) Cument (No changes)
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:

Modified: Tin= Soh 25-07-2011 16:56

RS Broeass  Cument ® ¥
2 Description Al Open SRS X4 ¥
2 Priority Al open 3 - Medium x4 ¥
4 Pprivate All Open No. PR 2
5 Security level Al Open 10 <4 ¥
6 Start date All Open g;f“";:":;";‘s Current P 2
7 Enddste all Open ® 4 ¥
8 Project Project all Open X4 ¥
9 Item1 Al Open ® 4 ¥
0 ier\'al number 0 P=a X4 ¥
11 Al Open b
12| contact All Opan X4$
13 Document Al e ed <44

b

Ensure that Account and Contact are present in the Name column. If they are not, click Add to add them.
Click Save to save the details, and then click Close to exit.

v
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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. GotoDocuments > Setup - Maintenance > Web sites and click New.
Web site o
Active
Layout E A

Division E

Type Customerportal -

Classification m

Sector E

Language English -

Meta keyword

Frame -

2. Under the Web site section, define the web site title name at Web site and select Customer portal at
Type.

3. Youcanalso 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. Define the other relevant information.

5. Click Save to save the details, and then click Close to exit.




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

beneficial 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.
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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 first. The following requirements must be met:

- Requesttype 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.

— Theltem 1, Serial number 1, Item 2, and Serial number 2 fields must be specified 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 specified 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. Goto 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. Itis 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.  Ontheitem card, click Serial numbers under the Attributes section, and then click New. You will see
the following page:

Number (1)

Batch:
Number

Dascription
Division 000 | Blped
Country NL | Blnetherlands
Elocked

Start date 23082012
End date - -
Document  f31

Account B
purchase ]

Burchase price 00000 EUR Hleure

Supplier B




Under the Serial number section, type a code at Number.

Type a description at Description that corresponds with the code at Number. The description can be
used to specify the different satisfaction levels.

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:

Mo Opinion = Deltabike Belgium

Extramaly Satizfiad Sarvics Saticfaction 00§ - Daltabike Balgium
Vary Satisfied Sarvica Saticfaction 006 - Daltabike Balgium
Satisfiad Servica Baticfaction 004 - Daltabike Balgium
Dizsakisfied Sarvice Satisfackion 00& - Daltsbike Balgium

Veary Dissatished - Deltabike Balgium
Extremely Dissatisfied - Deltabike Belgium

Go to Workflow - 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 fields
are listed. Other required fields are shown as follows:

- x ¥
2 Gantag an Open X489
2 Parpsn Al Opan A Curent X489
4+ Cuggten A Open Al X4®
3 Ssmurty levsl A Spen 10 LS =
& ftamd :m"" Al Open 155761 X4
7 Sarial numbar i A opan LS 3
2 [tam 2 ek AN Opan 185762 X4
9 Beralnumber 2 At open X4
£ e A Open X488
1y Bamarkes Open. Approved. Realizsd.  Dpan, Aoproses. x4 8
12 Frees veuio al Spen o P
13 preas Terts an open X4 8
18 Fres duin an Cpan X4 8
15 Fesss GUID S i Open x4
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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:

Arian van Delft LAARS31E 21-01-2006 17:28
- — ———

21-0L-2006 17:25

| LIM Contart Blsteve varnmer - oiractor
England 8.u. - Linted Kinadem -
Peion b & = CE0 - !

Desciption | Customer satisfaciion urvey ]

ey v

Bccount

e :]'Wj : Boonse semstoumber [ 13 :
oarks. B2 | Bsevies st mumbern [ -

Remarks: Request
[Tavlor 21-01-2004 17:05 (GMT +01:0011
Cust: is Iy s stisfies about the pro

Froduct

= Product ir urafriandly
- Almast ne Flat byras

= Almost no maintenance

Sarvicer

Remarks: Warkflow

Conducting customer satisfaction surveys

Now that the customer satisfaction functionality is available, you can start using the request type for storing
the satisfaction ratings of your customers.

You can use the Free: Text and Free: GUID fields 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 field, you can
create plain text fields or even drop down lists to allow your customers to provide more information. With
GUID free fields, you can map a field to other entities, such as customer, people, and other requests. With pivot
analysis, reports can be made for all available fields in the request. The default customer satisfaction report is
purely based on the Item 1 and Item 2 fields in the request.

The results of the customer satisfaction survey can be retrieved. This is described at 6.4.1 Customer portal
statistics.




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 fields required for entering the complaintitself. Other fields can also
be used to enhance a complaint request, making more information available for reporting and management
purposes. This is shown as follows:

Status : New
hesku) (seiies] lanital (aciocsal

==
29-08-2012 16:01

A nt dat:

Account | [Falt]

Contact eil

Description @
Incoming letter b

Main Reason
e "

Actions

Responsible o]
manager 29621
Relst=d Request B3
(Current Action)

HlHung — unior Account Staff — Exact Holding NV

Next Deadline .-

Last incoming lattar Joil
Financial
Claimed Amount EUR  Hleue Legal Claim Request Jeil

Receivable B
Information Request

Detailed Description

For this example, when there is a complaint, the support employee fills 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 specific 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 specific accounts:

Go to Customers - Reports > Accounts - Search. Define the relevant criteria and click Show to find
the required account. Click the account name in the Account name column to display the account card.

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

Show (@ List () Summary

Status
Sortby Crested() ~

29-08-2012  Complsint John Remzky Rajesh Patel Open
Hung HRM Management in e-Synergy Open

27082012 Customer Training Customer Training - August 2012 Sunny Clair

Wrong frame delivered

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.  Goto Customers > Reports > Workflow > 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.




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 efficient support services through the
use of workflow 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 workflows 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 fields:

- account field to specify which customer has an issue,
- assortment field to specify the type of product, and
- remarks field 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 first line support is unable to resolve the issue.

To edit supportrequests, function right 232 — Edit all request types is required. Users with the
Administrator and General manager roles have this function right.

To define 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.




To make support requests available on web portals:
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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, define the security level of the request type as 1 at Security level so that customers
are able to access it, or O 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:

Suppurt |Hc||m: upgiade to Syneigy lales! version? I

question T
s (e i
Helding = # 3
Priority 3. Medum Security level Customers (Specitic] 3
Customer data
costorner (6013 | Flaike s - vstharlands - custe

Contact person L3 Robin Maoiiman - Head of Purchasing
Fmdul:t line Iﬁﬁlﬂ- Imr
E::::odqc . m

Trpuof Dthet question -
Ewmulﬂhl

|How to upgrada to Synargy latast varsion?




The following is a sample of a web portal that lets users create support requests as indicated by the boxed
sections:

@beltaBike
» EA's
Contains el information end conrioads for currently  + Corma
supported i
Gain vsibiity to all of your support calis.
#ask our Support Technicans # question, or repcrt e
Al our Cales staff sbout & Quality Tosllat dame.
’w Submil 8 product erhancament reguest.
G ANNOUNCEMENTS
—n
cO sewen | | Comgngs (A >l
1 12801223 Dime Cacycle (nndeh J65 wmes, V7042007 ATO4200T
2 a0 DikePos 2007 - oo and beder e s o Tods 15032007 16032007
onrmam Déufost 2007 ash Dekofie in hipechl 12401-2007 124022007
4 TZeSTSs  Diufent 007 s Oripd Vipely Avars- Resivier Toder 03.01-2007 3022007
5 Temane Soreapatons 1o DlaFes Eptedid ReouintionWinrgny 25072007 012007
LIS Detafiis Prosans New Bike Models n JeFes 2007 23.01-2007 3012007

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 find 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,

- creatinga 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 configure 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
listis 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. GotoDocuments = Setup = Maintenance > Web sites. Edita portal as required.
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:

Crvisin ab mdsrmmion ard Sewmsade for coereethy .%
supptaed

radus saemang

* Pt Uicmies
* Cuaitr Toskcs
0, R I T wpiny 10 ol of Yo SEPOT SER:
um Ak o Suppon TeshnkKans » Queston, o7 repori e
& # uaity Togikct ag our Fees el sbout » Qualty Tocliot cemc,
Domuments S
b Shbmd @ proded groarament reaegs

When customers click the FAQ’s link (as shown in above), they will see a list of documents created under the
specified 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:

Synergy Enterprise > Support > FAQ's

Reset |

(5]
_ [I:)I:l—soarch | Leewe s W

a“v

] Decument Created Modified “
Exact S C pre-i ion checklist Exact
1 202053270 P 05-02-2010 08-02-2010
Installation and configuration of IFilters to index attachments in Exact
2 15863472 ¢ ray Enterprise 15-06-2007 04-02-2010
3 19555904 Initial Resource Status Unknown 43-10-2008 13-10.2009
4 18204079 :mm Microsoft Office Add-in Between Classic and Standard 21.41-2008 01.07.2008
atabases
Automatic Resetting of Passwords for Access to Customer, Partner,
16993336 ) Supplier Portal 29-04-2008 01-07.2008




Viewing customer-related information

When servicing customers, it is essential that the support team has the most updated and relevant information
available at their fingertips. 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

- requestinformation.

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 2 Accounts - Search, define 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:

Created: Hung 27-08-2012 13:56 Modified: Hung 27-08-2012 17:51

lagoitel (Comatmiertec] ooatnsnan] (ustemunrata] [a0zesl
e —

Name / Code Dyscon Manufacturing [0 288360
Address P.O.Box 12 14)

City Brussel
Postcode 1000

State
Country Netherlands (L)
Phone /

Fax

E-mail s.clair@dyscon.com
‘Web site

‘, T e ——

Mr.  Sunny Clair - -- 16:08

Mr.  John Remzky - Manaaqing Diractor Creator: Hung Person:  Eajesh Pstel
E.
Manager Rsiesh Pstel (Emploves] .
Cost center Holding Geners| & Msnsgement §¢ 23550057 27-08-2012  Open Customar
Resallar 17:36 Training
Parant sccount Craator: Hung Person:  Hung
Subsidiaries (0) : Please put all information in English. [Hung 27-08-
2012 17:37 [GMT +08:00)1Hi, this customer training is a
[Marketing | endatony.
s pan  ED—
Status / Since  Active 27-08-2012
ety el 10 e
Source Import
(21

Sactor Need to Determine

Classification /' 1 b ciazsified z L
S — z
Size Need to determine
Currency EUR - Eurs i
. Il

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 find out the

latest information about the customer’s contracts. This helps the support personnel to find out what the
organization is supposed to support the customer on.

Itis 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 find 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 defined 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. GotoMarketing > Reports > Web site > Activity - Current. You will see the following page:

Minutes

Division yeil

2. Define 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 defined criteria:

User: Type | Customers @ Minutes | 10

owison ||

Customer 02-07-2009 14:24:53 Home. aspx
Custormner 02-07-2009 14:23:48 CRMAccountCard. aspx

Customer 02-07-2009 14:24:23 CRMAccountCard.aspx
Customer 17-08-2009 15159152 Home.azpx
Freawhealer HQ Customer 03-09-2009 11128142 Manu.aspx

ontinental Barl Customear 02-09-2009 18:40:54 Home.aspx




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, butalso
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. Goto Marketing > Reports > Web site > Activity - Portal. You will see the following page:

User (Type) [¥] Custemers [] Partners [] People Dats 23082012 — 20082012
Component 7] Account [ Address [T Contact Division 000 oI/

2. Define 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 defined criteria:

Usar (Typa) [ Custormers ] parners Bl pesple
comporant [ Accourt [F] Addrass [ Contact

Yeong Wailg Employes 122 Postcods Wielk ametardam 15-02-3010 0823135
Yeong wWailiq Employes 123 City Vit Fayancord  12-02-2010 09:22:3%
Tesng Weillg Employee 123 Postcode smisterdam 18-02-2010 09:22:33
fngng Wailly Employes 123 City Feyancord  18-02-2010 02:22:3%
Yaong Wai g Employes 123 Pastzads Wirit amsterdam 18-02-2010 09:21:5¢
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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 find 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.  Goto Marketing > Reports > Customers > Customer satisfaction. You will see the following page:

T 52 = R =

Accounti Group m

zeounts Division || A1

[account manager: Cost center group | g
reount | |&

Account: Classification l:@
sequestimnsen | |G

Show: Field blank [

e v

Requesttype Dl customer Survey

Requesti status [Jopen [lapproves [lreatized [lprocsssed [rgected [lorse
Requast: Fisld | Account ~
Field: value I:m
Count | Account =

Reauesttpe Dlcustomer sunes

Request: Status [Jopen [as i [realized [ i [Jrejected [loraft
Field | Account £
Fieldivalos ||
Count |Account ~

2. Define the relevant criteria. Select the relevant request type at Request type under the Left section. This
is mandatory.




3. Click Show to display the results. The following is a sample of the report on customer satisfaction based
on the defined criteria:

owe [arge ) (0012006 | - ooz 9

Account: Group _ﬂ

Asounts Division | |

Wccount manager: Cost center group | =)
account (7925 | Bledues
fassif a
Reaestipoeat [ @ .

Show: Field blank []

Axis: Vertical | Account v

Request type  [lcustomer satistaction sunvey.

Request: Status [ Jopan [] d [Dreatized [] a O d Dont

Request: Field | Serial number 1 ~
Field: Value @
Count | Account @

Requesttype  Scystomar Satisfaction Survay

Request: Status [ open I:inppm.a Drealized Drocasaad -anj-d:d Dot

Request: Field | Seiial number 2 ~
Fields value S -
Count | Accourt ~

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. Goto Customers - Reports - Contracts - Search. You will see the following page:

Blact dote | - - m|--

wolongatien: Date < - o, - | ot wpacifiad

e— B Assounts Trie
Accounts Status [Flazve Dlekiad [insans Dot validured Dlewasve [eer [[Rafarsnce

2. Define the relevant criteria, such as the item at Item under the Criteria section to display contracts
thatare linked to an item, the date at Final date under the Date section to display contracts ending on
a specific 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 file. The following
page is a sample of a report on contracts based on the defined criteria:

UP00MA300% A tess lsane (otamal vas sob Cubicl  GVobe 2000 Dams Totas] Manuf Traineareom  Luact Waka 2090 Active
GNGO0LIA007 DA best lnence (internal use aob Cubit]  Cubie pre ioence (fer inbemal use ety pulioaeid ooy entben
0000012008 8 taut Ikence lintewnal ke coly Cubic)  Cuble pro lewnce (for intenal s only LIS oo (Excallont)  Tmmctive
GESRILALAGY  DASestlkence (intenalise. cobc Cubicl Cubk pra lioenc (for intermal use oty GMIIS oo (Coaliank)  Tescive
SSPPILNI0LE @A te lisos nieenal use ok Gubis) 000903 SUBIC for DB Axtive

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 find 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.



To monitor statuses of contracts:

1. Goto Customers - Reports - Contracts - Monitor. You will see the following page:

pat [01-082012 |[E] — 01-08-2012

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:

[Refresh] [Reset | [clee |

pate [01:032012 || — 01082012
000 Exact Holding M.V. :2:3 3 o =}
001 Exact Software Wederland B.V. 14 4 o o
002 Exact Automatisering B.V. 12 8 o o
002 Exact Online B.V. 2768 2 o o
005 Exact Retail B.V. o o o o
006 Exact Online Development B.V. 1 o o o
008 Exact Mastwerk B.V. 1 2 o o
009 Exact Allisnces B.V. 817 68 o o
010 Exact Software UK Ltd. 372 33 o o
011 Exact Belgium MV-SA o o o o
012 Exact Software Germany GmbH 601 20 o o
013 Exact Training & Consultancy B.V. 3 1 o o
014 Grote Beer Softvare B.V. 3095 724 o a
015 Cubic S5.A. 6 1 o o

ul N.V.-S5.A o o =} o

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.
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To view revenue obtained from contracts:

1. Goto Customers - Reports - Contracts - Revenue. You will see the following page:

ST | R G |
a0
bivision [IE | Hlece Type -
Classification joil Accounts Status -
Country joil Start date, From - To | - - _[--
Assortment Bl Finsl dste - - BE- --
Itam B Date: Prolongation | - - BE- --

2. Define 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 defined criteria:

ccaas Baets dchurn Sy (U38) ZOEIT00)  Anteemad Prohcty K3 Mo stm Saciess g Bref Drdeeries Buppber acten I s00 3
szt matad AL aten v [ Tiee
atzba elard i Aol Pty Eactalascacy el frawrprine Buppie v v w0 [y
toms s letacd ATbiiiasa irtae Palels brarletacme Bl irepiee Buppber e L LR Bo
[EeSTENS T Abiiseiee|  letemal edan boeus afuecss Pl Smel Daerpss Sappler e v e woe
[EET TSR IS0, leensl Poden Deeegs Da¥iecme ST Bmad Daernss Seppbar actea v s noe
[EESE B T MEIEIMIICHEIT] Istemal Pty Lowraie Dabuserma PN AL Bl Eteriien Supcter activa v T3 00
st bkt AL Artaal Pty Macmanecos sty e brswrrrine Bupwier st v B0 moazed
L Iriwcsatacat Lams e Bt Grtrprine B v v 200 00
e e e e £ b 400000
N mpduriand Ly, s iddbe)  lewesl Pade hessssss mewao L r— saiea o, a0 ey
B Eohpen Ly, 20 irtemal Produrns farere eona Sall Ernarpne Sapcier wetrva - [ ey
BN et £, 2uma1 Arteral ot Zatece cectracta el Entarrne Bupsber st v 208 sonzs

7.4.3 Support statistics

The support team is able to monitor and analyze support issues experienced by customers. This allows them
to find 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 efficiency 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:

Go to Workflow - Reports - Requests > Search.

Under the Request section, type or select the support request ID at Type.

Under the Workflow section, select Open at Status to display all requests with the Open status.
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 field is unavailable, click #% Customize at
the title bar. Under the Account section, select the Account check box to add this field.

halR ol A




i

Define 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:

First line  Mark van
ion? suppert  Jong

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. Goto Workflow > Reports > Requests > Statistics - List.
Define the available options to display the relevant statistics. For example, under the Criteria section,
select Items and Workflow + Days at Statistics to display the items and the workflow 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 defined criteria:

Brivate f Oraft [ []
Remark J Approved § Rejected  [#]

Division 001 | BB paitabibe Haiding

Viewing most asked issues
To view results of the report, no function right is required.

To view issues that are most asked:

1. Goto Workflow > Reports > Requests - Pivotanalysis.

. Under the Criteria section, type or select the relevant support request type at Type.

3. Define the available options to show the preferred display method. For example, select [l chartat
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 find 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 defined criteria:

Tree |28 | Bt b suzpon
analysis E H ! u value | Count Request -
I —
Tor

*7 ) Type of question
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Appendix A Installation of Microsoft
Office Add-in

To install Microsoft Office Add-in:

1. Before you begin the installation, make sure all Microsoft Office applications are closed.
. Start Microsoft Internet Explorer and log in to Exact Synergy Enterprise.
3. GotoSystem > Setup > Other - Installation: Microsoft office Add in. You will see the following page:

4. Click Install under the Office Add-In section.
S. Click Download. You will see the following:

6. Click Run to start the installation process. The process will first 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 Office Add-in will continue.

7. After the installation of Office 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 Office Add-in function in Microsoft Office applications, such as
Microsoft Excel, Microsoft Outlook, and Microsoft Word.




To set up the website for Microsoft Office Add-in:

1. Atthe Microsoft Word or Microsoft Excel menu, click Add-Ins, and then click Exact Synergy
Enterprise. You will see the following page:

E\\ H9-0 ) + appendixABCO27 final.docx - Microsoft Word - = X

Home |lnser|: | Page Layo | Reference | Mailings | Review | View | Developer “Add-lnsll@

wEnepiar] @ smon & o -
Open..
Save
SAVE 35, Custom Toolbars

Batch Upload...

Merge Fields 3

Merge 3
Send to 4
Link 4
Logon

Settings..

2. Select Settings to define the required settings to set up the website. You will see the following page:

E Exact Synergy Enterprise Settings

Wb site I 1

Werzion R.0.374
Menu ™ Rebuild

Database: Default I3
Language I LI Reset |
Type : Address I LI
Page size | | oK I

Cancel |

3. At Website, 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. GotoDocuments - Setup - Layouts - Mail merge. You will see the following page:

) (ized

etens 0w
Division I—]_E Language I—lm
et [

2. Define 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.

Division IDW:‘—L@Inmeatica Language I—-@
Creator Feil
Results
B customers
B supsert t4)
B &, pevelopmen
Sl General ta1
B B piscussions
B pevelopment (11
B8 1nformal (21
B & eroduct develapers farum
B3 Technoloay (1)
B & Quality Assurance
B2 seneral (1)
B & suppliers
B contracts (1)




Click New to create a mail merge layout. You will see the following page:

subject [ @ owision B Blisformanc
Tree L propect [ &
Category L] Suppert Broduct Kivaw How\Ruteass Notes\Detais we [ @
Language [ Hiengiish — fil
Detstion dute [~ [ &
ights [Creslor /v =]
Cwner Fol

HEMT ALBX 90 D7y EEBA-. |5 05 F Fd| @b D=5 ¥
e L e )

Define 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 specific data that the tags make references to in the Exact Synergy Enterprise database.
These tags are used to customize information within the document layout.

Click Save to save the defined criteria for the new mail merge layout. The following is a sample of a mail
merge layout:

Michelle i 15:59 Michelle i 16:09
(st ] [ropty ] Coomy ] [Coioen ]
Buomatien |

Document 06.897.899 - Thank You letter

Subject Thank You letter Division 115 - JobBOSS
Bublish Normal Project JB04SHOW-05
Type *M ing material-Mailing letters Assortment JobBOSS
Category MarkstingiMarksting material\Mailing
letters

Security Internal - 10
Language English

«CRM_Current.Date.Shorts

«CRM_ContactPerson_FullName»

«CRM_Company_Mame1»
«CRM_Company_Address1»<CRM_Company_Address2»«CRM_Company_Address3s
«CRM_Company_City», «CRM_Company_States «CRM_Company_Postcodes

Dear «CRM_ContactPerson_FirstMames

Thank you for stopping by our booth at Eastec and expressing interest in Exact JobBOSS® - the most widely used
i king and shipping control soft for the king industry.

One of our representatives will give you a call to discuss how JobBOSS can give you the control you have
always wanted. If you have any questions, you can speak with a representative by calling us at 1-800-777-4334.

Best regards,

Ken Sourbeck
Sales and Marketing Manager, JobBOSS Software
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Appendix C Installation of Synergy
Office Integration

Synergy Office Integration (SOI) allows for closer integration between Exact Synergy Enterprise and
Microsoft Office. 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 Office 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-FF4D1ADBO08DS8 /vstor40_x86.exe.
- (x86 for 64-bit machine) — http://download.microsoft.com/download/F/3/9/F395E3C2-28A0-
4F0D-9E20-FF4D1ADBO08DS8 /vstor40_x64.exe.
—  Enable the Binary, DocumentManagement, DocumentType, and Profile web services at System >
Setup > Web services - Settings.

Installing Synergy Office Integration

To install Synergy Office Integration:

1. Goto System - Setup > Settings — General - Preferences.
Click the General tab, and then click Synergy Office Integration in the Office: Installations section.
Alternatively, you can also go to System - Setup - Other - Installation: Microsoft office Add in, or
Customers - Setup - Other - Installation - Microsoft office Add in.

3. Click Install under the Synergy Office Integration section.




4. Click Download.

File Download - Security Warning i i[

Do you want to run or save this file?

Run Save |[ Cancel |

run or save this software. What's the risk?

S. Click Run.
6. Click Run again to verify that you want to run the software. You will see the following page:

i?;jr Exact Synergy Office Integration Setup - |E||5|

= exact
ransmmene. | Welcome to the Exact Synergy Office

Integration Setup Wizard

The Setup Wizard will install Exact Synergy Office
Integration on your computer. Click Mext to continue or
Cancel to exit the Setup Wizard.

WARNING: This program is protected by copyright law and
ExaCt Sqnergu international treaties,
Enterprise

5.0.389.0

Back

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 configurations 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 Office Integration tab, and then
define the fields under the Default document type MS Office section.

b) SOI Configuration Wizard

When you open a Microsoft Office application for the first time after the SOI installation, a welcome page will
be displayed, followed by the configuration wizard. You can opt to skip the configuration at that moment, but
you will have to complete it before you can use the SOI features. The configuration wizard will be displayed
again if you have clicked on any SOI feature.

To configure the Configuration Wizard:

1. Open Microsoft Word, Microsoft Excel, Microsoft Outlook, or Microsoft Power Point. You will see the
following page:

Synergy Office Integration Configuration Wizard

To complete the installation of 5CL click 'Mext’ and fill in your
Synergy environment information,

Click "Later’ if you want to complete the installation at a later
moment,

Exact Synergy
Office
Integration




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

Synergy Office Integration Configuration Wizard

Fill in the information to connect to your Synergy environment

Web address httpe im0 36trn0 L synergy/docs

Example:
https://deltabike.exact.com | /deesPerakasp

Username

Password
Exact Syner
Office el Remember me
Integration

3. AtWebaddress, type the website URL of the Exact Synergy Enterprise software that you want to connect
to.

4. AtUsername and Password, type your Exact Synergy Enterprise user name (for example: “domain\
username”) and login password.

S. Click Next. A check is done to see if your system fulfills all prerequisites needed for the configuration. If
the system fulfills all prerequisites, the configuration process will proceed.

6. Onceitis completed, click Finish to exit the configuration wizard.

Using Synergy Office Integration for the first time

When you access any SOI features in Microsoft Office applications under the Synergy ribbon or toolbar for
the first time, a login page will be displayed for you to type your user name and password, as shown in the
following:

Exact Synergy Enterprise login g

Type your ugernmame and password.

zer name:

Pazzword:

Bemember me

[ ] ] [ Cancel

Note: Ifyou 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 Office
Integration.







Appendix D

Creating Mail Merge
Documents with Synergy
Office Integration







Appendix D | Creating Mail Merge Documents with Synergy Office Integration

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 Office Integration will no longer be applicable in Microsoft Word.

A mail merge document is often a very useful and an efficient 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 specific 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 Office 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
amail 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




Create mail merge templates using Synergy Office Integration
To create mail merge templates:

1. InMicrosoft 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:

«CRM_Company_Addressl»

«CRM_Company_Address2»

«CRM_Company_Address3»

Dear «CRM_ContactPerson_FullName»,

Re:

[S1ET

2. Click the required group in the Task Pane to expand it.
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 finished composing the mail merge template.

w

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.
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:

5

‘e 9- @ ¢ Introduction template doc - Microsoft Word =
Home | Insert | Page layout References  Msilings | Review | View | Developer | Addns | Synergy | @

| HeM >
pany - NameD

| Template

«CRM_Com|
«CRM_Company_Addressl»
«CRM_Company_Address2»

«CRM_Company_Address3»

Dear «CRM_ContactPerson_FullNames»,

Re:

4. Ifyouselect 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. InMicrosoft Word, select the Mailings ribbon.




2. Usethe Next Record and Previous Record arrows to scroll through the results, as displayed in the
following page:

nmpumx‘ ‘

Andy's Mountain House
165 Forbes Rd.

Forbes Square

Dear Andy H. Solo,

Re:

| woras:1s | 5 | 5 |

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. InMicrosoft Word, click Perform mail merge and select the relevant option, as displayed in the
following page:

Introduiction_template.docx - Microsoft Word = ]

| Devetoper | adaans | synecoy | @ |
|

Send to printer

' 5 .
Andy's Mountain Housg canaeral

165 Forbes Rd Save to Exact Synergy Enterprise

Forbes Square

Dear Andy H. Solo,

Re:

(v (S
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2. Ifyouselect 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 specified 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
workflow 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.
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Appendix F Purchasing and Viewing
Dun & Bradstreet Risk Profile Reports

Exact Synergy Enterprise supports risk profile 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 profiles 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) managementreports 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 profile reports, some settings for D&B in Exact Synergy Enterprise are
required.

To set up D&B:

1.  Goto Customers - Setup - Other - Settings, and then click Edit. You will see the following page:




2. Under the D&B: Report services section, type your D&B user name at User name and password at
Password.

3. AtDocument: 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.

Note:  You can selecta document type only if you have a security level of 10 and above, do not
have arole for creating documents, status is Active, and manual entry is set to Allowed.

Purchasing risk profile reports

You can purchase risk profile reports from D&B for your accounts via Exact Synergy Enterprise. The risk
profile report allows you to view the credit rating of the accounts by providing a color indicator of the latest
risk profile 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 flows, 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 inflation 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 profile reports that you can purchase, such as:

— Business Verification — 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 reportallows you to drill down into a company’s finances by assessing a
company’s financial 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 identification, payment activity summary, public filings 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 reportallows you to gain a unique insight into your suppliers by helping
you to ensure the stability and efficiency of your supply chain with detailed business information on your
suppliers, such as headquarters and parent company identification, risk indicators, payment information
and failure scores.
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- Enterprise Management — This reportallows you to receive the most in-depth data on an organization
by retrieving comprehensive business and financial 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 profile reports:

1. Go to Customers = Reports = Accounts - Search, define the search criteria, and then click Show. Select
an account to purchase the D&B risk profile report for the selected account. You will see the following

page:
e Exée Paraliasiesien o gl s O
= Fams e Dvwummis  @resians Domennier

il [Mywinm artcile £6-03-2007 £7:37]

e e L e N e et

ot cantar Managamans =}

Recaler G036 Dellaice Gelcn a
Earart :
Subudaie (3 M il monawamas  Opn rac & - ot sapainimare
Cratoei Lici e Rascuree:  Luss Catasas
Tezn ! e Castamar Da-ae-z007 a.
Seatue | e Acthe o4-04-2007 f
ey lenl 2 M CLD0 wonwanan Omn Task
i + Miam Wecile curcai  Bariam Mecalls
n Craater A
Clasfication § Aativg Il iamits & . 48032007 47:20] s
e o
D88 rumser 2302170 popeoge: | H

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 — Significant level of risk




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:

2 Exact Synergy

Select your account

Hame.
e R - D
o U
Max.: Results
_Jname | nrs low | state| conmn|
Viaams Ministerie van Departement Mobiliteit en
© Opanbare Warkan Opans. Instal. Sspalbuinsioast 3 Bruseel
O Mobiliteit en Vervoer Rue d'Adon 104 Bruxelles
© Ministaria van Varkear an Infrastuctuur OPan: yoisiayt 153 S
O R e TETE# oonitgangsstrast 36 Brussel
O Ministerie van Midden Stand en Landbounw Leuvensestesnvag 17 Tervuren
() Verhaegen Freddy Kamiel Octavie Brounerijstrast 7 Willebroek
Adviesbureau Verkeer en Mobiliteit in versffening Sint-Pisters-Lasum
O caves Bassbarcatrast 47 (o jenaken )
Baul rd Sir
© Ministare des Classes Moyannes o e Mmoo Bruxalies
O Ministerie IT Keningsstraat 202 Brussel

[Efiost] (Gancet]

3. Under the Filter your accounts section, define the search criteria and click Refresh. The accounts from
D&B that meet the defined search criteria will be displayed.

4. Selectan account to purchase the risk profile 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 hasa DUNS
number on the account card:

e ——
Name BEETHOVEN'S BIKESHOP BVEA
Address GALLIFORTLEI 76
ciy anTwerpen
Stote
Country

Datshests ]
O Business Verifieation
@ Quick Chack

O Financial Standing
O Dedision Support

O vendor Management

© enterprise Management
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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 profile 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 Verification report will
be displayed.

If you have function right 722 — Maintain account with D&B information and rights to editaccount
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.

There are some data differences between existing account and report purchased from D&B.
Would you like to update your existing account data from

- \ D&B.
[J nName Marcellino's bikeshop BEETHOVEN'S BIKESHOP BVBA
[] Address line 1 Avenue Clervaux GALLIFORTLEI 76

O Postcode 4100

O city Blareaux AWTWERPEN

O state Lisge

[0 country Belgium

[] Phone 067/30.29.18

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 profile report in step 7.

The data between existing account and report purchased from D&B are identical.
There is no update needed.

Name Bike Xtra BIKE XTRA
Addrass line 1 Appelstrast 215 APPELSTRAAT 215
Postcode

's-Gravenhage 'S-GRAVENHAGE
State

Country Netherlands Netherlands

County

Ooooooooojd
)
s

Phane




7. Youwill see the following page once you click Yes, No, or OK in step 6

D&B: Reportservices @
S your ccauns_ et your epon_ Update you accoun o ki
o]
Business Verification
This is 2 cached copy refrieved on 2009-08-14
D&B® D-U-N-5® NUMBER 283691723
PRIMARY NAME Beethoven's Bikeshop BVBA
ADDRESS LINE Gallifortlei 76
POSTAL TOWN Antwerpen
PRIMARY GEOGRAPHIC AREA Antwerpen
POST CODE 2100
COUNTRY CODE Belgium
BRANCH INDICATOR No
LOCAL BUSINESS ID NUMBER BE0423.654.329
LOCAL BUSINESS ID TYPE Value Added Tax Registration Number
(Europe) L
INCORPORATION YEAR 1983
INTERNATIONAL DIALING CODE 32
NON POSTAL TOWN Deurne
QUT OF BUSINESS INDICATOR Not out of Business g]
Ctiose ]

8. Click Close to exit.

Viewing risk profile reports

Once you have purchased risk profile reports from D&B via Exact Synergy Enterprise, you can search and view
the reports from Exact Synergy Enterprise. The risk profile report can also be viewed in Microsoft Excel.

To view risk profile reports:

1. Go to Customers - Reports > D&B Risk profiles. You will see the following page:

Ascount: Hama ﬂ—| aecoueti code | ]
088 number | | Date purchased | - - B[ (=]
weport trow [ousinass varification [l quick chack [rinancial standing [Joecision support [lvander (m]
nascurts B Show (3 Lust purchased O a1l

2. Under the Criteria section, define the search criteria.
3. Click Show to view the risk profile reports based on the search criteria. You will see the following page:

Account! Code
DAE number | ] Datecurchased (- H-[-- |8
Report tree [ousinass vacheatsn Dlauick enase Dlrinancal standing Dloscision susesn Dlvander =]
shew (@ Last purchased O an
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4. Inthe Document ID column, select a risk profile report that you want to view. You will see the following

page:
Crasteds inmem tarinily L6-03-2003 L8173 Mot triam artoily 14-08-2009 13035
il immsmt] o] (Emna] rems oo
e
Docurmant 09,000 452 - DAE Bumiraas Varfication rapert, 14-08-2008
. P Dhinian D06 - Deltasicn Balgium
el ook BIDZE - BEETHOUEN T BIKES-OR EvEA
DEBE [-H-5E HUNEER w817
PRIMARY NAVE Benthoves's Bkeshop BVEA
ADORESS LKE Gatitetlal T8
POSTAL TOWMN Antwerpen
FRIMARY GECGRAFHC AREA Antwsepan
POST CODE 200
COLNTRY CODE Halgium
BRANCH INDICATOR Ho
LOCAL BUSHESS ID NUMEER HEMZ1 B34
LOCAL BUSNESS ID TYPE Valup Added Tax Rngistrasion Humber
(Ewopel
INCORFORATION YEAR 1003
INTERNATIONAL DHALING CODE 2
NOM FOSTAL TOWH Dourms
OUT OF BUSINESS INDICATOR Mot out of Business
FRINMARY EIC Flat sporting gosdaticyclos
PRMARY S TYPE a7

5. Click Edit to modify the risk profile report, Request to create a request for the risk profile report, Copy to
copy the risk profile report as a new document.
6. Click Close to exit.
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Appendix G Exact Word Merge

Exact Word Merge is part of Exact Synergy Enterprise and this is used to send a predefined 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 define the templates and schemas that can be
used by other users.

Note: - Dependingon 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.

How does Word Merge work?

Install Word Merge service

2

Download a schema

4

[ Create a template ]

1

Turn on new Word Merge
setting

[Create letterl Send email ]




Installing Exact Word Merge Integrator

Exact Word 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 Office 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 install 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: - IfExactSynergy Enterprise isinstalled in C:\Program Files (x86) on the 32-bit
environment, then you need to install the 32-bit version of Exact Word Merge
Integrator.
—  IfExact 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:

Welcome to the Exact Word Merge Setup
Wizard

The Setup Wizard will install Exact Word Merge on your
computer. Click Next to continue or Cancel to exit the Setup
Wizard,

Exact Synergy
Enterprise

Back [ Mext ] [ Cancel

2. Click Next to start the installation.

End-User License Agreement

Please read the following license agreement carefully

Exact Terms and Conditions 2008 -

Dear Exact Licensee,
Thank you for purchasing Exact software.

This part describes the terms and restrictions that apply to the use of
the Exact products and semvices supplied to you.

This document contains:
1. the License Agreement (Chapter I) -

pint | | Back |[ mext | | cancel




9. Select the I accept the terms in the License Agreement check box, and then click Next.

Custom Setup
Select the way you want features to be installed.

Click the icons in the tree below to change the way features will be installed.

Exact Word Merge Integration ( Installs the Exact Word Merge
Integration Core Components

This feature requires 6352KE on
your hard drive,

4| T | 3
Location: C:'Program Files (x88)\Synergy),
(S (T T S

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 define the path for the Exact Synergy Enterprise installation folder, and then click Next.

configuration Information
Please enter the following information to configure the installation

Exact Word Merge Service Address

Ihtt]:l :ffwebserverdl

Exact Synergy Enterprise Authentication Mode

@ Windows Authentication

() Basic Authentication

[ Bak |[ Hext | [ cancal |

12. On the Configuration Information page, at Exact Word Merge Service Address, type the path of the

Exact Synergy Enterprise server, for example, http://webserver0O1.
13. AtExact Synergy Enterprise Authentication Mode, select the authentication mode thatis used on the

Exact Synergy Enterprise.
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8. Then, click Next. The following page will be displayed:

Configuration Information

Please enter the following information to configure the installation

User Name

IEXACT\;Jser

Password

[ Bak | mext | [ cancel |

9. AtUser Name, define 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. AtPassword, type a password for the user and click Next.

Ready to install Exact Word Merge

Click Install to begin the installation. Click Badk to review or change any of your
installation settings. Click Cancel to exit the wizard.

Back | Instal | [ cancl




11. Click Install. The following page with the installation in progress will be displayed:

Installing Exact Word Merge

Please wait while the Setup Wizard installs Exact Word Merge.

Status: Starting services

| Back || Next | l Cancel ]

12. Once installation is completed, click Finish to exit.

= €exact
ramsemie | COMPpleted the Exact Word Merge Setup

Wizard

Click the Finish button to exit the Setup Wizard.

Exact Synergy
Enterprise

Back |E Fmsh § | cancel
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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 Word Merge Integrator via MSI:

1. Run the development package ExactWordMerge.msi at the server side.

Welcome to the Exact Word Merge Setup
Wizard

The Setup Wizard allows you to change the way Exact Word
Merge features are installed on your computer or to remove
it from your computer. Click Next to continue or Cancel to
exit the Setup Wizard.

Exact Synergy
Enterprise

Back I MNext ] [ Cancel

2. Click Next. The following page will be displayed.

Change, repair, or remove installation

Select the operation you wish to perform,

Change
Exact Word Merge has no independently selectable features.

Repair
Exact Word Merge cannot be repaired.

Remove

Removes Exact Word Merge from your computer.

Gorce

3. Click Remove to uninstall.




To uninstall Exact Word Merge Integrator via Control Panel:

1. Goto Start > Control Panel > Add / Remove Programs.
2. Search for the Exact Word Merge application.

| & Exact word Merge Exact Scftware B. V. 22/08/2012 672 MB 50035

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 first 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.

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.

Prerequisites

Before installing XML Mapping Task Pane, users must ensure they have the following:

- Microsoft Word 2007, 2010 or 2013 (any version except Office Starter).

— Aninternet connection (for installation only).

- 5MB of disk space.

The following prerequisites are automatically downloaded and installed as part of the installation process:
- Microsoft.NET Framework 4 Client Profile

—  Microsoft Visual Studio 2010 Tools for Office 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.
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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 Mapping Task Pane for Microsoft Word 2007 or 2010:

1. Openan 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:

XML Mapping Task Pane for Word CodePlex Register | Signin | CodePlex Home
200772010 Open soumee Communty | Search ail Codeplex projects

Downloads Documentation Discussions Issue Tracker Source Code People License » RSS

View All Comments | Page Info | Change History (all pages)

| search wiki & Documentation L
name

5 people are following this project (foliow)

XML Mapping Task Pane for Word 2007/2010

The XML Mapping Task Pane for Word can be used to build templates that utiize content controls and XML
mapping in Word 2007/2010.

Version 10
i Thu Sep 15 2011 at 300 PM
You can use the task pane to add XML parts to Word documents, view a part's XML structure, and drag and Stable @
drop XML nodes into the document to create mapped content controls, making it easy and quick to create anle
structured document templates. o Rl
353 downloads
. jiew all
Details View all downloads
This add-in adds a Mapping group to Word 2007 and 2010's Developer tab. When opened, the task pane Activity B 2 A s
cisnlavs all of the Y0l naris in the current document in 3 tree view:

3. Click Download, and following page will be displayed:

To download the file you must agree to the following license.

Microsoft Platform and Application License

This license governs use of the accompanying software. If you use the software, you accept this license. If you do
not accept the license, do not use the software.

1. Definitions

The terms “reproduce,” “reproduction,” "derivative works,” and "distribution” have the same meaning here as
under U.S. copyright law.

A “contribution" is the original software, or any additions or changes to the software.

A “contributor” is any person that distributes its contribution under this license.

“Licensed patents” are a contributor's patent claims that read directly on its contribution.

m

2, Grant of Rights

() Copyright Grant- Subject to the terms of this license, including the license conditions and limitations in section
3, each contributor grants you a non-exclusive, worldwide, royalty-free copyright license to reproduce its
contribution, prepare derivative works of its contribution, and distribute its contribution or any derivative works
that you create.

(B) Patent Grant- Subject to the terms of this license, including the license conditions and limitations in section 3,
each contributor grants you a non-exclusive, worldwide, royalty-free license under its licensed patents to make,
have made, use, sell, offer for sale, import, and/or otherwise dispose of its contribution in the software or

4

4. ClickI Agree to start the installation file download. You can either choose to run the installation directly
after the download or save the installation file.




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 file and double-click the file to begin the installation. The
following warning message will be displayed:

Open File - Security Warning u

The publisher could not be verified. Are you sure you want to
run this software?

@ MName: E‘\Downloads‘temp\¥miMappingTaskPane, exe
Publisher: Unknown Publisher
Type: Application
From: E:’\DownloadsitempiXmiMappingTaskPane. exe

An | [ Cancel |

Always ask before opening this file

publisher. You should anly run software from publishers you trust.

@ This file does not have a valid digital signature that verfies its
How can | decide what software to un’?

2. Click Run to continue. The following screen will be displayed:

Windip Self-Extractor - XmIMappingTaskPane.exe

- ' . :
rﬁ Welcome to the XML Mapping Task Pane installer! Setup

15
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3. If Microsoft. NET Framework 4 Client Profile, Microsoft Visual Studio 2010 Tools for Office Runtime, or
Windows Installer 3.1 is not installed, the following screen will be displayed:

E% Xml Mapping Task Pane Setup E

Far the following components:

Microsoft Visual Studio 2010 Tools for Office Runtime (x86 and x64)

Flease read the following license agreement. Press the page down key to see the rest
of the agreement.

MICROSOFT SOFTWARE LICENSE TERMS é

MICROSOFT VISUAL STUDIO TOOLS FOR THE
MICROSOFT OFFICE SYSTEM (VERSION 4.0
RUNTIME)

These license terms are an agreement between Microsoft
Cornoration for hased on where vou live. ane of its affiliates’ and

View EULA for printing

Do you accept the terms of the pending License Agreement ?

=

if you choose Dont Accept, install will close. To install you must accept this
agreement.

fccept | | Donthccept |

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:

Microsoft Office Customi;

Publisher cannot be verified AY
Are you sure you want to install this customization? 7'-:

Name: Xml Mapping Task Pane

file:///C:/ Users/LEEF10 ~1/AppData/Local Temp/WZSE3. TMP,/Xml| Mapping
Task Panevsto

Publisher: Unknown Publisher

From:

While Office customizations can be useful, they can potentially harm your computer. If you
do not trust the source, do not install this software. More Information...

Instsll ] I Don't Install I




Click Install to start the installation. Upon successful completion of the installation, the following screen
will be displayed:

Microsoft Office Customization

The Microsoft Office customization was successfully installed.

Name: Xml Mapping Task Pane

From: files///C:/ Users/LEEF10~1/AppData/Local/ Temp/WZSE4. TMP/Xml Mapping Task
" Panevsto

6. Click Close to exit.

To troubleshoot when XML Mapping Task Pane does not install properly:

1. During installation, you may encounter the following error:

Micrasoft Office Customization Installer
Installing Office customization

There was an error during installation,

Mame: ¥l Mapping Task Pane
From: filey/ /T UsersAADMINI- 1/Ap pData/Local TempMZSE2. TMPXml Mapping Task

Panewsto

Downloading file:///CifUsers AADMINI- 1fAppDatalLocal/ TempAVESE2. TRMP A pplication
Files Xl Mapping Task Pane_1 0_0_3/%ml Mapping Task Pane.dll.deploy did not succeed.

Error Details:

Mame: ¥ml Mapping Task Pane

Frarm: file:/£/C U sers JADMINI~ 1/AAppDatafL o cal/ TempNWVESE2 TMP Xml Mapping Task
Panewsto

pra——

Exception Text
Systerm.Deployment.dpplication.DeploymentDownloadException: Downloading
file:/f/CifUsers/ADMINI~ 1/ AppDatalocal/ Ternp,MZSE2 TMP/Application Files/Xml Mapping
Task Pane_1_0_0_3/%Xml Mapping Task Pane.dll.deploy did not succeed, --->
Fystern.NetWebException: Could notfind a part of the path "Ci\UsersthadministratorydppData
hLocalhTernp\WWEZSE2 TMPYApplication Files\Xml Mapping Task Pane_1_0_0_3Xml Mapping Task
Pane.dil.deploy', --- = System MetMebException: Could not find a part of the path 'Cih\Users
hadministrator\dppDataiLoca\ Temp W SE2 TMPYWApplication Files\¥ml Mapping Task Pane 1 0_
0_I¥ml Mapping Task Pane.dll.deploy’. ---» System I0.DirectaryMotFoundException: Could not
find a part of the path 'C:\Users\administratordppData\local\Temp W SE2 TMPVApplication
Files"Xrl Mapping Task Pane_1_0_0_3Xml Mapping Task Pane.dil.deploy’.

at SysternIO.__ErrorWinIOError{Int32 errorCode, String maybeFullPath)
at Systern IO FileStream Init{String path, Filebode mode, FileAccess access, Int32 rights, Boolean
useRights, FileShare share, Int32 bufferSize, FileOptions options, SECURITY_ATTRIBUTES secfitrs,

=

To troubleshoot this error, locate the installation file.

Right-click on the installation file and select Properties.

In the XMLMappingTask Pane Properties screen, click Unblock.

Reinstall XML Mapping Task Pane. For more information, see To install XML Mapping Task Pane.

gk e
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€nabling XML Mapping Task Pane in Microsoft Word

Upon successful installation of XML Mapping Task Pane, users will have to enable the Developer ribbon to
access the XML Mapping button.

To enable XML Mapping Task Pane in Microsoft Word 2007:

1. Click the Office button on the left corner of the Microsoft Word 2007 application.
2. Click Word Options.
3. Inthe 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:
E & Change the most popular options in Word. S T
Pm:li-:q Top options for working with Word
Save [¥] show Mini Toolbar on selection (1
::,:i:;l" SereenTip style: | Show feature descniptions in SereenTips I B
Resources Personalize your copy of Microsoft Office
User name: i.l.?nqll:ln
Initialssf
Choose the languages you want to use with Microsoft Office:
Co ]
5. Click OK.

To enable XML Mapping Task Pane in Microsoft Word 2010 and 201 3:

Click File on the main menu.

Click Options.

In the Word Options screen, click the Customize ribbon.
Select Main Tabs at the Customize the Ribbon field.

bl ol e




5. Select the Developer check box, as displayed in the following:
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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 Office 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 of 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-defined 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:

Go to Documents - Setup - Word Merge = Schemas.

On the Word Merge schema page, expand the General schema group.
Click the General schema.

On the Word merge: Schema - General page, click Download.

Save the WordMergeSchema.General.xml file.

gk LN

To add a schema to Microsoft Word:
Microsoft 2007 or 2010:

1. InMicrosoft Word 2007 or 2010, click the Developer ribbon.
Click XML Mapping. The XML Mapping task pane will be displayed, as shown in the following:

XML Mapping v

= [ coreProperties
=] creator
= keywords
=] description
& subject
= title
(= category
= contentStatus

3. Select the (Add New Part...) option at the XML Part field. The Add New Part screen will be displayed,
as shown in the following:

Add New Part X

This wizard allews you to add an new XML part to the current decument.

Choose a methed to create a new XML part:
@ Copy the contents of an existing XML file to create the part I
() Type or paste the contents of the part

[ <Back | [ Mext> ][ Cancal |

4. Select Copy the contents of an existing XML file to create the part.




5. Click Next and the following screen will be displayed:

Enter the location of the XML file you want to copy for the new XML part:
Lo zershadministratorDocuments\wordMergeS chema. General. xml l Browsze I

[ < Back ][ Finish ][ Cancel ]

6. Click Browse to locate the saved WordMergeSchema.General.xml file.
7. Click Finish.

The schema will be selected and displayed in the XML Mapping task pane, as displayed in the following:

XML Mapping

=[5 eBxact
[ Account
[ Contact
(57 Person
[£5r Request
[ Project

Microsoft Word 201 3:

1. InMicrosoft Word 2013, click the Developer ribbon.
2. Click XML Mapping Pane. The XML Mapping task pane will be displayed, as shown in the following:

XML Mapping VB

Custom XML Part:

|http:ffschemas.openxmlformats.... -

4 coreProperties
creator
keywords
description
subject
title
category
contentStatus

3. Select the (Add New Part...) option at the Custom XML Part field. The Open dialog box will be
displayed.
4. Locate the saved WordMergeSchema.General.xml file.
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S. 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:

XML Mapping Tt

Custom XML Part:
| Exact schema - main -

4 elxact
I Account
I Contact
I Person
I Request
I Project
I Quotation
I PlaceHolders

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:

Account information

Account Code:
Account Name:

Contact person
Full Name:

Email:
Telephone:




2. Expand the Account folder in the XML Mapping task pane, as displayed in the following:

XML Mapping

Bl [ Accourt ~
E Accourt!D -
H AccourtCode
= Name
= MailingAddress 1
& Mailingfddress2
& MailingAddress3
& MailingPostcode
= MailingCity
H MailingCourty
= MailingState
A1 RaA_L ™ s e

Figure 1: The XML Mapping task pane in Microsoft Word 2007 or 2010.

XML Mapping v

Custom XML Part:

| Exact schema - main A

4 Account
AccountCode
AccountID
AccountManagerlD
AccountType
BankAccount
Chamberof CommerceMumber
ClassificationID
Company5Size
CompanyStatus
CreditLine
DateFreeFieldl
DateFreeFieldllong
DateFreeField2

Figure 2: The XML Mapping task pane in Microsoft Word 2013.

3. Dragand 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:

Account information

Account Code: AccountCode
Agcount Name: Name

Contact person
Full Name: FullName

Emalt: Emalladdress
Telephone: MobieNumber

S.  Save the Microsoft Word document with a Word Merge template name, for example,
“MyAccountTemplate.docx™.

Note: In Microsoft Word 2013, the drag-and-drop functionality is notavailable. You can right-
click the tag you want to insert, select Insert Content Control, and then Plain Text, as

shown in the following:
XML Mapping o
Custom XML Part:
| Exact schema - main >
4 Account
AccountCode
ki
Insert Content Control ] Rich Text
Mag Selected Conten Plain Text
i —
Chaml
Classif  Checkbox
Comp  Combo Bax
(C:Z:i: Dropdown List
Daterr  Date Picker
DateFresFieldlLong

To add pictures to Word Merge template documents:

1. Onanew Microsoft Word document, click the position where you want to insert the image.
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.




4. Save the Microsoft Word document with a Word Merge template name, for example,
“MyAccountTemplate.docx™.

Home Insert Page Layout References Mailings Review Vim[Dweloper}Add—Ins novaPDF & e

EEHEA T HHI I HE

Visual M Add-Ins  COM & = XML Struct Protect Templates
isual acros -Ins . ructure
Basic & Adddns | [ B G- I i - S
Code | Add-Ins ‘ Controls | Mapping rT.l XML ‘ ‘ ‘
XML Mapping v X
4| XML Part:

IExact schema - main

H= [ eBact

[ [£5 Account
i & AccourtlD
Account Information & AccourtCode
=l Name
& MailingAddress1
& MailingAddress2
=] MailingAddress3

=] MailingPostcods
Acco uht Logo: =

hll =] Mai Map to content control

Ll Ll

Account Code: AccountCode

Account Name: Name

Combo Box Insert content control 3
Date

Add ,
Wordsi 10 | <3 English u5) | 23 | Drop Down List

[ Picure i

Delete

Text

Figure 3: The above shows how pictures can be added to a Word Merge template document in Microsoft

Word 2007 or 2010.
XML Mapping T
Custom XML Part:
| Exact schema - main -
4 Account
AccountCode
AccountID
AccountManagerlD
Insert Content Control 4 Rich Text
Map to ol Plain Text
Classific Picture
Compar
- Checkbox
Compar
CreditLil Combo Box
DateFres Dropdown List
DateFres Date Pick
DateFret ate Picker

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:

Go to Documents - Setup - Word Merge > Templates.

On the Word Merge template page, click Template: New.

Define the relevant fields.

At the Template (MS Word) field, click Browse.

Locate and select the Word Merge template document which has been created earlier.
Click Save.

S

Note: -  Allfields marked with the “!” icon are mandatory.
—  Ensure the relevant template group is selected at the Group field. For example, if the
‘Word Merge template document is for the Account module, select the Account
template group. For more information, see Defining Word Merge templates and template
group settings.

Activating New Word Merge settings

This section describes the settings necessary to activate the New Word Merge feature and the Reference
number field. You can activate the New Word Merge feature and Reference number field 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. GotoDocuments - Setup - Maintenance > Settings.
Under the Word Merge section, select the New Word Merge check box.

Word Merge
Label: Accounts E

New Word Merge

Raference number 1]

3. AtReference number, type a number to be used as the reference number on letters and e-mails.




Note: This number mustbe an integer, positive, and less than 2,147,483,646. [t increases
when performing each merge and may increase multiple times when performing bulk
merging processes.

4. Click Save, and then Close to exit.

€nabling 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 field to be used in Word Merge templates:

Go to Documents - Setup - Word Merge > Templates.

Click Template: New. Otherwise, select the required template under the Templates section.
Under the Settings section at Reference number, select the Yes check box.

Click Save, and then Close to exit.

halR ol A
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Now, the Reference number field 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.

XML Part:
[E}mctsd'ma—nﬂ'ﬂ -

= [ ebact

|55 Account

|2 Contact

|- Person

|:Z Request

|Z Project

|25 Quotation

= [ PlaceHolders
Cumrent Datelong
Curmrent DateShort
HeferenceNumber
= ResourcerulName
ResourcelD

Note:  When users select a template which supports reference numbers, the reference number
indication (ref: xxxx) will be displayed next the Subject field 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.




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 define the settings for the templates and template groups to send predefined 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 define Word Merge template group settings:

1. GotoDocuments - Setup > Word Merge - Templates.
Click Template group: New.

Description

Module IAccount vl
Edit rights | o0

3. Type the relevant information at Name and Description.

4. AtModule, 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 Workflow
module will be displayed.

S. AtEditrights, 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 fields with the “!” icon are mandatory.
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To define Word Merge template settings:

1. GotoDocuments - Setup > Word Merge - Templates.
2. Click Template: New.
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3.  Under the General section at Group, select a template group in the Name column.

Type the relevant information at Name and Description.

S. AtTemplate (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. AtDocument type, select a document type for the final merged document. Word Merge will create a
document based on the selected document type when the template is used for merging.

7. AtLanguage, select the language to be used for the tags in the template. Only tags that support different
languages will be affected.

8. AtMerge 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. AtMerge 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. AtSecurity 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, define the required fields.

13. AtReference number, select the Yes check box to apply the reference numbers on the e-mails and letters
predefined at Reference number field on the Documents: Settings page.

14. Click Save, and then Close to exit.

ha




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

You can define how the users can access to the selected template based on roles and people predefined in the
Word Merge templates and template groups only after you have created the templates and template groups.

To define access rights (roles) for Word Merge templates and template groups:

1. GotoDocuments - Setup > Word Merge - Templates.
Click the required template group under the Templates section.

Note:  To define access rights for Word Merge templates, expand the template group under the
Templates section, and then select the required template.

3. Onthe selected template group page or template page, click the Roles tab.

Click New under the Roles section.

5. Onthe Role: Template group page or Role: Template page, at Role, select a role to be linked to the
template group or template. This will define the required roles allowed for specific access to the template
group or template.

6. AtLevel, select the required level specific 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 ata cost
center group level.

-  Cost center - Select this option to link the template group or template to the role ata cost center level.

7. Click Save, and then Close to exit.

b

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

To define access rights (people) for Word Merge templates and template groups:
1. GotoDocuments = Setup > Word Merge - Templates.

2. Click the required template group under the Templates section.

Note: To define access rights for Word Merge templates, expand the required template group
under the Templates section, and then select the required template.

3. Onthe selected template group page or template page, click the People tab. Click New under the People
section.
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4. Onthe 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 define the specific person allowed to view and access
the template group or template for the specified roles at Role.

5. Click Save, and then Close to exit.

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

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.

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, Workflow - Reports > Requests > Search, or HRM - Reports >
People > Search.

Go to Customers - Reports 2 Accounts - Search.

Define the search criteria, and then click Show.

Click Create email.

On the Templates page, select the required template.

Under the Header section, type the subject matter of the e-mail at Subject.

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
predefined in the personal card.

- Division email - Select this option to use the division e-mail address. This e-mail address must be
predefined in the HRM organization setup.

7. AtTo, 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 workflow.

S




Note: The availability of these options varies, depending on the respective search page which you
are accessing from, to send the e-mails.

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 confirmation message, “The emails are being generated. A
task will appear in your workflow, 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.

Note: -  Allfields marked with the “Y” icon are mandatory.

— Depending on the template settings, you may or may not be able to edit certain
fields, such as Subject, From, and To as these fields may contain pre-filled values.
The settings also determine if the current merging supports the Reference number
feature. For more information, see Defining Word Merge templates and template
group settings, Activating New Word Merge settings, and Enabling Reference number
field to be used in Word Merge templates.

- The merged documents will be linked to the respective cards according to the
selected recipients.

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.

Note:  You canalso 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, Workflow >
Reports > Requests > Search, or Documents = Entry 2 Entry > Document: New.

1. Go to Customers > Reports > Accounts - Search.
2. Define the search criteria, and then click Show.




v

10.

11.
12.
13.

14.
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Select the required account, contact, person, request, or project, and then click Create email. Similarly,

click Create email on the Document: New page.

On the Templates page, select the required template.

Under the Header section, type the subject matter of the e-mail at Subject.

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
predefined in the personal card.

- Division email - Select this option to use the division e-mail address. This e-mail address must be
predefined in the HRM organization setup.

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 defined if you accessed
the Word Merge: Send email page from an account card or a contact card.

— Contact - Selecta contact to send an e-mail to selected contact. This field will be automatically
defined if you accessed the Word Merge: Send email page from a contact card.

— Reseller - Selectareseller 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 selecta person ID to send an e-mail to selected person. This field will be
automatically defined 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.

Note: The availability of these options varies, depending on the respective cards you are accessing
from, to send the e-mails.

Select the Save a copy check box to save a copy of the e-mail as a document in Exact Synergy Enterprise.
Under the Attachments section at Document, type or select a document to be attached to the e-mail, if
any.

Under the Content section, define the required fields which will contain the data to be used in the merge
process.

Select the Preview template link to view the selected template in Microsoft Word.

Click Send email to start the Word Merge single merging process.

Upon successfully completing the process, the confirmation 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.

Click Close to exit.




Note: -  Allfields marked with the “!” icon are mandatory.

— Depending on the template settings, you may or may not be able to edit certain
fields, such as Subject, From, and To as these fields may contain pre-filled values.
The settings also determine if the current merging supports the Reference number
feature. For more information, see Defining Word Merge templates and template group
settings, Activating New Word Merge settings, and Enabling Reference number field 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.

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.

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, Workflow - Reports - Requests > Search, or HRM >
Reports = People > Search.

1. Go to Customers > Reports > Accounts - Search.

2. Define 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.
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9. Upon successfully completing the process, the confirmation message, “The letters are being generated.
A task will appear in your workflow, 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.

Note: -  Allfields marked with the “!” icon are mandatory.

— Depending on the template settings, you may or may not be able to edit the Subject
field as this field may contain a pre-filled value. The settings also determine if the
current merging supports the Reference number feature. For more information,
see Defining Word Merge templates and template group settings, Activating New
Word Merge settings, and Enabling Reference number field to be used in Word Merge
templates.

—  The merged document will be linked to the respective cards according to the
selected recipients.

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.

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, Workflow = Reports = Requests = Search, or
Documents = Entry > Entry - Document: New.

1. Go to Customers > Reports 2 Accounts - Search.
Define 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. Onthe Templates page, select the required template.

Under the Header section, type the subject matter of the letter at Subject.

6. Under the Content section, define the required fields which will contain the data to be used in the merge

process.

Select the Preview template link to view the selected template in Microsoft Word.

Click Create letter to start the Word Merge single merging process.

9. Upon successfully completing the process, the confirmation 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.

v

% N




Note:

All fields marked with the “Y” icon are mandatory.

— Depending on the template settings, you may or may not be able to edit certain fields,
such as Subject as this field may contain a pre-filled value. The settings also determine
if the current merging supports the Reference number feature. For more information,
see Defining Word Merge templates and template group settings, Activating New Word
Merge settings, and Enabling Reference number field to be used in Word Merge templates.

—  IfSynergy Office 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.

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. Onthe Word Merge: Log page, define the search criteria, and then click Refresh.

2. Thelist 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.

Note:  You can print bulk merged letter documents at one go. For more information, see Exact
Synergy Enterprise Document Downloader.

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.

To install Exact Synergy Enterprise Document Downloader:
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1. Goto System > Setup - Other.
Select Installation: Exact Synergy Enterprise Document Downloader.

3. Click Run to install the ESEDocumentDownloader.msi. You can also click Save to save the file on your
computer and run it later. If the following message is displayed, click Run to proceed.

Intermnmet Explorer - Security Warning i 5[

The publisher could not be verified. Are you sure you want to run this
software?

MName: ESEDocumentDownloader.msi
Publsher: Unknown Publisher

an | [ portrn |

This fie does not have a vald digital sgnatre that verifies its publisher. You
shaudd only run software from publshers you trust. How gan [ degide what
software to run?

4. The Exact Synergy Enterprise Document Downloader Setup page will be displayed.

|'_; Exact Synergy Enterprise Document Db*ﬂmdﬂ‘salllp = I:Il‘ll

Welcome to the Exact Synergy Enterprise
Document Downloader Setup Wizard

The Setup Wizard will instal Exact Synergy Enterprise
Document Dowrloader on your computer. Click Next to
contire of Cancal to et the Setup Wizard.

Exact Synergy
Enterprise

s [ net ] cance |

S.  Click Next. The following page will be displayed:




|_-‘ Exact Synergy Enterprise Document Dowmnboader Setup = IEIEII
End-User License Agresment
Please read the folowing koense agreement carefilly

[Exact Terms and Conditions 2008 EI
Dear Exact Licensee,
Thank you for purchasing Exact software.

This part describes the terms and restnctions that apply to the use of
the Exact products and senices supplied to you.

This document contains:
1. the License Agreement (Chapter ) =l

[+ 1 mccept the terms in the License Agresment

6. SelecttheIacceptthe termsin the License Agreement, and then click Next. The following page will
be displayed:
|: Exact Synergy Enterprise Document Downloader Setup | .II:I_X’I
Destination Folder

Chok Mext to install to the default folder or chak Change to choose another,

Instal Exact Synergy Enterprise Document Downloader to:

|C:'Prn-ram Files [xB5) ESEDecLmen Dewnloader|
Change...

Website Address
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7. AtlInstall Exact Synergy Enterprise Document Downloader to, by default, the destination folder is
defined. 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:

|'._-:-'! Exact Synergy Enterprise Document Downloader Setup = Iclill

Ready to install Exact Synergy Enterprise Document Downloader

Click Install to begin the installation, Chick Back to review or change any of your
installation settings. Click Cancel to exit the wizard.

o e ||

10. Click Install to begin the installation.

|;' Exact Synergy Enterprise Document Downloader Setup = Il:llll

Completed the Exact Synergy Enterprise
Document Downloader Setup Wizard

(Click: the Finish button to exit the Setup Wizard.,

Exact Synergy
Enterprise

e T (=

11. Once the installation has completed, click Finish to exit the page.




To print bulk merged documents using Exact Synergy Enterprise Document Downloader:

1. Goto Start > All Programs—> Document Downloader.
Log in to Exact Synergy Enterprise Document Downloader.

Exact Synergy Enterprise Login ﬂ

Type your username and password,

User name: Idominic495?85|

Passward: I

OK Cancel

3. AtUser name, type the same username as used in the Exact Synergy Enterprise.
4. AtPassword, type the same password as used in the Exact Synergy Enterprise.
5. Click OK. The following page will be displayed:

@ Exact Synergy Enterprise document downloader = @ ﬁ :

6. On theleft 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. Define the search criteria and click Refresh.

[F= subec gl

2p? o dTsaeas? Crentnd A7 | statia |
1] Administrator Happy Holiday letters TH-053-2012 06506 Pu Completed
25 o4 29-05-2012 02:29 PM Crenpleted
> Administrator Samanar lattars 5062012 05117 Pu Complated
=5 A Aintr ater Racaipts [luna] D8-06-2012 10:43 AM Carmpleted
ar Administrator Receipts [July] 121-06-2013 0409 PM Completed
85 Adeninigteatar Happy bday 13-07-2012 10:38 AM Carnpleied
i1} Administrator Aegussts 12-07-2013 11534 AM Completed
06-08-2012 10:32 AM
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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:

06-08-2012 1046 AM

06-08-2012 10:46 AM

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. Selecta printer and define 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.




Extending Word Merge schemas

Exact Word Merge now allows you the flexibility to create additional entities and fields for the metadata and
schemas used in generating Word Merge templates. This section will guide you on how to add entities and
fields 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 fields which come from a schema. A
Word Merge schema contains all available fields to be used in a template. By using these fields in the template,
the Word Merge engine will find their equivalent fields in the metadata. The metadata contains the actual field
name and table information of that field, and by using these information, Word Merge creates a specific query
for each template (based on the fields used) to retrieve the data and merge the template.

Therefore, if you want to modify or extend Word Merge fields, you need to modify both the metadata and

schema files. Throughout this section, the Person entity will be used and extended for all the examples and
explanations.

Note: All text values, attributes, and element names in the XML files are case-sensitive. However,
table and column names are not case-sensitive.

The following requirements must be met to create additional entities and fields for metadata and schemas:

1. Youmust have Exact Synergy Enterprise product update 250 or higher installed.
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.
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Creating meta-data

In Exact Synergy Enterprise, the schema is based on a metadata file named MailMergeTags.xml. This XML file
contains following elements:

Attributes Description

e Representsa table in a database
) which is presented in the XML

Entity format.

e 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.

Note: Itis mandatory for the new metadata to follow the format of the default metadata file
MailMergeTags.xml.

The following is the step-by-step guide to add new metadata to the existing metadata in Exact Synergy
Enterprise.

To create XML files for metadata:

1. Inthe text or XML editor, instantiate a metadata structure by inserting the <eExact> tag and <Entities>
tagas shown in the following:

<LeExact>

<Entitiess

</Entities>

</eExacts




2. Save the file in the XML format in the xml folder with a file name that begins with the prefix
MailMergeTags, such as MailMergeTags_Accounts.xml or MailMergeTagsPerson.xml. You need to
save this file 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 final location address
should look like: “C:\Synergy\Exact WordMerge Integrator\XML\”.

Note: Thisis mandatory as the merging process acknowledges only the file with the prefix name of
“MailMergeTags*.xml” file residing within the default folder where the general metadata file

is stored.
=10l
P\ )|} - tocalDsk (€ ~ Program s (x66) - [Eumeray ~ Exact Worderge ntegrator <ol |~ 23 [ Search
Organize ~  Indudeinibrary v  Sharewith v  New folder -0
L Synergy Bl = MaiMergeTags
1 cab
1 CuteSoft Client
3 ou
U docs
| Exact WordMerge Integrator .
& bin
A xmd
sl =

In this section, the XML file created for the metadata will be saved as MailMergeTagsPerson.xml.

To add new or extend existing entities:

1. Open the MailMergeTagsPerson.xml file from the text or XML editor.
Insert the <Entity> tag within the <Entities> tag and define the values of the attributes for the entity.

For example, if you are extending the Person entity, your XML should look like the following:

<eExact>
<Entities>
<Entity name="Person™ tableName="humres"” keyField="res_id">
</Entity>

</Entities>

</eExact>
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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

The unique name of the entity, which is used in the
name L

schemas, metadata, joins, and other references.

The actual name of the table in the database where this
tableName . .

entity points to.
kevField The primary key (unique identifier) of the table, which

¥y reflects what is defined 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 define the values of the attributes for the field, as shown in the
following example:

<eExact>
<Entities>
<Entity name="Person™ tableName="humres" keyField="res_id™>
<Fields>
<Field name="SkypeID" fieldName="SkypeID™ />
<Filed name="MSN™ fieldName="MsnID" />
</Fields>
</Entity>
<«/Entities>

</eExact>




The following is the reference table for the <Field> tag and the descriptions of its available attributes:

Attributes Description

The unique name of the field, which is used in the schemas, metadata, joins,

name
and other references.

fieldName The actual name of the column in the database where this field points to.

Retrieves the value of the field from the SQL statement or SQL function
sql execution.

Note:

— The “{0}.” prefix 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 fieldName attribute should be not filled when using the sql attribute.

Transforms the final value of the field. Currently, the attribute supports four
patchType (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 first 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 specified 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, “S” 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

i)

example, patchType=“4".

exclude This field 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:

<eExact>
<Entities>
<Entity name="HrSkills" tableName="hrsk" keyField="ID"3>
<Fields>
¢Field name="Res_ID" fieldName="res_id"™ />
<Field name="Description" fieldName="skill type"™ />
</Fields>
</Entity>
<Entity name="HrRoles" tableName="hrroles" keyField="ID"»
<Fields»
¢<Field name="Res_ID" fieldName="EmpID" />
¢Field name="Level" sql="(SELECT Description FROM HRRoleLewels WHERE ID = {@}.Rolelevel)" />
<Field name="Role" sql="(SELECT Description FROM HRRoleDefs WHERE ID = {@}.RoleID)" />
</Fields>
</Entity>
</Entities>

</eExact>

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 field name and sql attributes is used for each entity.

4. Tojoin 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 define the values of the attributes for the join, as shown in the
following example:

<Entity name="Person” tableName="humres" keyField="res_id"»
<Joins>
<Join name="5kills" lookUpEntity="HrSkills" lookUpJoinType="left" fieldName="res_id™ lookUpKey="Res_ID" />
<Join name="Roles" lookUpEntity="HrRoles" lookUpJoinType="left" fieldName="res_id" lookUpKey="Res_ID" />
</Joins>

</Entity>




The following is the reference table for the <Joins> tag and the descriptions of its available attributes:

Attributes Description

A unique join name which will be used in schemas (a join
name name must be unique in the scope of its parent entity, and
its name cannot be the same as another field name).

lookUpEntity The entity name which is referenced to the parent entity.

This field indicates the type of join, its values are limited

lookUpJoinType to inner, left, right, and full.

fieldName The actual column name in the current entity, which isa
foreign key for this join.

lookUpKey The name of another field in the reference entity on which

the join is to be created.

Note: A new entity mustbe joined by at least one of the existing fixed 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.

S. Save your XML file.
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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:

<Entity name="Person™ tableName="humres” keyField="res_id">

<Joins>

<Join name="skills" lookUpEntity="Hrskills" lookUpJoinType="left" fieldName="res_id" lookUpkey="Res_ID" Repeating="yes" />

<Join name="Roles” lookUpEntity="HrRoles" lookUpJoinType="left” fieldName="res_id" lookUpKey="Res_ID" Repeating="yes™ />

</Joins>

</Entity>

Note: Itispossible 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.




Creating schemas

XML Part:

B [ eBxact
5 Accourt
[ Contact
£ Person
[£% Request
I Project
[£F Quotation
[ PlaceHolders

Once the metadata has been created and updated, it can be updated to the schema. The default schema is also an
XML file with the file 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 file 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:

<BExaCt>
<Entities>
<Entity name="HrSkills™ tableName="hrsk" keyField="ID">
<Flelds»
<Field name="Res_ID" fieldname="res_id" />
<Field name="Description” fieldname="skill_type" />
<[Fields>
</Entity>

<Entity name="HrRoles" tableMame="hrroles” keyField="ID"»
<Fields>»
<Field name="Res_ID" fieldwame="EmpID" />

<Field name="Level"” sgl="(SELECT Descripticn FROM
HRACleLevels WHERE ID = {e}.RoleLevel}” />

<Field name="Role" sql="(SELECT Description FROM
HRRoleDefs WHERE ID = {@}.RoleID)" />

<[/Fields>

</Entity>

<Entity name="Person” tableName="humres” keyField="res_id">
<Flelds»
<Field name="SkypeID" fieldName="SkypeID" />
<Field name="MSN" fieldName="MsnID" />
<[Fields>
<Joins>

<Join name="5kills" lookUpEntity="Hrskills"
1lookUpJoinType="left" fieldName="res_id" lockUpkey="Res_ID" Repeating="yes" />

<Join name="Roles" lookupentity="Hrroles™
lockupdcinType="1eft" fieldName="res_id" lookUpkey="Res_ID" Repeating="yes" />

<[Joins>
</Entity>

</Entities>

<feExacts
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To use these new fields and create a template based on them, a schema for this metadata must be created.

Note: Itisimportant 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.

To create XML files for schemas:

1. Inthe 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 itin a document.

<eExact umlns="New Schema"»

</eExact>

2. Saveitasan XML file. Give this file any name and save the file to the location you require. In this section,
the file 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:

<eExact xmlns="New Schema™>

<Personz

</Person>

</eExact>




2. Each tagrepresents an entity or a field. If you have added a new entity or field for Person, your schema
should look like the following:

<eExact xmlns="New Schema">
<Person>
¢<[Field Name]>[TEXT]</[Field Name]>
<SkypeID>Skype ID</SkypeID:>
<MSNEMSN ID< /MSN3>
</Person>

</eExact>

The SkypelID and MSN are the field 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:

<eExact xmlns="New Schema">

<Person:

<SkypelD>Skype ID</SkypelD:

MSNEMSN ID</MSNz

<Roles>

</Roles>

<Skills>

</skills>

</Personz

</eExact>
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4. Toadd new entity fields into a schema, add them accordingly based on their entities, in this case, the
Level, Role, and Description. You can skip the fields which you do not want to use in the schema (like
the foreign keys):

<eExact xmlns="New Schema™:>

<Person>

<SkypeID>Skype ID</SkypelD:

<MSN>MSN ID</MSN

<Roles>

<levelrLevel</Levelr

<Rolex>Role Name</Rolex

</Roles>

€Skills>

<Description»Description</Description>

¢/5kills>

</Personz

</eExact>

S. Save your schema.




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:

XML Mapping v

Custom XML Part:

Mew Schema -

ebxact
4 Person
SlypelD
MSM
4 Roles
Level
Fole
4 Skills

Description

The following example shows how you can transform your metadata to a schema easily:

Schema Metadata

FBaram] tabliameahumras® iy Fildatens S
das
inld nowe R Firlam"Stypurn” 12
Ve Lol diee e aniz’ 1
1ds

Cinin nemefRolen| Lockupentity="riclas” lockipicinType="left Fisldtame="res_id" lockiptey="Res_0° Apeating="yes® /3
<7010 rawaSRATTE ] IockUpENTLTy= W SRIL1S™ 1ockUpToinTypea"16TE" TLELORawta"rEs_14" 1ockEaya"RES_TI" REpeatings"yes™ /v
efaminan

fenitys

znt *nehales® tablebeme="herales® keyrislde"zas
23] R
e-hes_1o e
afsEETas Fimnl®] o e-iption PR tERaLaLavals WiZRE T = o} n.l.m.n i
<fParsens *iald mamwe gl Tadlee(SELEET nm.—lmm RO HRAoLsOwfa WHERE 10 = {2} ko
frinldnr

. afentiys
\\\H&H\ antity nases “Heskills® tableferes"hrok® keyPield="I0":
e
\\-H“““« S nonesTRes T0° Heldlonesres_1d-

<121 nome Dese pElon"] 1el dipmea" e 5
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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 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 create Word Merge templates for quotations with repeating lines:

Quotation header

1. Download 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.

XML Mapping v x
XML Part:
IExact schema - main j

Bl [ ebxact
[ Account
[ Contact
|5 Person
|5 Request
|5 Project
=l [ Quotation
&l CurencyCode
& ExpiryDate
] QuotationMumber
& QuotedAmount
= TotalAmourt
=] TotalDiscAmourt
& YourReference
|5 Account
|5 Contact
|5 Cumency
|5 Division
|57 Owner
|5 PaymentCondition
|5 Project
|5 QuotationLines
[ PlaceHolders




In a new Microsoft Word document, start typing some data to build a quotation in your document, as

shown the following example:

|ﬂ. H9-0i+ Cuotntsan_ samphe - Micraiafl Weid
- Home e FPage Lagaat Referéniced Mailings Rewiw Vit Creveropen
) b1 - -— — - — —
‘_‘] "‘ Colibrifod =1L~ A a" | Aav (W ==L IR T | abea] Assbe
L ; B g -akax x| -5 EEam = .- E- T Hormal | % No Spaci.
Clpboard Ts Fard T Paragiaph s Srvie

e
| I S SR O S N IR a0, o AR R R S DO TR A S TR S G = 0L |
o . . y E -k v v . v T T

pe

i

| Quotation

o Expire Date
- Hurnbar:

i Aczours name;

i Project rame:

H Fayment condition:

Expand the Quotation folder in the XML Mapping task pane.

Dragand 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.

™ I ESERES Quatation_sample - Mitrasolt Werd =@
Home | et | Pagelayout  References  Malingn  Review  View  Developer . o @
4 8 ceamenn i 0 A % E T RE T [ mscax aambe | A P
e L B s Drkex % G- %A EEEE s 8w || e [tresne waamg Qe 50T
Cugboird s font faragrpn . seyfer £ating
8] 5 o e s e S S U TR O R S G 153 | L Mappieg x

Fayment condition Bescription

Save the Microsoft Word document with a template name, such as “QuotationTempl

ate.docx”.
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Quotation lines

1. Repeating line works with tables. To use them, firstly, 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.

o™ I N A Quetation_semple - MicttLaft Word = 5
Hame | Insert | Bagelayout  References  Mailings  Review  View Developer  Smeny N 7 )

5 Coves Page - [y | E [ B smaan B, Hypersnk 4 Header - A | & Quickpart- @ T Enuation -

) Blank Page | — e i Chan A Bookmurk o Footer = Awordan - B £ Symbot -

- Table | Pdure Chp  Shapes TRl g B

Wom Page Break | |0 Art =t Soeenchol = | i Ciossreterence | [s] Fage Number= | goi. A5 Orop Cap - M-

| Fign | ax2 Table = ] Linds Header & Foster Teut Symbals
. 000000 S ey i e i e Aeeaeeest] &l
AR RN - i 2 T = -

[ [ ]

)

g OO00000

B L

] 0o

B E M t Lipre ate

z e e Expiriuee

a O e Tanie | 2
x atonNumber

a Bl G mbe -  Mame

: T, Congrrt Tert to Tenle | srcjectbescripicn

. & Euel Spreadahent bas .

3 [ Quéck fakies

3 | ] ] I ] |

: | i 1 I ] |_

2. This table has two rows. The first 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 first row.

4. Dragand drop the corresponding tags under the Quotation Lines node in the XML Mapping task pane.
You can add pictures as well.
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S. Next, you will need to mark repeating content. By marking a row, the Word Merge engine will know
which data to be repeated.




6. While selecting the first tag in the table, click the Developer ribbon and click Properties.
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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.
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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:

Index | Item Cuantity Price Picture
1. | Descripton Quantity salesPrice X 1
h
i
Item Quantity Price
Description Quantity SalesPrice

- Repeating tables inside other tables are also supported, as shown in the following:

b

Quotation Expire Dats
EpiryRate

Humber: Quetationiumber

Account name: Name

Project name: ProjectDescription

Payment candition: Description

Index | Item Quantity Price Picture
1. | Description Quantity salesPrice IEh
<n

1
i

- 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:

Index | Item Quantity Price Picture

W[ Description Cuantity SalesPrice lm+
h
i

=




- You can set styles for the tables, rows, or texts within, as shown in the following. The Word Merge engine
will acknowledge the styles.

Ouantity

- 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 simplified 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 merge:

Go to Customers = Reports 2 Quotations - Search.

Select the quotation for which you want to generate its document.

On the quotation card, select Generate Quotation.

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.
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S. 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 fields will contain prefilled
information.
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6. Under the Header section, fill 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:
- IfSynergy Office 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 Office 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.

| @ Your letter 12 saved to Synergy. Doaumant member: 00,002,601

J o CpEn Of 4 Aocu (303 KB from shofZ82897-17 Dpen Seve | ™ Camcel =

Now, your merged document is ready to be used.

Sending portal messages using Word Merge

With this new functionality, you can define 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 Exact 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.
- Portallnformation: 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.
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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. Inthe 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:

Portal Account Activation

. welcome

You can use following information to login into our Customer Portal,
£

Domain
Username
Password

PR 11 O O IS
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11.

Expand the Portal folder in the Contact folder in the XML Mapping task pane.

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 tagis in the Contact folder.

Portal Account Activation

wk

z FullName, welcome

You can use following information to login into our Customer Portal.

Domain [
Username | Portaliogin

Password E!mmm

+ I -t - 4

ol ]

;
[

Save the Microsoft Word document with a template name, for example, “Portal.docx”.
Launch Exact Synergy Enterprise, go to Documents = Setup - Word Merge > Templates.
Click Template group: New to create a template group.

AtName, type “Portal Messages” and select Account at Module.

. AtEditrights, type or selecta 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.
Click Save. Now you can upload your template to this newly created template group.

Note: -  Allfields with the “!” icon are mandatory.
— Inportal 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 templates

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.
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3. Selectatemplate 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.

S. Click Save.

Note: - When yourun 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-defined 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-defined
language. Otherwise, Exact Synergy Enterprise will use a predefined language, match
this to the template, to send portal messages.
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Appendix H: Product Update Changes
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