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Chapter 1 Welcome to Paciolan CRM

Paciolan Customer Relationship Management (CRM) standardizes and streamlines the processes
used to contact your customers. To accomplish this, Paciolan CRM supplies your sales and solic-
itations staff with the information needed to best support patrons and donors.

g .
%, Create service case St | ODuedate Athaty Subject Fatron & Priority

View Al activties ~ Dusdate | - All - + Status  Open - Oweer | Imyer - Ga

Email ‘Thauk You Far Your Intarect e John Smith ™ porm

2011 Season Tickets Campaign

Use standard scri Bt

L Meeting Pitch latest performance series

& Phonecall  Contact Regarding Sale

Open Julw, 2011 Fax
{Due in 7 days)

Oppartunity [ Service Case  etols Cantact Information  Details

ted in tickets. E Hmith257352@gmail.com

This makes CRM the ideal product to increase outbound ticketing sales, grow fundraising revenues,
and manage patron relationships. CRM also helps you better understand your fans or donors, while
providing easier patron management by editing and managing all customer interactions and infor-

mation in one place.
Product features

The main features of CRM 1.0 include:

Contact management to record and schedule communication to and from your fans or
donors.

Opportunity management to track sales and donation opportunities.

Operator management to create and assign sales and donation opportunities, as well as
review status and progress of operators against milestones.

Service case management to track customer service issues as they are reported.

Real time integration with our ticketing and fund development systems. This integration elim-

inates the need to switch back and forth between ticketing or fundraising systems to get infor-
mation like order history, attendance history, or donation and pledge history.

Integration with Microsoft Outlook to facilitate communication between staff and customers
or donors.

Reporting to view contact, opportunity, activity, and service case CRM data.

Paciolan still supports the interfaces previously developed for the general purpose CRM systems,
including Microsoft CRM and SalesForce. However, Paciolan CRM is integrated with the core Paci-
olan products, so the overall cost of using our CRM product is significantly less than installing a
third party CRM system.
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Getting Started

The Paciolan CRM Software User's Guide is divided into the following sections:

This section... Shows you how to do this...

Operations e Search for patrons and add notes for them in the Patron Sum-
mary
o Work with CRM opportunities, service cases, and activities
¢ Use Integrated Outlook to work with email messages in the CRM
Inbox
Data Views ¢ Create and run CRM data views

Export data views to MS Excel

Create CRM users

Set up the user hierarchy
Set user permissions
Disable user access

User Management

Create CRM user teams

Create milestones and campaigns

Create service case categories

Create lost reason codes

Create categories to organize patron lists
Modify Patron Detail option selections

CRM Form Options

Import and modify patron lists
Create batches of opportunities and activities
Assign and schedule the batches

Bulk Processing

Navigating in CRM

The CRM user interface (UI) has been designed to allow easy and intuitive navigation to the various

functions of the application. The basic navigational areas of the CRM Ul include:

A global navigation bar

A main navigation bar

A left navigation pane

A work area used to display CRM hubs

Global navigation bar

Use the global navigation bar to access CRM's session level functions. These include session infor-
mation, user name display, password change, current date, the online CRM Help system, and sign

out.

Activities

[ Create activity

o ‘Craowes saiea opporeun Ry View | All activities ~  Duedate | - All - ~ Status  Open ~ Owner | Imeyer o

I Create donation opportunity

Status. Due date Activity Subject Patron Priority Owner

>

4, Creats service case

i Create patron Open Jun 24, 2011 " Phone call Initial Call Mr. Brad Holmes Normi [meyer
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Main navigation bar

Click the buttons in the main navigation bar to display the CRM hubs in the work area. The Activ-
ities, Sales Opportunities, Donation Opportunities, Service Cases, and Patron buttons on the navi-
gation bar are used to display these hubs. The Inbox button displays the CRM Inbox.

Welcome Larry Mever | Today is Jun 24, 2011 | Help | Sign ca

] Creste activity Activities

#3 Create sales opportunity View | Al activities ~ Duedate - All- ~  Status  Open ~ Owner  Imeyer - Go

1, Creste donstion opportunity

9, Creats sarvice case Stas | Due date Activity Subject Patron Priotity Cwmer
4, Create patron Open  Jun 24, 2011 4 Phonecall Initial Call Mr. Brad Holmes " Normi Imeyer

Left navigation pane

Use the left navigation pane to quickly create activities, opportunities, service cases, and patrons.
Also use this pane to access inquiry, process, and setup functions, as well as a reference-only cal-
endar.

Donation Opportunities

Activities

[0 Create activity
£# Create sales oppartunity

Wiew Al activities ~ | Duedate - Al - > Status
B3 Create donation

“, Create service case Status. Due date Auctivity Subject

Open Jun 24, 2011 2 Phonecall  Initial call

(Due today) Use our standard |
bought tickets to t

4y Create patron

» Inquiry

Close sctivity | Edit activity | Delete activity

» Processes
Open Jun 24, 2011 0 Phonecall  Initial Call

(Due today) Use our standard |
bought tickets to t

» Setup

» Calendar Open Jun 24, 2011 ‘2 Phonecall Initial Call

(Due today) Use our standard «
bought tickets to t

Work area

This area is used to display the Activities, Sales Opportunities, Donation Opportunities, Service
Cases, and Patron hubs, as well as the CRM Inbox. Switch between hubs and the Inbox by clicking
the buttons in the main navigation bar.

Today is Jun 24, 2011 | Help | Sign out

[ Create activity

£k Create sales spportunity

All activities = Status Open ~ Owner Imeyer - Go

I Create donation opportunity

Patron

Due date Activity Subject Priority Owner

Open  Junm 24, 2011 4 Phonecall Initial Call Mr. Brad Holmes
{Due today) Use our standard cold call script, this customer 13256

4, Creats service case

4, Create patron Normi Imeyer

bought tickets to two games last season

» Inquiry
Fdit activity Delete activity
» Processes
Jun 24, 2011 " Phone call  Inmitial Call Houston Press ™ Norm: Imeyer
» Setup (Due today) Use our standard cold call script, this customer 1
bought ticksts to two games |ast seasan
> Calendar T | B
Jun 24, 2011 . Phone call  Initial Call Mr. Bob Lane 1 Morm: Imeyer
{Due today) Use our standard cold call seript, this customer 6546
bought tickets to two games last season

Jun 24, 2011 ‘" Phonecall Initial Call Ms. Kristin Leste |~

{Due today) Use our standard cold call script, this customer 4566
bought tickets to two games last seasan

Normi Imeyer

Jun 24, 2011 L Phonecall  Initial Call Mr. Allan . Maie |~

{Due today) Use our standard cold call script, this customer 500
bought ticksts to two games |ast season

Norms |meyer

Jul 1, 2011 4 Meeting Pitch latest performance series Mr. John Smith “ Normu Imeyer
(Due in 7 days) 257352

sien als anaa - - M Seitialeall PP — P L

Opportunity / Service Case [etails Contact Information Detals

MName New Season Sales Patron  Mr. Brad Holmes

ty Phone call

Normal

tion  New Football season ticket sales. We are trying to fill up our s

v jelark 6/23/2011 9:00 AM
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Configuration Requirements

Client PCs used to run CRM 1.0 must meet the following hardware and software configuration
requirements.
Supported architectures
x86
x64
Processor minimum
Intel Core Duo 2.3GHz (or equivalent)
RAM minimum

x86 - 1 GB
x64 - 2 GB
RAM Recommended
x86 - 2 GB
x64 - 4 GB
Disk space Minimum
x86 - 50 GB
x64 - 50 GB
Video card
DirectX 10 graphics device with Windows Display Driver Model (WDDM) 1.0 or
higher
Internet
access

Standard outgoing ports (80/443) must be allowed to Paciolan.com and Micro-
soft.com

Supported operating systems
Windows XP - Service Pack 3
Windows Vista - Service Pack 1 or later
Windows 7 - All Editions
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Chapter 2 Operations Overview

This section is intended for the sales, fund development, and service representatives in your organ-
ization to help them use CRM in their daily work flow. This facilitates these users to direct and track
their communications with patrons. To accomplish this, CRM includes items that represent user
activities, sales and donation opportunities, service cases, email messages, and user notes.

The CRM interface is also integrated with your back office patron database, so users can view and
update patron records at any time. In addition, if your organization uses MS Outlook, CRM can be
integrated with the basic email and calendar functions.

The CRM operations features are described in the following sections:

e Signing in and out of CRM

e Working with Activities

e Working with Opportunities
e Working with Service Cases
e Working with Patrons

e Using Integrated Outlook

e Using CRM Notes
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CRM Sign In/Sign Out

Your network administrator will supply you with a seller ID/user name pair and a password to
access the CRM client application. Both a seller ID and a user hame are required for sign in,
because they determine the data accounts and patron management policies that are available to
you during sign in. If you don't know your seller ID, user name, or password, see your system
administrator.

Note: Your session will time-out after 60 minutes and any unsaved data will be lost. You will be
required to sign in again to continue working in CRM.

To sign in to CRM

1. Open the CRM client application. There will most likely be a shortcut for the client on your
Windows desktop. Once you've opened the client, CRM displays the sign in form.

Jser name demo\Imeyer

Paciolan

2. In User name, enter your seller ID\user name pair, and then enter your password in Pass-
word. Make sure to use a back slash (\) between the seller ID and your user name.

3. Click the Sign In button. CRM displays the Select an Account form. If you only have access
to one data account with one patron policy, CRM automatically selects them and displays the
Activities form.

Select an Account

PACIOLAN
* Data account | TUTS -

* Policy | - Select a policy - x

4. If you have access to more than one data account or policy, select the data account and pol-
icy, and then click the Continue button. CRM displays the Activities form.
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Bl Peciolan CRM

[ Create activity

) Create sales opportunity View | All activities Due date | - 4ll - * Status  Cpen ~ Owner Imeyer
& Create donation opportunity
4, Create service case Status  Duedate Activity Subject Patron Priarity Cramer

4, Create patron Open Jun 24, 2011 " Phonecall Initial call Mr. Brad Holmes ’._"'

(Due today) Use our standard cold call script, this customer 13256
bought ticksts to two games last season

Normi Imeyer

Inquiry

Processes
Jun 24, 2011 0 Phonecall Initial Call Houston Press 77 Normi Imeyer

B (Due today) Use our standard cold call script, this customer 1
bought tickets to two games last seeson

Calendar Jun 24, 2011 = Phonecall  Initial Call Mr. Boblane [ Imeyer

(Due today) Use our standard cold call script, this customer 6546
bought tickets to two games |ast season
Jun 24, 2011 Y Phone call  Initial Call Ms. Kristin Leste | Imeyer
(Due today) Use our standard cold call seript, this customer 4566
bought tickets to two games last season
Jun 24, 2011 . Phone call Initial Call HMr. Allan J. Maie | Imeyer

(Due today) Use our standard cold call script, this customer 500
hrunht tickets tn fwn names lask seasnn

Opportunity / Service Case  Dotals Contact Information Dotals

New Season Sales 1 Mr. Brad Halmes

Normal A ty Phone cal
New Football sesson ticket sales. We are trying to fill up

jelark 6/23/2011 9:00 AM

To sign out of CRM
In the global navigation bar, click the Sign Out link. The CRM application closes.

rtunities Donation O

[] create activity DelixSie

£} Create sales opportunity View | Al activities -+ Due date
W} Create denation opportunity
4, Creste service case Status  Due dale Activity i Patron Priofity Cramer

4, Create patron Open Jun 24, 2011 ‘' Phonecall Initial Call Mr. Brad Holmes "‘ Normi Imeyer
(Due today) Use our standard cold call seript, this customer 13256

Changing Your Password

You can change your CRM user sign in password at any time. Your new password will be required
the next time you sign in to CRM.

To change your password

1. In the global navigation bar, click your name link.

I Paciclan cRM =15

[] Create activity Sales Opportunities

£§ Create sales opportunity Estimated close date - All -
@} Create donation opportunity
& Creabe sarvice cace Estimated close date Patron MName

<y Create patron Aug 27, 2011 Mr. John Smith Season Tickets Lead
(Due in more than 30 days) 257352

» Calendar

CRM displays the Change your password dialog box.
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Change your password

New password |

Confirm new password

2. Enter your new password in the New password and Confirm new password fields, and
then click the Save button.

Viewing Session Information

Once you have signed in to CRM, you can view Session Information at any time. Session Infor-
mation includes the data account and patron management policy CRM is accessing. Session Infor-
mation also includes the ID of the currently logged in user, as well as the tRes application version
your organization is using. If you have more than one data account or patron policy, you can also
switch to different ones from Session Information without signing out of CRM.

To view Session Information

1. Inthe global navigation bar, click the globe icon.

Jpportunities Donation Opportunities

[] Create activity

£ Create ssles opportunity e Al sctivities
¥} Create donation opportunity

4. Create service case
&, Create patron Open 1 Jul1, 2011
(5 days overdue]

* Inquiry

CRM displays Session Information.

Session Information

Data account  TUTS
Policy BUSINESS TESTING
serId 13005

Version  6.93.013

T

2. To return to the current CRM session from Session Information, click the OK button.
To change the data account or patron management policy without signing out of CRM

1. In the global navigation bar, click the globe icon.

Sales Opportunities Donation Opportunities

[] Create activity

£§ Create sales cpportunity

View | All sctivities
¥} Create donation opportunity

4. Create service case

&, Create patron Open ! Juli, 2011
(5 days overdue]

* Inquiry

CRM displays Session Information.
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Session Information

Data account  TUTS
Policy  BUSINESS TESTING
UserTd 13005

Version  6.93.013

oo seezcom ] o]

2. Click the Change data account button. CRM displays the Select an Account dialog box.

Select an Account
PACIOLAN
* Data account ITUTS . S . - ]
*Policy | - Select a policy - A

3. Select the data account and policy, and then click the Continue button. CRM changes the
data account and patron management policy and then redisplays the Activities form.

Bl Peciolan CRM

CRM

Activities ~ Sales Opportunities  Donation Opportunities

[ Create activity el

i3 Create sales opportunity

View  All activities
I Creabe denation

4, Creats service case Due date

& Creabe patron Jun 24, 2011 Initial call Mr. Brad Holmes ” Normi Imeyer

(Due today) Use our standard cold call script, this customer 13256

bought tickets to two games last season
» Inquiry

Close activity | Edit activity | Delete activity
» Processes

Jun 24, 2011 0 pPhone call  Initial Call Houston Press P Morm Imeyer
» Sewup (Due today) Use our standard cold call script, this customer i
bought tickets to two games lsst season

> Culendar Jun 24, 2011 0 Phone call  Initial Call #r. gobLane T Wormi Imeyer

(Due today) Use our standard cold call script, this customer 6546
bought tickets to two games |ast season

Jun 24, 2011 0 pPhone call  Initial Call Ms. Kristin Leste ." Normi Imeyer

{Due today) Use our standard cold call seript, this customer 4566
bought tickets to two games last season

Jun 24, 2011 " Phonecall Initial Call Mr. Allan 3. Maie T worm: Imeyer

(Due today) Use our standard cold call script, this customer 500
hnunht tickets tn twn names last spasnn

Opportunity / Service Case  Dofals Contact Information Dotals

& MNew Season Sales Patron  Mr. Brad Holmes
¥ Mormal A v Phone cal

i New Football sesson tickst sales. We are trying to fill up
v jelark 6/23/2011 9:00 AM

Working with Activities

In CRM, an item representing an activity is created whenever there is actual or potential com-
munication between a CRM operator and a patron. Activities represent tasks that operators have
either completed or must yet complete. Activity types include phone calls, email messages, fax
transmissions, letter mailings, meetings, and other activities. These activities are assigned to CRM
operators and then either closed immediately or updated as the tasks are performed. The assign-
ment, updating, and closing of each activity is recorded by CRM.

CRM activities are created and assigned in one of the following ways:

e Manually in response to an incoming customer communication.
e As part of the creation of an opportunity or service case.

User Guide 9
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¢ As a follow-up at the completion of another activity.

¢ As the result of a batch process.

Activities can exist as standalone entities or be associated with a sales/donation opportunity or a
service case. Both supervisors and subordinates can manually create activities. However, the bulk
creation of activities or opportunities with associated activities can only be done by managers or

system administrators.

When working with activities, you can do the following:

o Navigate the Activities hub
o Filter the Activity List

e View activity details

e Manually create activities

e Select patrons for activities
o Edit activities

o Close activities

o Delete activities

Navigating the Activities Hub

The Activities hub is the central place for working with activities in CRM. From this hub you can
create, edit, close, and delete activities, as well as view the activity history. You can also view the
opportunities, service cases, and contact information associated with each activity. The Activities

hub is comprised of the following parts:

{Due in 7 days) Use cold call script

Edit activity

Delete activity

{Due in 21 days) Use cold call script

Activity list

Activities

View Al activities ~ Duedate - All- Activity filters e imever - Go

Status Activity Due date: Subject Patron FPriority Owner

Open % Phone call Apr 1, 2011 Initial call Skyline Equipmer | Normal Imeyer
{Due today) Use cold call script 3666

Open © Phone call Apr 8, 2011 Initial Call Mr. Ray Tavary "_‘ Normal Imeyer

450

O £ b

Upen “ Phone call Apr 15, 2011 Mr. Harold Toucl | Normal Imeyer
{Due in 14 days) 7457

Open ‘2 Phone call Apr 15, 2011 Initial Email - Capital Campaign Ms. Ruth Staley " nopmal Imeyer
{Due in 14 days) 700

Open . Phone call Apr 22, 2011 Initial Call Mr. Robert H.wi [ Normal Imeyer

200

Opportunity / Service Case Detals

Contact Information Delsls

n  Spring donation campaign. Use standard script.

Last Updated By Imeyer 4/1/2011 1:20 PM

n Mr. Ray Tavary
Phone cal
er (713)555-1212

A Activity History

Activity filters

Use the drop-down settings in the activity filters area to display the list of activities you want. Once
you've set the filters, click the Go button to display the subset of activities. The following filters are

available:

e View. This field filters activities by whether they are standalone or are associated with sales
opportunities, donation opportunities, or service cases. You can also choose to view only new

User Guide
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activities. An activity is new if you are the owner and you haven't yet modified it.

o Due date. This field filters activities based on whether they are overdue or are due today,
tomorrow, within 7 days, or within 30 days.

e Status. This field filters activities by open or closed status. You can only view deleted activ-
ities using data views.

e Owner. The field filters activities by owner. You can only view your own activities or of those
your subordinates, so this setting is only available to supervisors.

If no activities meet the filter combination you set, the activity table is empty and CRM displays the
message "There are no activities that match the search criteria. Please try again." For more infor-
mation about activity filters, see Filtering the Activity List.

Activity list

The activities displayed in the activity list are determined by the current operator and the filter set-
tings. By default, all open activities that are owned by the current operator are displayed. In the
list, each row represents an activity. Click an activity row to access the actions that you can per-
form on that activity. Possible actions include:

o Close activity. This action is only available for open activities. For information, see Closing
Activities.

o Edit activity. This action is only available for open activities. For information, see Updating
Activities.

o Delete activity. This action is available for both open and closed activities. For information,
see Deleting Activities.

e Show details. This action is only available for closed activities. For information, see Viewing
Activity Details.

Status Activity Due date Subject Patron Priosi

o ™
Upen Initial Call Mr. Ray Tavary |

s cold call script 480

Open W& Phone call BF Initial Call Mr. Harold Touch "_\

(Due in 11 days) Use cold call script 7457

When you click an activity, CRM also displays information related to the activity in the Oppor-
tunity/Service Case and Contact Information panes.

Each list column contain the same type of information for each activity in the list. The default col-
umns include the following:

o Status. Activity statuses include Open, Closed, and Deleted. Deleted activities are not dis-
played in the activity list, but you can see them using data views.

e Activity. Activity types include phone call, email, fax, letter, meeting, and other. The activity
type is chosen during activity creation. See Manually Creating Activities.

e Due date. Displays the activity due date and the number of days until or after the due date,
relative to the current date. If the due date is more than 30 days in the future or 30 days
late, the due date and "Due in more than 30 days" or "More than 30 days overdue" are dis-
played. The default sort is from oldest to furthest out date.

e Subject. Displays the subject and a short description for each activity. The sort is by the sub-
ject name.

e Patron. The name of the patron for which the activity was created. The sort is by last name
then first name.

Priority. High, Normal, Medium, or Low. The sort is alphabetical.

You can sort the activities in the list by column by clicking the column header. You can also change
the column order in the list by dragging the column headers. The columns will remain in the new
order for all your user sessions until you change the order. In addition, you can change a column's
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width by dragging the column borders. If there are too many activities in the list to display in the
list area, a scroll bar appears on the right side of the list.

Opportunity / Service Case pane

This pane displays summary information about the donation opportunity, sales opportunity, or serv-
ice case that is associated with the selected activity. You can click the Details link to display the
edit form for an opportunity or service case. For standalone activities, the pane displays without
any information. For information about opportunities and service cases, see Working with Oppor-
tunities and Working with Service Cases.

Contact Information pane

This pane displays summary information about the patron who is assigned to be the contact person
for the activity. You can click the Details link to display and edit the patron's profile. For infor-
mation about patrons in CRM, see Working with Patrons.

Activity History list

The Activity History list displays the activities associated with the patron who is assigned to be the
contact person for the activity that is selected in the Activity list. Deleted activities are not
included. By default, the Activity History list is minimized. Click the bar to expand the list. When

expanded, the list displays in place of the Opportunity / Service Case and Contact Information
panes.

Activities

View 4l activities =  Duedate - All - ~ Status  Open ~ Owner  |meyer b Go

Status Due date Activity Subject Patron Priosity Cwner

Open Apr 12, 2011 W Phone call Initial Call Mr.Ray Tavary |~ Normal Imeyer
(Due in 7 days) Use cold call script 450

O En) - - ™

Open Apr 12, 2011 “. Phone call Contact Regarding Sale John Smith | MNormal Imeyer

{Due in 7 days) 257352

Close activity Edit activity Delete activity

Open Apr 15, 2011 0 Phone call Initial Call

™
Mr. Harold Toucl |~ Normal Imeyer
(Due in 10 days) Use cold call seript 7457

Open Apr 15, 2011 € rhone aall Init | - Capital Campaign Ms. Ruth Staley T High meyer
(Due in 10 days) 700

Open Apr 22, 2011 0 Phone call Initial Call Mr. Robert . Wi T Normal Imeyer
(Due in 17 days) Use cold call seript 200

~ Activity History

Activity Status. Priority Due date Subject Owner

Email Closed Normal Apr1, 2011 2011 Summer Gala Imeyer

et F— v Activity History list

Bash Imeyer

Phone cal I Closed Normal Apr 1, 2011 2011 Summertime Extravaganza Imeyer

To view the details of an activity in the Activity History list, double-click the activity row. CRM will
display the Edit Activity form for open activities and the View Activity form for closed activities.

You can sort the activities in the list by column by clicking the column header. You can also change
the column order in the list by dragging the column headers. The columns will remain in the new
order for all your user sessions until you change the order. In addition, you can change a column's
width by dragging the column borders. If there are too many activities in the list to display in the
list area, a scroll bar appears on the right side of the list.

Filtering the Activity List

By default, the activity list displays all open activities that are owned by the currently signed in
operator. However, you can display a different list of activities using the following filters:
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e View. This field filters activities by whether they are standalone or are associated with sales
opportunities, donation opportunities, or service cases. You can also choose to view only new
activities. An activity is new if you are the owner and you haven't yet modified it.

o Due date. This field filters activities based on whether they are overdue or are due today,
tomorrow, within 7 days, or within 30 days.

e Status. This field filters activities by open or closed status. You can only view deleted activ-
ities using data views.

e Owner. The field filters activities by owner. You can only view your own activities or of those
your subordinates, so this setting is only available to supervisors.

To filter the Activity list

1. Inthe main navigation bar, click Activities. CRM displays the Activities hub.

Welcome Larry Meyer | Today = Apr 6, 2011 | Help | Sign out

Sales Opportunities Donation Opportunities

Activities

[] Create activity

## Create sales opportunity

View

All activibes Open ~ Owner | Imeyer = Go

1 Creste donation opportunity

9, Create service case Status | Due date Patron

Open Apr 12, 2011 ' Phonecall  Initial Call Mr. Ray Tavary
(Due in & days) Use cold call script 450

4, Creste patron

» Inquiry

Close activity | Editactvity | Delete activity

Proves o o . ™
b Processes Open Apr 12, 2011 . Phonecall Contact Regarding Sale John Smith '
(Due in & days) 257352

» Setup - -
Upen Apr 15, 2011 . pPhone call  Initial Call Mr. Harold Touch |

(Due in 9 days) Use cold call script 7457

» Calendar

Open Apr 15, 2011 ' Phonecall Initial Email - Capital Campaign Ms. Ruth Staley "'
(Due in 9 days) 700

? CRM Welcome Larry Meyer | Today = Apr 6, 2011 | Help | Sign out

Activities Sales Opportunities Donation Oppartunities Service Cases

Activities

[] Create activity

## Create sales opportunity i

All activites ~ | Status Open ~ Owner Imeyer = Go

1 Creste donation opportunity

4, Create service case Status | Due date Activity Subject Patron

Open Apr 12, 2011 ' Phonecall  Initial Call Mr. Ray Tavary -
(Due in & days) Use cold call script 450

4 Creste patron

¥ Inquiry

Edit octivity | Delete activity

» Processes -

Open Apr 12, 2011 . Phone call Contact Regarding Sale John Smith
(Due in & days) 257352

b Setup
o o . »
Upen Apr 15, 2011 . pPhone call  Initial Call Mr. Harold Toucl |
» Calendar {Due in 9 days) Use cold call script 7457
Open Apr 15, 2011 ' Phonecall Initial Email - Capital Campaign Ms. Ruth Staley T
(Due in 9 days) 700

CRM displays the filtered list of activities.

Viewing Activity Details

Once an activity has been created and assigned to you or one of your subordinates, you can view
its details at any time. This includes both open and closed activities. The exception is that you can-
not view the details of deleted activities. Some reasons you might want to view activity details
include:

e You have been assigned an activity and want to see the details of the open activity.

e You are a supervisor and you want to check the progress your subordinates are making on
their activities.

e You are working on an activity and want to see the activity history for the patron.
e You have closed an activity, but you want to go back and see what was done.
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¢ You want to see the details of an activity that was used to win or resolve an opportunity or

service case.

Viewing activities associated with opportunities or service cases is part of Working with Sales
Opportunities, Working with Donation Opportunities, or Working with Service Cases.

To view an open activity from the activity list

1. On the Activities hub, click the activity, and then click Edit activity. If the activity you want
to view is not in the list, try Filtering the Activity List.

Sales Cpportunities Donation Opportunities

Activities

] Creste activity

%} Create sales opportunity

Wiew Al activites

0 Creste donation opportunity
4, Create sarvice case

4, Creste patron

Contact about sale Mr. Louis J. Meye
Send a sales letter to this patron 4256

»  Inguiry

> FProcesses

¥ Phonecall  Aprl, 2011 2011 Summertime Extravaganza John Smith r

(Cue in 1 day]) Use the cold call script. 257352
E Setup
QOpen '3 Phone call  Apr 1, 2011 Initial Call Ms. Donna Skmimm r
» Calendar (Due in 1 day) Use cold call script TEEE
Open Q Phone call  Apr 1, 2011 Initial Call Skyline Equipme: T
(Due in 1 day) Use cold call script 3666

CRM displays the Edit Activity form.

Additional Info

* petivity [0 Letter @ Outgoing ) Incoming

* Patron 4208 &4 * Contact person Mr. Louss 1. Mayer -

* pddress | 3610 Highfalle Drive, Houston, T 7 =

* Subject | Contact about sale

Dezcnphbion Send & salss lsttar bo thiz petroa

* Due date |3/31/2011 @ Priority IP Normal -
* Dwner Imeyer L 'y Team | Donor Team -
Batch

Attachment =

Created by Imeyer 3/8/2011 9:45 AM Last updated by  Imeyer 3/25/2011 3:12 PM

= T

To view a closed activity from the activity list

1.
2.

Display closed activities by Filtering the Activity List.
Select the activity, and then click Show details.
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To view an activity from the history of the patron in the currently selected activity

overdue)

Use cold call script

Activities

View Al activities = Duedate - Al - * | Status  Closed ~ Owner  Imeyer L Go

States  Duedate | Activity Subject Patron Priotity | Owmer
Closed | Mar 11, 2011 ' Phone call Initial Call Mr. Jack Raberts | Normi Imeyer

4444

Cosed | Mar 11, 2011 @ Phone call
(26 days overdue)
Closed | Mar 11, 2011 ' Phone call

(26 days overdue)

First Phone Call
Thiz activity is bound to bother our patrens during
dinner time

Initial Phone Call

CRM displays the View Activity form.

Randall Lacayo " Normi |meysr
3B1799

Liam Clarke " Normi Imeyer
411969

View Activity

Activity ‘8 Phone call
Fatron 4444 &
Phone number
Subject  Initial Call
Description  Use cold call seript
Due date  Mar 11, 2011
Owner  Imeyer
Batch 2
Attachment

Created by  jelark 3/8/2011 1:32 PM

Contact person  Mr. Jack Roberts

Priority  Normal

Team  Denor Team

Last updated by  Imeyer 3/23/2011 B:18 AM

1. On the Activities hub, click the activity, and then click Activity History. If the activity

whose history you want to view is not in the list, try Filtering the Activity List.

(Due in 16 days)

Use cold call script

Activities

View Al activities ~  Duedate - All- v | Status  Open ~ Owner  Imeyer -

Status Due date Activity Subgect FPatron Pricity Owmer

Open Apr 12, 2011 ' phonecall  Initial call Mr. Ray Tavary ," MNorma Imeyer
(Due in & days) Use cold call script 450

Open ‘2 Phone call ‘Contact Regarding Sale John Smith "P Norma meyer

i 257252

Open Apr 15, 2011 ' Phone call Initial Call Mr. Harold Toucl .,P Norma [meyer
(Due in 9 days) Use cold call script 7457

Open Apr 15, 2011 L Phone call Initial Email - Capital Campaign Ms. Ruth Staley " High [Imeyer
(Cue in 9 days) 700

Open Apr 22, 2011 ' Phonecall  Initial Call Mr. Robert H. W1 ™ Morma Imeyer

200

‘Dpportunity / Service Case

Contact Information Detals

Name
Priority

Description

Last Updated By

Fatron  John Smith
Activity  Phone call
Phone Number (281)555-1234

CRM displays the Activity History list.

v Activity History
Activity Status. im | Due date Subjpect Owner
Email Closed Normal Apr 1, 2011 2011 Summer Gala Imeyer .
Contact: John Smith Closed on Mar 29, 2011 l
Email Closed Nerrnal Apr 1, 2011 2011 Summertime Bash Imeyer
Contact: John Smith Closed on Mar 29, 2011
Phone call Closed Nerrnal Apr 1, 2011 2011 Summertime Extravaganza Imeyer
Contact: John Smith Closed on Apr 1, 2011
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2. Double-click the activity you want to view. If the activity is open, CRM displays the Edit Activ-
ity form.

Edit Activity
(L0 Addstional Info
* Activity & Fax @) Outgoing () Incoming
* Patron 257352 & * Contact person  Mr. John Smith =

* Fax number | (281)555-1212 (HOME) ..

* Subject | Picture of seats

Description

* Due date  7/8/2011 m| priority | ™ Normal -
* Owner Imeyer L] Team -
Batch
Attachment =
Created by  Imeyer 5/17/2011 10:54 AM Last updated by Imeyer 5/17/2011 10:54 AM
=

If the activity is closed, CRM displays the View Activity form.

Activity 1 Erna: i
Patron 257352 &y Contact person  John Smith
Emsil  257352@pac.com

Subject 2011 Summer Gala

Message | We're happy to announce the onsale of tickets to the 2011 Summer Gala. Because we value your
patronage, we are gving you and a select few others the first chance at the best seats.

Due date  Apr 1, 2011 Priority  Narmal
Owner  lmeyer Team
Batch
Created by  Imeyer 3/20/2011 3:41 PM Last updated by  Imeyer 3/25/2011 3:41 PM
o |

Manually Creating Activities

A CRM activity should be created whenever there is communication between the CRM operator and
a patron. This topic describes standalone, manual activity creation. A typical use of manual activity
creation is for incoming communications from patrons, when the communication is not related to
an existing opportunity or service case. Activities are also manually created to track follow-up
tasks when closing other activities.

Note: Activities are also created as part of manual opportunity and service case creation. How-
ever, if you need to create a large number of similar activities and opportunities quickly, you
should use batch creation instead of a manual procedure.

To manually create an activity

1. Inthe navigation pane, click Create Activity.
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Sales Opportunities

] Create activity

Boportunity

* Ingquiry

¥ Processes

F SElLp

k= Calendar

& Create donation opportunity
4. Creste service case

&y Create patron

Deonation Oppartunities

Activities

View Al activities = Due date
Status Aectivirty Due da
Cpen ‘L phone call Mar 2

(Due t

Close activity Edit activity
Cpen =  Letter Mar 3
(Dua i
Cpen ‘T Phone call Apr 1
(Due i
MNnan [ 7 R 6

CRM displays the Create Activity form in the work area.

I
Create Activity

* Activily

* Patron

* Phone number
+ Subject

Descripbon

¥ Due date

* iDwiner

Attachment

\ - ] @ Outgoing () Incoming

Irgyer

* Coanlacl person -

2. From the Activity drop-down list, select the type of activity that you want to create. The
required and optional fields on the form change based on the activity type.

3. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. Click the link below to display a table with usage information about the
fields on this form. Because the group of fields displayed varies by activity type, the table
lists the fields in alphabetical order.

See an alphabetical list of the fields with usage information.

Field

Usage Information

Activity

For the Phone Call, Email, Fax, Letter, and Other activity types, you must
select either Outgoing or Incoming. Outgoing activities are initiated by inter-
nal personnel, whereas incoming activities are created in response to com-
munication from external patrons. Outgoing and incoming do not apply to
Meeting activities. If you change the activity type after entering information in
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Field

Usage Information

Add meet-
ing to Out-
look
calendar

Address

Attachment

Cancel
Close activ-

ity

Contact per-
son

Description
Due date

Edit in Out-

look

Email

End Time

other fields on this form, the information you entered will be kept.

(Outlook integration only) For a Meeting activity, select this option to add the
meeting to your Outlook calendar. Your entry in the Location field will be auto-
matically added to the Location field in the Outlook meeting. However, con-
ference rooms with addresses in Outlook will not be added to the meeting.

If a patron has an email address, you can also choose to send a meeting invi-
tation to the patron's email account. If the patron has Outlook or another email
application that supports Outlook meeting invitations, the patron can then add
the meeting to an email integrated calendar. Depending on the Outlook inte-
gration of the patron's email application, you may also receive a confirmation
email when the meeting invitation is accepted. See Using Integrated MS Out-
look for more information.

When creating a letter activity, select an address from this drop-down list. The
addresses appear in the order they are entered during patron entry in the back
office or CRM.

(Optional) Use this field to add a .rtf, .doc, .docx, .pdf, .jpg, .bmp, .xls, or
.xlIsx file attachment to an activity. File size cannot exceed 2MB. If you want to
add an attachment an email activity, you need to edit the email in Outlook and
add the attachment there before sending. For more information, see Opening
CRM Inbox Items in Outlook.

Click this button to close the form without saving and return to the previous
form.

Click this button to close an activity. When you click Close Activity, any
changes you've made will be saved, and then the activity status is changed
from open to closed. You will also be given the choice of creating a follow-up
activity or returning to the previous form.

Select the contact person from the patron record. Name #1 from the record in
the back office is available by default in the drop-down list. If the record has a
Name #2, that name can also be selected from the list. You can only select one
contact person. If the patron is an organization, this field becomes a text box,
and the company name is entered by default. Changes to an organizational con-
tact must be entered manually. Changes to the Contact person text box are
not saved to the patron record in the back office.

(Optional) Enter a detailed description of the activity.

Either enter a date in the field or click the calendar icon to select it from the
popup calendar. For Meeting activities, this should be set to the end day of the
meeting.

(Outlook integration only) Save the email or meeting activity in CRM and open
the email or meeting in Outlook. You can then edit the item as you normally
would.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address
entered in the back office as email type E for the primary email address. If the
patron does not have an email address type E entered in the back office or
CRM, you cannot send the patron an email from CRM. To learn about working
with MS Outlook email in CRM, see Using Integrated Outlook.

For meeting activities only, use this field to enter the start and end date and
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Field

Usage Information

Fax
Number

Location

Message

Owner

Patron

Patron
Lookup

Phone
Number

Priority

Save

time. Click the calendar icon to select an end date from the popup calendar,
and use the drop-down list to select the end time. If you select All day event,
you do not need to enter an end time.

The list of fax and phone numbers from the customer or donor record in the
order they were entered in the back office. Since the fax phone type is not
included in the list of phone numbers, you may need to view the patron record
to select the appropriate fax number.

For meeting activities only, enter a description of the meeting location. This
field does not correspond to any meeting place or room addresses that are
available in MS Outlook. The text entered in this field is for information pur-
poses only.

For email and meeting activities, enter the body of the message for the email
or meeting.

The Message field is not required, so CRM will send a message or meeting invi-
tation with no body if you do not enter the message body here.

This field defaults to the sign in name of the creator. You can make any CRM
user the owner, including your supervisor and subordinates.

Click “* in the Owner field to display the User Lookup, and then use the form
to select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name,

you can enter it in the Owner field and then click “* to get search results in
the User Lookup for the partial name. The User Lookup will find any CRM user.
For more information about the User Lookup, see Selecting Users with the User
Lookup. If the patron has an assigned representative and you enter a different
owner, CRM will display a warning message to that effect. However, an activity
can still be created with a non-assigned owner.

Enter the patron ID or keyword, or use the Patron Lookup to select a patron. An
activity can only be associated with one patron. Once the patron ID is entered,
the patrons from the record will be available in the Contact person field. If
the patron has an assigned owner other than the one in the Owner field, CRM
will display a warning message to that effect. For information about searching
for and assigning owners to patrons, see Working with Patrons. The Patron Id
field is static and the lookup is unavailable if this form is accessed from a
patron profile or while converting an email to an activity. This is because CRM
assumes the activity is being created for that patron.

Click “% to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the phone number to use to contact the patron. The list of fax and phone
numbers from the customer or donor record are listed in the order they were
entered in the back office. The phone numbers have their the phone types
(home phone, cellular, etc.) displayed next to them.

(Optional) Select Low, Medium, Normal, or High from the priority list of the

. Your organization can decide what these priority levels mean. The priority set-
ting has no effect on CRM functionality, but you can use priority assignments
for reporting.

Click to save the activity and return to the previous form. If you want to create
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4,

Field

Usage Information

Send Email

Start Time

Subject
Team

a follow-up activity, click the Close Activity button instead. The Save button
is enabled only if all required fields have valid entries.

Click to send the email activity as an email message from your MS Outlook
account. CRM then closes the activity and gives you the option of creating a fol-
low-up activity.

For meeting activities only, use this field to enter the start date and time. Click
the calendar icon to select the start date from the popup calendar, and use the
drop-down list to select the times. If the meeting will last the whole day, select
All day event instead of entering start and end times.

Enter a brief description of the purpose of the activity.

(Optional) Owners who are assigned to one or more teams can assign the activ-
ity to one of those teams. Only teams to which the owner is assigned will be
available in the drop-down list. If you are a manager, you can configure teams.

Do one of the following:

e For Phone Call, Fax, Letter, Meeting, or Other activities, click Save.

e For an Email activity, click Send Email. CRM prompts you to either return to the Activ-
ities hub or create a follow-up activity. To create a follow-up activity, select Create fol-
low-up activity, and then click OK. Once you click OK, CRM closes the activity you just
completed. CRM displays the Create Activity form. The form displays with the patron infor-
mation from the original email activity, and you can then repeat this procedure to create a
new activity.

Close Activity
pur changes w
at would y

@) Re=turn bo My Actrvities

L) Create follow-up activity

be saved and this sctivity will be dicsed

ou ke o do next

o ] o

Selecting Patrons During Activity Creation

As part of manually creating an activity, you need to select the patron for which you are creating
the activity. To select a patron you can use a known patron Id number, a keyword, or the inte-
grated Patron Lookup. Except for its integration into the activity creation process, the Patron
Lookup works just like the Patron Search form on the Patron hub.

When using the Patron Lookup, you can search for a patron using the patron's name, Id, keywords,
phone numbers, or email addresses. If the patron is an organization, you can search by the organ-
ization name. Once you locate the patron, you can assign the patron to the activity you are cre-

ating.

To select a patron using the patron Id number

1. On the Create Activity form in the Patron field, enter the patron Id number, and then click

the magnifying glass icon =
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i~ | @ Outgoing (O Incoming
ontact person -
* Phone number >

* Subject

Description

* Due date [is] pricdity | ™ Noemal -

* Owner | Imeyer Q Team -

If the patron Id number is valid, CRM populates the Create Activity form with the patron's
information. If the patron Id is invalid, CRM displays the Patron Lookup. In this case, use the
procedure to select a patron using the Patron Lookup search below.

Create Activity |

* Activity I Phone call = @ outgoing () Incoming

* Patron | 4444 L * Contact person | Mr. Jack Roberts -

* Phone number | (281)555-1234 (HOME) -]

* Subject

Description

* Due date @ Prionty IP" Normal >

* Dwner Imeyer Lo} Team

Attachment

To select a patron using a patron keyword

1. On the Create Activity form in the Patron field, enter the keyword, and then click the mag-
nifying glass icon Q.

i~ | @ Outgoing (O Incoming
ontact person -
* Phone number >

* Subject

Description

* Owner | Imeyer Q Team -

If only one patron record contains the keyword, CRM populates the Create Activity form with
the patron's information. If more than one patron record uses the keyword, CRM displays the
Patron Lookup with the matching patron records in the search results.

User Guide 21



Paciolan CRM 1.0

Patron Lookup

| keyword = jamesi Create patron.

L] | Hame | Sexondary name. | Phone | Email | Shipping address. I
6050 James, lack E. 6912 Thrush, Housten, TXT =
321837 Jammes, Jacki 321937 @pac.com

340387 James, lan 349387 @pac.com

28644 lames, Jlason 2002 Woodland Spring, He
409711 larmes, Jason 409711 @pac.com

363933 James, Jean

248828 James, Jennifer 248B2E@pac.com

300172 lares, leremy

309491 James, Jeremy 309491 @pac.com

3487EE  James, Jeremy tuts-hsent 3487BE@pac.com

384063 James, Jesse
356375 James, Jewel

25821 Jarnes, Jienmy 13510 Ortega Ln., Houston
392638  James, Johanna 39263E@pac.com

396376  James, John 396376 @ pac.com

376434 larnes, Jordan 376404 @pac.con -

4 »

2. Locate the patron for which you are creating the activity. You can rearrange the columns by
dragging their column headers. You can sort the list by the data in a column by clicking the
column header.

3. Double-click the patron's row. CRM redisplays the Create Activity form populated with the
patron's information.

Create Activity |

* Activity | 98 Phone call ~ | @ Outgoing () Incoming
* Patron | 4444 ] * Contact person | Mr. Jack Roberts -
* Phone number | (281)555-1234 (HOME) -]
* Subject

Description

* Due date E Prionty ,P' Normal =
* Owner | Imeyer Q Team -
Attachment &

To select a patron using the Patron Lookup search

1. On the Create Activity form in the Patron field, click the magnifying glass icon Q_

@ outgaing () Incaming

ontact person -

* Phone number >
* Subject
Description
* Due date fis] Priority | # Normal -
* Owner | Imeyer Q Team -
Attachment
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CRM displays the Patron Lookup.

Patron Lookup

T — C— o

3. Based on the search mode, enter the appropriate alphanumeric characters in the text boxes.

See a table that describes the acceptable entries for each search mode.

Search
mode

Acceptable entries

Patron name

Patron Id
Keyword

Phone
number

Email
address

Any alphanumeric

In the second text box, you can use the asterisk (*) wildcard as long as the
first character is a letter. For example, if you want to find the first name John,
you can enter J*, Jo*, or Joh* . You cannot use *ohn. You also cannot use wild-
cards for last names in the first text box.

Any alphanumeric

Any alphanumeric. The search will return patron records with partial keyword
matches.

Any alphanumeric

Must be a valid email address format. For example, name@example.com

Organization Any alphanumeric

name

The image below shows the Patron Name search mode, which has two required text boxes.

Patron Lookup

Fatron Name = || Smith John| Search | Create patron

L] Hame Secondary name Phone Email Shappang address Bl

4. Click the Search button. CRM displays the search results. If no patrons match the search
criteria, CRM displays a message to that effect.
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Patron Lookup
Fatron Name = || Smith John lﬂl Create patron
17 =_

"] Mame Secondary name Phone Email Shipping address I
233751 Senith, lohn Smith, linny (515)555-8765  jemith2S@graile 8970 Hambone Court, IRVI {
257352 Smith, lohn Smith, Smidgen (2B1)555-1234  jsmith@paciclan. 5151 Jamboree Rd, Tomba
257358 Smith, ohn Smith, Bambam (949)555-9567  257358@pac.com 97896 Eldorado Circle, Lagr |
264148 Smith, lohn Smith, Purgy (949)555-8482  sensosmitho@ho 5567 Beringer Plaza, Costa |
285092 Senith, lohn Semith, Smallinda (049)555-8182  bilbonics@hotma 9874 Bilbo Blvd, Laguna Ni ¢
320695  Smith, lohn Smith, Hellacia (941)555-1538  320695@pac.com 3BTBS Center Center, Fuller ¢
322106  Smith, John Smith, Pieata (933)555-8792  322106@paccom 9492 Boston Cream Pie Pla ©
354757 Sith, lohn Semith, Smelly (034)555-0083 30300B@pac.conm 34343 Happy Face Place, Ir :
364041 Smith, lohn Smith, Shelly Jane (333)355-4738  johnlovessmidge: 3480 iPhone Lane, Raritan, {
364668  Smith, lohn Smith, Xena (933)555-4872 35466B@pac.com 478BY Bigowy Ave, Rasitan, [
365657  Smith, lohn Smith, Ubaldocita (844)555-2843 365657 @pac.com Puerta Luca 334, Luca Mex |
365068  Smith, lohn Smith, Cylindrical (555)555-3854  35506B@pac.com 2352 Revolution 23, Chaos !
302418  Senith, John Smith, Bellacosa (033)555-3056 39241B@pac.com 42323 Hardtafigure St, Cor
397632 Smith, ohn Smith, Chirpy (944)555-3856 397632@pac.com 4777 Very Thirsty 5t Perfec |
403953 Smith, John Smith, Elasticity (444)555-6666 beleagured@paci 2368 Damascus Ct, San Jos
411929 Seith, lohn Semith, Lovey (408)555-1234  myhometewnB5§ 5525 Chimichanga Yum, Ce :

5. Locate the patron for which you are creating the activity. You can rearrange the columns by
dragging their column headers. You can sort the list by the data in a column by clicking the
column header.

6. Double-click the patron's row. CRM redisplays the Create Activity form populated with the
patron's information.

Create Activity |
* Activity | I Phone call = @ outgoing () Incoming
* Patron | 4444 L * Contact person | Mr. Jack Roberts -
* Phone number | (281)555-1234 (HOME) -
* Subject
Description
* Due date EI Prionty IP" Normal >
* Dwner Imeyer Lo} Team -
Attachment

Editing Activities

Activities for which you or your subordinates are the owner are displayed on the Activities hub.
These activities may have been assigned an owner during manual activity creation or as a result of
the bulk creation of activities or opportunities. When an activity is assigned to you as owner, the
goal is to complete the task that the opportunity represents and then close the activity. If the activ-
ity is associated with a sales or donation opportunity, closing an activity will be a step towards win-
ning or losing that opportunity. If the activity is assigned as the result of the creation of a service
case, the goal is to resolve the issue that the case represents by completing the associated task.

To edit an assigned activity

1. On the Activities hub, click the activity, and then click Edit activity.
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] Creste activity

4, Create sarvice case

4, Creste patron

»  Inguiry
> FProcesses
F Setup

» Calendar

CRM displays

Activihes Sales Opportunities Donation Oppartumities Service Cases Patron Inbo

3 Create sales opportunity
U Create donation opportunity

Activities

View  All activibes

Contact about sale Mr. Louis J. Meye r
Send a sales letter to this patron 4256

Edlit activity
T

Delete activity

¥ Phonecall  Aprl, 2011 2011 Summertime Extravaganza John Smith T
(Cue in 1 day]) Use the cold call script. 257352
QOpen '3 Phone call  Apr 1, 2011 Initial Call Ms. Donna Skmimm r
(Due in 1 day) Use cold call script 7656
Open = Phone call  Apr 1, 2011 Initial Call Skyline Equipme: I'
(Due in 1 day) Use cold call script 3666

the Edit Activity form.

* Activity

* Patron
* Address
* Subject

Dezcnphbion

* Due date
* Dhwner
Batch

Attachiment

Created by

F Letter @ Outgaing ) Incomin
’ going ' g

4286 &4 * Contact person | Mr. Louss 1. Mayer -

3610 Highfells Drve, Howstan, TH 77 =

| Contact about sale

Send & sales letter to this patron

33011 @ Friority IF' Mormal -
Imeyer Q Team | Donor Team -
Imeyer 3/8/2011 9:45 AM Lask updated by Imeyer 3/25/2011 3:12 PM

| Cancel || Close activity J{ Save |

2. Update the field values. Fields with an asterisk are required.

See an alphabetical list of the fields with usage information.

Field Usage Information

Activity For the Phone Call, Email, Fax, Letter, and Other activity types, you must
select either Outgoing or Incoming. Outgoing activities are initiated by inter-
nal personnel, whereas incoming activities are created in response to com-
munication from external patrons. Outgoing and incoming do not apply to
Meeting activities. If you change the activity type after entering information in
other fields on this form, the information you entered will be kept.

Add meet- (Outlook integration only) For a Meeting activity, select this option to add the

ing to Out- meeting to your Outlook calendar. Your entry in the Location field will be auto-

look matically added to the Location field in the Outlook meeting. However, con-

calendar ference rooms with addresses in Outlook will not be added to the meeting.
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Field

Usage Information

Additional
Info

Address

Attachment

Cancel
Close activ-

ity

Contact per-
son

Description
Due date

Edit in Out-

look

Email

End Time

If a patron has an email address, you can also choose to send a meeting invi-
tation to the patron's email account. If the patron has Outlook or another email
application that supports Outlook meeting invitations, the patron can then add
the meeting to an email integrated calendar. Depending on the Outlook inte-
gration of the patron's email application, you may also receive a confirmation
email when the meeting invitation is accepted. See Using Integrated MS Out-
look for more information.

Click this tab to see the associated opportunity/service case, a table with the
activity history of the opportunity/service case, and the contact information of
the patron that is associated with the opportunity/service case.

When creating a letter activity, select an address from this drop-down list. The
addresses appear in the order they are entered during patron entry in the back
office or CRM.

(Optional) Use this field to add a .rtf, .doc, .docx, .pdf, .jpg, .bmp, .xls, or
.xlsx file attachment to an activity. File size cannot exceed 2MB. If you want to
add an attachment an email activity, you need to edit the email in Outlook and
add the attachment there before sending. For more information, see Opening
CRM Inbox Items in Outlook.

Click this button to close the form without saving and return to the previous
form.

Click this button to close an activity. When you click Close Activity, any
changes you've made will be saved, and then the activity status is changed
from open to closed. You will also be given the choice of creating a follow-up
activity or returning to the previous form.

Select the contact person from the patron record. Name #1 from the patron
record in the back office is available by default in the drop-down list. If the rec-
ord has a Name #2, that name can also be selected from the list. You can only
select one contact person. If the patron is an organization, this field becomes a
text box, and the company name is entered by default. Changes to an organ-
izational contact must be entered manually. Changes to the Contact person
text box are not saved to the patron record in the back office.

(Optional) Enter a detailed description of the activity.

Either enter a date in the field or click the calendar icon to select it from the
popup calendar. For Meeting activities, this should be set to the end day of the
meeting.

(Outlook integration only) Save the email or meeting activity in CRM and open
the email or meeting in Outlook. You can then edit the item as you normally
would.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address
entered in the back office as email type E for the primary email address. If the
patron does not have an email address type E entered in the back office or
CRM, you cannot send the patron an email from CRM. To learn about working
with MS Outlook email in CRM, see Using Integrated Outlook.

For meeting activities only, use this field to enter the start and end date and
time. Click the calendar icon to select an end date from the popup calendar,
and use the drop-down list to select the end time. If you select All day event,
you do not need to enter an end time.
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Field

Usage Information

Fax
Number

Location

Message

Owner

Patron

Patron
Lookup

Phone
Number

Priority

Save

Send Email

Start Time

The list of fax and phone numbers from the customer or donor record in the
order they were entered in the back office. Since the fax phone type is not
included in the list of phone humbers, you may need to view the patron record
to select the appropriate fax number.

For meeting activities only, enter a description of the meeting location. This
field does not correspond to any meeting place or room addresses that are
available in MS Outlook. The text entered in this field is for information pur-
poses only.

For email and meeting activities, enter the body of the message for the email
or meeting.

The Message field is not required, so CRM will send a message or meeting invi-
tation with no body if you do not enter the message body here.

This field defaults to the sign in name of the creator. You can make any CRM
user the owner, including your supervisor and subordinates.

Click “% in the Owner field to display the User Lookup, and then use the form
to select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name,

you can enter it in the Owner field and then click % to get search results in
the User Lookup for the partial name. The User Lookup will find any CRM user.
For more information about the User Lookup, see Selecting Users with the User
Lookup. If the patron has an assigned representative and you enter a different
owner, CRM will display a warning message to that effect. However, an activity
can still be created with a non-assigned owner.

The Patron field is static and the lookup is unavailable on the Edit Activity
form.

Click “4 to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the phone number to use to contact the patron. The list of fax and phone
numbers from the customer or donor record are listed in the order they were
entered in the back office. The phone numbers have their the phone types
(home phone, cellular, etc.) displayed next to them.

(Optional) Select Low, Medium, Normal, or High from the priority list of the
activity. Your organization can decide what these priority levels mean. The
priority setting has no effect on CRM functionality, but you can use priority
assignments for reporting.

Click to save the activity and return to the previous form. If you want to create
a follow-up activity, click the Close Activity button instead. The Save button
is enabled only if all required fields have valid entries.

Click to send the email activity as an email message from your MS Outlook
account. CRM then closes the activity and gives you the option of creating a fol-
low-up activity.

For meeting activities only, use this field to enter the start date and time. Click
the calendar icon to select the start date from the popup calendar, and use the
drop-down list to select the times. If the meeting will last the whole day, select
All day event instead of entering start and end times.
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Field Usage Information
Subject Enter a brief description of the purpose of the activity.
Team (Optional) Owners who are assigned to one or more teams can assign the activ-

3. Cli

Closing
When yo

ity to one of those teams. Only teams to which the owner is assigned will be
available in the drop-down list. If you are a manager, you can configure teams.

ck Save. CRM displays the Activities hub.
Activities

u complete the task assigned to you in an activity, you need to change the status from

open to closed. If CRM is integrated with MS Outlook, email activities are closed automatically
when you send them. The rest of the activity types must be closed manually when the task is com-

pleted.

To close

an activity

1. On the Activities hub, click the activity, and then click Close activity.

>

»

L 3

Activities

O] Create activity
iF Create sales opportunity

I Create donabon opportunity
4, Create service cage

& Create patron

Sales Opportunities Donation Opportunities Service Cases Patron Inbox

Activities

View Al activities * Duedate - aAll- * Status  Open * Owner |meyer - Go

Status Activity Due date Subject Patron ]

H J
Qpen < Letter : Mar 31, 2011 Contact about sale Mr. Louis 1. Meye |
i (Due today) | Send a sales letter to this patron 4296

Inquiry Edit activity | Delete activity
R Open 4" phonecall Apr1, 2011 2011 Summertime Extravaganza John Smith r
(Due in 1 day) Use the cold eall seript, 257352
Setup = =
Cpen L phone call Apr 1, 2011 Initial Call Ms. Donna Simm: |
Calendar (Due in 1 day) Use eold call seript FEES
Open & phonecall Apr1, 2011 Initial Call Skyline Equipmer |

CRM displays the Close Activity dialog, which asks you what you want to do next.
Close Activity
Your changes will be saved and this activity will be dosed.
What would vou like to do nesxt?

'Q. Return bo My Actrrties
1) Create follow-up activity

() Bdit related opportunity or service case

= n

2. Select one of the options:

Return to My Activities. This will close the activity and display the Activities hub.

Create follow-up activity. This will close the activity and display the Create Activity
form. You can use this from to create another activity for the same patron. For instruc-
tions, see Manually Creating Activities.

Edit related opportunity or service case. CRM will only display this option if the activ-
ity is part of an opportunity or service case. This option will not display when closing stand-
alone activities. If you select this option, CRM will close the activity and display the
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opportunity or service case. See Working with Opportunities or Working with Service
Cases.

3. Click OK. CRM displays the form corresponding to the option you selected above.

Deleting Activities

You can delete your own or your subordinates' open or closed activities when they become unnec-
essary. When you delete activities, they are no longer visible in the Activity hub and will not be in
the results generated by data views. Deleting an activity does not delete or change the service
case or opportunity for which it was created.

To delete an open activity from the Activities hub

1. Select the activity, and then click Delete activity.

Activities
WView 4l activities = | Due date - All - ~ | Status  Open ~ Owner | Imeyer - Go
Status | Due dale Activity Subject Patron Priority Cwmer
Open Apr 12, 2011 ' Phonecall Initial Call Mr. Ray Tavary P Mormi Imeyer
(Due in & days) Use cold call seript 450
Open Apr 12, 2011 ' Phonecall Contact Regarding Sale John Smith P Normi Imeyer
(Due in & days) 257352
Open | Apr 15, 2011 " Phonecall Initial Email - Capital Campaign Ms. Ruth Staley 7% High Imeyer
H 700
y | Editactity | Delete activity
——

2. When the Attention dialog form displays, click OK. CRM redisplays the Activities list without
the deleted activity.

To delete an open activity during editing

1. Select the activity, and then click Edit activity.

Sales Opportunibes Donation Opportunities Patron Inbox

J Creste actinty Lt

3 Create sales opportunity

All activibes * Duedate -All- ~ | Status  Open = Owner |Imeyer - Go

[, Creste donstion opportunity

4, Create sarvice case Status Activity Due date Subject Patron Pr

4, Creste patron Open & Letter Mar 31, 2011 Contact about sale Mr. Louis . Meye ||

Send a sales letter to this patron 4296

—
Edt actrity
T

* Inguiry

Close activity Dielete activity

» Processes

J
Phone call  Apr 1, 2011 2011 Summertime Extravaganza John Smith "

(Due in 1 day] Use the cold call script, 257382

E)

Open

» Setup

o 1
Open 4. Phonecall  Aprl, 2011 Initial Call Ms. Donna Simme |

(Due in 1 day) Use cold call script Te56

» Calendar

Cpen ‘2 Phonecall Apr1, 2011 Initial Call Skyline Equipmei v
(Cue in 1 day) Use cold call script 3666

CRM displays the Edit Activity form.
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(1Y Additional Info

* Activity
* Patron
* Phone number
* Subject

Description

* Due date
* Owner
Batch
Attachment

Created by

2. Click Delete activity. CRM redisplays the Activities list without the deleted activity.

@ Phone call

450 &,
{713)555-1212 (HOME)
initial call

use call script

7/29/2011
Imeyer

38

jclark 6/24/2011 10:48 AM

@ Dutgoing () Incoming

* Contact person | Mr. Ray Tavary

Last updated by jclark 6/24/2011 10:50 AM

To delete a closed activity from the Activities hub

1. Display the closed activity by Filtering the Activity List.
2. Select the closed activity, and then click Delete activity.

Activities

Status | Duedate Activity subject Patron Priority | Owner
Cosed |1 Mar11,2011 @' phonecall  Initial Call Mr. Jack Roberts [ Normi Imeyer
| (26 days overdys = Use cold call script 4444
Ty
Closed | Mar 11, 2011 ' Phonecall First Phone Call Randall Lacaye | Normi Imeyer

(26 days overdue)

This activity is bound to bother our patrons during 381799

3. When the Attention dialog form displays, click OK. CRM redisplays the Activities list without
the deleted activity.

To delete an activity from the Activity History list

1. On the Activities hub, click the activity, and then click Activity History. If the activity

whose history you want to view is not in the list, try Filtering the Activity List.
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(Due in & days) Use cold call script 450
Open Apr 12, 2011 " Phonecall  Contact Regarding Sale John Smith
 (Due in & days) 257352

Activities

View Al activities ~ Duedate - All- - GStatus Open ~ Owner Imayer - Go I
Status. Due date Activity Subgect Patron
Open  Apr 12,2011 A Phonecall  Initial call Mr. Ray Tavary

Open Apr 15, 2011
(Due in 9 days)

Open Apr 15, 2011
(Due in 9 days)

Open Apr 22, 2011
(Due in 16 days)

. Phone call

. Phone call

. Phone call

Delete activity

Initial Call
Use cold call script

Initial Email - Capital Campaign

Initial Call
Use cold call script

Mr. Harold Toucl * Morma Imeyer
7457

700

Mr. Robert H. W1 ™ Morma Imeyer

200

Ms. Ruth Staley

Opportunity / Service Case

Contact Information Detals

Name
Priarity
Description

Last Updated By

Patron  John Smith
Activity  Phone call

Phone Number (281)555-1234

CRM displays the Activity History list.

Pricity

Normal

Normal

Nermal

v Activity History
Activity Status.
Email Closed

ontact: John Smith osed on Mar 29, 2011
Email Closed

ontact: John Smith osed on Mar
Phane call Closed

a n Smith ed on

Due date

Apr 1, 2011

Apr 1, 2011

Apr 1, 2011

Subject

2011 Summer Gala

2011 Summertime Bash

2011 Summertime Extravaganza

Owner

Imayar

Imeyer

Imeyer

Ema:
Patron 257352 &
Email  257352@pac.com

Subject 2011 Summer Gala

Due date  Apr 1, 2011

Owner  Imeyer

Imeyer 3/29/2011 3:41 PM

3. Click Delete activity.

4. When the Attention dialog form displays, click OK. CRM redisplays the Activities list.

Contact pers:

Team

Working with Opportunities

ast updated by

John Smith

Message | We're happy to announce the onssle of tickets to the 2011 Summer Gals. Becsuse we value your
patronage, we are giving you and a select few others the first chance at the best seats.

v Mormal

Imeyer 3/29/2011 3:41 PM

A CRM opportunity is a software representation of a real-life opportunity to sell tickets or solicit a
donation. Salespersons and solicitors can use CRM opportunities to facilitate and keep track of
what they do to win these real-life opportunities. Managers can use opportunities to track the prog-

ress and gauge the effectiveness of their salespersons and solicitors.

To facilitate both ticketing and fund raising, CRM includes separate opportunity representations for
both sales and donations. CRM sales opportunities and donation opportunities differ only by some
of data that is used to generate and develop them. Sales and donation opportunities are rep-
resented and used in CRM in basically the same way.
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e Working with Sales Opportunities
e Working with Donation Opportunities

Service cases are represented similarly in CRM as well. For more information, see Working with
Service Cases.

Working with Sales Opportunities

A sales opportunity represents a potential sale for your organization. CRM opportunities are
created to represent each of these real-world opportunities. Creating a CRM opportunity allows you
to track all activities, communication, and patron information related to a potential sale. Super-
visors create these sales opportunities in CRM and then assign them to sales representatives. This
assignment process can be done one opportunity at a time or in bulk. For information about bulk
processing opportunities, see Creating Opportunities in Bulk.

Sales representatives must take concrete steps to win sales opportunities. In CRM these steps are
represented by activities. A CRM opportunity always has an activity associated with it, so that sales
representatives know the next step toward winning the opportunity. As each activity is completed,
a representative can create another activity or close the opportunity. For more information about
CRM activities, see Working with Activities.

While representatives are working on opportunities, they can also update patron information,
change estimated close dates, add attachments, and edit opportunity information. When oppor-
tunities are closed, they are marked won or lost. Sales representatives must have the correct CRM
permissions to sales data to work with opportunities.

Note: Although working with donation opportunities is very similar to working with sales oppor-
tunities, there are some important differences. For information about donation opportunities, see
Working with Donation Opportunities.

When working with sales opportunities, you can do the following:

o Navigate the Sales Opportunities hub
e Filter the opportunity list

o View opportunity details

e View the Activity History

e Manually create opportunities

e Select patrons for opportunities

o Edit opportunities

e Close opportunities

o Delete opportunities

Navigating the Sales Opportunities Hub

The Sales Opportunities hub is the central place for working with sales opportunities in CRM. From
this hub you can edit, view, close, and delete opportunities. You can also create activities for the
opportunities within the hub. The Sales Opportunities hub is composed of the following parts:
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Sales Opportunities

Estimated close data - All - Opportunity filters - Go

Estimated close date  Patron Name Campaign Milestone Owner
Apr 22, 2011 Drew Lambright Cold Call Patron Larry's Campa Milestane 6 |meyer
(Due in 15 days) 387865 This is a great eppertunity to call some 5100.00

people during dinner time.

Show details | Creste new activity | Close opportunity | Delete opportunity
Apr 29, 2011 Sheryl Lamson Cold Call Patron Larry's Campa Milestone 6 [meyer
(Due in 22 days) 369680 Thin in = mrast annactunitg b sl cnee $100.00
Apr29,2011  Mr. ToddLatham Sales opportunity list =m'scames Milestane 6 Imeyer
(Due in 22 days) 365658 §100.00
Apr 29, 2011 Mr. Ronald Laufman Cold Call Patron Larry's Campa Milestone & |Imeyer
(Due in 22 days) 369661 This is & great opportunity to call some $100.00

people during dinner time.

Apr 29, 2011 Sheila Lawrence Cold Call Patron Larry's Campa Milestone 6 Imeyer

¥ Activity History

Activity Status. Pricrity Due date Subject Owner
Email Closed Norma Apr 7, 2011 Summer Fling Cnsale Imeyer
Fhona call Closed ACtIVIty Hi Story List mmer Fling Follow Up Imeyer

Opportunity filters

Use the drop-down settings in the opportunity filters area to display the list of sales opportunities
you want. Once you've set the filters, click the Go button to display the subset of opportunities. The
following filters are available:

o Estimated close date - This field filters opportunities by the date range during which they
should be closed. The selections include All, Today, Tomorrow, Overdue, Next 7 days, and
Next 30 days. These date selections are not configurable.

e Owner - This field filters opportunities by owner. By default, the Sales Opportunities hub dis-
plays the opportunities for which the currently signed in operator is owner. You can only view
opportunities owned by other operators if you are their supervisor. For this reason, this set-
ting only applies to supervisors.

If no opportunities meet the filter combination you set, the opportunity list is empty and CRM dis-
plays the message "There are no sales opportunities that match the search criteria. Please try
again." For more information about opportunity filters, see Filtering the Opportunity List.

Sales opportunity list

The sales opportunity list contents are determined by the current CRM operator and the filter set-
tings. By default, all open sales opportunities that are owned by the current operator are displayed.
In the list, each row represents an opportunity. Click an opportunity row to display the actions that
you can perform on that opportunity. Possible actions include:

Sales Opportunitics

Estimated close date - &l - * Owner Imeyer - G

Estimated close date| Patron Name Campaign Milestone | Cwmer
Apr 22,2011 Drew Lambright Cold Call Patron Larry's Campaign Milestone 6 Imeyer
(Due in 15 4 -~ $100.00

Apr 29,2011  Sheryl Lamson Larry's Campaign

d Milestone 6 Imeyer
(Due in 22 days) 369680 Use the celd call seript. $100.00

Apr 29, 2011 Mr. Todd Latham Cold Call Patron Larry's Campaign Milestone 6 |meyer
(Due in 22 days) 369658 Use the cold call script. $100.00
Apr 29, 2011 Mr. Ronald Lauvfman  Cold Call Patron Larry's Campasgn Milestone 6 Imeyer

e Show details. Click this button to display the Edit Sales Opportunity form (see Editing Sales
Opportunities).
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o Create new activity. Click this button to display the Create Activity form (see Manually Cre-
ating Activities).

e Close opportunity. Click this button to display the Close Opportunity dialog box (see Closing
Sales Opportunities).

o Delete opportunity. Click this button to delete the opportunity (see Deleting Sales Oppor-
tunities).

The list columns contain the same type of information for each opportunity in the list. The default
columns include the following:

e Estimated close date. The estimated close date and the number of days until or after the due
date,relative to the current date. If the due date is more than 30 days in the future or 30
days late, the due date and "Due in more than 30 days" or "More than 30 days overdue" are
displayed. The default sort is from the oldest to the furthest in the future date.

e Patron. The name of the patron for which the opportunity was created. Patron names are
sorted by last name then first name.

e Name. The opportunity nhames are sorted alphanumerically.

e Campaign. The campaign names are sorted alphanumerically.
e Milestone. The milestone names are sorted alphanumerically.
e Owner. The owner names are sorted alphabetically.

You can sort the opportunities in the list by column by clicking the column header. You can also
change the column order in the list by dragging the column headers. The columns will remain in the
new order for all your user sessions until you change the order. In addition, you can change a col-
umn's width by dragging the column borders. If there are too many opportunities in the list to dis-
play in the list area, a scroll bar appears on the right side of the list.

Activity History list

The Activity History list displays the activities associated with the opportunity that is selected in the
opportunity list. Both open and closed activities are included. By default, the Activity History listis
minimized. Click the bar to expand the list. When expanded, the list displays over the bottom part
of the opportunity list.

To view the details of an activity in the Activity History list, double-click the activity row. CRM will
display the Edit Activity form for open activities and the View Activity form for closed activities. For
information about using these forms, see Editing Activities and Viewing Activity Details.

You can sort the opportunities in the list by column by clicking the column header. You can also
change the column order in the list by dragging the column headers. The columns will remain in the
new order for all your user sessions until you change the order. In addition, you can change a col-
umn's width by dragging the column borders. If there are too many opportunities in the list to dis-
play in the list area, a scroll bar appears on the right side of the list.

The default columns include the following:

o Status. Activity statuses can be Open or Closed. Deleted activities are never displayed in the
Activity list, but you can see them using data views.

e Activity. Activity types include phone call, email, fax, letter, meeting, and other. The activity
type is chosen during manual or bulk activity creation. See Creating Activities in Bulk or Man-
ually Creating Activities.

e Due date. Displays the activity due date and the number of days until or after the due date,
relative to the current date. If the due date is more than 30 days in the future or 30 days
late, the due date and "Due in more than 30 days" or "More than 30 days overdue" are dis-
played. The default sort is from the oldest to the furthest out date.
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e Subject. The subjects of the activities are sorted by the subject name.
e Priority. High, Normal, Medium, or Low. The sort is alphabetical.

Filtering the Sales Opportunity List

You can filter the sales opportunity list to display only the opportunities on which you want to work.
By default, the opportunity list displays all open opportunities that are owned by the currently
signed in operator. However, you can change the list of opportunities by filtering for the estimated
close date. If you are a supervisor, you can also filter the list by owner. However, only your sub-
ordinates will be available for selection. Opportunity filters work the same for both sales and dona-
tion opportunities.

To filter the sales opportunity list

1. Click the Sales Opportunities button in the main navigation bar.

Welcome Larry Meyer

[] create activity
{3 Create sales opportunity

All activities = Status  Open ~ Owner  Imeyer - Go

B Create donation opportunity

9, Create service case Due date Subject

2 Create patron

Apr 12, 2011
(Due in 4 days)

Initial Call Mr. Ray Tavary
Use cold call script 450

" Phone call

» Inquiry Edit activity Delete activity
» Processes Apr 12, 2011 . Phonecall Contact Regarding Sale John Smith ™ nd
(Due in 4 days) 257352
> Setup - -~
Open Apr 15, 2011 . Phonecall TInitial Email - Capital Campaign Ms. Ruth Staley |~ Hi
» Calendar (Due in 7 days) 700

Open Apr 15, 2011 © Phonecall  Thank You Call Sheryl Lamson |7 ng

CRM displays the Sales Opportunities hub.

Sales Opportunities
Estimated close date - all - *  ODwner  Imeyer - Go
Estimated dlose date | Patron Name Campaign Milestone  Owner
Apr 29, 2011 Sheryl Lamson Cold Call Patron Larry's Campaign Milestane 6 |meysr
(Dus in 21 days) 369680 Use the cold call script. $100.00

Show details Create new activity Close opportunity Delete opportunity
Apr 29, 2011 Mr. Todd Latham Cold Call Patron Larry's Campaign Milestone 6 |Imeyer
(Due in 21 days) 369658 Use the cold call seript. $100.00
Apr 29, 2011 Mr. Ronald Laufman  Cold Call Patron Larry's Campasgn Milestone 6 Imeyer
(Due in 21 days) 369661 Use the cold call seript. $100.00
Apr 29, 2011 Sheila Lawrence Cold Call Patron Larry's Campaign Milestone & |meyer
(Due in 21 days) 393544 Use the cold call seript. $100.00
Apr 29, 2011 Hubert Lee Cold Call Patron Larry's Campaign Milestone & |meyer
(Due in 21 days) 381813 Use the cold call script, $100.00
Apr 29, 2011 Robert Lee Cold Call Patron Larry's Campaign Milestone & |meyer
(Due in 21 days) 387873 Use the cold call script. $100.00
Apr 29, 2011 Gregory Lemack Cold call Patron Larry's Campaign Milestone & |meyer
(Due in 21 days) 381805 Use the cold call script. $100.00
Apr 29, 2011 Champion Lin-abney Cold Call Patron Larry's Campaign Milestone & |meyer
(Due in 21 days) 369670 Use the cold call script. $100.00
Apr 29, 2011 Ms Katie Little Cold Call Patron Larry's Campaign Milestone & |meyer
(Due in 21 days) 357530 Use the cold call script. $100.00
Apr 29, 2011 Mr. Robert Loiseau  Cold Call Patron Larry's Campaign Milestone & |meyer
(Due in 21 days) 406081 Use the latest cold call script. $100.00
Apr 29, 2011 Mr. Mike Lovell Cold Call Patron Larry's Campaign Milestone 6 |Imeyer
~ Activity History

2. Inthe opportunity filters area, set the Estimated close date and Owner filters, and then
click the Go button. If you are not a supervisor, you cannot filter by owner.
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Estimated dose date Palro

Apr 29,2011  Sheryl Lamson
(Due in 21 days) 369680

Cold Call Patron
Use the cold call script.

Show details Create new activity Close opportunity Delate opportunity

Apr 29, 2011 Mr. Todd Lath;
(Due in 21 days) 369658

am Cold Call Patron
Use the cold call seript.

Larry’s Campaign

Larry’s Campaign

Milestone | Owner

Milestone 6 |meysr
$100.00

Milestone 6 Imeyer
$100.00

Apr 29,2011  Mr. Ronald Laufman  Cold Call Patron Larry's Campaign Milestone 6 Imeyer

CRM displays the filtered sales opportunity list.

Viewing Sales Opportunity Details

Once an opportunity has been created and assigned to you or one of your subordinates, you can
view its details at any time. The exception is that you cannot view the details of deleted oppor-
tunities. Some reasons you might want to view opportunity details include:

e You want to see the details of an opportunity that has been assigned to you.

e You are working on an activity, and you want to see the opportunity for which the activity
was created.

e You want to know why an opportunity was won or lost. To view closed opportunities, you
must use CRM Data Views.

e You are a supervisor, and you want to check the progress your subordinates are making on
their opportunities.

Note: Depending on your permissions, you may not be able to edit opportunities. In addition, your
permissions settings may limit you to read-only access or no access to opportunities at all. For
more information, see Managing Users.

To view sales opportunity details from the Sales Opportunities hub

1. Click the Sales Opportunities button in the main navigation bar.

Welcome Larry Meyer

Sales Opportunities Donation Opportunities

O] create activity vities

4} Create sales opportunity

View Al activities ~ Duedate - All - v | Status  Open v Owner Imeyer > Go

o Create donation opportunity

4, Create service case Due date

4 Create patron

Apr 12, 2011
(Due in 4 days)

" Phonecall  Initial Call Mr. Ray Tavary

Use cold call script 450

» Inquiry Edit activity Delete activity
» Processes Apr 12, 2011 ‘. Phonecall Contact Regarding Sale John Smith ‘_" N
(Due in 4 days) 257352
b Setup = -~
Open Apr 15, 2011 . Phonecall TInitial Email - Capital Campaign Ms. Ruth Staley Hi
» Calendar (Due in 7 days) 700

Open Apr 15, 2011 € Phone call  Thank You Call Sheryl Lamson _"' Nd

CRM displays the Sales Opportunities hub.
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Sales Opportunities

Estimated close date - all - *  Owner Imeyer

Estimated dose date | Patron

Name

Campaign

Milestone | Owner

(Due in 21 days) 369680

(Due in 21 days) 369653

(Due in 21 days) 368661

(Due in 21 days) 393844

Apr 29, 2011 Hubert
(Due in 21 days) 381813

Apr 29, 2011 Robert
(Due in 21 days) 387873
(Due in 21 days) 381805
(Due in 21 days) 369670

(Due in 21 days) 357530

(Due in 21 days) 406081

Apr 29, 2011 Sheryl Lamson

Apr 29, 2011 Mr. Todd Latham

Apr 29, 2011 Sheila Lawrence

Apr 29, 2011 Gregory Lemack

Apr 29, 2011 Ms Katie Little

Apr 29, 2011 Mr. Mike Lovell

Cald Call Patron
Use the cold call script.

Cold Call Patron

Use the cold call seript.

Apr 29, 2011 Mr. Ronald Laufman  Cold Call Patron

Use the cold call seript,

Cold Call Patron
Use the cold call seript.

Lee Cold Call Patron
Use the cold call script.

Lee Cold Call Patron
Use the cold call script.

Cold call Patron

Use the cold call script,

Apr 29, 2011 Champion Lin-abney Cold Call Patron

Use the cold call script,

Cold Call Patron
Use the cold call script,

Apr 29, 2011 Mr. Robert Loiseau  Cold Call Patron

Use the latest cold call script.

Cold Call Patron

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Milestone 6 |Imeysr
$100.00

Milestone 6 |meyer
$100.00

Milestone 6 |Imeyer
$100.00

Milestone & Imeyer
$100.00

Milestone & |meyer
$100.00

Milestone & |meyer
$100.00

Milestone & |meyer
$100.00

Milestone & |meyer
$100.00

Milestone & |meyer
§100.00

Milestone & |meyer
§100.00

Milestone 6 |Imeyer

~ Activity History

2. If the opportunity whose details you want to view or edit is not in the opportunity list, set the
Estimated close date and Owner filters, and then click the Go button. If you are not a
supervisor, you cannot filter by owner. Only your subordinates are available in the Owner

list.

3. Select the opportunity, and then click the Show Details button.

Sales Opportunities

Estimated close date - All - ~  Owner | Imeyer

——

Estimated dose date | Patron

Name

Milestone Owner

(Due in 124 e

Apr 29, 2011 Sheryl Lamson

Cold call Patron
Use the cold call script.

Larry's Campa..

Milestone 6 |Imeyer
$100.00

(Due in 18 days) 369658

(Due in 18 days) 369661

Apr 29, 2011 Mr. Todd Latham

Apr29,2011  Sheila Lawrence

Srtunity

Cold Call Patron
Use the cold call script.

Apr 29, 2011 Mr. Ronald Laufman Cold Call Patron

Use the cold call script.

Cold Call Patron

Deleta opportunity

Larry's Campa.

Larry's Campa.

Larry's Campa.

CRM displays the Edit Sales Opportunity form.

Milestone 6 Imeyear
$100.00

Milestone 6 |meyer
$100.00

Milestone 6 Imeyer

Edit Sales Dpportunity

* Opportunity name

* Patron Id

* Estimated close date
* Owner

Expected revenus

Description

Additional Information
Probability to close

Batch

Attachment

Created by

[kold Call Patron

369680 4y

4972011 [i5]
Imeyer Q
100.00

Use the cold call script,

40% bt

Imeyer 3/8/2011 2:33 PM

[ e Y

* Contact person
Priority
Team

Source campaign

Milestone

Last updated by

Sheryl Lamsan
™ Normal
Donor Team

Larry's Campaign

Milestone 6

| Restricted

Imeyer 4/7/2011 3:27 PM

To view sales opportunity details from the Activities hub

1. On the Activities hub, locate the activity associated with the opportunity whose details you
want to view, and then select the activity. If the activity you want to view is not in the list,
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try Filtering the Activity List.
2. Inthe Opportunity / Service Case pane, click the Details link.

Activities

View Al activities = Due date Al * Status  Open ~ Owner  Imeyer - Go

Status | Duedate | Activity Subject Patron | Priodity | Owner

Open Apr 12, 2011 ' Phonecall Initial Call Mr. Ray Tavary |" Normi Imeyer
{Due in 1 day) Use cold call seript 450

Open  Apr12, 2011 ' Phone call  Contact Regarding Sale John Smith T Normi Imeyer
(Due in 1 day) 257352

Open  Apr 15, 2011 ' Phonecall Initial Email - Capital Campaign Ms. Ruth Staley 7" High Imeyer
{Due in 4 days) 700

Oppartunity / Service d

Contact Information Details

Prigeity  Normal

L2

MName Spring Campaign

Description  Spring donation campaign. Use standard script. Phone

Last Updated By  Imeyer 4/7/2011 8:48 AM

Patron  Mr. Ray Tavary
Activity Phone call
Number (713)555-1212

~ Activity History

CRM displays the Edit Sales Opportunity form.

Edit Sales Opportunity

* Opportunity name

* Patron Id

* Estimated close date
* Owner

Expected revenue

Description

Additional Information
Probability to close

Batch

Attachment

Crested by

[lcold Call Patron I

369680 4y * Contact person | Sheryl Lamson -
42872011 5] Priority | P Narmal =
Imeyer Q Team | Donor Team -
100.00 Source campaign | Larry's Campaign -
Use the cold call script.
0% - Milestone | Milestone 6 -1
3 || Restricted

=
Imeyer 3/8/2011 2:33 PM Last updated by  Imeyer 4/7/2011 3:27 PM

| Close opportunity | Create new activiy | Cancet [ save |

To view sales opportunity details from a patron record

1.

In the patron record, click the Customer Profile tab. CRM displays the tab.

Patron Informatio

. Customer Profile
~——

Tonor Profile

Names Edit

VIF code
External Id
Announcament

Comments

Patron status A - Active
Patron source W - WBST

Addresses  Edit

P - PRIMARY
John Srnith

John Smith

Smidgen Smith
Female.

Notes Add

Last updated | From

| Subject

CRM Activities Add

Subject

[ Contact Regarding Sale 4/12/2011 -

| Due date

In the Sales Opportunities table, double-click the name of the opportunity that you want to
view or edit. By default, only opportunities that have an open date less than 6 months ago
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are included in the table. If you want to view opportunities older than 6 months, click the

Retrieve all link.

€3 Mr. John Smith (257352) Customer, Donor

LR PN Customer Profile

Ticketing Information Edit

1 - INDIVIDUAL
A - ACTIVE

s 10000

b Sales Group A

Sales rep  Larry Meyer (Ime.
Biling address B - 10978

Strawberry Fields,
Garden Greve, CA
92644

Shipging address  H - 5151 Jamboree

Rd, Tamball, TX

Opportunity name

Sales Opportunities Add Retrieve all

Owmer | Close date Amit

) Final sales for Fall Fling

BB rall Orive
Winter Early Bird Special

Imeyer 4/22/2011
Imeyer 5/13/2011
Imeyer 8/31/2011 2,500.00

Order History

Season Name
2011 2011 Season
TUTS11 TUTS 2011 SEASON

Balance |

0.00
229.00

If the opportunity is open and you or one of your subordinates is the owner, CRM displays the
Edit Sales Opportunity form. If the opportunity is closed or a user besides you or one of your

subordinates is the owner, CRM displays the View Sales Opportunity form.

Edit Sales Dpportunity

* Opportunity name

[Fmal Sales for Fall Fling

| Close opportuity | reste new activity | Concel [ save |

*Patron Id 257352 &, * Contact persen | John Smith -
* Estimated close date | 4/22/2011 pricrity | ¥ Naemal -
* Dwner | Imeyer Q Team | Jaff's Teams -
Expected revenus Source campaign | 2011 FB Seasons x
Description
Probability to close | 40% > Milestone | Milestone 2 >
Batch __ Restricted
Attachment [=
Created by  Imeyer 4/11/2011 4:01 PM Last updated by  Imeyer 4/21/2011 5:28 PM

2011 Season Ticket Sale

411951 & Contact parson  Mr Kurt Hasenbalg
Estimated close date  3/25/2011 Priority  Mormal
Owner  khasenbalg Team
Expected revenue Source campaign
Description
Probability to closs M

Batch cted

Attachment

Created by  khasenbalg 3/10/2011 1:48 PM Last updated by  khasenbalg 3/10/2011 1:48 PM

Viewing the Activity History of a Sales Opportunity

As you work toward winning a sales opportunity, you add and close CRM activities for the sales

opportunity item. CRM creates an activity history for the item that you can display while you work.

You can view the activity history on the Sales Opportunities hub.

Tip: You can also view the activity history of a sales opportunity item in the patron summary of the

patron for which the item was created. However, the activity history in the patron summary

includes the activities for all opportunities, service cases, and standalone activities that have been

created for the patron. For more information, see Viewing the Patron Summary.

To view the activity history of a sales opportunity
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1. Click the Sales Opportunities button in the main navigation bar.

[] create activity

4, Create service cage

& Create patron

v

Inguiry

v

Processes

v

Setup

Calendar

v

§3 Create sales opportunity
] Create donation opportunity

ome Larry

All activities

Due date

Activity

Subject

Patron

Apr 12, 2011
(Due in 4 days)

2
“ Phone call

Initial Call
Use cold call script

Mr. Ray Tavary
450

Apr 15, 2011

Open Apr 12, 2011
(Due in 4 days)

Open Apr 15, 2011

(Due in 7 days)

L Phone call

L Phone call

Phone call

CRM displays the Sales Opportunities hub.

Thank You Call

Contact Regarding Sale

Tnitial Email - Capital Campaign

Sales Opportunities

Estimated close date - All -

*  Owner Imeyer

Estimated dlose date | Patron

Apr 29, 2011
(Dus in 21 days) 369680

Apr 29, 2011
(Due in 21 days) 369653

Apr 29, 2011
(Due in 21 days) 368661

Apr29, 2011 Shei
(Due in 21 days) 393844

Apr 29, 2011
(Due in 21 days) 381813

Apr 29, 2011
(Due in 21 days) 387873

Apr 29, 2011
(Due in 21 days) 381805

Apr 29, 2011
(Due in 21 days) 369670

Apr 29, 2011
(Due in 21 days) 357530

Apr 29, 2011
(Due in 21 days) 406081

Apr 29, 2011

Sheryl Lamson

Mr. Todd Latham

Mr. Ronald Laufman

Lawrence

Hubert Lee

Robert Lee

Gregory Lemack

Champion Lin-abney

Ms Katie Little

Mr. Robert Lolseau

Mr. Mike Lovell

Name

Cold Call Patron
Use the cold call script.

Cald Call Patron

Campaign

Use the cold call seript,

Cold Call Patron

Use the cold call seript,

Cold Call Patron

Use the cold call seript.

Cold Call Patron

Use the cold call script,

Cold Call Patron

Use the cold call script,

Cold call Patron

Use the cold call script,

Cold Call Patron

Use the cold call script,

Cold Call Patron

Use the cold call script,

Cold Call Patron

Use the latest cold call script.

Cold Call Patron

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Milestone | Owner

Milestone 6 |meysr
£100.00

Milestone 6 |meyer
$100.00

Milestone 6 |Imeyer
$100.00

Milestone & |meyer
$100.00

Milestone & |meyer
$100.00

Milestone & |meyer
$100.00

Milestone & |meyer
$100.00

Milestone & |meyer
$100.00

Milestone & |meyer
§100.00

Milestone & |meyer
§100.00

Milestone 6 |Imeyer

~ Activity History

John Smith
257352

Ms. Ruth Staley
700

Sheryl Lamson

2. Select the sales opportunity item for which you want to view the activity history, and then
click the Activity History bar.

l Sales Opportunities

Estimated close date - All - ~ | Owner Imeyer = Go

Estimated close date ¥ FPatron Name Campaign Malestone | Owmer
Aug 31, 2011 Mr. John Smith Winter Early Bird... 2012 Football Renewals Imeyer
(Due in more than 30 days) 257352 §2,500.00

Jul 31, 2011 Mr. Van H. Schmutz New Season sales  Anne's Campaign Milestone 1 Imeyer
(Cue in more than 30 days) 50 §1,500.00

Jul 31, 2011 Ms. Donna Simmons New Season sales  Anne's Campaign Milestone 1 Imeyer
(Due in more than 30 days) 7656 §1,500.00

Jul 31, 2011 Ms. Amy C. Plummer New Season sales Anne's Campaign Milestone 1 Imeyer
{Dwe in more than 30 days) 7458 §1,500.00

Jul 31, 2011 Mr. Jack Roberts New Season sales Anne's Campaign Milestone 1 |Imeyer
(Due in more than 30 days) 4444 £1,500.00

Jul 31, 2011 Skyline Equipment New Season sales Anne's Campaign Milestone 1 |Imeyer
(Due in more than 30 days) 3656 $1,500.00

Jul 31, 2011 Mr. Robert H. Whitten New Season sales Anne's Campaign Milestone 1 |meyer
(Due in more than 30 days) 200 §1,500.00

Jul 31, 2011 Mr. Harold Touchstone New Season sales Anne's Campaign Milestone 1 Imeyer
{Due in more than 30 days) 7457 §1,500.00

Jul 31, 2011 Mr. Ray Tavary New Season sales Anne's Campaign Milestone 1 Imeyer
(Due in more than 30 days) 450 $1,500.00

Jul 15, 2011 Mr. Brad Holmes New Season Sales 2011 FB Seasons Milestone 1 Imeyer
(Due in 18 days) 13256 Mew Football season £1,500.00

ticket sales. We are

S
IA Activity History I
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CRM displays the Activity History list for the selected sales opportunity.

~ |
Sales Opportunities
Estimated close date - Al - = | Owner  Imeyer - Go.
Estimated cose date ¥ Patron Name Campaign Milestone | Crwmer
Aug 31, 2011 Mr. John Smith Winter Early Bird Special 2012 Foottall Imeyer

(Due in more then 30 days) 257352 $2,500.00

Show details Create new activity Close opportunity Delete opportunity

Jul 31, 2011 Mr. Van H. Schmutz New Season sales Anne’s Campa.. Milestone 1 Imeyer
(Due in more than 30 days) 50 $1,500.00

Jul 31, 2011 Ms. Donna Simmans New Season sales Anne’s Campa.. Milestone 1 Imeyer
(Due in more than 30 days) 7666 $1,500.00

Jul 31, 2011 Ms. Amy C. Plummer  New Season sales Anne's Campa.. Milestone 1 Imeyer
(Due in more than 30 days) 7456 $1,500.00

Jul 31, 2011 Mr. Jack Roberts New Season sales Anne's Campa.. Milestone 1 Imeyer
(Cue in more than 30 days) 4444 §1,500.00

Jul 31, 2011 Skyline Equipment New Season sales Anne’s Campa.. Milestone 1 Imeyer
in more than 30 davs] 3888 1,500.00

¥ Activity History

Activity Priority Due date Subyect Owner

Phone call Normal Aug 31, 2011 Special rate available for early renewal meyer

Ema: Cliox Mormal Jun &, 2011 Mora Information About Fall Fling meyer

Tips about viewing the Activity History:

You can sort the opportunities in the list by column by clicking the column header. You can also
change the column order in the list by dragging the column headers. The columns will remain in the
new order for all your user sessions until you change the order. In addition, you can change a col-
umn's width by dragging the column borders. If there are too many opportunities in the list to dis-
play in the list area, a scroll bar appears on the right side of the list.

The default columns include the following:

o Status. Activity statuses can be Open or Closed. Deleted activities are never displayed in the
Activity list, but you can see them using data views.

e Activity. Activity types include phone call, email, fax, letter, meeting, and other. The activity
type is chosen during manual or bulk activity creation. See Creating Activities in Bulk or Man-
ually Creating Activities.

o Due date. Displays the activity due date and the number of days until or after the due date,
relative to the current date. If the due date is more than 30 days in the future or 30 days
late, the due date and "Due in more than 30 days" or "More than 30 days overdue" are dis-
played. The default sort is from the oldest to the furthest out date.

e Subject. The subjects of the activities are sorted by the subject name.
e Priority. High, Normal, Medium, or Low. The sort is alphabetical.

Manually Creating Sales Opportunities

A CRM sales opportunity is created to track all related activities, communication, and information
(forecast revenue, potential close date, and probability of closing) related to a potential sale. Each
opportunity is assigned to a sales representative. When creating a sales opportunity, sales rep-
resentatives will also create the opportunity’s first activity.

Note: This topic describes standalone, manual opportunity creation. However, the most common
method of creating opportunities is as part of the bulk opportunity creation process. If you need to
create a large number of similar opportunities quickly, you should use batch creation instead of
this manual procedure.
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A typical use of manual opportunity creation is to track incoming communications from patrons,
since the arrival of such communications cannot be anticipated. Opportunities may also be man-
ually created when the number of actual opportunities is small.

To manually create a sales opportunity

1. Inthe navigation pane, click the Create sales opportunity button.

Sales Opportunities Donation Opportunities

Activities

Wiew Al activities * Due date

9. Creste service case

(Duet

Open < Letter Mar 3
(Due i

Open E Phone call Apr 1
» Calendar (Due i

nen L - Awe @

CRM displays the Create Sales Opportunity form.

Create Sales Opportunity

L ETEN  Additional Information

* Opportunity name | | |

* Patron Id | Jd or Keyword ( * Contact person

* Estimated close date Prionty | ™ Normal

W B | e | B

Next Step
* Activity | @ Phone call - * Phone number -

* Subject

* Due date fis] Priority | ™ Normal -

2. Set value for each field with an asterisk (required), and optionally enter values for any of the
remaining fields. See the table below for an alphabetical list of the fields that may be
included on this form with usage information about each one.

See an alphabetical list of the fields with usage information.

Field Usage Information

Activity Select an activity type for the first step towards winning the opportunity. The
activity is automatically assigned to the owner of the opportunity. For the
Phone Call, Email, Fax, Letter, and Other activity types, you must select either
Outgoing or Incoming. Outgoing activities are initiated by internal per-
sonnel, whereas incoming activities are created in response to communication
from external patrons. Outgoing and incoming do not apply to Meeting activ-
ities. If you change the activity type after entering information in other fields
on this form, the information you entered will be kept.

Additional  This tab contains data that is optional during sales opportunity creation, includ-
Information ing probability to close, milestone selection, file attachments, and access
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Field Usage Information

tab restriction. All Additional Information tab fields are optional.

Address When creating a letter activity, select an address from this drop-down list. The
addresses appear in the order they are entered during patron entry in the back
office or CRM.

Attachment (Optional) Use this field to add a .rtf, .doc, .docx, .pdf, .jpg, .bmp, .xls, or
.xlIsx file attachment to a sales opportunity. File size cannot exceed 2MB.

Cancel Click this button to close the form without saving and return to the previous

Contact per-
son

Description

Details tab

Due date

Email

End Time

Estimated
close date

Expected
revenue

Fax
Number

Location

form.

Select the contact person from the patron record. Name #1 from the customer
record in the back office is available by default in the drop-down list. If the rec-
ord has a Name #2, that name can also be selected from the list. You can only
select one contact person. If the patron is an organization, this field becomes a
text box, and the company name is entered by default. Changes to an organ-
izational contact must be entered manually. Changes to the Contact person
text box are not saved to the patron record in the back office.

(Optional) In the first Description text box, enter a detailed description of the
sales opportunity. In the Description text box in the Next Step area, enter a
description of the next step activity.

The default tab on the Create Sales Opportunity form. Use this tab to enter key
information about the new opportunity. When you switch between this tab and
the Additional Information tab, any entered or selected data is kept. You can
navigate to the Additional Information tab even if you have entered invalid
data on the Details tab.

Either enter a date in the field or click the calendar icon to select it from the
popup calendar. For Meeting activities, this should be set to the end day of the
meeting.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address
entered in the back office as email type E for the primary email address. If the
patron does not have an email address type E entered in the back office or
CRM, you cannot send the patron an email from CRM. To learn about working
with MS Outlook email in CRM, see Using Integrated Outlook.

For meeting activities only, use this field to enter the start and end date and
time. Click the calendar icon to select an end date from the popup calendar,
and use the drop-down list to select the end time. If you select All day event,
you do not need to enter an end time.

Enter or use the calendar popup to select the approximate date on which the
owner will complete this opportunity. The estimated close date can be past,
present or future.

Enter the amount of money that you expect to be generated from the sales
opportunity. The entry must be numeric and can include a decimal point and
commas.

The list of fax and phone numbers from the customer or donor record in the
order they were entered in the back office. Since the fax phone type is not
included in the list of phone numbers, you may need to view the patron record
to select the appropriate fax number.

For meeting activities only, enter a description of the meeting location. This
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Field

Usage Information

Message

Milestone

Next Step

Opportunity
name

Owner

Patron Id

field does not correspond to any meeting place or room addresses that are
available in MS Outlook. The text entered in this field is for information pur-
poses only.

For email and meeting activities, enter the body of the message for the email
or meeting.

The Message field is not required, so CRM will send a message or meeting
invitation with no body if you do not enter the message body here.

This a customizable field that is used for reporting. The default names are:
Milestone 1, Milestone 2, Milestone 3, Milestone 4, Milestone 5, and Milestone
6. Donation opportunities and sales opportunities each have their own set of
milestone names. Contact Paciolan for assistance with customization.

The area of the Details tab where the activity required for the opportunity is
entered. This is the first activity that must be completed to win the oppor-
tunity. This activity will display on the Activity hub of the opportunity owner
and that of the owner's supervisor.

The descriptive name that is displayed wherever the opportunity is rep-
resented in CRM.

This field defaults to the sign in name of the creator. You can make any CRM
user the owner, including your supervisor and subordinates, as long as they
are active users and their permissions include ticketing data for sales oppor-
tunities. For permissions information, see managing users.The owner cannot
be changed once the opportunity is closed.

Click € inthe gwner field to display the User Lookup, and then use the form

to select an owner. Or, if you know the owner's sign in name, you can enter
the name directly into the Owner field. If you only know part of the sign in
name, you can enter it in the gyner field and then click © to get search

results in the User Lookup for the partial name. The User Lookup will find any
CRM user. For more information about the User Lookup, see Selecting Users
with the User Lookup. If the patron has an assigned representative and you
enter a different owner, CRM will display a warning message to that effect.
However, an opportunitycan still be created with a non-assigned owner.

User Lookup

Enter Search Criteria

Email Seanch Reset

Search Results

Logon name First name Last name Ermail Supervisor ‘

Enter the patron ID or keyword, or use the Patron Lookup to select a patron. A
sales opportunity can only be associated with one patron. Once the patron ID
is entered, the patrons from the record will be available in the Contact per-
son field. If the patron has an assigned owner other than the one in the
Owner field, CRM will display a warning message to that effect. For infor-
mation about searching for and assigning owners to patrons, see Working with
Patrons. The Patron Id field is static and the lookup is unavailable if this form
is accessed from a patron profile or while converting an email to an oppor-
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Field

Usage Information

Patron
Lookup

Phone
Number

Priority

Probability
to close

Restricted

Save

Source cam-
paign

Start Time

Subject
Team

tunity . This is because CRM assumes the sales opportunity is being created
for that patron.

Click “ to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the phone number to use to contact the patron. The list of fax and phone
numbers from the customer or donor record are listed in the order they were
entered in the back office. The phone numbers have their the phone types
(home phone, cellular, etc.) displayed next to them.

(Optional) Select Low, Medium, Normal, or High from the priority list of the
opportunity and the next step activity. Your organization can decide what these
priority levels mean. When you change the opportunity priority during manual
creation or editing, CRM automatically changes the Next Step activity priority
as well. However, if you change the priority later, the existing next step activ-
ity's priority will not change. The priority setting has no effect on CRM func-
tionality, but you can use priority assignments for reporting.

The likelihood that an opportunity will be successfully closed (won). This field
is used for reporting only. The available values are: 0%, 10%, 20%, 30%,
40%, 50%, 60%, 70%, 80%, 90%, 100%. When you close an opportunity and
mark it as won or lost, this value is automatically changed to 100% for won or
0% for lost. For more information, see Closing Sales Opportunities.

Select this option to limit viewing of the opportunity to users with permissions
that allow them access to restricted data. For more information, see Setting
Up User Permissions. You can only set this option if you or one of your sub-
ordinates is the owner of the opportunity.

Click this button to save changes, close the form, and return to the previous
form. If you created the opportunity by clicking the Create sales oppor-
tunity button in the left navigation pane, CRM will display the Sales Oppor-
tunities hub. The Save button is enabled only if all required fields have valid
entries.

(Optional) Select one of the predefined source campaigns from the drop-down
list. CRM campaigns are used to group opportunities for reporting. They allow
you to measure campaigns against each other or report on a single campaign
with opportunities created from different patron lists. See Managing Source
Campaigns.

For meeting activities only, use this field to enter the start date and time. Click
the calendar icon to select the start date from the popup calendar, and use the
drop-down list to select the times. If the meeting will last the whole day,
select All day event instead of entering start and end times.

Enter a brief description of the purpose of the activity.

(Optional) Owners who are assigned to one or more teams can assign the
opportunity to one of those teams. Only teams to which the owner is assigned
will be available in the drop-down list. If you are a manager, you can configure
teams.

3. Click the Save button.

Selecting Patrons During Sales Opportunity Creation

As part of manually creating a sales opportunity, you need to select the patron for which you are
creating the opportunity. To select a patron you can use a known patron Id number, a keyword, or
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the integrated Patron Lookup. Except for its integration into the sales opportunity creation process,
the Patron Lookup works just like the Patron Search form on the Patron hub.

When using the Patron Lookup, you can search for a patron using the patron's name, Id, keywords,
phone numbers, or email addresses. If the patron is an organization, you can search by the organ-
ization name. Once you locate the patron, you can assign the patron to the sales opportunity you
are creating.

To select a patron using the patron Id number

1. On the Create Sales Opportunity form in the Patron 1Id field, enter the patron Id number,
and then click the magnifying glass icon Cx

Create Sales Opportunity |
[P EHLE  Additional Information

* Opportunity nam

* Contact person
* Estimated close date Pricrity | T Normal

* Owner | Imeyer (=1 Team

o [P [P | P

Expected revenue Source campaign

Description

Next Step
* Activity | & Phone call - * Phone number -

* Subject

* Due date Priority | ™ Normal

If the patron Id number is valid, CRM populates the Create Sales Opportunity form with the
patron's information. If the patron Id is invalid, CRM displays the Patron Lookup. In this case,
use the procedure to select a patron using the Patron Lookup search below.

Create Sales Opportunity |
[PL=TEl Addibional Information
* Opportunity name | Fall Renewals Campaign
* patron Id | 4444 Q * Contact person | Mr. Jack Roberts -
* Estimated close date [ Priority | £ Normal -
* Owner | Imeyer Q Team -
Expected revenue Source campaign
Descripbion
Next Step
* ctivity | & Phone call - * Phone number | (281)555-1234 (HOME) -]
* Subject
Description
*puedate | s Prier ty | ™ Normal

To select a patron using a patron keyword

1. On the Create Sales Opportunity form in the Patron Id field, enter the keyword, and then
click the magnifying glass icon Q.
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Create Sales Opportunity |
[P Additionsl Information
* Opportunity namg
* Contact person -
* Estimated close date Priority | ™ Mormal -
* Owner | Imeyer Q Team -
Expected revenue Source campaign -
Description
Next Step
* Activity | @ Phone call - * Phone number -
* Subject
Description
* Due date Pricrity | ™ Normal -

If only one patron record contains the keyword, CRM populates the Create Sales Opportunity
form with the patron's information. If more than one patron record uses the keyword, CRM
displays the Patron Lookup with the matching patron records in the search results.

Patron Lookup

Keyword = | | jamesj | Create patron
e ——
L] Hame Sexondary name. Phone Email Shipping address. I
6050 .Jam!.'s_ Jack E. . . .5‘312 Thrush, Housten, TXT =
321837 Jammes, Jacki 321937 @pac.com
340387 James, lan 349387 @pac.com
28644 lames, Jlason 2002 Woodland Spring, He
409711 larmes, Jason 409711 @pac.com
363933 James, Jean
248828 James, Jennifer 248B2E@pac.com
300172 Jarnes, Jeremy
309491 James, Jeremy 309491 @pac.com
3487EE  James, Jeremy tuts-hsent 3487BE@pac.com

384063 James, Jesse
356375 James, Jewel

25821 Jarnes, Jienmy 13510 Ortega Ln., Houston
392638  James, Johanna 39263E@pac.com
396376  James, John 396376 @ pac.com
376434 lames, Jordan 376404 @pac.con

2. Locate the patron for which you are creating the sales opportunity. You can rearrange the col-

umns by dragging their column headers. You can sort the list by the data in a column by click-
ing the column header.

3. Double-click the patron's row. CRM redisplays the Create Sales Opportunity form populated
with the patron's information.
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* Opportunity name

Fall Renewals Campaign

Create Sales Opportunity |
LTl Addibional Information

* patron Id | 4444 Q * Contact person | Mr. Jack Roberts M
* Estimated close date E Prionty f‘ Normal - |
* Owner | Imeyer q Team >
Expected revenue Source cAampaign - |
Descripbion |
Next Step

* Activity | Phone call - * Phone number [ (281)555-1234 (HOME) -}
* Subject |

Description
* Due date E eriority | ™ Normal =

To select a patron using the Patron Lookup search

1. On the Create Sales Opportunity form in the Patron Id field, click the magnifying glass icon

Q

* Opportunity nag
o Patron Id

Id or Keyword

Create Sales Opportunity |
[P Additionsl Information

CRM displays the Patron Lookup.

* Estimated close date Priority | ™ Nermal
* Owner | Imeyer Q Team
Expected revenue Source campaign
Description
Next Step
* Activity | @ Phone call - * Phone number
* Subject
Description
* Due date Priority | T Normal

H

Patron Lookup

2. Select the search mode from the drop-down list.
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P
Patron Name v

3. Based on the search mode, enter the appropriate alphanumeric characters in the text boxes.

See a table that describes the acceptable entries for each search mode.

Search
mode

Acceptable entries

Patron name

Patron Id
Keyword

Phone
number

Email
address

Organization
name

Any alphanumeric

In the second text box, you can use the asterisk (*) wildcard as long as the
first character is a letter. For example, if you want to find the first name John,
you can enter J*, Jo*, or Joh* . You cannot use *ohn. You also cannot use wild-
cards for last names in the first text box.

Any alphanumeric
Any alphanumeric. The search will return patron records with partial keyword

matches.
Any alphanumeric

Must be a valid email address format. For example, name@example.com

Any alphanumeric

The image below shows the Patron Name search mode, which has two required text boxes.

Patron Lookup

I Fatron Name -

Smith I 3ohn| II Search Create patron

(1] Name

Secondary name Phone Email Shappang address Bl

4. Click the Search button. CRM displays the search results. If no patrons match the search
criteria, CRM displays a message to that effect.
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Patron Lookup
Fatron Name = || Smith John @ Create patron
e ———————————————————————————
i Name Secondary name Phone Email Shipping address I
233751 Senith, lohn Smith, linny (515)555-8765 .j;mll"25@gmall.(.89?ﬂ Harmbone Court, IRVI [
257352 Smith, lohn Smith, Smidgen (2B1)555-1234  jsmith@paciclan. 5151 Jamboree Rd, Tomba
257358 Smith, ohn Smith, Bambam (949)555-9567  257358@pac.com 97896 Eldorado Circle, Lagr |
264148 Smith, lohn Smith, Purgy (949)555-8482  sensosmitho@ho 5567 Beringer Plaza, Costa |
285092 Senith, lohn Seith, Smallinda (049)555-8182  bilbonics@hotma 9874 Bilbo Blvd, Laguna Ni ¢
320695  Smith, lohn Smith, Hellacia (941)555-1538 320695@pac.com 98769 Center Center, Fuller ¢
322106  Smith, John Smith, Pieata (933)555-8792 322106@pac.com 9492 Boston Cream Pie Pla ©
354757 Smith, lohn Semith, Smelly (034)555-0082 30300B@pac.con 34343 Happy Face Place, Ir :
364041 Smith, lohn Smith, Shelly lane (333)355-4738  johnlovessmidge: 3480 iPhone Lane, Raritan, {
364668  Smith, lohn Smith, Xena (933)555-4872 36466B@pac.conm 478EY Bigowy Ave, Rasitan, ©
365657  Smith, lohn Smith, Ubaldocita (844)555-2843 365657 @pac.com Puerta Luca 334, Luca Mex |
365068  Smith, lohn Smith, Cylindrical (555)555-3854  35506B@pac.com 2352 Revolution 23, Chaos !
392418 Senith, lohn Smith, Bellacosa (033)555-3056 39241B@pac.com 42323 Hardtafigure St, Cor
397632 Smith, ohn Smith, Chirpy (944)555-3856 397632@pac.com 4777 Very Thirsty 5t, Perfec ©
403993 Smith, ohn Smith, Elasticity (444)555-6666 beleagured@paci 2368 Damascus Ct, San Jos
411929 Seith, lohn Semith, Lovey (408)555-1234  myhometownB5E 5525 Chimichanga Yum, Ce ©

5. Locate the patron for which you are creating the sales opportunity. You can rearrange the col-
umns by dragging their column headers. You can sort the list by the data in a column by click-
ing the column header.

6. Double-click the patron's row. CRM redisplays the Create Sales Opportunity form populated
with the patron's information.

Create Sales Opportunity |
[Pl Addibonal Information
* Opportunity name | Fall Renewals Campaign
* patron Id | 4444 Q * Contact person | Mr. Jack Roberts. v
* Estimated close date [is] Priority | P Normal -
* Owner | Imeyer Q Team -
Expected revenue Source campaign -
Descripbion
Next Step
+ Activity | Phone cal - * Phone number | (281)555-1234 (HOME) -]
* Subject
Description
* Due date El priority | ™ Normal v

Editing Sales Opportunities

Sales opportunities for which you or your subordinates are the owner can be accessed on the Sales
Opportunities hub. These opportunities have been assigned an owner during manual or bulk oppor-
tunity creation. Once an opportunity is assigned to you, the goal is to complete the activities
required to close the opportunity. To accomplish this goal, you may need to edit the opportunity's
fields or create a new activity for the opportunity .

Tip: In the procedure below, a sales opportunity is accessed using the Sales Opportunity hub. You
can also access opportunities from associated patron records and activities. For more information,
see Viewing Sales Opportunity Details.

To edit a sales opportunity
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1. Click the Sales Opportunities button in the main navigation bar.

Welcome Larry Meyer

Donation

[] create activity
4} Create sales opportunity

All activities ~  Duedate - All - v | Status  Open v Owner Imeyer > Go

o Create donation opportunity

Due date

4, Create service cage Activity Subject

Open Apr 12, 2011 . Phonecall Initial Call Mr. Ray Tavary
(Due in 4 days) Use cold call script 450

2 Create patron

» Inquiry

» Processes

Apr 12, 2011 ‘' Phonecall Contact Regarding Sale John Smith

(Due in 4 days) 257352
» Setup — >~
Open Apr 15, 2011 . Phonecall Initial Email - Capital Campaign Ms. Ruth Staley | Hi
» Calendar (Due in 7 days) 700

Open Apr 15, 2011 . Phonecall Thank You Call Sheryl Lamson ﬁ N

CRM displays the Sales Opportunities hub.

Sales Opportunities

Estimated close date - all - *  ODwner  Imeyer - Go

Estimated dlose date | Patron Name Campaign Milestone  Owner
Apr 29, 2011 Sheryl Lamson Cold Call Patron Larry's Campaign Milestane 6 |meysr
(Due in 21 days) 369680 Use the cold call script. $100.00

Apr 29, 2011 Mr. Todd Latham Cold Call Patron Larry's Campaign Milestone 6 Imeyer
(Due in 21 days) 369658 Use the cold call seript. $100.00
Apr 29, 2011 Mr. Ronald Laufman  Cold Call Patron Larry's Campaign Milestone 6 Imeyer
(Due in 21 days) 369661 Use the cold call seript. $100.00
Apr 29, 2011 Sheila Lawrence Cold Call Patron Larry's Campaign Milestone & |meyer
(Due in 21 days) 393544 Use b old call script. $100.00
Apr 29, 2011 Hubert Lee Cold Call Patron Larry's Campaign Milestone & |meyer
(Due in 21 days) 381813 Use the cold call script, $100.00
Apr 29, 2011 Robert Lee Cold Call Patron Larry's Campaign Milestone & |meyer
(Due in 21 days) 387873 Use the cold call script, $100.00
Apr 29, 2011 Gregory Lemack Cold call Patron Larry's Campaign Milestone & |meyer
(Due in 21 days) 381805 Use the cold call script. $100.00
Apr 29, 2011 Champion Lin-abney Cold Call Patron Larry's Campaign Milestone & |meyer
(Due in 21 days) 369670 Use the cold call script. $100.00
Apr 29, 2011 Ms Katie Little Cold Call Patron Larry's Campaign Milestone & |meyer
(Due in 21 days) 357530 Use the cold call script, §100.00
Apr 29, 2011 Mr. Robert Loiseau  Cold Call Patron Larry's Campaign Milestone & |meyer
(Due in 21 days) 406081 Use the latest cold call script. §100.00
Apr 29, 2011 Mr. Mike Lovell Cold Call Patron Larry's Campaign Milestone 6 |Imeyer

~ Activity History

2. If the opportunity whose details you want to view or edit is not in the opportunity list, set the
Estimated close date and Owner filters, and then click the Go button. If you are not a
supervisor, you cannot filter by owner. Only your subordinates are available in the Owner
list.

3. Select the opportunity, and then click the Show Details button.

Sales Opportunities

Estimated close date - all - ~ Owner  Imeyer - Go

Estimated close date | Patron Mame ‘Campaign Milestone Owner
Apr 29, 2011 Sheryl Lamson Cold call Patron Larry's Campa. Milestone 6 Imeyer
(Due in 188 " Use the cold call script. £100.00

Apr 29, 2011 Mr. Todd Latham Celd Call Patron Larry's Campa. Milestone 6 Imeyer
(Dus in 18 days) 369658 Use the cold call script. $100.00
Apr 29, 2011 Mr. Ronald Laufman Cold Call Patron Larry's Campa. Milestone 6 |meyer
(Due in 18 days) 369661 Use the cold call script. $100.00
Apr 29, 2011 Sheila Lawrence Cold Call Patron Larry's Campa. Milestone 6 Imeyer

CRM displays the Edit Sales Opportunity form.
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Edit Sales Dpportunity

* Opportunity name

* Patron Id

* Owner

Additional Information

* Estimated close date | 4729/72

n | Use the cold call script,

e | 40%

+ 6 Restricted

[ ey e

[ecid Call Fatron
369680

2011 [is]

* Contact person Sheryl Lamson
™ Normal

meyer m | Denor Team

A e[|

100.00 surce campaign | Lamry's Campaign

estone | Milestone 6

Imeyer 3/8/2011 2:33 PM ed by Imeyer 4/7/2011 3:27 PM

4. Edit the field values as required.

See an alphabetical list of the fields with usage information.

Field

Usage Information

Attachment (Optional) Use this field to add a .rtf, .doc, .docx, .pdf, .jpg, .bmp, .xls, or

Batch

Cancel

.xlIsx file attachment to a sales opportunity. File size cannot exceed 2MB.

If the opportunity was created as part of a bulk process, this field displays the
bulk process batch number. If no nhumber is displayed, the opportunity was
manually created.

Click this button to close the form without saving changes. If you began editing
the opportunity by clicking the Show Details button on the Sales Oppor-
tunities hub, CRM displays the Sales Opportunities hub. If you began editing
from the Customer Profile tab of a patron profile form, CRM redisplays the tab
on that form.

Close oppor-If no further activity is required to pursue the opportunity, you can click this

tunity

button to both save changes and close the opportunity. For more information,
see Closing Sales Opportunities.

Contact per- Select the contact person from the patron record. Name #1 from the customer

son

Create new
activity

Created by

Delete
opportunity

record in the back office is available by default in the drop-down list. If the rec-
ord has a Name #2, that name can also be selected from the list. You can only
select one contact person. If the patron is an organization, this field becomes a
text box, and the company name is entered by default. Changes to an organ-
izational contact must be entered manually. Changes to the Contact person
text box are not saved to the patron record in the back office.

Displays the Create Activity form with the same owner and the opportunity's
patron as the contact person. In addition, if the opportunity has a batch ID,
CRM assigns the batch ID to the new activity.

A read-only field that displays the sign in name of the user who created the
opportunity, as well as the creation date and time.

See Deleting Sales Opportunities.

Description Edit the description of the sales opportunity.
Estimated Enter or use the calendar popup to select the approximate date on which the
close date owner will complete this opportunity. The estimated close date can be past,
present or future.
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Field Usage Information

Expected (Supervisors only) Enter the amount of money that you expect to be generated

revenue from the sales opportunity. The entry must be numeric and can include a dec-
imal point and commas.

Last A read-only field that displays the sign in name of the user who last updated

updated by the opportunity, as well as the update date and time. The user and date/time
display is not updated when activities associated with the opportunity are
changed.

Milestone  This a customizable field that is used for reporting. The default names are:

Opportunity
name

Owner

Patron Id

Patron
Lookup

Priority

Probability

Milestone 1, Milestone 2, Milestone 3, Milestone 4, Milestone 5, and Milestone
6. Donation opportunities and sales opportunities each have their own set of
milestone names. Contact Paciolan for assistance with customization.

The descriptive name that is displayed wherever the opportunity is rep-
resented in CRM.

This field defaults to the sign in name of the creator. You can make any CRM
user the owner, including your supervisor and subordinates, as long as they
are active users and their permissions include ticketing data for sales oppor-
tunities. For permissions information, see managing users.The owner cannot
be changed once the opportunity is closed.

Click <} inthe Owner fi€ld to display the User Lookup, and then use the form

to select an owner. Or, if you know the owner's sign in name, you can enter
the name directly into the Owner field. If you only know part of the sign in
name, you can enter it in the g\yner field and then click | to get search

results in the User Lookup for the partial name. The User Lookup will find any
CRM user. For more information about the User Lookup, see Selecting Users
with the User Lookup, If the patron has an assigned representative and you
enter a different owner, CRM will display a warning message to that effect.
However, an opportunitycan still be created with a non-assigned owner.

User Lookup

Enter Search Criteria

Email Search Reset

Search Results

Logon name First name Last name Ermail Supervisor ‘

The Patron Id field is static and the lookup is unavailable on the Edit Sales
Opportunity form.

Click G to display the Patron Lookup. For information, see Using the Patron
Lookup.

(Optional) Select Low, Medium, Normal, or High from the priority list of the
opportunity. Your organization can decide what these priority levels mean.
When you change the opportunity priority during editing, CRM does not change
the priority of the activity that was added by the opportunity creation process.
The priority setting has no effect on CRM functionality, but you can use priority
assignments for reporting.

The likelihood that an opportunity will be successfully closed (won). This field
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Field

Usage Information

to close

Restricted

Save

Source cam-
paign

Team

is used for reporting only. The available values are: 0%, 10%, 20%, 30%,
40%, 50%, 60%, 70%, 80%, 90%, 100%. When you close an opportunity and
mark it as won or lost, this value is automatically changed to 100% for won or
0% for lost. For more information, see Closing Sales Opportunities.

Select this option to limit viewing of the opportunity to users with permissions
that allow them access to restricted data. For more information, see Setting
Up User Permissions. You can only set this option if you or one of your sub-
ordinates is the owner of the opportunity.

Click this button to save changes, close the form, and return to the previous
form. If you created the opportunity by clicking the Create sales oppor-
tunity button in the left navigation pane, CRM will display the Sales Oppor-
tunities hub. The Save button is enabled only if all required fields have valid
entries.

(Optional) Select one of the predefined source campaigns from the drop-down
list. CRM campaigns are used to group opportunities for reporting. They allow
you to measure campaigns against each other or report on a single campaign
with opportunities created from different patron lists. See Managing Source
Campaigns.

(Optional) Owners who are assigned to one or more teams can assign the
opportunity to one of those teams. Only teams to which the owner is assigned
will be available in the drop-down list. If you are a manager, you can configure
teams.

5. Click the Save button.

To create a new act

ivity for a sales opportunity

1. Click the Create new activity button.

[ Create activity

£F Create sales spportunity

4. Crests service case
4, Create patron

» Inquiry

» Processes

b Setup

¥ Calendar

4 June, 2011 *

Su Mo Tu We Th Fr Sa

34

CRM displays

I Create donation opportunity

View your outlook calendar

2011 | Help | Sign out

| Inbox

H Mew  [H Reply 3 Convert Open in Cutisek

From Subject Received

& Wl jsmith257352@gmail.con Imvitation: Membership Options Discussion @ Fri Jul 29, 200 6/3/2011 %:07 AM 6969

John Smith Motor Home Parking 6/7/2011 9:33 AM 2600

=Y Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM

|l Larry Meyer Latest Totals Sheet 5/25/2011

¥ Wl Lary Meyer Possible Lead 5/20/20
]

Larry Meyer Patron Fallow Up 5/20/2011 1:55 PM

Motor Home Parking
John Smith
ent  Tue, Jun 7, 2011 9:31 AM

Larry Meyer

Hi Larry,

I just wanted to thank you for allowing motor home parking in lot B. It makes my experience before the event so
much better!

John Smith

» Sales O

the Create Activity form.
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* Patron 4444
* Phone number
* Subject

* Due date

attachment

Create Activity

* Activity | %8 Phone call > | @ Outgoing {_) Incoming

* Owner | Imeyer

* Contact person | Mr. Jack Roberts

m priority | ™ Normal
Taam

2. From the Activity drop-down list, select the type of activity that you want to create. The
required and optional fields on the form change based on the activity type.

3. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. Click the link below to display a table with usage information about the
fields on this form. Because the group of fields displayed varies by activity type, the table
lists the fields in alphabetical order.

See an alphabetical list of the fields with usage information.

Field

Usage Information

Activity

Add meet-
ing to Out-
look
calendar

Address

Attachment

Cancel

Close activ-
ity

For the Phone Call, Email, Fax, Letter, and Other activity types, you must
select either Outgoing or Incoming. Outgoing activities are initiated by inter-
nal personnel, whereas incoming activities are created in response to com-
munication from external patrons. Outgoing and incoming do not apply to
Meeting activities. If you change the activity type after entering information in
other fields on this form, the information you entered will be kept.

(Outlook integration only) For a Meeting activity, select this option to add the
meeting to your Outlook calendar. Your entry in the Location field will be auto-
matically added to the Location field in the Outlook meeting. However, con-
ference rooms with addresses in Outlook will not be added to the meeting.

If a patron has an email address, you can also choose to send a meeting invi-
tation to the patron's email account. If the patron has Outlook or another email
application that supports Outlook meeting invitations, the patron can then add
the meeting to an email integrated calendar. Depending on the Outlook inte-
gration of the patron's email application, you may also receive a confirmation
email when the meeting invitation is accepted. See Using Integrated MS Out-
look for more information.

When creating a letter activity, select an address from this drop-down list. The
addresses appear in the order they are entered during patron entry in the back
office or CRM.

(Optional) Use this field to add a .rtf, .doc, .docx, .pdf, .jpg, .bmp, .xls, or
.xlsx file attachment to a sales opportunity. File size cannot exceed 2MB.

Click this button to close the form without saving and return to the previous
form.

Click this button to close an activity. When you click Close Activity, any
changes you've made will be saved, and then the activity status is changed
from open to closed. You will also be given the choice of creating a follow-up
activity or returning to the previous form.
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Field

Usage Information

Contact per-Select the contact person from the patron record. Name #1 from the customer

son

Description
Due date

Edit in Out-
look

Email

End Time

Fax

Number

Location

Message

Owner

record in the back office is available by default in the drop-down list. If the rec-
ord has a Name #2, that name can also be selected from the list. You can only
select one contact person. If the patron is an organization, this field becomes a
text box, and the company name is entered by default. Changes to an organ-
izational contact must be entered manually. Changes to the Contact person
text box are not saved to the patron record in the back office.

(Optional) Enter a detailed description of the activity.

Either enter a date in the field or click the calendar icon to select it from the
popup calendar. For Meeting activities, this should be set to the end day of the
meeting.

(Outlook integration only) Save the email or meeting activity in CRM and open
the email or meeting in Outlook. You can then edit the item as you normally
would.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address
entered in the back office as email type E for the primary email address. If the
patron does not have an email address type E entered in the back office or
CRM, you cannot send the patron an email from CRM. To learn about working
with MS Outlook email in CRM, see Using Integrated Outlook.

For meeting activities only, use this field to enter the start and end date and
time. Click the calendar icon to select an end date from the popup calendar,
and use the drop-down list to select the end time. If you select All day event,
you do not need to enter an end time.

The list of fax and phone numbers from the customer or donor record in the
order they were entered in the back office. Since the fax phone type is not
included in the list of phone numbers, you may need to view the patron record
to select the appropriate fax number.

For meeting activities only, enter a description of the meeting location. This
field does not correspond to any meeting place or room addresses that are
available in MS Outlook. The text entered in this field is for information pur-
poses only.

For email and meeting activities, enter the body of the message for the email
or meeting.

The Message field is not required, so CRM will send a message or meeting invi-
tation with no body if you do not enter the message body here.

This field defaults to the sign in name of the creator. You can make any CRM
user the owner, including your supervisor and subordinates, as long as they
are active users and their permissions include ticketing data for sales oppor-
tunities. For permissions information, see managing users.The owner cannot
be changed once the opportunity is closed.

Click “4 in the Owner field to display the User Lookup, and then use the form
to select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name,

you can enter it in the Owner field and then click “ to get search results in
the User Lookup for the partial name. The User Lookup will find any CRM user.
For more information about the User Lookup, see Selecting Users with the User
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Field Usage Information

Lookup. If the patron has an assigned representative and you enter a different
owner, CRM will display a warning message to that effect. However, an oppor-
tunitycan still be created with a non-assigned owner.

Patron Enter the patron ID or keyword, or use the Patron Lookup to select a patron. A

sales opportunity can only be associated with one patron. Once the patron ID is
entered, the patrons from the record will be available in the Contact person
field. If the patron has an assigned owner other than the one in the Owner
field, CRM will display a warning message to that effect. For information about
searching for and assigning owners to patrons, see Working with Patrons. The
Patron Id field is static and the lookup is unavailable if this form is accessed
from a patron profile or while converting an email to an opportunity . This is
because CRM assumes the sales opportunity is being created for that patron.

Patron Click “4 to display the Patron Lookup. For information, see Using the Patron
Lookup Lookup.

Phone Select the phone number to use to contact the patron. The list of fax and phone
Number numbers from the customer or donor record are listed in the order they were

entered in the back office. The phone numbers have their the phone types
(home phone, cellular, etc.) displayed next to them.

Priority (Optional) Select Low, Medium, Normal, or High from the priority list of the

opportunity and the next step activity. Your organization can decide what these
priority levels mean. When you change the opportunity priority during manual
creation or editing, CRM automatically changes the Next Step activity priority
as well. However, if you change the priority later, the existing next step activ-
ity's priority will not change. The priority setting has no effect on CRM func-
tionality, but you can use priority assignments for reporting.

Save Click to save the activity and return to the previous form. If you want to create

a follow-up activity, click the Close Activity button instead. The Save button
is enabled only if all required fields have valid entries.

Send Email (Outlook integration only) Click to send the email activity as an email message

from your MS Outlook account. CRM then closes the activity and gives you the
option of creating a follow-up activity.

Start Time For meeting activities only, use this field to enter the start date and time. Click

the calendar icon to select the start date from the popup calendar, and use the
drop-down list to select the times. If the meeting will last the whole day, select
All day event instead of entering start and end times.

Subject Enter a brief description of the purpose of the activity.

Team (Optional) Owners who are assigned to one or more teams can assign the

opportunity to one of those teams. Only teams to which the owner is assigned
will be available in the drop-down list. If you are a manager, you can configure
teams.

4. Do one of the following:

For Phone Call, Fax, Letter, Meeting, or Other activities, click Save.

For an Email activity, click Send Email. CRM prompts you to either return to the Activ-
ities hub or create a follow-up activity. To create a follow-up activity, select Create fol-
low-up activity, and then click OK. Once you click OK, CRM closes the activity you just
completed. CRM displays the Create Activity form. The form displays with the patron infor-
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mation from the original email activity, and you can then repeat this procedure to create a
new activity.

Close Activity
Your changes will b ssved and this sctivity will be closed.
‘What would you like to do next?

@ Return bo My Actrvities

i) Create follow-up activity

= a

Closing Sales Opportunities

Once you have won or lost an opportunity, you should close the opportunity to remove it from the
list of open opportunities. You must be the owner or the supervisor of the owner to close an oppor-
tunity. Opportunities must be marked as won or lost as part of the close opportunity process. This
is done so that your organization can track how successful you have been in achieving the goals of
your opportunities.

If you mark an opportunity as won, you must also enter the monetary amount of the sale. If you
mark an opportunity as lost, you will be required to select the reason for the loss. For information
about configuring lost reasons, see Managing Lost Reason Codes.

Tip: The procedure below uses the Sales Opportunities hub, but you can also close opportunities
from the Edit Sales Opportunity form. See Editing Sales Opportunities for more information.

To close a sales opportunity

1. Click the Sales Opportunities button in the main navigation bar.

2 ;M Welcome Larry Meyer | Today is Apr 8, 2011 | Help | Sign o

Activities Sales Opportunities Donation Opportunities

Activities

[] create activity
4} Create sales opportunity

All activities ~  Duedate - All - v | Status  Open v Owner Imeyer > Go

B Create donation opportunity

9, Create service case Due date Subject

Initial Call Mr. Ray Tavary
Use cold call script 450

2 Create patron Apr 12, 2011 " Phone call

(Due in 4 days)

» Inquiry Edit activity | Delete activity
R Apr 12, 2011 ‘Il Phonecall Contact Regarding Sale John Smith
(Due in 4 days) 257352
* Setup = ~
Open Apr 15, 2011 . Phonecall Initial Email - Capital Campaign Ms. Ruth Staley | Hi
» Calendar (Due in 7 days) 700
Open Apr 15, 2011 € Phone call  Thank You Call Sheryl Lamson ‘_" Nd

CRM displays the Sales Opportunities hub.

User Guide 58



Paciolan

CRM 1.0

Sales Opportunities

(Dus in 21 days) 369680

Apr 29, 2011 Mr. Todd Latham
(Due in 21 days) 369658

Apr 29, 2011 Mr. Ronald Laufman
(Due in 21 days) 368661

Apr 29, 2011 Sheila Lawrence
(Due in 21 days) 393544

Apr29, 2011 Hubert Lee
(Due in 21 days) 381813

Apr 29, 2011 Robert Lee
(Due in 21 days) 387873

Apr 29, 2011 Gregory Lemack
(Due in 21 days) 381805

Apr29,2011  Champion Lin-abney
(Due in 21 days) 369670

Apr 29, 2011 Ms Katie Little
(Due in 21 days) 357530

Apr 29,2011 Mr. Robert Loiseau
(Due in 21 days) 406081

Apr 29, 2011 Mr. Mike Lovell

etails Create new activity

Use the cold call script.

& opportunity Delete o
Cold Call Patron Larry's Campaign
Use the cold call seript.

Cald Call Patron Larry's Campaign
Use the cold call seript,

Cald Call Patron Larry's Campaign
Use the cold call script,

Cold Call Patron Larry's Campaign
Use the cold call script,

Cold Call Patron Larry's Campaign
Use the cold call script,

Cold Call Patron Larry's Campaign
Use the cold call script,

Cold Call Patron Larry's Campaign
Use the cold call script.

Cold Call Patron Larry's Campaign
Use the cold call script,

Cold Call Patron Larry's Campaign
LUise the latest cold call script.

Cold Call Patron Larry's Campaign

Estimated close date - All - *  Owner Imeyer -
Estimated dlose date | Patron Name Campaign Milestone  Owner
Apr 29, 2011 Sheryl Lamson Cold Call Patron Larry's Campaign Milestane 6 |meysr

$100.00

Milestone 6 |meyer
$100.00

Milestone 6 |Imeyer
$100.00

Milestone & |meyer
$100.00

Milestone & |meyer
§100.00

Milestone & |meyer
$100.00

Milestone & |meyer
$100.00

Milestone & |meyer
$100.00

Milestone & |meyer
§100.00

Milestone & |meyer
§100.00

Milestone 6 |Imeyer

~ Activity History

2. If the opportunity you want to close is not in the opportunity list, set the Estimated close
date and Owner filters, and then click the Go button. If you are not a supervisor, you can-
not filter by owner.

3. Select the opportunity, and then click the Close opportunity button.

Sales Opportunities

(Due in 18 days) 369680

Show details
Apr 29, 2011 Mr. Todd Latham
(Due in 18 days) 369658

Apr 29,2011 Mr. Ronald Laufman
(Due in 18 days) 369661

Apr29,2011  Sheila Lawrence

Create new activity

Use the oo
—

Clo:

Cold Call Patron
Use the cold call script.

Cold Call Patron
Use the cold call script.

Cold Call Patron

Larry's Campa.

Larry's Campa.

Larry's Campa.

CRM displays the Close Opportunity dialog box.

Close Oppartunity

Outcome

@ Won

) Lost

Fieason

Actual revenue amount | |

4. Do one of the following:

Estimated close date - All - ~  Owner | Imeyer -
Estimated close date Patron Name Campaign Milestone  Owner
Apr 29, 2011 Sheryl Lamson Cold call Patron Larry's Campa. Milestone 6 Imeyer

$100.00

Milestone 6 Imayer

$100.00

Milestone 6 Imeyer
$100.00

Milestone 6 Imeyer

o If you won the opportunity, select Won, and then enter the numerical amount in Actual
revenue amount.

o If you lost the opportunity, select Lost, and then select a lost reason from the Reason

list.

5. Click OK. CRM redisplays the Sales Opportunities hub with the closed opportunity removed.

Deleting Sales Opportunities

If you are a supervisor, you can delete your own or a subordinate's opportunities. You may want
to do this if you created an opportunity by mistake or if you do not want the opportunity to be
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recorded as either won or lost. When you delete an opportunity, all of its associated activities and
attachments are also deleted.

Tip: The procedure below uses the Sales Opportunities hub, but you can also delete opportunities
from the Edit Sales Opportunity form. See Editing Sales Opportunities for more information.

To delete a sales opportunity

1. Click the Sales Opportunities button in the main navigation bar.

Sales

4F Create sales

I Create donat

» Inquiry
» Processes
» Setup

» Calendar

CRM displays the Sales Opportunities hub.

[] create activity

4, Create servic

2 Create patron

Opportunities Donation Opportunities

Activities

opportunity Al activities

1on opportunity

e case Due date

Apr 12, 2011
(Due in 4 days)

Apr 12, 2011
(Due in 4 days)

Open Apr 15, 2011
(Due in 7 days)

Open Apr 15, 2011

Edit activity

" Phone call

L Phone call

' Phone call

Initial Call
Use cold call script

" Phone call

Delete activity

Contact Regarding Sale

Tnitial Email - Capital Campaign

Thank You Call

Mr. Ray Tavary
450

John Smith }" Ng
257352

Ms. Ruth Staley
700

Sheryl Lamson [

Apr 29, 2011
(Due in 21 days)
Apr 29, 2011
(Due in 21 days)

Apr 29, 2011
(Due in 21 days)
Apr 29, 2011
(Due in 21 days)
Apr 29, 2011
(Due in 21 days)
Apr 29, 2011
(Due in 21 days)
Apr 29, 2011
(Due in 21 days)
Apr 29, 2011
(Due in 21 days)
Apr 29, 2011
(Due in 21 days)

Apr 29, 2011

Show details

Create new activity Close opportunity

Mr. Todd Latham Cold Call Patron
369658 Use the cold call seript,

Mr. Ronald Laufman  Cold Call Patron

369661 Use the cold call script,
Sheila Lawrence Cold Call Patron
393544 Use the cold call seript.
Hubert Lee Cold Call Patron
381813 Use the cold call script.
Robert Lee Cold Call Patron
387873 Use the cold call script.
Gregory Lemack Cold call Patron
381805 Use the cold call script.

Champion Lin-abney Cold Call Patron

369670 Use the cold call seript,
Ms Katie Little Cold Call Patron
357530 Use the cold call script,

Mr. Robert Loiseau  Cold Call Patron
406081 Use the latest cold call script.

Mr. Mike Lovell Cold Call Patron

Delete opportunity

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Larry's Campaign

Sales Opportunities

Estimated close date - All - *  Owner  Imeyer -

Estimated dlose date | Patron Name Campaign Milestone  Owner
Apr 29, 2011 Sheryl Lamson Cold Call Patron Larry's Campaign Milestane 6 |meysr
(Due in 21 days) 369680 Use the cold call script. $100.00

Milestone 6 |Imeyer
$100.00

Milestone 6 |Imeyer
$100.00

Milestone & |meyer
$100.00

Milestone & |meyer
§100.00

Milestone & |meyer
$100.00

Milestone & |meyer
$100.00

Milestone & |meyer
$100.00

Milestone 6 |mayer
$100.00

Milestone & |meyer
§100.00

Milestane 6 |meyer

~ Activity History

2. If the opportunity you want to delete is not in the opportunity list, set the Estimated close
date and Owner filters, and then click the Go button. If you are not a supervisor, you can-

not filter

by owner.

3. Select the opportunity, and then click the Delete opportunity button.

Sales Opportuniti

(Due in 18 days)

Apr 29, 2011
(Due in 18 days)

Apr 29, 2011
(Due in 18 days)

Apr 29, 2011

Show details

369680 Use the cold call script.

Create new activity =0

Mr. Todd Latham Cold Call Patron
369658 Use the cold call script.

Mr. Ronald Laufman  Cold Call Patron
369661 Use the cold call script.

Sheila Lawrence Cold Call Patron

Estimated close date - All - ~  Owner | Imeyer -
Estimated close date | Patron Mame ‘Campaign Milestone Owner
Apr 29, 2011 Sheryl Lamson Cold call Patron Larry's Campa. Milestone 6 Imeyer

Larry's Campa

Larry's Campa

Larry's Campa.

$100.00

Milestone 6 Imeyer
$100.00

Milestone 6 Imeyer
$100.00

Milestone 6 Imeyer
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CRM displays a warning to make sure you want to delete the opportunity.

Attention!

l You are sbout to delete this appartunity. Do you want to continue?

| Cancel | ox |

4. Click OK. CRM deletes the opportunity and redisplays the Sales Opportunities hub.

Working with Donation Opportunities

A donation opportunity represents a potential donation to your organization. CRM opportunities are
created to represent each of these real-world opportunities. Creating a CRM opportunity allows you
to track all activities, communication, and patron information related to a potential donation. Super-
visors create these donation opportunities in CRM and then assign them to fund development rep-
resentatives. This assignment process can be done one opportunity at a time or in bulk. For
information about bulk processing opportunities, see Creating Opportunities in Bulk.

Fund development representatives must take concrete steps to win donation opportunities. In CRM
these steps are represented by activities. A CRM opportunity always has an activity associated with
it, so that fund development representatives know the next step toward winning the opportunity.
As each activity is completed, a representative can create another activity or close the opportunity.
For more information about CRM activities, see Working with Activities.

While representatives are working on opportunities, they can also update patron information,
change estimated close dates, add attachments, and edit opportunity information. When oppor-
tunities are closed, they are marked won or lost. Fund development representatives must have the
correct CRM permissions to development data to work with opportunities.

Note: Although working with sales opportunities is very similar to working with donation oppor-
tunities, there are some important differences. For information about sales opportunities, see
Working with Sales Opportunities.

When working with donation opportunities, you can do the following:

o Navigate the Donation Opportunities Hub
o Filter the opportunity list

e View opportunity details

e View the Activity History

e Manually create opportunities

e Select patrons for opportunities

e Edit opportunities

e Close opportunities

e Delete opportunities

Navigating the Donation Opportunities Hub

The Donation Opportunities hub is the central place for working with donation opportunities in CRM.
From this hub you can edit, view, close, and delete opportunities. You can also create activities for
the opportunities within the hub. The Donation Opportunities hub is composed of the following
parts:
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Donation Opportunities

Opportunity filters o

Estimated close date - All -

Goal amount | Owmer
$1,000.00 Imeyer

Estimated dose date Patron Name Drive
May 6, 2011 Mr. Jack Roberts 2010-2011 Individuals
{Due in 9 days) 4444

Spring Campaign
Campaign to donate to spring
campaign, use standard script

Delete opportunity

Show details Create new activity

2010-2011 Individuals

May 6, 2011 Mr. Van H. Schmutz Spring Campaign $1,000.00 Imeyer
(Due in 9 days) 50 Famnainn tn Annats tn enring

pt
May &, 2011 Ms. Donna Simmon: &5 IES Dpportu nity “St 2010-2011 Individuals $1,000.00 Imeyer
(Due in 9 days) 7666 g

pt
May 6, 2011 Skyline Equi Skyline Equi Spring C 2010-2011 Corporate $1,000.00 Imeyer
{Due in 9 days) 3666 Campaign to donate to spring

campaign, use standard script

May 6, 2011 Mr. Ray Tavary Spring Campaign 2010-2011 Individuals $1,000.00 Imeyer
o = ia Jra—
~ Activity History
Activity Status Priority Due date Subject Cramer
Phone call Open Normal May §, 2011 Dvd he get our email? Imeyer

Email Closed

Activity History LiSt . eied ponor Imeyer

Opportunity filters

Use the drop-down settings in the opportunity filters area to display the list of donation oppor-
tunities you want. Once you've set the filters, click the Go button to display the subset of oppor-
tunities. The following filters are available:

o Estimated close date - This field filters opportunities by the date range during which they
should be closed. The selections include All, Today, Tomorrow, Overdue, Next 7 days, and
Next 30 days. These date selections are not configurable.

e Owner - This field filters opportunities by owner. By default, the Donation Opportunities hub
displays the opportunities for which the currently signed in operator is owner. You can only
view opportunities owned by other operators if you are their supervisor. For this reason, this
setting only applies to supervisors.

If no opportunities meet the filter combination you set, the opportunity list is empty and CRM dis-
plays the message "There are no donation opportunities that match the search criteria. Please try
again." For more information about opportunity filters, see Filtering the Opportunity List.

Donation opportunity list

The donation opportunity list contents are determined by the current CRM operator and the filter
settings. By default, all open donation opportunities that are owned by the current operator are dis-
played. In the list, each row represents an opportunity. Click an opportunity row to display the
actions that you can perform on that opportunity. Possible actions include:

Donation Opportunities
Estimated close date - All - *  Owner  Imeyer - Go
Estimated close date Patron Name Drive Goal amount | Orwiver
May 6, 2011 Mr. Jack Roberts Spring Campaign 2010-2011 Individuals §1,000.00 Imeyer
{Due in 9 days) 4444 ampaign to donate to spring
e —
ol Show details Create new activity Close opportunity Delete opportunity  JI
May 6, 2011 y pring Campaign 2010-2011 Individuals $1,000.00 Imeyer
(Due in 9 days) S0 Campaign to donate to spring
campaign, use standard script
May 6, 2011 Ms. Donna Simmons Spring Campaign 2010-2011 Individuals §1,000.00 Imeyer
{Due in 9 days) 7665 Campaign to donate to spring
campaign, use standard script
May 6, 2011 Skyline Equipment Skyline Spring Campaign 2010-2011 Corporate §1.000.00 Imeyer
{Dwe in 9 days) 3665 Campaign to donate to spring
campaign, use standard script
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e Show details. Click this button to display the Edit Donation Opportunity form (see Editing
Donation Opportunities).

e Create new activity. Click this button to display the Create Activity form (see Manually Cre-
ating Activities).

e Close opportunity. Click this button to display the Close Opportunity dialog box (see Closing
Donation Opportunities).

o Delete opportunity. Click this button to delete the opportunity (see Deleting Donation Oppor-
tunities).

The list columns contain the same type of information for each opportunity in the list. The default
columns include the following:

e Estimated close date. The estimated close date and the number of days until or after the due
date,relative to the current date. If the due date is more than 30 days in the future or 30
days late, the due date and "Due in more than 30 days" or "More than 30 days overdue" are
displayed. The default sort is from the oldest to the furthest in the future date.

e Patron. The name of the patron for which the opportunity was created. Patron names are
sorted by last name then first name.

e Name. The opportunity names are sorted alphanumerically.
e Drive. The drive names are sorted alphanumerically.

e Goal amount. The goal amounts are sorted numerically.

e Owner. The owner names are sorted alphabetically.

You can sort the opportunities in the list by column by clicking the column header. You can also
change the column order in the list by dragging the column headers. The columns will remain in the
new order for all your user sessions until you change the order. In addition, you can change a col-
umn's width by dragging the column borders. If there are too many opportunities in the list to dis-
play in the list area, a scroll bar appears on the right side of the list.

Activity History list

The Activity History list displays the activities associated with the opportunity that is selected in the
opportunity list. Both open and closed activities are included. By default, the Activity History list is
minimized. Click the bar to expand the list. When expanded, the list displays over the bottom part
of the opportunity list.

To view the details of an activity in the Activity History list, double-click the activity row. CRM will
display the Edit Activity form for open activities and the View Activity form for closed activities. For
information about using these forms, see Editing Activities and Viewing Activity Details.

You can sort the opportunities in the list by column by clicking the column header. You can also
change the column order in the list by dragging the column headers. The columns will remain in the
new order for all your user sessions until you change the order. In addition, you can change a col-
umn's width by dragging the column borders. If there are too many opportunities in the list to dis-
play in the list area, a scroll bar appears on the right side of the list.

The default columns include the following:

e Status. Activity statuses can be Open or Closed. Deleted activities are never displayed in the
Activity list, but you can see them using data views.

e Activity. Activity types include phone call, email, fax, letter, meeting, and other. The activity
type is chosen during manual or bulk activity creation. See Creating Activities in Bulk or Man-
ually Creating Activities.

o Due date. Displays the activity due date and the number of days until or after the due date,
relative to the current date. If the due date is more than 30 days in the future or 30 days
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late, the due date and "Due in more than 30 days" or "More than 30 days overdue" are dis-
played. The default sort is from the oldest to the furthest out date.

e Subject. The subjects of the activities are sorted by the subject name.
e Priority. High, Normal, Medium, or Low. The sort is alphabetical.

Filtering the Donation Opportunity List

You can filter the donation opportunity list to display only the opportunities on which you want to
work. By default, the opportunity list displays all open opportunities that are owned by the cur-
rently signed in operator. However, you can change the list of opportunities by filtering for the esti-
mated close date. If you are a supervisor, you can also filter the list by owner. However, only your
subordinates will be available for selection. Opportunity filters work the same for both sales and
donation opportunities.

To filter the donation opportunity list

1. Click the Donation Opportunities button in the main navigation bar.

Welcome Larry Meyer
Donation Opportunities

Activities

[] create activity

4} Create sales opportunity

View Al activities ~ Duedate - All - v | Status  Open v Owner Imeyer > Go

o Create donation opportunity

9, Create service case Due date Subject

‘s Create patron

Apr 12, 2011
(Due in 4 days)

.. Phone call  Initial Call Mr. Ray Tavary

Use cold call script 450

» Inquiry Edit activity Delete activity
» Processes Apr 12, 2011 . Phonecall Contact Regarding Sale John Smith ™ nd
(Due in 4 days) 257352
b Setup = -~
Open Apr 15, 2011 . Phonecall TInitial Email - Capital Campaign Ms. Ruth Staley Hi
» Calendar (Due in 7 days) 700

Open Apr 15, 2011 © Phonecall  Thank You Call Sheryl Lamson ‘_" Ny

CRM displays the Donation Opportunities hub.

Donation Opportunities

Estimated close date - all - *  Owner Imeyer b Go
Estimated chose date Patron Name Drive Goal amount | Dwner
Apr 22, 2011 Mr. Jack Roberts Spring Campaign 2003 IN KIND SPONSOR - 11 §1,000.00 Imeyer
(Due in 11 days) 4444 Campaign to denate to spring

campaign, use standard script

Show details Create new activity Close opportunity Delete opportunity

Apr 22, 2011 Mr. Van H. Schmutz Spring Campaign 2003 IN KIND SPONSOR - 11

(Due in 11 days) 50 Campaign to donate to spring
campasgn, use standard script

$1,00000 Imeyer

Apr 22, 2011 Ms. Donna Simmons Spring Campaign 2003 IN KIND SPONSOR - 11
(Dwe in 11 days) 7666 Campaign to donate to spring
eampaign, use standard seript

51,00000 Imeyer

Apr 22, 2011 Skyline Skyline Spring Ci 2003 IN KIND SPONSOR - 11 §1,00000 Imeyer
(Due in 11 days) 3666 Campaign to denate to spring

campaign, use standard script
Apr 22, 2011 Mr. Ray Tavary Spring Campaign 2003 IN KIND SPONSOR - 11 $1,00000 Imeyer
(Due in 11 days) 450 Spring donation campaign.

Use standard script.
Apr 22, 2011 Mr. Harold Touchstone Spring Campaign 2003 IN KIND SPONSOR - 11 §1,00000 Imeyer
{Dwe in 11 days) 7457 Campaign to denate to spring

campaign, use standard script

Jun 30, 2011 Ms. Ruth Staley Baseball Capital Campagin  ¥atie's 2010 Drive §5,00000 Imeyer
{Due in more than 30 days) 700

~  Activity History

2. Inthe opportunity filters area, set the Estimated close date and Owner filters, and then
click the Go button. If you are not a supervisor, you cannot filter by owner.
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>  Owner Imeyer

Estimated dose date Drive

May 6, 2011 Mr. Jack Roberts Spring Campaign 2010-2011 Indivis
(Cue in 7 days) 2444 Campaign to donate to spring
campaign, use standard script

Show details Create new activity Close opportunity Delet:

May 6, 2011 Mr. Van H. Schmutz Spring Campaign 2010-2011 Indivie
(Due in 7 days) 50 Campaign to donate to spring
campaign, use standard script

May 6, 2011 Ms. Donna Simmons Spring Campaign 2010-2011 Indivie
(Due in 7 days) 7666 Campaign to denate to spring
campaign, use standard script

CRM displays the filtered donation opportunity list.

Viewing Donation Opportunity Details

Goal amount  Owner

$1.000.00 Imeyer

$1,000.00 Imeyer

100000 Imeyer

Once an opportunity has been created and assigned to you or one of your subordinates, you can
view its details at any time. The exception is that you cannot view the details of deleted oppor-
tunities. Some reasons you might want to view opportunity details include:

e You want to see the details of an opportunity that has been assigned to you.
e You are working on an activity, and you want to see the opportunity for which the activity

was created.

e You want to know why an opportunity was won or lost. To view closed opportunities, you

must use CRM Data Views.

e You are a supervisor, and you want to check the progress your subordinates are making on

their opportunities.

Note: Depending on your permissions, you may not be able to edit opportunities. In addition, your
permissions settings may limit you to read-only access or no access to opportunities at all. For

more information, see Managing Users.

To view opportunity details from the Donation Opportunities hub

1. Click the Donation Opportunities button in the main navigation bar.

Sales Opportunities Donation Opportunities

[] Create activity Activities

Welcome Larry Meyer

Today is Apr

8, 2011 | Help | Sign o

4} Create sales opportunity View  All activities * Duedate - All - = | Status  Open

o Create donation opportunity

Owner  Imeyer

9, Create service case Due date Subject

4 Create patron Initial Call

Use cold call script

" Phone call

Apr 12, 2011
(Due in 4 days)

* Inquiry Edit activity Delete activity

» Processes Apr 12, 2011 " Phonecall Contact Regarding Sale
(Due in 4 days)

» Setup

» Calendar (Due in 7 days)

Open Apr 15, 2011 " Phonecall  Thank You Call

CRM displays the Donation Opportunities hub.

Open Apr 15, 2011 ' Phonecall Initial Email - Capital Campaign

Mr. Ray Tavary
450

John Smith
257352

Ms. Ruth Staley Hij
700

Sheryl Lamson _" Ny
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{Due in 11 days)

4444

Campaign to denate to spring
campasgn, use standard script

Donation Opportunities

Estimated close date - all - *  Owner Imeyer -} Go

Estimated dose date Patron Name Drive Goal amount | Crwner
Apr 22, 2011 Mr. Jack Roberts Spring Campaign 2003 IN KIND SPONSCR - 11 §1,000.00 Imeyer

Apr 22, 2011
(Due in 11 days)

Apr 22, 2011
(Due in 11 days)

Apr 23, 2011
(Due in 11 days)

Apr 22, 2011
(Due in 11 days)

Apr 22, 2011
(Dwe in 11 days)

Jun 30, 2011

Mr. Van H. Schmutz
50

Spring Campaign 2003 TN KIND SPONSOR - 11
Campaign to donate to spring
campaign, use standard script

Ms. Donna Simmons Spring Campaign 2003 IN KIND SPONSOR - 11
7666 Compaign to donste o spring

campaign, use standard script
Skyline Shyline Spring Ci 2003 IN KIND SPONSOR - 11
3666 Campaign to donate to spring

Mr. Ray Tavary
450

Mr. Harold Touchstone
7457

Ms. Ruth Staley

(Due in more than 30 days) 700

campaign, use standard script

Spring Campaign 2003 IN KIND SPONSOR - 11
Spring donation campaign.
Use standard script.,

Spring Campaign 2003 IN KIND SPONSOR - 11
Campaign to donate to spring
campaign, use standard script

Bascball Capital Campagin ¥atie's 2010 Drive

$1,00000 Imeyer

$1,000.00 Imeyer

§1,00000 Imeyer

§1,00000 Imeyer

$1,00000 Imeyer

§5,00000 Imeyer

~  Activity History

2. If the opportunity whose details you want to view or edit is not in the opportunity list, set the
Estimated close date and Owner filters, and then click the Go button. If you are not a
supervisor, you cannot filter by owner. Only your subordinates are available in the Owner

list.

3. Select the opportunity, and then click the Show Details button.

(Due in 11 days)

Campaign to denate to spring
campaign, use standard scripk

Donation Opportunities

Estimated close date - all - *  Owner Imeyer > | Go

Estimated close date Patron Name Drive Goal amount | Crwner
Apr 22, 2011 Mr. Jack Roberts Spring Campaign 2003 IN KIND SPONSCR - 11 51,000.00 Imeyer

Apr 22, 2011
(Due in 11 days)

Apr 22, 2011
{Due in 11 days)

Mr. Van H. Schmutz
S0

Ms. Donna Simmons.
TE56

Spring Campaign 2003 IN KIND SPONSOR - 11
Campaign to denate to spring
campaign, use standard script

Spring Campaign 2003 IN KIND SPONSOR - 11
Campaign to donate to spring
campaign, use standard script

CRM displays the Edit Donation Opportunity form.

Edit Donation Opportunity

Details

* Opportunity name

[Epring Campaign

*Patron Id 4444 &, * Contact person | Mr. Jack Roberts -
* Estimated close date | 4/72/2011 [ pricrity | 1% Normal .
* Owner | Imeyer 4 Team | Donor Team -
Details
* Drive 2003 IN KIND SPONSOR - 11 4 Donstion type | Pledge Donabon -
Goal amount 1,000.00 Target -
Additional Information
Probability to close | 10% - Milestone | Milestone 1 =
Batch 2 [ Restricted
Descripton | Campaign to donate to spring campaign, use standard scrpt
Attachment &
Created by jclark 3/8/2011 1:32 PM Last updated by  Imeyer 4/7/2011 B:47 AM

To view donation opportunity details from the Activities hub

§1,00000 Imeyer

$1,00000 Imeyer
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1. On the Activities hub, locate the activity associated with the opportunity whose details you
want to view, and then select the activity. If the activity you want to view is not in the list,

try Filtering the Activity List.
2. Inthe Opportunity / Service Case pane, click the Details link.

{Due in 4 days)

700

Activities

View Al activities = Due date Al * Status  Open ~ Owner  Imeyer L Go

Status Due date Activity Subject Patron Priceity Owner

Open Apr 12, 2011 ' Phonecall Initial Call Mr. Ray Tavary " Mormi Imeyer
{Due in 1 day) Use cold call script 450

Edit activity Delete activity

Cpen Apr 12, 2011 ' Phonecall Contact Regarding Sale John Smith " Mormi Imeyer
(Due in 1 day) 257352

Open Apr 15, 2011 ' Phonecall  Initial Email - Capital Campaign Ms. Ruth Staley " High Imeyer

Contact Information  Details

Priority  Normal

Dvwhlnilv.fm

MName Spring Campaign

Spring donation campaign. Use standard script.

Imeyer 4/7/2011 8:48 AM

Patron  Mr. Ray Tavary
ity Phone call
Phone Number (713)555-1212

~ Activity History

CRM displays the Edit Donation Opportunity form.

Edit Donation Dpportunity

Details

* Opportunity name

[Epring Campaign

Attachment

Created by

jclark 3/8/2011 1:32 PM

* Patron Id 4444 &, * Contact persen | Mr. Jack Roberts >
* Estimated close date |4/722/2011 m| priceity | P Normal -
* Owner | Imeyer Q Team | Donor Team -
Details

* Drive | 2003 IN KIND SPONSOR - 11 Donstion type | Pledge Donation -
Goal amount 1,000.00 Target -

Additional Information
Probability to close | 10% - Milestone | Milestone 1 =

Batch 2 [ Restricted
Descripton | Campaign to donate to spring campaign, use standard scrpt

Last updated by  Imeyer 4/7/2011 B:47 AM

T e

To view donation opportunity details from a patron record

1. In the patron record, click the Donor Profile tab. CRM displays the tab.
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(el gL Customer Profill | Donor Profile

Patron Information  Edit Names Edit
Patron status A - Active Mr. Jack Stopnicki
POLCONV:TUTS L
External Id
Anncuncement VIP INFO ADDED IN CRM SYSTEM
Notes Add
Comments

Last updated | From | Subject

-.Hddl‘esses Edit CRM Activities Add

P - PRIMARY Subject Due date
Mr. Jack Stopnicki [ % REVIEW RENEWAL OPTIONS 3/10/2011
5925 Kirby Dr, Ste F, Houston, TX 77005

2. In the Donation Opportunities table, double-click the name of the opportunity that you want
to view or edit. By default, only opportunities that have an open date less than 6 months ago
are included in the table. If you want to view opportunities older than 6 months, click the
Retrieve all link.

€3 Mr. John Smith (257352) Customer, Doner

General Profile  Customer Profile ST LTS

Development Information  Edit Donation Opportunities Add Aetneve all
Donor type 1 - INDIVIDUAL L Qumer Clozcdate At
Ranking 15 ] Upgrade to Diamond Elite Imeyer 9/30/2011  10,000.00
Years of donating 11 B Uporade to Platinum Cirde Imeyer 7/22/2011 5.000.00

s 1000

Pledges/ ions History Retrieve history
Publish name  John Smith
Drive Seq Date Commit Nel pled
Donabion rep  Larry Meyer (Imeyer) | | | | Lo |
Billing address P - 22527 Willow Branch

Ln, Tomball, TX 77375

If the opportunity is open and you or one of your subordinates is the owner, CRM displays the
Edit Donation Opportunity form. If the opportunity is closed or a user besides you or one of
your subordinates is the owner, CRM displays the View Donation Opportunity form.

Edit Donation Opportunity
Details
* Opportunity name | Epring Campaign I
*Patron Id 4444 &, * Contact person | Mr. Jack Roberts -
* Estimated close date |4/722/2011 [ Priority | ¥ Normal -
* Owner | Imeyer Q Team | Donor Team -
Details

* Drive | 2003 IN KIND SPONSOR - 11 Denation type | Pledge Donation -
Goal amount | 1,000.00 Target -

Additional Information

Probability to close | 10% - Milestone | Milestone 1 =
Batch 2 [ Restricted

Descripton | Campaign to donate to spring campaign, use standard scrpt

Attachment

Created by jclark 3/8/2011 1:32 PM Last updated by  Imeyer 4/7/2011 B:47 AM
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View Donation Opportunity

Details
Opportunity name Football Restricted Pledge, Lowry
Patron Id 411967 & Contact person Peter Lowry
Estimated close date 4/29/2011 Priority Normal
Owner  jbunger Team  Bunger's Team

Donation Details

Annusl Fund 2010-2011 Donation type  Pledge Donation
Goal smount  10,000.00 Target
Additional Information
Mileston o
hoven's hary Ne. © (Seherza). wma
jbunger 3/11/2011 9:14 AM Last updated by Imeyer 4/26/2011 9:34 AM

Viewing the Activity History of a Donation Opportunity

As you work toward winning a donation opportunity, you add and close CRM activities for the dona-
tion opportunity item. CRM creates an activity history for the item that you can display while you
work. You can view the activity history on the Donation Opportunities hub.

Tip: You can also view the activity history of a donation opportunity item in the patron summary of
the patron for which the item was created. However, the activity history in the patron summary
includes the activities for all opportunities, service cases, and standalone activities that have been
created for the patron. For more information, see Viewing the Patron Summary.

To view the activity history of a donation opportunity

1. Click the Donation Opportunities button in the main navigation bar.

2 ;M Welcome Larry Mever | Today is Apr 8, 2011 | Help | Sign out

Activities Sales Opportunities Donation Oppaortunities service Cases Patron Tnbox

Activities

[] create activity
4} Create sales opportunity

Wiew

All activities ~ Duedate - Al- = Status  Open ~ Owner  Imeyer - Go

o Create donation opportunity

4, Creste service cass Due date Activity Subject Patron Priority

Open Apr 12, 2011 .. Phone call  Initial Call Mr. Ray Tavary
(Due in 4 days) Use cold call script 450

2 Create patron

» Inquiry Edit activity Delete activity

» Processes

Apr 12, 2011 ‘' Phonecall Contact Regarding Sale John Smith

(Due in 4 days) 257352

* Setup =

Open Apr 15, 2011 ‘. Phonecall Initial Email - Capital Campaign Ms. Ruth Staley T Hi
> Calendar (Due in 7 days) 700

Open Apr 15, 2011 " Phonecall Thank You Call Sheryl Lamson ¥ nJ

CRM displays the Donation Opportunities hub.
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Donation Opportunities

Estimated close date - All - ~  Owner  Imeyer - Go

Estimated dose date Patron Name Drive | Goal mi Crwneey.
Apr 22, 2011 Mr. Jack Roberts Spring Campaign 2003 IN KIND SPONSCR - 11 §1,000.00 Imeyer
{Due in 11 days) ada4 Campaign to denate to spring

campagn, use standard scripk

Apr 22, 2011 Mr. Van H. Schmutz Spring Campaign 2003 IN KIND SPONSOR - 11 $1,00000 Imeyer
{Due in 11 days) 50 Campaign to denate to spring

campaign, use standard script
Apr 22, 2011 Ms. Donna Simmons Spring Campaign 2003 IN KIND SPONSOR - 11 §1,000.00 Imeyer
{Dwe in 11 days) TEES Cempaign to donate to spring

campaign, use standard script
Apr 22, 2011 Skyline Skyline Spring Ci 2003 IN KIND SPONSOR - 11 §1,00000 Imeyer
(Due in 11 days) 3666 Campaign to denate to spring

campaign, use standard script
Apr 22, 2011 Mr. Ray Tavary Spring Compaign 2003 IN KIND SPONSOR - 11 $1,00000 Imeyer
{Due in 11 days) 450 Spring donation campaign.

Use standard script.
Apr 22, 2011 Mr. Harold Touchstone Spring Campaign 2003 IN KIND SPONSOR - 11 5100000 Imeyer
{Due in 11 days) 7457 Campaign to donate to spring

campaign, use standard script
Jun 20, 2011 Ms. Ruth Staley Baseball Capital Campagin ¥atie's 2010 Drive 55,0000 Imeyer

(Due in more than 30 days) 700

~  Activity History

2. Select the donation opportunity item for which you want to view the activity history, and then
click the Activity History bar.

Estimated dose date AINal!

Jul 29, 2011 Ms. Donna Simmons Spring Campaign 2010-2011 Indivic
(Due in more than 30 days) 7656 Campaign to denate to

SPring Campaign, use

standerd script

Jul 29, 2011 Skyline Equipment Skyline  Spring Campaign 2010-2011 Carpe
(Due in more than 30 days) 3666 Campaign to donate to

Spring campaign, use

standard script
Sep 30, 2011 Mr. John Smith Upgrade to Diamond Eli... 2011-2012 TOMA
(Due in more than 30 days) 257352

Sep 30, 2011 Ms. Ruth Staley Fall Donor Drive 2011-2012 Indivic
(Due in more than 30 days) 700

Jun 30, 2011 Ms. Ruth Staley Baschall Capital Campa... Katie's 2010 Drive
(Due in 3 days) 700
Sep 30, 2011 Mr. Jack Stopnicki Fall Donar Drive 20212022 Indivie
(Due in more than 30 days) 444
Jul 29, 2011 Mr. Jack Stopnicki Fall Fund Raising Drive ~ 2020-2011 Star P,
(Due in more than 30 days) 444
Jul 29, 2011 Mr. Ray Tavary Spring Campaign 2020-2021 Indivie

(Due in more than 30 days) 450 Spring donation campaign.
Use standard seript.

Jul 29, 2011 Mr. Harold Touchstone Spring Campaign 2010-2011 Indivic
7457 Campaign to donate to

CRM displays the Activity History list for the selected donation opportunity.
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I <]
Danation Opportunities

Estimated close date - all - = Owner Imeyer - Go

Estimated close date ¥ Patron Name Drive Goal smount | Cwner
Sep 30, 2011 Ms. Ruth Staley Fall Donor D... 2011-201Z Indivic Imeyer
(Due in more than 30 days) 700
Sep 30, 2011 Mr. Jack Stopnicki Fall Donor D... 2011-201Z Indivic Imeyer
(Due in more than 30 days) 444

Sep 30, 2011 Mr. John Smith Upgrade to... 2011-2012 TOMA $10,00000 lmeyer
(Due in more than 30 days) 257352

Show details | Create new activity | Close opportunity

Jul 29, 2011 Mr. Harold Touchstone 10-2011 Indivic §1,000.00 Imeyer

(Due in more than 30 days) 7457

campaign, use
standard script

Jul 29, 2011 Mr. Jack Stopnicki Fall Fund Ra... 2010-2011 Star P, §500.00 Imeyer

¥ Activity History

Activity Status Pricrity Due date Subject Owner

Phone call Open Normal Oct 28, 2011 Diamond Elite meyer

Ema; Closed Normal Jun 7, 2011 More Information About Diamond Elite  Imeyer
| 1 Benefits

Tips about viewing the Activity History:

You can sort the opportunities in the list by column by clicking the column header. You can also
change the column order in the list by dragging the column headers. The columns will remain in the
new order for all your user sessions until you change the order. In addition, you can change a col-
umn's width by dragging the column borders. If there are too many opportunities in the list to dis-
play in the list area, a scroll bar appears on the right side of the list.

The default columns include the following:

e Status. Activity statuses can be Open or Closed. Deleted activities are never displayed in the
Activity list, but you can see them using data views.

e Activity. Activity types include phone call, email, fax, letter, meeting, and other. The activity
type is chosen during manual or bulk activity creation. See Creating Activities in Bulk or Man-
ually Creating Activities.

o Due date. Displays the activity due date and the number of days until or after the due date,
relative to the current date. If the due date is more than 30 days in the future or 30 days
late, the due date and "Due in more than 30 days" or "More than 30 days overdue" are dis-
played. The default sort is from the oldest to the furthest out date.

e Subject. The subjects of the activities are sorted by the subject name.
e Priority. High, Normal, Medium, or Low. The sort is alphabetical.

Manually Creating Donation Opportunities

A CRM donation opportunity is created to track all related activities, communication, and infor-
mation (goal amount, potential close date, and probability of closing) related to a potential dona-
tion. Each opportunity is assigned to a fund development representative. When creating a donation
opportunity, fund development representatives will also create the opportunity’s first activity.

Note: This topic describes standalone, manual opportunity creation. However, the most common
method of creating opportunities is as part of the bulk opportunity creation process. If you need to
create a large number of similar opportunities quickly, you should use batch creation instead of
this manual procedure.

A typical use of manual opportunity creation is to track incoming communications from patrons,
since the arrival of such communications cannot be anticipated. Opportunities may also be man-
ually created when the number of actual opportunities is small.
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To manually create a donation opportunity

1. Inthe navigation pane, click the Create donation opportunity button.

CRM

Sales Opportunities Donation Opportunities

Activities

[] create activity

Wiew Al activities * Due date
i Create donation i
- Status. Activity Due da

4, Create patron Open . Phone call Mar 2

» Inquiry

> Processes Open

< Letter Mar 3
(Due i

> Setup =
Open 0 Phone call Apr 1

» Calendar (Due i

nen L - Awe @

CRM displays the Create Donation Opportunity form.

Create Donation Dpportunity
STl Additional Information

* Opportunity name | | |

* Patron Id | Id or Keyword [ * Contact person -
* Estimated close date Prionty ™ Normal -

* Owner | Imeyer [ Team -

* Drive |Code or name L Donation type Outnight donabion -

Next Step

* Activity | @ Phone call - * Phone number -
* Subject

Deseription

* Due date fisl Prionty 1 Normal -

2. Set value for each field with an asterisk (required), and optionally enter values for any of the
remaining fields. See the table below for an alphabetical list of the fields that may be
included on this form with usage information about each one.

See an alphabetical list of the fields with usage information.

Field Usage Information

Activity Select an activity type for the first step towards winning the opportunity. The
activity is automatically assigned to the owner of the opportunity. For the
Phone Call, Email, Fax, Letter, and Other activity types, you must select either
Outgoing or Incoming. Outgoing activities are initiated by internal per-
sonnel, whereas incoming activities are created in response to communication
from external patrons. Outgoing and incoming do not apply to Meeting activ-
ities. If you change the activity type after entering information in other fields
on this form, the information you entered will be kept.

Additional  This tab contains data that is optional during donation opportunity creation,
Information including probability to close, milestone selection, opportunity description, file

tab attachments, and access restriction. All Additional Information tab fields are
optional.
Address When creating a letter activity, select an address from this drop-down list. The

addresses appear in the order they are entered during patron entry in the back
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Field Usage Information
office or CRM.
Attachment (Optional) Use this field to add a .rtf, .doc, .docx, .pdf, .jpg, .bmp, .xls, or
.xlsx file attachment to a donation opportunity. File size cannot exceed 2MB.
Cancel Click this button to close the form without saving and return to the previous

Contact per-
son

Description

Details tab

Donation
type
Drive

Due date

Email

End Time

Estimated
close date

form.

Select the contact person from the patron record. Name #1 from the donor rec-
ord in the back office is available by default in the drop-down list. If the record
has a Name #2, that name can also be selected from the list. You can only
select one contact person. If the patron is an organization, this field becomes a
text box, and the company name is entered by default. Changes to an organ-
izational contact must be entered manually. Changes to the Contact person
text box are not saved to the patron record in the back office.

(Optional) In the Description text box on the Additional Information tab,
enter a detailed description of the donation opportunity. In the Description
text box in the Next Step area, enter a description of the next step activity.

The default tab on the Create Donation Opportunity form. Use this tab to enter
key information about the new opportunity. When you switch between this tab
and the Additional Information tab, any entered or selected data is kept. You
can navigate to the Additional Information tab even if you have entered invalid
data on the Details tab.

The donation type options include outright donation, pledge, and gift in kind.
Donation types are not configurable.

Drives and campaigns are defined in the back office using tFund. Enter the

drive or campaign name or click “L to use the Drive Lookup. If you don't
remember the exact drive or campaign name, you can select one from a list
by leaving the Drive search field empty and clicking the Search button.

Drive Lookup
Drive - | Search
There are no drives that match the search criteria. Please try again.

Dwive Id Dirive name Frogram name Campaign name

Either enter a date in the field or click the calendar icon to select it from the
popup calendar.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address
entered in the back office as email type E for the primary email address. If the
patron does not have an email address type E entered in the back office or
CRM, you cannot send the patron an email from CRM. To learn about working
with MS Outlook email in CRM, see Using Integrated Outlook.

For meeting activities only, use this field to enter the start and end date and
time. Click the calendar icon to select an end date from the popup calendar,
and use the drop-down list to select the end time. If you select All day event,
you do not need to enter an end time.

Enter or use the calendar popup to select the approximate date on which the
owner will complete this opportunity. The estimated close date can be past,
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Field

Usage Information

Fax number

Goal
amount

Location

Message
Milestone

Next Step

Opportunity
name

Owner

Patron Id

present or future.

The list of fax and phone numbers from the customer or donor record in the
order they were entered in the back office. Since the fax phone type is not
included in the list of phone numbers, you may need to view the patron record
to select the appropriate fax number.

Enter the amount of money you hope to collect from the donor for this dona-
tion opportunity. The entry must be humeric and can include a decimal point
and commas.

For meeting activities only, enter a description of the meeting location. This
field does not correspond to any meeting place or room addresses that are
available in MS Outlook. The text entered in this field is for information pur-
poses only.

For email activities, enter the body of the message for the email.

This a customizable field that is used for reporting. The default names are:
Milestone 1, Milestone 2, Milestone 3, Milestone 4, Milestone 5, and Milestone
6. Donation opportunities and sales opportunities each have their own set of
milestone names. Contact Paciolan for assistance with customization.

The area of the Details tab where the activity required for the opportunity is
entered. This is the first activity that must be completed to win the oppor-
tunity. This activity will display on the Activity hub of the opportunity owner
and that of the owner's supervisor.

The descriptive name that is displayed wherever the opportunity is rep-
resented in CRM.

This field defaults to the sign in name of the creator. You can make any CRM
user the owner, including your supervisor and subordinates, as long as they
are active users and their permissions include donor data for donation oppor-
tunities. For permissions information, see managing users.The owner cannot
be changed once the opportunity is closed.

Click . in the owner field to display the User Lookup, and then use the form

to select an owner. Or, if you know the owner's sign in name, you can enter
the name directly into the Owner field. If you only know part of the sign in
name, you can enter it in the g\yner field and then click } to get search

results in the User Lookup for the partial name. The User Lookup will find any
CRM user. For more information about the User Lookup, see Selecting Users
with the User Lookup, If the patron has an assigned representative and you
enter a different owner, CRM will display a warning message to that effect.
However, an opportunitycan still be created with a non-assigned owner.

User Lookup

Enter Search Criteria

Email Search Reset

Search Results

Logon name First name Last name Emil Supervisor ‘

Enter the patron ID or keyword, or use the Patron Lookup to select a patron. A
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Field Usage Information

donation opportunity can only be associated with one patron. Once the patron
ID is entered, the patrons from the record will be available in the Contact per-
son field. If the patron has an assigned owner other than the one in the

Owner field, CRM will display a warning message to that effect. For infor-
mation about searching for and assigning owners to patrons, see Working with
Patrons. The Patron Id field is static and the lookup is unavailable if this form
is accessed from a patron profile or while converting an email to an oppor-
tunity . This is because CRM assumes the donation opportunity is being

created for that patron.

Patron Click “ to display the Patron Lookup. For information, see Using the Patron
Lookup Lookup.

Phone Select the phone number to use to contact the patron. The list of fax and phone
Number numbers from the customer or donor record are listed in the order they were

entered in the back office. The phone numbers have their the phone types
(home phone, cellular, etc.) displayed next to them.

Priority (Optional) Select Low, Medium, Normal, or High from the priority list of the
opportunity and the next step activity. Your organization can decide what these
priority levels mean. When you change the opportunity priority during manual
creation or editing, CRM automatically changes the Next Step activity priority
as well. However, if you change the priority later, the existing next step activ-
ity's priority will not change. The priority setting has no effect on CRM func-
tionality, but you can use priority assignments for reporting.

Probability The likelihood that an opportunity will be successfully closed (won). This field

to close is used for reporting only. The available values are: 0%, 10%, 20%, 30%,
40%, 50%, 60%, 70%, 80%, 90%, 100%. When you close an opportunity and
mark it as won or lost, this value is automatically changed to 100% for won or
0% for lost. For more information, see Closing Donation Opportunities.

Restricted Select this option to limit viewing of the opportunity to users with permissions
that allow them access to restricted data. For more information, see Setting
Up User Permissions. You can only set this option if you or one of your sub-
ordinates is the owner of the opportunity.

Save Click this button to save changes, close the form, and return to the previous
form. If you created the opportunity by clicking the Create donation oppor-
tunity button in the left navigation pane, CRM will display the Donation Oppor-
tunities hub. The Save button is enabled only if all required fields have valid
entries.

Start Time For meeting activities only, use this field to enter the start date and time. Click
the calendar icon to select the start date from the popup calendar, and use the
drop-down list to select the times. If the meeting will last the whole day,
select All day event instead of entering start and end times.

Subject Enter a brief description of the purpose of the activity.

Target If the drive you select has targets associated with it, select a target from this
list. A target is used in the tFund system to represent a group of donors or
patrons.

Team (Optional) Owners who are assigned to one or more teams can assign the

opportunity to one of those teams. Only teams to which the owner is assigned
will be available in the drop-down list. If you are a manager, you can configure
teams.

3. Click the Save button.
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Selecting Patrons During Donation Opportunity Creation

As part of manually creating a donation opportunity, you need to select the patron for which you
are creating the opportunity. To select a patron you can use a known patron Id number, a key-
word, or the integrated Patron Lookup. Except for its integration into the donation opportunity cre-

ation process, the Patron Lookup works just like the Patron Search form on the Patron hub.

When using the Patron Lookup, you can search for a patron using the patron's name, Id, keywords,
phone numbers, or email addresses. If the patron is an organization, you can search by the organ-
ization name. Once you locate the patron, you can assign the patron to the donation opportunity

you are

creating.

To select a patron using the patron Id number

1. On the Create Donation Opportunity form in the Patron Id field, enter the patron Id number,
and then click the magnifying glass icon Q.

* Estimated close da)

= Owner

Details

Create Donation Opportunity  §

L CTEN Additional Information

* Contact person
Priority | T Normal

Team

* Drive |Code or name

Goal amount

Next Step

* Activity

* Subject

* Due date

‘& Phone call

Donation type | Outright donation

- * Phone number

Priority | ™ Normal

If the patron Id number is valid, CRM populates the Create Donation Opportunity form with
the patron's information. If the patron Id is invalid, CRM displays the Patron Lookup. In this

case, use the procedure to select a patron using the Patron Lookup search below.

* Opportunity name

* Patron Id

* Estimated close date

* Owner

Details

Fall Donation Drive

4444

Imeyer

Q * Contact person | Mr. Jack Roberts
[i5] Priority | P Normal

Create Donation Opportunity |
GEETEY Additional Information

* Drive

Goal amount

Next Step

* Activity

* Subject

* Due date

Code or name

& Phone call

o3 Donation type | Outnight donation

Target

- * Phone number [ (281)555-1234 (HOME)

Priority | P Normal

To select a patron using a patron keyword
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1. On the Create Donation Opportunity form in the Patron Id field, enter the keyword, and
then click the magnifying glass icon Q.

Create Donation Opportunity |
LTl Additional Information
* Opportuniteg
Id or Keyword * Contact person -
* Estimated close da Priority | ™ Mormal -
*Owner | Imeyer [=1 Team -
Details
* Drive | Code q Donation type | Outright donation -
Goal amount Target
Next Step
* Activity | Phone call - * Phone number -
* Subject
Description
* Due date fi5 Pricrity | T Normal x

If only one patron record contains the keyword, CRM populates the Create Donation Oppor-
tunity form with the patron's information. If more than one patron record uses the keyword,
CRM displays the Patron Lookup with the matching patron records in the search results.

Patron Lockup

Keyword = | | jamesj Create patron
e —
L] Hame Sexondary name. Phone Email Shipping address. I
6059 .James Jack E. . .5912 Thrush, Houston, TXT
321837 James, Jacki 321937 @pac.com
349387  James, lan 349387 @pac.com
28644 lames, Jlason 2002 Woodland Spring, He
409711 James, Jason 409711 @pac.com
363953 James, Jean
248828 James. Jennifer 248828 @ pac.com
300172 Jarnes, Jeremy
309451  James, Jeremy 309491 @pac.com
34BTE8  James, Jeremy tuts-hsmt 3487BE@pac.com

384063 James, Jesse
356375 James, Jewel

25821 larmes, Jirnmy 13510 Ortega Ln., Houston
392638  James, Johanna 392638 @pac.com
396376  James, John 396376 @ pac.com
376434 lames, Jordan 376404 @pac.con

2. Locate the patron for which you are creating the donation opportunity. You can rearrange the
columns by dragging their column headers. You can sort the list by the data in a column by
clicking the column header.

3. Double-click the patron's row. CRM redisplays the Create Donation Opportunity form pop-
ulated with the patron's information.
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Create Donation Opportunity i
Details WENLLGDERL T EED]
* Opportunity name | Fall Donation Drive
* Patron Id | 4444 Q * Contact person | Mr. Jack Roberts -
* Estimated close date m| Priority | T Normal =
* Owner | Imeyer C\ Team | -
Details
* Drive | Code or name Q Donation type | Outright donation -
Goal amount | Target | -
Next Step
* Activity | B Phone call - * Phone number | (281)555-1234 (HOME) ~)
*+ Subject
Description
* Due date | Priority

To select a patron using the Patron Lookup search

1. On the Create Donation Opportunity form in the Patron Id field, click the magnifying glass

icon Qs

Create Donation Opportunity &
Details
* Opportunity
> Patron Id | Id or Keyword * Contact person A
* Estimated close datt Priority | T Normal ~|
= Owner | Imeyer Team -|
Details
= Drive | Code or name q Donation type | Outright donation - |
Goal amount | Target -|
Next Step
* Activity |8 Phone call - * Phone number -
* Subject |
Description
* Due date Pricrity | T Normal

CRM displays the Patron Lookup.

Patron Lookup

2. Select the search mode from the drop-down list.

User Guide 78



Paciolan

CRM 1.0

P
Patron Name v

3. Based on the search mode, enter the appropriate alphanumeric characters in the text boxes.

See a table that describes the acceptable entries for each search mode.

Search
mode

Acceptable entries

Patron name

Patron Id
Keyword

Phone
number

Email
address

Organization
name

Any alphanumeric

In the second text box, you can use the asterisk (*) wildcard as long as the
first character is a letter. For example, if you want to find the first name John,
you can enter J*, Jo*, or Joh* . You cannot use *ohn. You also cannot use wild-
cards for last names in the first text box.

Any alphanumeric
Any alphanumeric. The search will return patron records with partial keyword

matches.
Any alphanumeric

Must be a valid email address format. For example, name@example.com

Any alphanumeric

The image below shows the Patron Name search mode, which has two required text boxes.

Patron Lookup

I Fatron Name -

Smith I 3ohn| II Search Create patron

(1] Name

Secondary name Phone Email Shappang address Bl

4. Click the Search button. CRM displays the search results. If no patrons match the search
criteria, CRM displays a message to that effect.
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Patron Lookup
Fatron Name = || Smith John @ Create patron
e ———————————————————————————
i Name Secondary name Phone Email Shipping address I
233751 Senith, lohn Smith, linny (515)555-8765 .j;mll"25@gmall.(.89?ﬂ Harmbone Court, IRVI [
257352 Smith, lohn Smith, Smidgen (2B1)555-1234  jsmith@paciclan. 5151 Jamboree Rd, Tomba
257358 Smith, ohn Smith, Bambam (949)555-9567  257358@pac.com 97896 Eldorado Circle, Lagr |
264148 Smith, lohn Smith, Purgy (949)555-8482  sensosmitho@ho 5567 Beringer Plaza, Costa |
285092 Senith, lohn Seith, Smallinda (049)555-8182  bilbonics@hotma 9874 Bilbo Blvd, Laguna Ni ¢
320695  Smith, lohn Smith, Hellacia (941)555-1538 320695@pac.com 98769 Center Center, Fuller ¢
322106  Smith, John Smith, Pieata (933)555-8792 322106@pac.com 9492 Boston Cream Pie Pla ©
354757 Smith, lohn Semith, Smelly (034)555-0082 30300B@pac.con 34343 Happy Face Place, Ir :
364041 Smith, lohn Smith, Shelly lane (333)355-4738  johnlovessmidge: 3480 iPhone Lane, Raritan, {
364668  Smith, lohn Smith, Xena (933)555-4872 36466B@pac.conm 478EY Bigowy Ave, Rasitan, ©
365657  Smith, lohn Smith, Ubaldocita (844)555-2843 365657 @pac.com Puerta Luca 334, Luca Mex |
365068  Smith, lohn Smith, Cylindrical (555)555-3854  35506B@pac.com 2352 Revolution 23, Chaos !
392418 Senith, lohn Smith, Bellacosa (033)555-3056 39241B@pac.com 42323 Hardtafigure St, Cor
397632 Smith, ohn Smith, Chirpy (944)555-3856 397632@pac.com 4777 Very Thirsty 5t, Perfec ©
403993 Smith, ohn Smith, Elasticity (444)555-6666 beleagured@paci 2368 Damascus Ct, San Jos
411929 Seith, lohn Semith, Lovey (408)555-1234  myhometownB5E 5525 Chimichanga Yum, Ce ©

5. Locate the patron for which you are creating the donation opportunity. You can rearrange the
columns by dragging their column headers. You can sort the list by the data in a column by
clicking the column header.

6. Double-click the patron's row. CRM redisplays the Create Donation Opportunity form pop-
ulated with the patron's information.

Create Donation Opportunity i

Pl Additional Information

* Opportunity name | Fall Donation Drive

* pPatron Id 4444 Q * Contact person | Mr. Jack Roberts -
* Estimated close date @ Priority | ™ Normal -
* Owner | Imeyer Q Team >

Donation Details

* Drive | Code or name Q Donation type | Outright donation -
Goal amount [argE[ v
Next Step
* Activity | @ Phone call - * Phone number | (281)555-1234 (HOME) ~)
* Subject
Description
* Due date [i5] Priority | P Normal -

Editing Donation Opportunities

Donation opportunities for which you or your subordinates are the owner can be accessed on the
Donation Opportunities hub. These opportunities have been assigned an owner during manual or
bulk opportunity creation. Once an opportunity is assigned to you, the goal is to complete the activ-
ities required to close the opportunity. To accomplish this goal, you may need to edit the oppor-
tunity's fields or create a new activity for the opportunity .

Tip: In the procedure below, a donation opportunity is accessed using the Donation Opportunity
hub. You can also access opportunities from associated patron records and activities. For more
information, see Viewing Donation Opportunity Details.

To edit a donation opportunity
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1. Click the Donation Opportunities button in the main navigation bar.

Welcome Larry Meyer

Donation

[] create activity
4} Create sales opportunity

All activities ~  Duedate - All - v | Status  Open v Owner Imeyer > Go

o Create donation opportunity

9, Create service case Due date Activity Subjet

4, Create patron Open Apr 12, 2011 " Phonecall Initial Call Mr. Ray Tavary

(Due in 4 days) Use cold call script 450

» Inquiry

» Processes

Apr 12, 2011 ‘' Phonecall Contact Regarding Sale John Smith

(Due in 4 days) 257352
» Setup — >~
Open Apr 15, 2011 . Phonecall Initial Email - Capital Campaign Ms. Ruth Staley | Hi
» Calendar (Due in 7 days) 700

Open Apr 15, 2011 . Phonecall Thank You Call Sheryl Lamson ﬁ N

CRM displays the Donation Opportunities hub.

Donation Opportunities

Estimated close date - All - *  Owner  Imeyer - Go
Estimated chose date Patron Name Drive Goal amount | Cwmer
Apr 22, 2011 Mr. Jack Roberts Spring Campaign 2003 IN KIND SPONSCR - 11 §1,000.00 Imeyer
(Due in 11 days) 4444 Campaign to denate to spring

campaign, use standard script

Apr 22, 2011 Mr. Van H. Schmutz Spring Campaign 2003 IN KIND SPONSOR - 11

{Due in 11 days) 50 Campaign to donate to spring
campaign, use standard script

$1,00000 Imeyer

Apr 22, 2011 Ms. Donna Simmaons Spring Campaign 2003 IN KIND SPONSOR - 11 $1,000.00 Imeyer
(Dwe in 11 days) TEEE Campaign to denate to spring
campaign, use standard seript

$1,000.00 Imeyer

Apr 22, 2011 Skyline skyline Spring 2003 IN KIND SPONSOR - 11
(Due in 11 days) 3866 Campaign to denate to spring
campaign, use standard script

Apr 22, 2011 Mr. Ray Tavary Spring Campaign 2003 IN KIND SPONSOR - 11

(Due in 11 days) 450 Spring donation campaign.
Use standard script.

$1,000.00 Imeyer

Apr 22, 2011 Mr. Harold Touchstone Spring Campaign 2003 TN KIND SPONSOR - §1.000.00 Imeyer

{Dwue in 11 days) 7457 Campaign to donate to spring
campaign, use standard script
Jun 30, 2011 Ms. Ruth Staley Baseball Capital Campagin ¥atie's 2010 Drive §5,00000 Imeyer

(Due in more than 30 days) 700

~  Activity History

2. If the opportunity whose details you want to view or edit is not in the opportunity list, set the
Estimated close date and Owner filters, and then click the Go button. If you are not a
supervisor, you cannot filter by owner. Only your subordinates are available in the Owner
list.

3. Select the opportunity, and then click the Show Details button.

Donation Opportunities

Estimated close date - All - *  Owner  Imeyer - Go

Estimated chose date Patron Name Drive Goal amount | Cwmer
Apr 22, 2011 Mr. Jack Roberts Spring Campaign 2003 IN KIND SPONSOR - 11 §1,000.00 Imeyer
(Due in 11 days) 4444 Campaign to denate to spring

campaign, use standard script

Apr 22, 2011 Mr. Van H. Schmutz Spring Campaign 2003 IN KIND SPONSOR - 11 $1,00000 Imeyer
{Due in 11 days) 50 Campaign to denate to spring

campaign, use standard script
Apr 22, 2011 Ms. Donna Simmons. Spring Campaign 2003 [N KIND SPONSOR - 11 §1,00000 Imeyer
(Dwe in 11 days) 7665 Campaign to denate to spring

campaign, use standard script

CRM displays the Edit Donation Opportunity form.
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Details

Edit Donation Opportunity

* Opportunity name

* Patron Id

* Owner

Donation Details
* Drive

Additional Information

Attachment

Created by

[Epring Campaign

* Estimated close date |472272

€ 10% -
atch 2 Restricted

ription | Campaign to donate to spring campaign, use standard script

T e

4444 4

2011 [

rson | Mr. Jack Roberts
™ Normal

Imneyer m | Danor Team

2003 IN KIND SPONSOR - 11 L « | Pledge Donabion

1,000.00 Target

estone | Milestone 1 E

jolark 3/8/2011 1:32 PM ast updated by  Imeyer 4/7/2011 B:47 AM

4. Edit the field values as required.

See an alphabetical list of the fields with usage information.

Field Usage Information

Attachment (Optional) Use this field to add a .rtf, .doc, .docx, .pdf, .jpg, .bmp, .xls, or
.xlsx file attachment to a donation opportunity. File size cannot exceed 2MB.

Batch If the opportunity was created as part of a bulk process, this field displays the
bulk process batch number. If no humber is displayed, the opportunity was
manually created.

Cancel Click this button to close the form without saving changes. If you began editing

the opportunity by clicking the Show Details button on the Donation Oppor-
tunities hub, CRM displays the Donation Opportunities hub. If you began editing
from the Customer Profile tab of a patron profile form, CRM redisplays the tab
on that form.

Close oppor-If no further activity is required to pursue the opportunity, you can click this

tunity

Contact per-

son

Create new
activity

Created by
Delete

opportunity
Description

button to both save changes and close the opportunity. For more information,
see Closing Donation Opportunities.

Select the contact person from the patron record. Name #1 from the donor rec-
ord in the back office is available by default in the drop-down list. If the record
has a Name #2, that name can also be selected from the list. You can only
select one contact person. If the patron is an organization, this field becomes a
text box, and the company name is entered by default. Changes to an organ-
izational contact must be entered manually. Changes to the Contact person
text box are not saved to the patron record in the back office.

Displays the Create Activity form with the same owner and the opportunity's
patron as the contact person. In addition, if the opportunity has a batch ID,
CRM assigns the batch ID to the new activity.

A read-only field that displays the sign in name of the user who created the
opportunity, as well as the creation date and time.

See Deleting Donation Opportunities.

Edit the description of the donation opportunity.
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Field Usage Information

Drive Drives and campaigns are defined in the back office using tFund. Enter the
drive or campaign name or click L to use the Drive Lookup. If you don't
remember the exact drive or campaign name, you can select one from a list by
leaving the Drive search field empty and clicking the Search button.

Donation The donation type options include outright donation, pledge, and gift in kind.

type Donation types are not configurable.

Estimated Enter or use the calendar popup to select the approximate date on which the

close date owner will complete this opportunity. The estimated close date can be past,
present or future.

Goal Enter the amount of money you hope to collect from the donor for this donation

amount opportunity. The entry must be nhumeric and can include a decimal point and
commas.

Last A read-only field that displays the sign in name of the user who last updated

updated by the opportunity, as well as the update date and time. The user and date/time
display is not updated when activities associated with the opportunity are
changed.

Milestone  This a customizable field that is used for reporting. The default names are:

Opportunity
name

Owner

Patron Id

Milestone 1, Milestone 2, Milestone 3, Milestone 4, Milestone 5, and Milestone
6. Donation opportunities and sales opportunities each have their own set of
milestone names. Contact Paciolan for assistance with customization.

The descriptive name that is displayed wherever the opportunity is rep-
resented in CRM.

This field defaults to the sign in name of the creator. You can make any CRM
user the owner, including your supervisor and subordinates, as long as they
are active users and their permissions include donor data for donation oppor-
tunities. For permissions information, see managing users.The owner cannot
be changed once the opportunity is closed.

Click ©} in the owner field to display the User Lookup, and then use the form

to select an owner. Or, if you know the owner's sign in name, you can enter
the name directly into the Owner field. If you only know part of the sign in
name, you can enter it in the gyner field and then click } to get search

results in the User Lookup for the partial name. The User Lookup will find any
CRM user. For more information about the User Lookup, see Selecting Users
with the User Lookup, If the patron has an assigned representative and you
enter a different owner, CRM will display a warning message to that effect.
However, an opportunitycan still be created with a non-assigned owner.

User Lookup

Enter Search Criteria

Email Search Reset

Search Results

Logon name First name Last name Ermail Supervisor ‘

The Patron Id field is static and the lookup is unavailable on the Edit Donation
Opportunity form.

User Guide

83



Paciolan

CRM 1.0

Field

Usage Information

Patron
Lookup

Priority

Probability
to close

Restricted

Save

Target

Team

Click “ to display the Patron Lookup. For information, see Using the Patron
Lookup.

(Optional) Select Low, Medium, Normal, or High from the priority list of the
opportunity. Your organization can decide what these priority levels mean.
When you change the opportunity priority during editing, CRM does not change
the priority of the activity that was added by the opportunity creation process.
The priority setting has no effect on CRM functionality, but you can use priority
assignments for reporting.

The likelihood that an opportunity will be successfully closed (won). This field
is used for reporting only. The available values are: 0%, 10%, 20%, 30%,
40%, 50%, 60%, 70%, 80%, 90%, 100%. When you close an opportunity and
mark it as won or lost, this value is automatically changed to 100% for won or
0% for lost. For more information, see Closing Donation Opportunities.

Select this option to limit viewing of the opportunity to users with permissions
that allow them access to restricted data. For more information, see Setting
Up User Permissions. You can only set this option if you or one of your sub-
ordinates is the owner of the opportunity.

Click this button to save changes, close the form, and return to the previous
form. If you created the opportunity by clicking the Create donation oppor-
tunity button in the left navigation pane, CRM will display the Donation Oppor-
tunities hub. The Save button is enabled only if all required fields have valid
entries.

If the drive you select has targets associated with it, select a target from this
list. A target is used in the tFund system to represent a group of donors or
patrons.

(Optional) Owners who are assigned to one or more teams can assign the
opportunity to one of those teams. Only teams to which the owner is assigned
will be available in the drop-down list. If you are a manager, you can configure
teams.

5. Click the Save button.

To create a new activity for a Donation opportunity

1. Click the Create new activity button.
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Edit Donation Dpportunity

Details

* Dpportunity nam e | Bpring Campaign

*Patron Id 4444 4, * Contact person  Mr. Jack Roberts -
* Estimated close date | 5/6/2011 [is] Priccity | P Normal
* Owner | Imeyer ( Team | Donor Team
Donation Details
* Drive | 2010-2011 Individusls [ Daonation type | Pledge Donation -
Goal ameunt | 1,000.00 Target -
Additional Information
Probabulity to close 10% - Milestone | Milestone 1 E
2 Restricted
Descriphion | Campaign to donate to spring campaign, use standard script
Attachment
Created by  jolork 3/8/2011 1:32 PM Last updated by Imeyer 4/27/2011 3:39 PM

CRM displays the Create Activity form.

Create Activity
* Activity | & Phone call = | @ Outgoing () Incoming
* Patron 4444 * Contact person | Mr. Jack Roberts x
* Phone number -
* Subject
Description
* Due date [i5] priority | T Normal
* Owner | Imeyer L Team
Attachment

2. From the Activity drop-down list, select the type of activity that you want to create. The
required and optional fields on the form change based on the activity type.

3. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. Click the link below to display a table with usage information about the
fields on this form. Because the group of fields displayed varies by activity type, the table
lists the fields in alphabetical order.

See an alphabetical list of the fields with usage information.

Field Usage Information

Activity For the Phone Call, Email, Fax, Letter, and Other activity types, you must
select either Outgoing or Incoming. Outgoing activities are initiated by inter-
nal personnel, whereas incoming activities are created in response to com-
munication from external patrons. Outgoing and incoming do not apply to
Meeting activities. If you change the activity type after entering information in
other fields on this form, the information you entered will be kept.

Add meet- (Outlook integration only) For a Meeting activity, select this option to add the
ing to Out- meeting to your Outlook calendar. Your entry in the Location field will be auto-
look matically added to the Location field in the Outlook meeting. However, con-
calendar ference rooms with addresses in Outlook will not be added to the meeting.
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Field

Usage Information

Address

If a patron has an email address, you can also choose to send a meeting invi-
tation to the patron's email account. If the patron has Outlook or another email
application that supports Outlook meeting invitations, the patron can then add
the meeting to an email integrated calendar. Depending on the Outlook inte-
gration of the patron's email application, you may also receive a confirmation
email when the meeting invitation is accepted. See Using Integrated MS Out-
look for more information.

When creating a letter activity, select an address from this drop-down list. The
addresses appear in the order they are entered during patron entry in the back
office or CRM.

Attachment (Optional) Use this field to add a .rtf, .doc, .docx, .pdf, .jpg, .bmp, .xls, or

Cancel

.xlIsx file attachment to a donation opportunity. File size cannot exceed 2MB.

Click this button to close the form without saving and return to the previous
form.

Close activ- Click this button to close an activity. When you click Close Activity, any

ity

changes you've made will be saved, and then the activity status is changed
from open to closed. You will also be given the choice of creating a follow-up
activity or returning to the previous form.

Contact per-Select the contact person from the patron record. Name #1 from the donor rec-

son

ord in the back office is available by default in the drop-down list. If the record
has a Name #2, that name can also be selected from the list. You can only
select one contact person. If the patron is an organization, this field becomes a
text box, and the company name is entered by default. Changes to an organ-
izational contact must be entered manually. Changes to the Contact person
text box are not saved to the patron record in the back office.

Description (Optional) Enter a detailed description of the activity.

Due date

Either enter a date in the field or click the calendar icon to select it from the
popup calendar. For Meeting activities, this should be set to the end day of the
meeting.

Edit in Out- (Outlook integration only) Save the email or meeting activity in CRM and open

look

Email

End Time

Fax
Number

Location

the email or meeting in Outlook. You can then edit the item as you normally
would.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address
entered in the back office as email type E for the primary email address. If the
patron does not have an email address type E entered in the back office or
CRM, you cannot send the patron an email from CRM. To learn about working
with MS Outlook email in CRM, see Using Integrated Outlook.

For meeting activities only, use this field to enter the start and end date and
time. Click the calendar icon to select an end date from the popup calendar,
and use the drop-down list to select the end time. If you select All day event,
you do not need to enter an end time.

The list of fax and phone numbers from the customer or donor record in the
order they were entered in the back office. Since the fax phone type is not
included in the list of phone numbers, you may need to view the patron record
to select the appropriate fax number.

For meeting activities only, enter a description of the meeting location. This
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Field

Usage Information

Message

Owner

Patron

Patron
Lookup

Phone
Number

Priority

Save

field does not correspond to any meeting place or room addresses that are
available in MS Outlook. The text entered in this field is for information pur-
poses only.

For email and meeting activities, enter the body of the message for the email
or meeting.

The Message field is not required, so CRM will send a message or meeting invi-
tation with no body if you do not enter the message body here.

This field defaults to the sign in name of the creator. You can make any CRM
user the owner, including your supervisor and subordinates, as long as they
are active users and their permissions include donor data for donation oppor-
tunities. For permissions information, see managing users.The owner cannot
be changed once the opportunity is closed.

Click “% in the Owner field to display the User Lookup, and then use the form
to select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name,

you can enter it in the Owner field and then click ~* to get search results in
the User Lookup for the partial name. The User Lookup will find any CRM user.
For more information about the User Lookup, see Selecting Users with the User
Lookup. If the patron has an assigned representative and you enter a different
owner, CRM will display a warning message to that effect. However, an oppor-
tunitycan still be created with a non-assigned owner.

Enter the patron ID or keyword, or use the Patron Lookup to select a patron. A
donation opportunity can only be associated with one patron. Once the patron
ID is entered, the patrons from the record will be available in the Contact per-
son field. If the patron has an assigned owner other than the one in the Owner
field, CRM will display a warning message to that effect. For information about
searching for and assigning owners to patrons, see Working with Patrons. The
Patron Id field is static and the lookup is unavailable if this form is accessed
from a patron profile or while converting an email to an opportunity . This is
because CRM assumes the donation opportunity is being created for that
patron.

Click “4 to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the phone number to use to contact the patron. The list of fax and phone
numbers from the customer or donor record are listed in the order they were
entered in the back office. The phone numbers have their the phone types
(home phone, cellular, etc.) displayed next to them.

(Optional) Select Low, Medium, Normal, or High from the priority list of the
opportunity and the next step activity. Your organization can decide what these
priority levels mean. When you change the opportunity priority during manual
creation or editing, CRM automatically changes the Next Step activity priority
as well. However, if you change the priority later, the existing next step activ-
ity's priority will not change. The priority setting has no effect on CRM func-
tionality, but you can use priority assignments for reporting.

Click to save the activity and return to the previous form. If you want to create
a follow-up activity, click the Close Activity button instead. The Save button
is enabled only if all required fields have valid entries.
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Field Usage Information

Send Email (Outlook integration only) Click to send the email activity as an email message
from your MS Outlook account. CRM then closes the activity and gives you the
option of creating a follow-up activity.

Start Time For meeting activities only, use this field to enter the start date and time. Click
the calendar icon to select the start date from the popup calendar, and use the
drop-down list to select the times. If the meeting will last the whole day, select
All day event instead of entering start and end times.

Subject Enter a brief description of the purpose of the activity.

Team (Optional) Owners who are assigned to one or more teams can assign the
opportunity to one of those teams. Only teams to which the owner is assigned
will be available in the drop-down list. If you are a manager, you can configure
teams.

4. Do one of the following:

e For Phone Call, Fax, Letter, Meeting, or Other activities, click Save.

e For an Email activity, click Send Email. CRM prompts you to either return to the Activ-
ities hub or create a follow-up activity. To create a follow-up activity, select Create fol-
low-up activity, and then click OK. Once you click OK, CRM closes the activity you just
completed. CRM displays the Create Activity form. The form displays with the patron infor-
mation from the original email activity, and you can then repeat this procedure to create a
new activity.

Close Activity

Your changes will bs saved and this activity will be diosed
What would you like to do next?
@) Return bo My Actvities

') Create follow-up actvity

| Goncal ok

Closing Donation Opportunities

Once you have won or lost an opportunity, you should close the opportunity to remove it from the
list of open opportunities. You must be the owner or the supervisor of the owner to close an oppor-
tunity. Opportunities must be marked as won or lost as part of the close opportunity process. This
is done so that your organization can track how successful you have been in achieving the goals of
your opportunities.

If you mark an opportunity as won, you must also enter the monetary amount of the sale. If you
mark an opportunity as lost, you will be required to select the reason for the loss. For information
about configuring lost reasons, see Managing Lost Reason Codes.

Tip: The procedure below uses the Donation Opportunities hub, but you can also close oppor-
tunities from the Edit Donation Opportunity form. See Editing Donation Opportunities for more infor-
mation.

To close a donation opportunity

1. Click the Donation Opportunities button in the main navigation bar.
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[] create activity
4} Create sales opportunity

All activities ~  Duedate - All - v | Status  Open v Owner Imeyer > Go

] Create donation opportunity

9, Create service case Due date Activity Subjet

4, Create patron Apr 12, 2011 . Phonecall Initial Call Mr. Ray Tavary

(Due in 4 days) Use cold call script 450

» Inquiry

» Processes

Apr 12, 2011 0 Phonecall Contact Regarding Sale John Smith
(Due in 4 days) 257352
» Setup —
Open Apr 15, 2011 . Phonecall Initial Email - Capital Campaign Ms. Ruth Staley ™
» Calendar (Dus in 7 days) 700
Open Apr 15, 2011 . Phonecall Thank You Call Sheryl Lamson “"' N

CRM displays the Donation Opportunities hub.

Donation Opportunities

Estimated close date - All - *  Owner  Imeyer - Go
Estimated chose date Patron Name Drive Goal amount | Dwner
Apr 22, 2011 Mr. Jack Roberts Spring Campaign 2003 IN KIND SPONSCR - 11 §1,000.00 Imeyer
(Due in 11 days) 4444 Campaign to denate to spring

campaign, use standard script

Apr 22, 2011 Mr. Van H. Schmutz Spring Campaign 2003 IN KIND SPONSOR - 11 $1,000.00 Imeyer
{Dwe in 11 days) 50 Campaign to denate to spring

campaign, use standard script
Apr 22, 2011 Ms. Donna Simmons Spring Campaign 2003 [N KIND SPONSOR - 11 §1,00000 Imeyer
(Dwe in 11 days) 7666 Campaign to donate to spring

campaign, use standard seript
Apr 22, 2011 Skyline Skyline Spring Ci 2003 IN KIND SPONSOR - 11 §1,00000 Imeyer
(Due in 11 days) 3666 Campaign to donate to spring

campaign, use standard script
Apr 22, 2011 Mr. Ray Tavary Spring Campaign 2003 IN KIND SPONSOR - 11 §1,00000 Imeyer
{Due in 11 days) 450 Spring donation campaign.

Use standard script.
Apr 22, 2011 Mr. Harold Touchstone Spring Campaign 2003 TN KIND SPONSOR - 11 §1.000.00 Imeyer
{Dwe in 11 days) 7457 Campaign to denate to spring

campaign, use standard script
Jun 30, 2011 Ms. Ruth Staley Baseball Capital Campagin ¥atie's 2010 Drive §5,00000 Imeyer

(Due in more than 30 days) 700

~  Activity History

2. If the opportunity you want to close is not in the opportunity list, set the Estimated close
date and Owner filters, and then click the Go button. If you are not a supervisor, you can-
not filter by owner.

3. Select the opportunity, and then click the Close opportunity button.

Donation Opportunities

Estimated close date - All - *  Owner  Imeyer - Go

Estimated chose date Patron Name Drive Goal amount | Dwner
Apr 22, 2011 Mr. Jack Roberts Spring Campaign 2003 IN KIND SPONSOR - 11 §1,000.00 Imeyer
(Due in 11 days) 4444 Campaign to denate to spring

campaign, use standard script

Show details Create new activity

opportunity

Apr 2%, 2011 Mr. Van H. Schmutz Spring Campaign 2003 IN KIND SPONSOR - 11 5§1,000.00 Imeyer
{Due in 11 days) 50 Campaign to donate to spring

campaign, use standard script
Apr 22, 2011 Ms. Donna Simmons. Spring Campaign 2003 [N KIND SPONSOR - 11 §1,00000 Imeyer
(Dwe in 11 days) 7665 Campaign to denate to spring

campaign, use standard script

CRM displays the Close Opportunity dialog box.
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Close Opportunity

4. Do one of the following:

o If you won the opportunity, select Won, and then enter the numerical amount in Actual
donation/pledge amount.

o If you lost the opportunity, select Lost, and then select a lost reason from the Reason
list.

5. Click OK. CRM redisplays the Donation Opportunities hub with the closed opportunity
removed.
Deleting Donation Opportunities

If you are a supervisor, you can delete your own or a subordinate's opportunities. You may want
to do this if you created an opportunity by mistake or if you do not want the opportunity to be
recorded as either won or lost. When you delete an opportunity, all of its associated activities and
attachments are also deleted.

Tip: The procedure below uses the Donations Opportunities hub, but you can also delete oppor-
tunities from the Edit Donations Opportunity form. See Editing Donation Opportunities for more
information.

To delete a donation opportunity

1. Click the Donation Opportunities button in the main navigation bar.

L Welcome

CRM

Activities Sales Opportunities Donation Opportunities service Cases Patron Inbox

Activities

[] create activity

SR T View  All activities ~ Status Open ~ Owner Imeyer

i Create donation opportunity

9, Create service case Due date Subject

4 Create patron

Apr 12, 2011
(Due in 4 days)

" Phonecall  Initial Call Mr. Ray Tavary
Use cold call script 450

» Inquiry Edit activity Delete activity
» Processes Apr 12, 2011 . Phonecall Contact Regarding Sale John Smith d
(Due in 4 days) 257352

b Setup = -~
Open Apr 15, 2011 .0 Phonecall TInitial Email - Capital Campaign Ms. Ruth Staley Hi

» Calendar (Due in 7 days) 700
O Fy P
Open Apr 15, 2011 % Phone call  Thank You Call Sheryl Lamson |7 Ng

CRM displays the Donation Opportunities hub.
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Donation Opportunities

Estimated close date - All - *  Owner  Imeyer - Go

Estimated chose date Patron Name Drive Goal amount | Cwmer
Apr 22, 2011 Mr. Jack Roberts Spring Campaign 2003 IN KIND SPONSCR - 11 §1,000.00 Imeyer
(Due in 11 days) 4444 Campaign to denate to spring

campaign, use standard scipt

Create new activity Delete opportunity

Apr 22, 2011 Mr. Van H. Schmutz Spring Campaign 2003 IN KIND SPONSOR - 11 $1,00000 Imeyer
(Due in 11 days) 50 Campaign to donate to spring

campaign, use standard script
Apr 22, 2011 Ms. Donna Simmons Spring Campaign 2003 [N KIND SPONSOR - 11 §1,00000 Imeyer
{Dwwe in 11 days) 7666 Campaign to denate to spring

campaign, use standard seript
Apr 22, 2011 Skyline Skyline Spring Ci 2003 IN KIND SPONSOR - 11 §1,00000 Imeyer
(Due in 11 days) 3666 Campaign to denate to spring

campaign, use standard script
Apr 22, 2011 Mr. Ray Tavary Spring Campaign 2003 IN KIND SPONSOR - 11 $1,00000 Imeyer
(Dwe in 11 days) 450 Spring donation campaign.

Use standard script.
Apr 22, 2011 Mr. Harold Touchstone Spring Campaign 2003 TN KIND SPONSOR - 11 §1.000.00 Imeyer
{Dwue in 11 days) 7457 Campaign to donate to spring

campaign, use standard script

Jun 30, 2011 Ms. Ruth Staley Baseball Capital Campagin  ¥atie's 2010 Drive §5,00000 Imeyer
{Due in more than 30 days) 700

~  Activity History

2. If the opportunity you want to delete is not in the opportunity list, set the Estimated close
date and Owner filters, and then click the Go button. If you are not a supervisor, you can-
not filter by owner.

3. Select the opportunity, and then click the Delete opportunity button.

Donation Opportunities
Estimated close date - All - *  Owner  Imeyer - Go
Estimated chose date Patron Name Drive Goal amount | Dwner
Apr 22, 2011 Mr. Jack Roberts Spring Campaign 2003 IN KIND SPONSCR - 11 51,000.00 Imeyer
(Due in 11 days) 4444 Campaign to denate to spring

amg pord script

W activity Close opportunity

Apr 22, 2011 Mr. Van H. Schmutz Spring Campaign 2003 IN KIND SPONSOR - 11 $1,00000 Imeyer
{Dwe in 11 days) 50 Campaign to donate to spring

campaign, use standard script
Apr 22, 2011 Ms. Donna Simmons. Spring Campaign 2003 [N KIND SPONSOR - 11 §1,00000 Imeyer
(Dwe in 11 days) 7665 Campaign to denate to spring

campaign, use standard script

CRM displays a warning to make sure you want to delete the opportunity.

Attention!

! _ You are sbout to delete this appartunity. Do you want to continue?
i,

4. Click OK. CRM deletes the opportunity and redisplays the Donation Opportunities hub.

Working with Service Cases

When a customer reports an issue that needs to be resolved, you can create a CRM service case to
track all the related activities, communication, and information needed to resolve the issue. Serv-
ice cases are usually assigned to customer support representatives or managers. During the proc-
ess of resolving a case, all actions and communications they take are recorded using CRM activities
associated with the service case. This allows you to track the progress made in resolving the issues
that service cases represent.

When working with CRM service cases, you can do the following:
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e Navigate the Service Cases hub
o Filter the service case list

e View service case details

e View the Activity History

e Create service cases

e Select patrons for service cases
o Edit service cases

e Close service cases

e Delete service cases

Navigating the Service Cases Hub

The Service Cases hub is the central place for working with service cases in CRM. From this hub
you can edit, view, close, and delete service cases. You can also create activities for the service

cases within the hub. The Service Cases hub is composed of the following parts:

Service Cases

Meeting Open Narmal May &, 2011 Tailgaiting tmes

Letter Open Narmal May 13, 2011 Follow Up an Tailgaiting Mesting

Created date - all - - owe Service case filters
Create date Patron Mame Category Priority Cwmer
Apr 29, 2011 John Smith John Smith tailgating T Normal Imeyer
{Created 0 days ago) 257352 Mr. Smith did not feel we opened our

parking lot sarly enough for & proper

tailgaiting party.

Show details Creste new activity Close service case Delete service case

Apr 19, 2011 Mr. Jack Roberts Jack Roberts Temperature ™ Normal Imeyer
(Created O days ago) 4444
Apr 29, 2011 Ms. Roberta C. Giachini Service case list T Normal Imeyer
(Created 0 days ago) 1301

was no better than the normal fare.
Apr 29, 2011 Mr. James Davis Mrs. Dru Davis Lines ™ Normal Imeyer
(Created 0 days ago) 7362 The womens bathroom lines on the Bath

floor level were too long.
Apr 29, 2011 Mr. Henry Blume Mr. Henry Blume Seating issue Normal Imeyer
(Crested O days ago) 36570 Mr, Blume says that the stairs to the Vertigo

upper level are much too steep.
~ Activity History
Activity Status Priority Due date Subject Cwmer
Phone call Cpen P - - Imeyer

. } Activity History List

Imeyer

Imeyer

Service case filters

Use the drop-down settings in the service case filters area to display the list of service cases you
want. Once you've set the filters, click the Go button to display the subset of service cases. The fol-

lowing filters are available:

o Created date - This field filters service cases by how long ago they were created. The selec-
tions include All, Today, Yesterday, Within the past 7 days, Within the past 30 days, and More

than 30 days. These date selections are not configurable.

e Owner - This field filters service cases by owner. By default, the Service Cases hub displays
the service cases for which the currently signed in operator is owner. You can only view serv-
ice cases owned by other operators if you are their supervisor. For this reason, this setting

only applies to supervisors.

If no service cases meet the filter combination you set, the service case list is empty and CRM dis-
plays the message "There are no service cases that match the search criteria. Please try again."

For more information about opportunity filters, see Filtering the Opportunity List.
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Service case list

The service case list contents are determined by the current CRM operator and the filter settings.

By default, all open service cases that are owned by the current operator are displayed. In the list,
each row represents a service case. Click a service case row to display the actions that you can per-
form on that service case. Possible actions include:

Service Cases

Created date - All - =  Owner Imayer - Go

Create date Patron Name ‘Category Priority Cwmer

Apr 29, 2011 John Smith John Smith tailgating ™ Normal Imeyer
{Created 0 days ago) 257352 M south did oot fan ganed our parking

Temperature U Normal Imeyer
called to say it was uncorfortably  Hot
the lage area.

Apr 29, 2011 Mr. Jack Roberts
(Created 0 days sgo) 4444

Apr 29, 2011 Ms. Roberta C. Giachini Roberta Gianchini Food ™ Normal Imeyer
{Created 0 days ago) 1301 Ms. Giachini thought that the VIP food was no  VIP Food
better than the normal fare.

e Show details. Click this button to display the Edit Service Case form (see Editing Service
Cases).

o Create new activity. Click this button to display the Create Activity form (see Manually Cre-
ating Activities).

e Close service case. Click this button to display the Close Service Case dialog box (see Closing
Service Cases).

o Delete service case. Click this button to delete the service case (see Deleting Service Cases).

The list columns contain the same type of information for each service case in the list. The default
columns include the following:

o Create date. The date on which the service case was created, along with the number of days
that have elapsed since the creation date.

e Patron. The name of the patron for which the service case was created. Patron names are
sorted by last name then first name.

e Name. The service case names are sorted alphanumerically.

o Category. The category that was assigned to the service case when it was created. Cat-
egories sort alphabetically.

e Priority. The priority that was assigned to the service case when it was created. Priorities
sort alphabetically.

e Owner. The owner names are sorted alphabetically.

You can sort the service cases in the list by column by clicking the column header. You can also
change the column order in the list by dragging the column headers. The columns will remain in the
new order for all your user sessions until you change the order. In addition, you can change a col-
umn's width by dragging the column borders. If there are too many service cases in the list to dis-
play in the list area, a scroll bar appears on the right side of the list.

Activity History list

The Activity History list displays the activities associated with the service case that is selected in
the service case list. Both open and closed activities are included. By default, the Activity History
list is minimized. Click the bar to expand the list. When expanded, the list displays over the bottom
part of the service case list.

To view the details of an activity in the Activity History list, double-click the activity row. CRM will
display the Edit Activity form for open activities and the View Activity form for closed activities. For
information about using these forms, see Editing Activities and Viewing Activity Details.
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You can sort the service cases in the list by column by clicking the column header. You can also
change the column order in the list by dragging the column headers. The columns will remain in the
new order for all your user sessions until you change the order. In addition, you can change a col-
umn's width by dragging the column borders. If there are too many service cases in the list to dis-
play in the list area, a scroll bar appears on the right side of the list.

The default columns include the following:

e Status. Activity statuses can be Open or Closed. Deleted activities are never displayed in the
Activity list, but you can see them using data views.

e Activity. Activity types include phone call, email, fax, letter, meeting, and other. The activity
type is chosen during manual or bulk activity creation. See Creating Activities in Bulk or Man-
ually Creating Activities.

o Due date. Displays the activity due date and the number of days until or after the due date,
relative to the current date. If the due date is more than 30 days in the future or 30 days
late, the due date and "Due in more than 30 days" or "More than 30 days overdue" are dis-
played. The default sort is from the oldest to the furthest out date.

e Subject. The subjects of the activities are sorted by the subject name.
e Priority. High, Normal, Medium, or Low. The sort is alphabetical.

Filtering the Service Case List

You can filter the service case list to display only the service cases on which you want to work. By

default, the service case list displays all open service cases that are owned by the currently signed
in operator. However, you can change the list of service cases by filtering for the creation date. If

you are a supervisor, you can also filter the list by owner. However, only your subordinates will be
available for selection.

To filter the service case list

1. Click the Service Cases button in the main navigation bar.

CRM

Sales Opportunities Donation Opportunities

O] create activity vities

4} Create sales opportunity

View Al activities * Duedate - All - v | Status  Open v Owner Imeyer

o Create donation opportunity
4, Create service cage Status Due date

Activity Subject

Open Apr 12, 2011 . Phone call  Initial Call Mr. Ray Tavary "
(Due in 4 days) Use cold call script 450

4 Create patron

Close activity Edit activity Delete activity

Apr 12, 2011 . Phone call Contact Regarding Sale John Smith
(Due in 4 days) 257352

Open Apr 15, 2011 ' Phone call  Initial Email - Capital Campaign Ms. Ruth Staley T Hi

(Due in 7 days) 700

Open Apr 15, 2011 " Phonecall  Thank You Call Sheryl Lamson "

CRM displays the Service Cases hub.
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Service Cases
Created date - All - *  Owner Imeyer - Go
Create date Patron Name Category Priority Cwner
Apr 29, 2011 John Smith John Smith tailgating ™ Normal Imeyer
{Created 0 days ago) 257352 Mr. Smith did not feel we opened our parking

lot early enough for a proper tailgaiting party.

Show details Create new activity oe case Delete service case

Apr 29, 2011 Mr. Jack Roberts Jack Roberts Temperature ™ Normal Imeyer
{Created O days ago) 4444 Mr, Roberts called to say it was uncorfortably  Hot

warm in the loge ares,
Apr 29, 2011 Ms. Roberta C. Glachini Roberta Glanchini Food ™ Normal Imneyer
(Crested O days sgo) 1301 Mz, Giachini thought that the VIP food was ne  VIP Food

better than the narmal fare.

. . .

Apr 29, 2011 Mr. James Davis Mrs. Dru Davis Lines T Normal Imeyer
{Created 0 days ago) 7362 The womens bathroom lines on the floor level Bath

were too long
Apr 29, 2011 Mr. Henry Blume Mr. Henry Blume Seating issue ™ Normal Imeyer
{Created 0 days ago) 36570 Mr. Blume says that the stairs to the upper Vertigo

level are much too steep.

-

Apr 29, 2011 Mr. Larry Walder Mr. Larry Walder Lines T Normal Imeyer
(Created O days ago) 230111 Mr, Walder feals like & cad for getting in and  Bath

out of the men's room 2o quickly while

women have to stand in long lines,
Apr 29, 2011 Ms. Hana May Brown Production Too Emational Productions ™ Nermal Imeyer
{Created 0 days ago) 242245 Ms. Brown says that she cried a river of tears  Death in Venice

at this production, ruining her new shoes.
A Activity History

2. In the opportunity filters area, set the Created date and Owner filters, and then click the
Go button. If you are not a supervisor, you cannot filter by owner.

- | Owner  Imeyer

Category Priarity Owmer

Create date

Apr 29, 2011 John Smith John Smith tailgating ™ Normal Imeyer
(Created 0 days sgo) 257352 Mr. Smith did not fesl we opened our parking
Iot early enough for a proper tailgaiting party.

Show details Create new activity Close service case Delete =

~
Apr 29, 2011 Mr. Jack Roberts Jack Roberts Temperature . Normal Imeyer
(Created D days ago) 4444 Mr. Roberts called to say it was uncorfortably  Hot
warm in the loge area.
Apr 29, 2011 Ms. Roberta C. Giachini Roberta Gianchini Food ™ Mormal Imeyer
(Created 0 days ago) 1301 Ms. Giachini thought that the VIP food was no  VIP Food

better than the normal fare.

CRM displays the filtered service case list.

Viewing Service Case Details

Once a service case has been created and assigned to you or one of your subordinates, you can
view its details at any time. The exception is that you cannot view the details of deleted service
cases. Some reasons you might want to view service case details include:

You want to see the details of a service case that has been assigned to you.

[ ]

e You are working on an activity, and you want to see the service case for which the activity
was created.

e You are a supervisor, and you want to check the progress your subordinates are making on

their service cases.

Note: Depending on your permissions, you may not be able to edit service cases. In addition, your

permissions settings may limit you to read-only access or no access to service cases at all. For

more information, see Managing Users.
To view service case details from the Service Cases hub

1. Click the Service Cases button in the main navigation bar.
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[] create activity
4} Create sales opportunity

All activities ~  Duedate - All - v | Status  Open v Owner Imeyer > Go

] Create donation opportunity

9, Create service case Due date Activity Subjet

4, Create patron Apr 12, 2011 . Phonecall Initial Call Mr. Ray Tavary

(Due in 4 days) Use cold call script 450

» Inquiry

» Processes

Apr 12, 2011 0 Phonecall Contact Regarding Sale John Smith
(Due in 4 days) 257352
» Setup —
Open Apr 15, 2011 . Phonecall Initial Email - Capital Campaign Ms. Ruth Staley ™
» Calendar (Dus in 7 days) 700
Open Apr 15, 2011 . Phonecall Thank You Call Sheryl Lamson “"' N

CRM displays the Service Cases hub.

Service Cases

Created date - All - *  Owner Imeyer - Go

Create date Patron Name Category Priority Cwner
Apr 29, 2011 John Smith John Smith tailgating ™ Normal Imeyer
{Created 0 days ago) 257352 Mr. Smith did not feel we opened our parking

early enough for a proper tailgaiting party.

Apr 29, 2011 Mr. Jack Roberts Jack Roberts Temperature ™ Nermal Imeyer
(Created 0 days ago) 4444 Mr, Roberts called to say it was uncorfortably  Hot

warm in the loge ares,
Apr 29, 2011 Ms. Roberta C. Glachini Roberta Glanchini Food ™ Normal Imneyer
(Crested O days sgo) 1301 Mz, Giachini thought that the VIP food was ne  VIP Food

better than the narmal fare.
Apr 29, 2011 Mr. James Davis Mrs. Dru Davis Lines ™ Normal Imeyer
{Created 0 days ago) 7362 The womens bathroom lines on the floor level Bath

were too long.
Apr 29, 2011 Mr. Henry Blume Mr. Henry Blume Seating issue ™ Normal Imeyer
{Created 0 days ago) 36570 Mr. Blume says that the stairs to the upper Vertigo

level are much too steep.

-

Apr 29, 2011 Mr. Larry Walder Mr. Larry Walder Lines ™ Normal Imeyer
(Created 0 doys ago) 230111 Mr, Walder feels like 2 cad for getting in and ~ Bath

out of the men's room so quickly while

women have to stand in long lines,
Apr 29, 2011 Ms. Hana May Brown Production Too Emational Productions ™ Nermal Imeyer

{Created 0 days ago) 242245 Ms. Brown says that she cried a river of tears  Death in Venice
at this production, ruining her new shoes.

~ Activity History

2. If the service case whose details you want to view or edit is not in the opportunity list, set
the Created date and Owner filters, and then click the Go button. If you are not a super-
visor, you cannot filter by owner. Only your subordinates are available in the Owner list.

3. Select the service case, and then click the Show Details button.

Service Cases

Created date - All - *  Owner Imeyer - Go

Create date Patron Mame Category Priority Cwmer
Apr 29, 2011 John Smith John Smith tailgating T Normal Imneyer
{Created 3 days ago) 257352 Mr. Smith did not feel we opened our

parking lot early encugh for & proper
tailgaiting party.

-
Show details
—

Creste new activity Close service case Delete service case

"
Apr 29, 2011 Mr. Jack Roberts Jack Roberts Temperature T Normal Imeyer
(Created 3 days ago) 4444 Mr. Roberts called to say it was Het

uncorfortably warm in the loge area.
Apr 29, 2011 Ms. Roberta C. Giachini Roberta Gianchini Food ™ Normal Imeyer
{Created 3 days ago) 1301 Ms. Giachini thought that the VIP food was  VIP Food

ne better than the normal fare.

CRM displays the Edit Service Case form.
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Delete service case

Edit Service Case
Details
* Patron Id 257352 4, * Contact person | John Smith
* Name I bohn Smith I
* Category | tailgating x> Sub category
Description | Mr. Smith did not feel we opened our parking lot early enough for a proper tailgaiting party.
Case Details
* Owner | Imeyer Q priority | P Normal
Attachment
Created by  Imeyer 4/29/2011 1:07 PM Last updated by  lmeyer 4/20/2011 1:31 PM

| Close senicecase || Createmew actity | Cancet | sove

To view service case details from the Activities hub

1. On the Activities hub, locate the activity associated with the service case whose details you
want to view, and then select the activity. If the activity you want to view is not in the list,
try Filtering the Activity List.

2. Inthe Opportunity / Service Case pane, click the Details link.

Activities

Status Due date

Prioeity | Owmer

Cpen May 6, 2011
{Due in 4 days)

Call Mr. Smith

John Smith

Let him know that we will now be opening the 257352
parking let 3 hours early.

=

Normi |meysr

Open May 6, 2011
(Due in 4 days)

Cpen May &, 2011
{Dwe in 4 doys)

Open May 6, 2011
(Due in 4 days)

Open May 6, 2011
{Due in 4 days)

A Phone call

& Phone call

“ Letter

Turning up air conditioner

Tell Mr. Roberts that we will be tuming up the air 4444
conditioning in the loge section,

Improved VIP Food

Call to apologize about the quality of the food. 1301
Offer her a concessions discount.

Long Lines for Womens Room

Send letter of apology with details of the plan for 7362

expansion.

Stair Steepness

Mr. Henry Blume |

36970

Mr. Jack Roberts "'
Ms. Roberta C. Gi '."

Mr. James Davis "

 ad

Normi |meyer

Norm; Imeyer

Normi meyer

Normi |meysr

Opportunity / Service

Prigrity  Normal

Name John Smith

Description  Mr. Smith did not feel we opened our parking lot early enc
Last Updated By Imeyer 4/29/2011 1:31 PM

Patren  John Smith
Activity Phone call
Phone Number  (281)555-1234

~  Activity History

CRM displays the Edit Service Case form.

Created by

Delete service case

Imeyer 4/29/2011 1:07 PM

Edit Service Case
Details
* Patron Id 257352 4, * Contact person | John Smith
* Name I bohn Smith I
* Category | tailgating x> Sub category
Description | Mr. Smith did not feel we opened our parking lot early enough for a proper tailgaiting party.
Case Details
* Owner | Imeyer Q priority | P Normal
Attachment

Last updated by  Imeyer 4/29/2011 1:31 PM

| Close senicecase || Createmew actity | Cancet | sove

To view service details from a patron record

1. In the patron record, click the General Profile tab. CRM displays the tab.
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w Customer Profile  Donor Profile

Patron Information Edit

Names Edit

Patron status A - Active
Patron source  PD.CONV:TUTS
VIP code
External 1d
Announcement

Comments

Addresses Edit

P - PRIMARY
Mr. Jack Roberts
5138 Verdant Way, Mrs. Barbara Roberts, Housten, TX 75

=
Mr. Jack Roberts

Male,

L

Notes  Add

Last updated | From

CRM Activities  Add

Subject
@ 1nitial call

=

3f11/2011

2. Inthe Service Cases table, double-click the name of the service case that you want to view

or edit.

Patron Information  Edit

Names Edit

€3 Mr. Jack Roberts (4444) Customer, Donor
[N AN Customer Profile  Donor Profile

Patron status A - Active
Patron source  PD.CONV:TUTS
VIP code
External Id
Announcement
Comments

Addresses Edi

P - PRIMARY

Mr. Jack Roberts

5138 Verdant Way, Mrs. Barbara Roberts, Houston, TX 75
H - HOME ADDRESS

Jack Reberts

5138 Verdant Way, Houston, TX 77069

Phone Edit

l H - HOME (281)555-1234 l

Email Edit

l E - E-MAIL PRIMARY  jroberts@gmail.com

| Mr. Jack Roberts
Male,

Notes Add

Last updated | From Subject

CRM Activities Add

Subject | Due date |
@ tnitial Call 2o A
& voucher 3/11/2011 I
[ Letter 1 3/11/2011
@ call For Annual Fun Renewsl 3/13/2011

‘8 New Sales to Vendors

3/15/2011

]88 Call for NCAA 15t & 2nd Round Sessson Tick: 3/16/2011  ~

Service Cases  Add

O g

| Date created
£011

L[] P Jack Roberts 4/28/2011
= ]

If the service case is open and you or one of your subordinates is the owner, CRM displays
the Edit Service Case form. If the service case is closed or a user besides you or one of your

subordinates is the owner, CRM displays the View Service Case form.

Edit Service Case

Details

*Patron Id 257352 4,

* Contact person

John Smith >

* Name I bohn Smith

* Category | tailgating

= Sub category

Description | Mr. Smith did not feel we opened our parking lot early enough for a proper tailgaiting party.

Case Details
* Owner | Imeyer Q Priority | #* Normal o
Attachment =]
Created by Imeyer 4/29/2011 1:07 PM Last updated by  Imeyer 4/29/2011 1:31 PM
rr— Pr——r——r—y g
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View Service Case

Details
Patron Id 4444 & Contact person  Mr. Jack Roberts
Mame  Broken Sest
Category  Seating Sub category
Description  110:D:14 - offering 2 comps te next event.
Case Details
Ikelley Priority  Normal

Ikelley 3/9/2011 10:36 AM Last updated by Ikelley 3/9/2011 10:38 AM

Viewing the Activity History of a Service Case

As you work toward resolving a service case, you add and close CRM activities for the service case
item. CRM creates an activity history for the item that you can display while you work. You can
view the activity history on the Service Cases hub.

Tip: You can also view the activity history of a service case item in the patron summary of the
patron for which the item was created. However, the activity history in the patron summary
includes the activities for all opportunities, service cases, and standalone activities that have been
created for the patron. For more information, see Viewing the Patron Summary.

To view the activity history of a service case

1. Click the Service Cases button in the main navigation bar.

Donation Oppartunities Service Cases

Activities

[] create activity
4} Create sales opportunity

Wiew

All activities ~  Duedate - All - v | Status  Open v Owner Imeyer

i Create donation opportunity

4, Create service cage mnm Subject Patron Prioeity

Apr 12, 2011 ' Phonecall  Initial call Mr. Ray Tavary
(Due in 4 days) Use cold call script 450

2 Create patron

» Inquiry

Edit activity Delete activity

» Processes Apr 12, 2011 .. Phone call Contact Regarding Sale John Smith

(Due in 4 days) 257352

» Setup

Open Apr 15, 2011 . Phonecall Initial Email - Capital Campaign Ms. Ruth Staley | Hi
(Due in 7 days) 700

» Calendar

Open Apr 15, 2011 . Phonecall Thank You Call Sheryl Lamson 1 Ng

CRM displays the Service Cases hub.

User Guide 99



Paciolan

CRM 1.0

{Created 0 days ago) 242245

Ms. Brown says that she cried a river of tears
at this production, ruining her new shoes.

Death in Venice

Service Cases
Created date - All - ~  Owner |meyer - Go
Create date Patron Name | Category Priority Owner
Apr 29, 2011 John Smith John Smith tailgating ™ Normal Irmeyer
{Created 0 days ago) 257352 Mr. Smith did not feel we opened our parking

Ik early enough for 2 proper tailgaiting party.
Apr 29, 2011 Mr. Jack Roberts Jack Roberts Temperature ™ Nermal Imneyer
(Created 0 days ago) 4444 Mr, Roberts called to say it was uncorfortably  Hot

warm in the loge ares.
Apr 29, 2011 Ms. Roberta C. Glachini Roberta Glanchini Food ™ Normal Imeyer
(Crested O days sgo) 1301 Mz, Giachini thought that the VIP food was ne  VIP Food

better than the narmal fare.
Apr 29, 2011 Mr. James Davis Mrs. Dru Davis Lines. \* Normal Imeyer
{Created 0 days ago) 7362 The womens bathroom lines on the floor level Bath

were too long.
Apr 29, 2011 Mr. Henry Blume Mr. Henry Blume Seating issue ™ Normal Imeyer
(Created 0 days ago) 36970 Mr. Blume says that the stairs to the upper  Vertigo

level are much too steep.
Apr 29, 2011 Mr. Larry Walder Mr. Larry Walder Lines ™ Normal Imeyer
{Created 0 doys ago) 230111 Mr. Walder feels like 2 cad for getting inand  Bath

out of the men's room 2o quickly while

women have to stand in long lines.
Apr 29, 2011 Ms. Hana May Brown Production Too Emational Productions ™ Nermal Imeyer

~ Activity History

2. Select the service case item for which you want to view the activity history, and then click
the Activity History bar.

Crested date - All - = Owner Imeyer - Go
Create date | Patron | Mame Category | Priority Cwmer
Apr 29, 2011 Ms. Roberta C. Gia  VIP food quality Food ™ Normal Imeyer
(Crested more then 30 days s 1301 Ms. Giachini thought that VIP Food

the VIP food was no

better than the normal

Fare.

Create new activity

Apr 29, 2011 Mr. James Davis  Womens bathroom li... Lines ™ Normal Imeyer
(Created more than 30 days a.. 7362 The womens bathroom  Bath

lines on the floor level

were tog long.
Apr 29, 2011 Mr. Henry Blume  Stairs too steep Seating issue ™ Normal Imeyer
(Created more than 30 days a.. 35570 Mr, Blume says that the  Vertigo

stairs to the upper level

are much toa stesp,
Apr 29, 2011 Mr. Larry Walder  Ungentlemanly feeling Lines ™ Normal Imeyer
(Created more than 30 days & 230111 Mr. Walder feels like & Bath

cad for getting in and

out of the men's room so

quickly while women

have to stand in long

lines.
Apr 29, 2011 Ms. Hana May Brov Production too emot... Productions ™ Normal Imeyer
(Created more than 30 days & 242245 Ms. Brown says that she  Death in Venice

eried & river of tears at

thes production, ruining

her new shoes.

™ High Imeyer

May 5, 2011

CRM displays the Activity History list for the selected service case.

Mr. John Smith Motor homes not all... motor homes
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F |
Service Cases

Created date - All - = | Owner | imeyer - Go

Create date Patron Name Category Priarity Owmer

Apr 29, 2011 Mr. James Davis Womens bathroom li... Lines r Normal Imeyer
(Created more than 30 da.. 7362 The womens bathroom Bath

lines on the floor level

were too long.

Show details Create new activity Close service cas Delete service case

Apr 29, 2011 Mr. Henry Blume Stairs too steep Seating issue ™ wormal Imeyer
(Created more than 30 da_. 36970 Mr. Blume says that the  Vertigo
spper evel

Apr 29, 2011 Mr. Larry Walder
(Crested more than 30 da. 230111

7 Narmal Imeyer

¥ Activity History

Activity Status. Priority Duse date Subgect Ormer

Letter Open Normal Jul 1, 2011 Long Lines for Womens Reom  Imeyer

Letter Open Normal Jul 29, 2011 Gift Certificate Imeyer

Tips about viewing the Activity History:

You can sort the service cases in the list by column by clicking the column header. You can also
change the column order in the list by dragging the column headers. The columns will remain in the
new order for all your user sessions until you change the order. In addition, you can change a col-
umn's width by dragging the column borders. If there are too many service cases in the list to dis-
play in the list area, a scroll bar appears on the right side of the list.

The default columns include the following:

e Status. Activity statuses can be Open or Closed. Deleted activities are never displayed in the
Activity list, but you can see them using data views.

e Activity. Activity types include phone call, email, fax, letter, meeting, and other. The activity
type is chosen during manual or bulk activity creation. See Creating Activities in Bulk or Man-
ually Creating Activities.

e Due date. Displays the activity due date and the number of days until or after the due date,
relative to the current date. If the due date is more than 30 days in the future or 30 days
late, the due date and "Due in more than 30 days" or "More than 30 days overdue" are dis-
played. The default sort is from the oldest to the furthest out date.

e Subject. The subjects of the activities are sorted by the subject name.
e Priority. High, Normal, Medium, or Low. The sort is alphabetical.

Creating Service Cases

A CRM service case is created to track all activities, communication, and information related to an
incoming customer complaint. If follow up actions are necessary, a CRM activity can also be
created and associated with the service case. Unlike CRM opportunities and activities, CRM service
cases cannot be created in bulk. This because customer complaints are always unscheduled, single
incidences. Once the customer complaint has been resolved, you can close the service case.

The power of service case creation is realized in CRM data views that gather, organize, and present
customer complaint data. CRM allows you to set up service case categories from which your cus-
tomer service representatives must choose when they create a service case. Then, when you gen-
erate a data view, you will be able to identify and address your customers' most common
complaints.
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To create a service case

1. Inthe navigation pane, click the Create service case button.

Sales Opportunities Donation Opportunities

[] Create activity Activities

) Creote sales opportunity View Al activities ~ Due date

@ Status Activity Due da

Open . Phone call Mar 2

» Inquiry

» Processes Open < Letter Mar 3
(Due i

» Setup 2
Open 2 Phone call Apr 1

» Calendar (Due i

nen i R Awe @

CRM displays the Create Service Case form.

Create Service Case
Details IESE0

* patron 1d | | C * Contact person -

* Name
* Category hd Sub category

Description

Case Details

* ODwner | Imeyer Q Pricrity | ™ Normal -

ti

2. Set value for each field with an asterisk (required), and optionally enter values for any of the
remaining fields. See the table below for an alphabetical list of the fields that may be
included on this form with usage information about each one.

See an alphabetical list of the fields with usage information

Field Usage Information

Activity Select an activity type for the next step towards addressing the customer com-
plaint. The activity is automatically assigned to the owner of the service case.
For the Phone Call, Email, Fax, Letter, and Other activity types, you must
select either Outgoing or Incoming. Outgoing activities are initiated by inter-
nal personnel, whereas incoming activities are created in response to com-
munication from external patrons. Outgoing and incoming do not apply to
Meeting activities. If you change the activity type after entering information in
other fields on this form, the information you entered will be kept.

Address When creating a letter activity, select an address from this drop-down list. The
addresses appear in the order they are entered during patron entry in the back
office or CRM.

Attachment (Optional) Use this field to add a .rtf, .doc, .docx, .pdf, .jpg, .bmp, .xls, or
.xlsx file attachment to a service case. File size cannot exceed 2MB.

Cancel Click this button to close the form without saving and return to the previous
form.

Category  You must select a category for the service case. Categories for service cases
include service areas about which customers may complain, such as parking,
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Field Usage Information
concessions, and restroom lines. Categories are used to generate CRM data
views of service cases. Service case categories and subcategories are con-
figurable in CRM. See Configuring Service Case Categories.

Close case If no further activity is required after entering the service case, you can click

this button to save and close the service case. If you want the service case to
remain open, click the Save button.

Contact per-Select the contact person from the patron record. Name #1 from the patron

son

record in the back office is available by default in the drop-down list. If the rec-
ord has a Name #2, that name can also be selected from the list. You can only
select one contact person. If the patron is an organization, this field becomes a
text box, and the company name is entered by default. Changes to an organ-
izational contact must be entered manually. Changes to the Contact person
text box are not saved to the patron record in the back office.

Description There are two Description text boxes. On the Details tab, enter a detailed

description of the customer complaint. On the Next Step tab, enter a descrip-
tion of the activity that must be completed to address the complaint.

Details tab The fields on this tab capture the details of the customer's complaint.

Due date

Email

End Time

Fax
number

Location

Message

Name

Next Step
tab

Owner

Either enter a date in the field or click the calendar icon to select it from the
popup calendar. For Meeting activities, this should be set to the end day of the
meeting.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address
entered in the back office as email type E for the primary email address. If the
patron does not have an email address type E entered in the back office or
CRM, you cannot send the patron an email from CRM. To learn about working
with MS Outlook email in CRM, see Using Integrated Outlook.

For meeting activities only, use this field to enter the start and end date and
time. Click the calendar icon to select an end date from the popup calendar,
and use the drop-down list to select the end time. If you select All day event,
you do not need to enter an end time.

The list of fax and phone numbers from the customer or donor record in the
order they were entered in the back office. Since the fax phone type is not
included in the list of phone nhumbers, you may need to view the patron record
to select the appropriate fax number.

For meeting activities only, enter a description of the meeting location. This
field does not correspond to any meeting place or room addresses that are
available in MS Outlook. The text entered in this field is for information pur-
poses only.

For email and meeting activities, enter the body of the message for the email
or meeting.

Enter a short, descriptive name for the service case. This is not related to the
patron name.

If you need to take action to address the customer complaint in the service
case after it is created, use these fields to open a next step activity when the
case is saved.

This field defaults to the sign in name of the creator. You can make any CRM
user the owner, including your supervisor and subordinates.
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Field

Usage Information

Patron Id

Patron
Lookup

Phone
number

Priority

Save

Start time

Sub cat-
egory

Subject

Click “X in the Owner field to display the User Lookup, and then use the form
to select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name,

you can enter it in the Owner field and then click ~* to get search results in
the User Lookup for the partial name. The User Lookup will find any CRM user.
For more information about the User Lookup, see Selecting Users with the User
Lookup. If the patron has an assigned representative and you enter a different
owner, CRM will display a warning message to that effect. However, an service
case can still be created with a non-assigned owner.

Enter the patron ID or keyword, or use the Patron Lookup to select a patron. A
service case can only be associated with one patron. Once the patron ID is
entered, the patrons from the record will be available in the Contact person
field. If the patron has an assigned owner other than the one in the Owner
field, CRM will display a warning message to that effect. For information about
searching for and assigning owners to patrons, see Working with Patrons. The
Patron Id field is static and the lookup is unavailable if this form is accessed
from a patron profile or while converting an email to an service case. This is
because CRM assumes the service case is being created for that patron.

Click “4 to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the phone number to use to contact the patron. The list of fax and phone
numbers from the customer or donor record are listed in the order they were
entered in the back office. The phone nhumbers have their the phone types
(home phone, cellular, etc.) displayed next to them.

(Optional) Select Low, Medium, Normal, or High from the priority lists of
the service case on the Details tab and the next step activity on the Next Step
tab. The priority settings on the two tabs are independent of one another. Your
organization can decide what these priority levels mean. The priority setting
has no effect on CRM functionality, but you can use priority assignments for
reporting.

Click this button to save changes, close the form, and return to the previous
form. If you created the service case by clicking the Create service case but-
ton in the left navigation pane, CRM will display the Service Cases hub. The
Save button is enabled only if all required fields have valid entries.

For meeting activities only, use this field to enter the start date and time. Click
the calendar icon to select the start date from the popup calendar, and use the
drop-down list to select the times. If the meeting will last the whole day, select
All day event instead of entering start and end times.

If the currently selected category has subcategories, you can select one from
this list.

Enter a brief description of the purpose of the activity.

3. Do one of the following:

e To save the service case and leave it open, click Save.
e To save and immediately close the service case, click Close case.
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Selecting Patrons During Service Case Creation

As part of manually creating a service case, you need to select the patron for which you are cre-
ating the service case. To select a patron you can use a known patron Id humber, a keyword, or
the integrated Patron Lookup. Except for its integration into the service case creation process, the
Patron Lookup works just like the Patron Search form on the Patron hub.

When using the Patron Lookup, you can search for a patron using the patron's name, Id, keywords,
phone numbers, or email addresses. If the patron is an organization, you can search by the organ-
ization name. Once you locate the patron, you can assign the patron to the service case you are cre-
ating.

To select a patron using the patron Id number

1. On the Create Service Case form in the Patron Id field, enter the patron Id number, and
then click the magnifying glass icon Q.

Create Service Case

Details [WIE=1

Case Details

* Owner | Imeyer qQ priority | P Normal

Attachmant

If the patron Id number is valid, CRM populates the Create Service Case form with the
patron's information. If the patron Id is invalid, CRM displays the Patron Lookup. In this case,
use the procedure to select a patron using the Patron Lookup search below.

Create Service Case |
Details

*Patron Id | 4444 9 * Contact person I,""'-“‘:k Ropets 'J

* Name
* Category = Sub category -

Description

Case Details

* Owner | Imeyer

Attachment

To select a patron using a patron keyword

1. On the Create Service Case form in the Patron Id field, enter the keyword, and then click
the magnifying glass icon CJ;_
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p Contact person

* Category - Sub category =
Description
Case Details
* Owner | Imeyer qQ Priofity f" Normal -

Attachment (=

If only one patron record contains the keyword, CRM populates the Create Service Case form
with the patron's information. If more than one patron record uses the keyword, CRM dis-
plays the Patron Lookup with the matching patron records in the search results.

Patron Lookup
| Keyword = | | jamesj Create patron
e ——————————
L] | Hame | Sexondary name. Phone | Email | Shipping address. I
6050 James, lack E. 6912 Thrush, Housten, TXT =
321837 Jammes, Jacki 321937 @pac.com
340387 James, lan 349387 @pac.com
28644 lames, Jlason 2002 Woodland Spring, He
409711 larmes, Jason 409711 @pac.com
363933 James, Jean
248828 James, Jennifer 248B2E@pac.com
300172 lares, leremy
309491 James, Jeremy 309491 @pac.com
3487EE  James, Jeremy tuts-hsent 3487BE@pac.com
384063 James, Jesse
356375 James, Jewel
25821 Jarnes, Jienmy 13510 Ortega Ln., Houston
392638  James, Johanna 39263E@pac.com
396376  James, John 396376 @ pac.com
376434 larnes, Jordan 376404 @pac.con -

4

2. Locate the patron for which you are creating the service case. You can rearrange the col-
umns by dragging their column headers. You can sort the list by the data in a column by click-
ing the column header.

3. Double-click the patron's row. CRM redisplays the Create Service Case form populated with
the patron's information.

Create Service Case |
Details
*Patron Id | 4444 q * Contact person | Mr. Jack Roberts |
* Name
* Category = Sub category =
Description
Case Details
* Owner | Imeyer qQ Priority | T Normal -
Attachment [=

To select a patron using the Patron Lookup search

1. On the Create Service Case form in the Patron Id field, click the magnifying glass icon Q.
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Details [[ENE=TE)

* Na;

* Category - Sub category

Case Details

* Owner | Imeyer Q Priority | P Normal

Attachment =

CRM displays the Patron Lookup.

Patron Lookup

T — (— yr—

3. Based on the search mode, enter the appropriate alphanumeric characters in the text boxes.

See a table that describes the acceptable entries for each search mode.

Search

Acceptable entries
mode

Patron name Any alphanumeric

In the second text box, you can use the asterisk (*) wildcard as long as the
first character is a letter. For example, if you want to find the first name John,
you can enter J*, Jo*, or Joh* . You cannot use *ohn. You also cannot use wild-
cards for last names in the first text box.

Patron Id Any alphanumeric

Keyword Any alphanumeric. The search will return patron records with partial keyword
matches.

Phone Any alphanumeric

number

Email Must be a valid email address format. For example, name@example.com

address

Organization Any alphanumeric
name

The image below shows the Patron Name search mode, which has two required text boxes.
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Patron Lockup
Fatron Name = Smith John| Search  Create patron
L] Hame Secondary name Phone Email Shappang address Bl

4. Click the Search button. CRM displays the search results. If no patrons match the search
criteria, CRM displays a message to that effect.

Patron Lookup
Fatron Name = | Smith John @ Create patron

e —————————————————
L] Hame Sexondary name. Phone Iﬁmli Slw-nuktw I
233751 .Smilh_ lohn : Seith, linny (515)555-8765  jemith2S@gmailc 8970 Hambone Court, IRVI [
257352 Smith, lohn Smith, Smidgen (2B1)555-1234  jsmith@paciclan. 5151 Jamboree Rd, Tomba
257358 Smith, ohn Smith, Bambam (949)555-9567  257358@pac.com 97896 Eldorado Circle, Lagr |
264148 Smith, lohn Smith, Purgy (949)555-8482  sensosmitho@ho 5567 Beringer Plaza, Costa |
285092 Senith, lohn Smith, Smallinda (049)555-8182  bilbonics@hotma 9874 Bilbo Blvd, Laguna Ni ¢
320695  Smith, lohn Smith, Hellacia (941)555-1538 320695@pac.com J8TEY Center Center, Fuller ¢
322106  Smith, John Smith, Pieata (933)555-8792  322106@paccom 3492 Boston Cream Pie Pla ©
354757 Smith, lohn Semith, Smelly (034)555-0082 30300B@pac.con 34343 Happy Face Place, Ir :
364041 Smith, lohn Smith, Shelly Jane (333)355-4738  johnlovessmidge: 3480 iPhone Lane, Raritan, {
364668  Smith, lohn Smith, Xena (933)555-4872 35466B@pac.com 478BY Bigowy Ave, Rasitan, [
365657  Smith, ohn Smith, Ubaldocita (944)555-2843 365657 @pac.com Puerta Luca 334, Luca Mex |
365968 Smith, John Smith, Cylindricsl (555)555-3854 365068 @paccon 2352 Revolution 29, Chaos '
392418 Senith, lohn Smith, Bellacosa (033)555-3056 39241B@pac.com 42323 Hardtafigure St, Cor
397632 Smith, John Smith, Chirpy (944)555-3856  397632@pac.com 4777 Very Thirsty St Perfec &
403983 Smith, John Smith, Elasticity (444)555-6666 beleagured@paci 2368 Damascus Ct, San Jos
411929 Seith, lohn Smith, Lovey (408)555-1234  myhometownS5E 5525 Chimichanga Yum, Ce © »

5. Locate the patron for which you are creating the service case. You can rearrange the col-
umns by dragging their column headers. You can sort the list by the data in a column by click-
ing the column header.

6. Double-click the patron's row. CRM redisplays the Create Service Case form populated with
the patron's information.

Create Service Case |
Details
*Patron Id | 4444 q * Contact person | Mr. Jack Roberts j 'I
* Name
* Category = Sub category hd
Description
Case Details
* Owner | Imeyer Q Pricrity | ™ Normal -
Attachment

Editing Service Cases

Service cases for which you or your subordinates are the owner can be accessed on the Service
Cases hub. These service cases have been assigned an owner during manual creation or sub-
sequent editing. Once a service case is assigned to you, the goal is to complete the activities
required to close the service case. To accomplish this goal, you may need to edit the service case's
fields or create a new activity for the service case.
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Tip: In the procedure below, a service case is accessed using the Service Cases hub. You can also
access service cases from associated patron records and activities. For more information, see
Viewing Service Case Details.

To edit a service case

1. Click the Service Cases button in the main navigation bar.

25 Opportunities Donation Oppartunities

Activities

[] create activity
4} Create sales opportunity

View Al activities

o Create donation opportunity

Activity

9, Create service case

4 Create patron Apr 12, 2011

(Due in 4 days)

Initial Call Mr. Ray Tavary
Use cold call script 450

" Phone call

» Inquiry

Edit activity Delete activity

» Processes

Apr 12, 2011 . Phonecall Contact Regarding Sale John Smith ™ ne

(Due in 4 days) 257352

* Setup =

Open Apr 15, 2011 . Phone call  Initial Email - Capital Campaign Ms. Ruth Staley T Hi
> Calendar (Due in 7 days) 700

Open Apr 15, 2011 ' Phone call  Thank You Call Sheryl Lamson ¥ nJ

CRM displays the Service Cases hub.

Service Cases
Created date - All - *  Owner Imeyer - Go
Create date Patron Name Category Priority Cwner
Apr 29, 2011 John Smith John Smith tailgating ™ Normal Imeyer
{Created 0 days ago) 257352 Mr. Smith did not feel we opened our parking

lot early enough for a proper tailgaiting party.

Show details Create new activity case Delete service case

Apr 29, 2011 Mr. Jack Roberts Jack Roberts Temperature ™ Normal Imeyer
{Created O days ago) 4444 Mr, Roberts called to say it was uncorfortably  Hot

warm in the loge ares,
Apr 29, 2011 Ms. Roberta C. Glachini Roberta Glanchini Food ™ Normal Imneyer
(Crested O days sgo) 1301 Mz, Giachini thought that the VIP food was ne  VIP Food

better than the narmal fare.

. . .

Apr 29, 2011 Mr. James Davis Mrs. Dru Davis Lines T Normal Imeyer
{Created 0 days ago) 7362 The womens bathroom lines on the floor level Bath

were too long
Apr 29, 2011 Mr. Henry Blume Mr. Henry Blume Seating issue ™ Normal Imeyer
{Created 0 days ago) 36570 Mr. Blume says that the stairs to the upper Vertigo

level are much too steep.

-

Apr 29, 2011 Mr. Larry Walder Mr. Larry Walder Lines T Normal Imeyer
(Created O days ago) 230111 Mr, Walder feals like & cad for getting in and  Bath

out of the men's room 2o quickly while

women have to stand in long lines,
Apr 29, 2011 Ms. Hana May Brown Production Too Emational Productions ™ Nermal Imeyer
{Created 0 days ago) 242245 Ms. Brown says that she cried a river of tears  Death in Venice

at this production, ruining her new shoes.
A Activity History

2. If the service case whose details you want to view or edit is not in the opportunity list, set
the Created date and Owner filters, and then click the Go button. If you are not a super-
visor, you cannot filter by owner. Only your subordinates are available in the Owner list.

3. Select the service case, and then click the Show Details button.

Service Cases
Created date - All - *  Owner Imeyer - Go
Create date Patron Mame Category Priority Cwmer
Apr 29, 2011 John Smith John Smith Lailgating ™ Normal Imeyer
{Created 3 days ago) 257352 Mr. Smith did not feel we opened our

parkang lot early enough for & proper

tailgaiting party.

Creste new activity Delete service case

Apr 29, 2011 Mr. Jack Roberts Jack Roberts Temperature ™ Normal Imeyer
(Created 3 days ago) 4444 Mr. Roberts called to say it was Het

uncorfortably warm in the loge area.
Apr 29, 2011 Ms. Roberta C. Giachini Roberta Gianchini Food ™ Normal Imeyer
{Created 3 days ago) 1301 Ms. Giachini thought that the VIP food was  VIP Food

ne better than the normal fare.
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CRM displays the Edit Service Case form.

Edit Service Case

Details

* Patron Id
* Name

* Category

Case Details

n | Mr. Smith did not feel we opened our parking lot early encugh for a proper tailgaiting party.

257352 & * Contact person | John Smith
pohn Smith

tailgating -

¥ Owner

Created by

meyer Priority | ™ Normal

Imeyer 4/29/2011 1:07 PM Last updated by  Imeyer 4/29/2011 1:31 PM

4. Edit the field values as required.

See an alphabetical list of the fields with usage information

Field

Usage Information

Attachment

Cancel

Category

Close serv-
ice case

Contact per-

(Optional) Use this field to add a .rtf, .doc, .docx, .pdf, .jpg, .bmp, .xls, or
.Xlsx file attachment to a service case. File size cannot exceed 2MB.

Click this button to close the form without saving changes. If you began editing
the service case by clicking the Show Details button on the Service Cases
hub, CRM displays the Service Cases hub. If you began editing from the Cus-
tomer Profile tab of a patron profile form, CRM redisplays the tab on that form.

You must select a category for the service case. Categories for service cases
include service areas about which customers may complain, such as parking,
concessions, and restroom lines. Categories are used to generate CRM data
views of service cases. Service case categories and subcategories are con-
figurable in CRM. See Configuring Service Case Categories.

If no further activity is required to address the service case, you can click this
button to both save changes and close the service case. For more information,
see Closing Service Cases.

Select the contact person from the patron record. Name #1 from the patron

son record in the back office is available by default in the drop-down list. If the rec-
ord has a Name #2, that name can also be selected from the list. You can only
select one contact person. If the patron is an organization, this field becomes a
text box, and the company name is entered by default. Changes to an organ-
izational contact must be entered manually. Changes to the Contact person
text box are not saved to the patron record in the back office.

Create new Displays the Create Activity form with the same owner and the service case's

activity patron as the contact person.

Created by A read-only field that displays the sign in name of the user who created the
service case, as well as the creation date and time.

Delete serv-See Deleting Service Cases.

ice case

Description You can add to or change the description of the customer complaint.

Last A read-only field that displays the sign in name of the user who last updated

updated by the service case, as well as the update date and time. The user and date/time
display is not updated when activities associated with the service case are
changed.
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Field

Usage Information

Name

Owner

Patron Id
Priority

Save

Start time

Sub cat-
egory

Subject

You can change the short description of the service case. This is not related to
the patron name.

This field defaults to the sign in name of the creator. You can make any CRM
user the owner, including your supervisor and subordinates.

Click L in the Owner field to display the User Lookup, and then use the form
to select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name,

you can enter it in the Owner field and then click “to get search results in
the User Lookup for the partial name. The User Lookup will find any CRM user.
For more information about the User Lookup, see Selecting Users with the User
Lookup. If the patron has an assigned representative and you enter a different
owner, CRM will display a warning message to that effect. However, an service
case can still be created with a non-assigned owner.

The Patron field is static and the lookup is unavailable on the Edit form.

(Optional) Select Low, Medium, Normal, or High from the priority list of the
service case. Your organization can decide what these priority levels mean.
When you change the service case priority during editing, CRM does not change
the priority of the activity that was added by the service case creation process.
The priority setting has no effect on CRM functionality, but you can use priority
assignments for reporting.

Click this button to save changes, close the form, and return to the previous
form. If you created the service case by clicking the Create service case but-
ton in the left navigation pane, CRM will display the Service Cases hub. The
Save button is enabled only if all required fields have valid entries.

For meeting activities only, use this field to enter the start date and time. Click
the calendar icon to select the start date from the popup calendar, and use the
drop-down list to select the times. If the meeting will last the whole day, select
All day event instead of entering start and end times.

If the currently selected category has subcategories, you can select one from
this list.

Enter a brief description of the purpose of the activity.

5. Click the Save button.

To create a new activity for a service case

1. On the Edit Service Case form, click the Create new activity button.

Edit Service Case

Details

257352 4 * Contact person John Smith
Parking lot hours
tailgating

Mr. Smith did not feel we opened our parking lot early enough for & proper tailgaiting party.

¥ Imeyer 4/29/2011 1:07 PM

meyer Pricrity | ™ Normal -

¥y Imeyer 5/2/2011 4:16 PM
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CRM displays the Create Activity form.

* Patron 4444
* Phone number
* Subject

* Due date

attachment

Create Activity

* Activity | %8 Phone call > | @ Outgoing {_) Incoming

* Owner | Imeyer

* Contact person | Mr. Jack Roberts

m priority | ™ Normal
Team

2. From the Activity drop-down list, select the type of activity that you want to create. The
required and optional fields on the form change based on the activity type.

3. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. Click the link below to display a table with usage information about the
fields on this form. Because the group of fields displayed varies by activity type, the table
lists the fields in alphabetical order.

See an alphabetical list of the fields with usage information.

Field Usage Information

Activity For the Phone Call, Email, Fax, Letter, and Other activity types, you must
select either Outgoing or Incoming. Outgoing activities are initiated by inter-
nal personnel, whereas incoming activities are created in response to com-
munication from external patrons. Outgoing and incoming do not apply to
Meeting activities. If you change the activity type after entering information in
other fields on this form, the information you entered will be kept.

Add meet- (Outlook integration only) For a Meeting activity, select this option to add the

ing to Out- meeting to your Outlook calendar. Your entry in the Location field will be auto-

look matically added to the Location field in the Outlook meeting. However, con-

calendar ference rooms with addresses in Outlook will not be added to the meeting.
If a patron has an email address, you can also choose to send a meeting invi-
tation to the patron's email account. If the patron has Outlook or another email
application that supports Outlook meeting invitations, the patron can then add
the meeting to an email integrated calendar. Depending on the Outlook inte-
gration of the patron's email application, you may also receive a confirmation
email when the meeting invitation is accepted. See Using Integrated MS Out-
look for more information.

Address When creating a letter activity, select an address from this drop-down list. The
addresses appear in the order they are entered during patron entry in the back
office or CRM.

Attachment (Optional) Use this field to add a .rtf, .doc, .docx, .pdf, .jpg, .bmp, .xls, or
.xlsx file attachment to a service case. File size cannot exceed 2MB.

Cancel Click this button to close the form without saving and return to the previous
form.

Close activ- Click this button to close an activity. When you click Close Activity, any

ity changes you've made will be saved, and then the activity status is changed
from open to closed. You will also be given the choice of creating a follow-up
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Field

Usage Information

activity or returning to the previous form.

Contact per- Select the contact person from the patron record. Name #1 from the patron

son

Description
Due date

Edit in Out-
look

Email

End Time

Fax

Number

Location

Message

Owner

record in the back office is available by default in the drop-down list. If the rec-
ord has a Name #2, that name can also be selected from the list. You can only
select one contact person. If the patron is an organization, this field becomes a
text box, and the company name is entered by default. Changes to an organ-
izational contact must be entered manually. Changes to the Contact person
text box are not saved to the patron record in the back office.

(Optional) Enter a detailed description of the activity.

Either enter a date in the field or click the calendar icon to select it from the
popup calendar. For Meeting activities, this should be set to the end day of the
meeting.

(Outlook integration only) Save the email or meeting activity in CRM and open
the email or meeting in Outlook. You can then edit the item as you normally
would.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address
entered in the back office as email type E for the primary email address. If the
patron does not have an email address type E entered in the back office or
CRM, you cannot send the patron an email from CRM. To learn about working
with MS Outlook email in CRM, see Using Integrated Outlook.

For meeting activities only, use this field to enter the start and end date and
time. Click the calendar icon to select an end date from the popup calendar,
and use the drop-down list to select the end time. If you select All day event,
you do not need to enter an end time.

The list of fax and phone numbers from the customer or donor record in the
order they were entered in the back office. Since the fax phone type is not
included in the list of phone numbers, you may need to view the patron record
to select the appropriate fax number.

For meeting activities only, enter a description of the meeting location. This
field does not correspond to any meeting place or room addresses that are
available in MS Outlook. The text entered in this field is for information pur-
poses only.

For email and meeting activities, enter the body of the message for the email
or meeting.

The Message field is not required, so CRM will send a message or meeting invi-
tation with no body if you do not enter the message body here.

This field defaults to the sign in name of the creator. You can make any CRM
user the owner, including your supervisor and subordinates.

Click “% in the Owner field to display the User Lookup, and then use the form
to select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name,

you can enter it in the Owner field and then click ~* to get search results in
the User Lookup for the partial name. The User Lookup will find any CRM user.
For more information about the User Lookup, see Selecting Users with the User
Lookup. If the patron has an assigned representative and you enter a different
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Field

Usage Information

Patron

Patron
Lookup

Phone
Number

Priority

Save

Send Email

Start Time

Subject
Team

owner, CRM will display a warning message to that effect. However, an service
case can still be created with a non-assigned owner.

Enter the patron ID or keyword, or use the Patron Lookup to select a patron. A
service case can only be associated with one patron. Once the patron ID is
entered, the patrons from the record will be available in the Contact person
field. If the patron has an assigned owner other than the one in the Owner
field, CRM will display a warning message to that effect. For information about
searching for and assigning owners to patrons, see Working with Patrons. The
Patron Id field is static and the lookup is unavailable if this form is accessed
from a patron profile or while converting an email to an service case. This is
because CRM assumes the service case is being created for that patron.

Click “4 to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the phone number to use to contact the patron. The list of fax and phone
numbers from the customer or donor record are listed in the order they were
entered in the back office. The phone numbers have their the phone types
(home phone, cellular, etc.) displayed next to them.

(Optional) Select Low, Medium, Normal, or High from the priority lists of
the service case on the Details tab and the next step activity on the Next Step
tab. The priority settings on the two tabs are independent of one another. Your
organization can decide what these priority levels mean. The priority setting
has no effect on CRM functionality, but you can use priority assignments for
reporting.

Click to save the activity and return to the previous form. If you want to create
a follow-up activity, click the Close Activity button instead. The Save button
is enabled only if all required fields have valid entries.

(Outlook integration only) Click to send the email activity as an email message
from your MS Outlook account. CRM then closes the activity and gives you the
option of creating a follow-up activity.

For meeting activities only, use this field to enter the start date and time. Click
the calendar icon to select the start date from the popup calendar, and use the
drop-down list to select the times. If the meeting will last the whole day, select
All day event instead of entering start and end times.

Enter a brief description of the purpose of the activity.

(Optional) Owners who are assigned to one or more teams can assign the to
one of those teams. Only teams to which the owner is assigned will be avail-
able in the drop-down list. If you are a manager, you can configure teams.

4. Do one of the following:

e For Phone Call, Fax, Letter, Meeting, or Other activities, click Save.

e For an Email activity, click Send Email. CRM prompts you to either return to the Activ-
ities hub or create a follow-up activity. To create a follow-up activity, select Create fol-
low-up activity, and then click OK. Once you click OK, CRM closes the activity you just
completed. CRM displays the Create Activity form. The form displays with the patron infor-
mation from the original email activity, and you can then repeat this procedure to create a
new activity.
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Close Activity

Your changes will be soved and this activity will be dosed.
‘What would you like to do next?
:i' Reburn bo My Actnerties

(") Create follow-up activity

Closing Service Cases

Once you have addressed the customer complaint represented by a service case, you should close
the service case to remove it from the list of open service cases on the Service Cases hub. You
must be the owner or the supervisor of the owner to close a service case. Although closed service
cases are not visible on the Service Cases hub, they are still visible by generating CRM data views.

Tip: The procedure below uses the Service Cases hub, but you can also close opportunities from
the Edit Service Case form. See Editing Service Cases for more information.

To close a service case

1. Click the Service Cases button in the main navigation bar.

[] create activity

&, Create patron

» Inquiry
» Processes
> Setup

» Calendar

3 Create sales opportunity
] Create donation opportunity
4, Create service cage

Donation Opportunities

Activities

Wiew

All activities ~  Duedate - All -

v | Status  Open v Owner Imeyer

Due date Activity

Subject

Apr 12, 2011 . Phone call

(Due in 4 days)

Edit activity

(Due in 4 days)

(Due in 7 days)

Apr 15, 2011

CRM displays the Service Cases hub.

Delete activity
Apr 12, 2011 & Phone call

Apr 15, 2011 E rhone call

' Phone call

Initial Call

Use cold call script

Contact Regarding Sale

Tnitial Email - Capital Campaign

Thank You Call

Mr. Ray Tavary

Ms. Ruth Staley | Hij

Sheryl Lamson

Service Cases

(Created 0 days ago)

242245

Ms, Brown says that she cried a river of tears
at this production, ruining her new shoes.

Death in Venice

Created date - All - *  Owner Imeyer - Go
Create date Patron Name Category Priority Owner
Apr 29, 2011 John Smith John Smith tailgating ™ Normal Imeyer
{Created 0 days ago) 257352 Mr. Smith did not feel we opened our parking

Ict early enough for a proper tailgaiting party.

Creatn new activity

Apr 29, 2011 Mr. Jack Roberts Jack Roberts Temperature ™ Nermal Imeyer
(Created 0 days ago) 4444 Mr, Roberts called to say it was uncorfortably  Hot

warm in the loge ares,
Apr 29, 2011 Ms. Roberta C. Glachini Roberta Glanchini Food ™ Normal Imneyer
(Crested O days sgo) 1301 Mz, Giachini thought that the VIP food was ne  VIP Food

better than the narmal fare.
Apr 29, 2011 Mr. James Davis Mrs. Dru Davis Lines. ™ Normal Imeyer
{Created 0 days ago) 7362 The womens bathroom lines on the floor level Bath

were too long.
Apr 29, 2011 Mr. Henry Blume Mr. Henry Blume Seating issue ™ Normal Imeyer
{Created 0 days ago) 36570 Mr. Blume says that the stairs to the upper Vertigo

level are much too steep.
Apr 29, 2011 Mr. Larry Walder Mr. Larry Walder Lines ™ Normal Imeyer
(Created 0 doys ago) 230111 Mr, Walder feels like 2 cad for getting in and ~ Bath

out of the men's room 2o quickly while

women have to stand in long lines,
Apr 29, 2011 Ms. Hana May Brown Production Too Emational Productions ™ Nermal Imeyer

~ Activity History
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2. If the service case you want to close is not in the service case list, set the Created date and
Owner filters, and then click the Go button. If you are not a supervisor, you cannot filter by
owner.

3. Select the service case, and then click the Close service case button.

Service Cases

Created date - All - *  Owner Imayer x Go

Create date Patron Name Category Priority Crmer
Apr 29, 2011 John Smith Parking lot hours tailgating ™ Normal Imneyer
(Created 5 days ago) 257352 Mr. Smith did not feel we opened our parking

proper tailgaiting party.

Show details Creste new activity

™

Apr 29, 2011 Mr. Jack Roberts Loge too warm Temperature Normal Imeyer
(Created 5 days age) 4444 Mr. Roberts called to say it was uncorfortably Hat

warm in the loge area.
Apr 29, 2011 Ms, Roberta C. Giachini  VIP food quality Food ™ Normal Imeyer

(Created 5 days ago) 1301 Ms. Giachini thought that the VIP food was no  VIP Food
better than the normal fare.

CRM displays the Close Service Case dialog box.

Close Service Case

4. (Optional) In the Resolution text box, enter a description of how the service case was
resolved. This description will be available when viewing closed service cases in a CRM data
view.

5. Click OK. CRM redisplays the Service Cases hub with the closed service case removed.

Deleting Service Cases

If you are a supervisor, you can delete your own or a subordinate's service cases. You may want
to do this if you created a service case by mistake. When you delete a service case, all of its asso-
ciated activities and attachments are also deleted.

Tip: The procedure below uses the Service Cases hub, but you can also delete opportunities from
the Edit Service Case form. See Editing Service Cases for more information.

To delete a service case

1. Click the Service Cases button in the main navigation bar.

2 crm Welcome Larry Mever

Activities Sales Opportunities Donation Opportunities Service Cases Patron Inbox

Activities

[] create activity

4} Create sales opportunity

All activities = Status  Open ~ Owner  Imeyer - Go

B Create donation opportunity

9, Create service case Due date Activity Subjext

2 Create patron

Apr 12, 2011
(Due in 4 days)

Initial Call Mr. Ray Tavary
Use cold call script 450

" Phone call

» Inquiry Edit activity Delete activity
» Processes Apr 12, 2011 . Phonecall Contact Regarding Sale John Smith ™ nd
(Due in 4 days) 257352
b Setup =
Open Apr 15, 2011 . Phonecall TInitial Email - Capital Campaign Ms. Ruth Staley |~ Hi
» Calendar (Due in 7 days) 700

Open Apr 15, 2011 © Phonecall  Thank You Call Sheryl Lamson |7 ng

CRM displays the Service Cases hub.
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Service Cases
Created date - All - *  Owner Imeyer - Go
Create date Patron Name Category Priority Cwner
Apr 29, 2011 John Smith John Smith tailgating ™ Normal Imeyer
{Created 0 days ago) 257352 Mr. Smith did not feel we opened our parking

Ict early enough for a proper tailgaiting party.

Show details Create new activity oe case Delete service case

Apr 29, 2011 Mr. Jack Roberts Jack Roberts Temperature ™ Nermal Imeyer
{Created O days ago) 4444 Mr, Roberts called to say it was uncorfortably  Hot

warm in the loge ares,
Apr 29, 2011 Ms. Roberta C. Glachini Roberta Glanchini Food ™ Normal Imneyer
(Crested O days sgo) 1301 Mz, Giachini thought that the VIP food was ne  VIP Food

better than the narmal fare.
Apr 29, 2011 Mr. James Davis Mrs. Dru Davis Lines. ™ Normal Imeyer
{Created 0 days ago) 7362 The womens bathroom lines on the floor level Bath

were too long.
Apr 29, 2011 Mr. Henry Blume Mr. Henry Blume Seating issue ™ Normal Imeyer
{Created 0 days ago) 36570 Mr. Blume says that the stairs to the upper Vertigo

level are much too steep.

-

Apr 29, 2011 Mr. Larry Walder Mr. Larry Walder Lines T Normal Imeyer
(Created 0 doys ago) 230111 Mr, Walder feels like a cad for getting in and ~ Bath

out of the men's room so quickly while

women have to stand in long lines,
Apr 29, 2011 Ms. Hana May Brown Production Too Emational Productions ™ Nermal Imeyer
{Created 0 days ago) 242245 Ms. Brown says that she cried a river of tears  Death in Venice

at this production, ruining her new shoes.
~ Activity History

2. If the service case you want to delete is not in the service case list, set the Created date
and Owner filters, and then click the Go button. If you are not a supervisor, you cannot filter
by owner.

3. Select the opportunity, and then click the Delete service case button.

Service Cases
Created date - All - * Owner Imeyer - Go
Create date Patren Name Category Priceity Cwmer
Apr 29, 2011 Mr. Jack Roberts Loge too warm Temperature ™ Narmal Imeyer
(Created 5 days ago) 4444 Mr. Roberts called to say it was Hot

uncorfortably warm in the log

Show details Create new

Apr 29, 2011 Ms, Roberta C. Giachini  VIP food quality Food ™ Normal Imeyer
(Created 5 days ago) 1301 Ms. Giachini thought that the VIP food was WIP Food

ne better than the normal fare.
Apr 29, 2011 Mr. James Davis Womens bathroom lines Lines ™ Normal Imneyer
(Created 5§ days ago) 7352 The womens bathroom lines on the floor Bath

Ievel wers too lang.

CRM displays a warning to make sure you want to delete the service case.

Attention!

! ‘You are about to delete this service caze. Do you want to continue?

4. Click OK. CRM deletes the service case and redisplays the Service Cases hub.

Working with Patrons

The Paciolan CRM system is designed to facilitate and track communications between you and your
patrons. CRM patron management is central to this communication because it provides an interface
to back office patron records. A summary of each record in CRM is divided into customer ticketing
data, donor fund development data, and general patron information. When editing patron infor-
mation in CRM, the record detail is divided into Name, Phone/Address, Biographic, Institutions,
Ticketing, E-Ticketing, and Development tabs.

CRM allows you to search for, display, and edit patron records within the application. CRM also
allows you to create records for new patrons. The ability to view, edit, and create of patron data in
CRM is controlled by CRM user permissions. For more information, see Managing Users.
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CRM patron management is tightly integrated with CRM activities, sales and donation opportunities,
and service cases. This integration includes:

e A Patron Lookup tool that allows you to search for and assign patrons when creating activ-
ities, opportunities, and service cases. For more information, see Using the Patron Lookup.

e A Patron hub that allows you to see all the activities, opportunities, and service cases
assigned to a patron. For more information, see Navigating the Patron Hub.

¢ A list management tool that allows you to assign activities and opportunities to patrons in
bulk. For more information, see the Bulk Processes Overview.

When working with patrons in CRM, you can do the following:

o Navigate the Patron Hub

e Search for Patrons

e Use the Patron Lookup

e Manually Enter Patrons

e View the Patron Summary
e Edit Patron Information

Note: You cannot delete patrons in CRM.

Navigating the Patron Hub

The Patron hub is the central place for working with patron data in CRM. The hub is comprised of
the Patron Search, Patron Summary, and Patron Detail forms. The Patron Search form is used to
locate or create patrons, while the Patron Summary and Patron Detail forms allow you to view and
edit all the information about a single patron.

Patron Search form

The Patron Search form is used to locate the individual patron whose information you want to view
or edit. You can also begin the patron creation process from this form. To find an existing patron,
you enter values in the search fields, and then click the Search button. If there are patrons that
match your search parameters, they are displayed in the search results.

Patron Search
Patron Name * | Smith John Create patron

17 patrons found Search fields
d Mame Secondary name Phane Ermasil Shipping stdress Billing address
233751 Smith, John Smith, Jinny (515)555-8765 jsmith25@gmail.com 8970 Hambone Court, IRVINI 234 Cannenball Lane, Costa
757352 Smith, John Smith, Smidgen 4 nuthintosay@gmail.com 5151 Jamboree Rd, Tomball, 10978 Strawberry Fields, Gar|
257358 Smith, John Smith, Bambam /OADESS-ORET  IRTIAMe~r rom 97898 Eldorado Circle, Lagur BS78 Jamba Juice Ave, Midw
264148 Smith, John Smith, Purgy Search results rstmaicom 5567 Beringer Plaza, Costa N BE&3 Shafter Drive, San Gab
785002 Smith, John Smith, Smallinda |2e¥)113-0105  DuDOmCsEnomMail.oom 0874 Bilba Blvd, Laguna Mige 0789 Castle View, San Berna
320695  Smith, John Smith, Hellacia 320695 @pac.com 9BTET Center Center, Fullertc 97389 Gasbag Way, Tustin,
322106 Semith, John Smith, Pieata 322106@pac.com 9452 Boston Cream Pie Place 7478 Huffer Place, Irvine, CA
354757 Smith, John Smith, Smelly 303008@pac.com 34343 Happy Face Place, Invi 3344 Killjoy Corner, San Ben
354041  Smith, John Smith, Shelly Jane johnlovessmidgen@paciolan.com 34809 iPhone Lane, Raritan, N 0439 Power Boak Drive, Raril
364668  Smith, John Smith, Xena 2 364568 @paccom 47BEF Bigowy Ave. Raritan, b 2388 Hurtin Furcerton Dr, Ra
365657  Smith, John Smith, Ubaldocita (944)555-2843 365657 B paccom Puerta Luca 334, Luca Mexic: El Caprtan Nueva 124, Brimfi
365068 Smith, John Smith, Cylindrical (S55)555-3854  365068@pac.com 2352 Revolution #9, Chaos, ¢ 5889 Belchy Way, Burpingto
392418 Smith, John Smith, Ballacosa {933 56 302418@paccom 42323 Hardtofigure St, Comp 423 Hard Case Center, Diffic
397632 Smith, John Smith, Chirpy {944)555-3856  397632@paccom 4777 Very Thirsty St Perfect 29493 Diet Coke Way, Perfe
103993 Smith, John Smith, Elasticity {444)555-6666 beleagured@paciolan.com 2368 Damascus Ct, San Jose, 23489 Globular Circle, Costa
11020 Semith, Jahn Smith, Lovey {40B)555-1334  myhometownE5@gmail.com S525 Chimichanga Yum, Cos 333 Main Street, Beverly Hill
173 Smith, John Smith, Polliana (949)555-4722  4173@pac.com 2894 Done Dr, IRVINE, CA 82 2389 Finally Dr, IRVINE, CA 9
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You can sort the patrons in the list by column by clicking the column header. You can also change
the column order in the list by dragging the column headers. The columns will remain in the new
order for all your user sessions until you change the order. In addition, you can change a column's
width by dragging the column borders. If there are too many patrons in the list to display in the list
area, a scroll bar appears on the right side of the list. To view a patron's information, double-click
the row containing the patron record. CRM then displays the Patron Summary form for that patron.

Patron Summary form

The Patron Summary form is used to view general information about a single patron. Depending on
your permissions, you can also see any customer (ticketing) and donor (fund development) infor-
mation about the patron on this form. This information is located on three tabs, including General
Profile, Customer Profile, and Donor Profile. The Customer Profile and Donor Profile tabs are only
displayed if you have access to ticketing and development data. Click a tab to change which profile
is displayed.

Names Edit

John Smith

Smidgen Smith
Famals.

Notes Add

| Last updated | From Subject

Addresses Edit CRM Activities fAdd

PRIMARY | Subject Due date
Joha Smith ]9 Contact Regarding Sale 7/1/2011
22527 willow branch In, Temball, TX 77375

] Fall Drive First Contact 7/1/2011
H - HOME ADDRESS
John Smith o
5151 Jamboree Rd, Tomball, TX, Tomball, TX 77375 @@ 2011 Summertime Extravaganza Py

2011 Summertime Bash 4/1/2011

A 2011 Summertime Bash 4172011

10978 Strawberry Fields, Garden Grove, CA 92644 > 2011 Summer Gala 4/1/2011

Service Cases  Add
Phone Edit [ T T

| Case name Date created
H - HOME (2B1)555-1212 o ‘I‘ Parking lot hours 4/29/2011

C - CELLULAR (2B1)444-1234

F - FAX (281)333-1234

B - BUSINES! (281)555-1234
Email Edit

jsmith@paciolan.com

jsalternate@paciclan.com

Clicking the blue links on the form allows you to edit, add, or refresh patron information and
patron-specific notes, activities, opportunities, and service cases. Clicking the orange links dis-
plays a pop-up with additional patron information. The title bar of the Patron Summary form has a
back button @ that displays the Patron Search form.

You can display view or edit versions of the note, activity, opportunity, and service case forms by
double-clicking the corresponding table rows. The Patron Summary form in the image below con-
tains tables with rows you could double-click to access activities and service cases.

User Guide 119



Paciolan CRM 1.0

€3 John Smith (257352) Customer, Donor
[NV Y™ Customer Profile  Donor Profile

Patron Information  Edit Names Edit
Patron status A - Active John Smith
Patron source W - WBST
VIP code Smidgen Smith
External Id Female.
Announcement )
Notes  Add
Comments
Last updated  From Subject
Addresses Edit Jcrm Activities g
P - PRIMARY Subject Due date
John Smith ‘@ Contact Regarding Sale 7/1/2011
22527 willow branch In, Tomball, TX 77375
[J4@ Fall Drive First Contact 7/1/2011
H = HOME ADv ESS
John Smith [ updste on Lot B 7/8/2011
5151 Jamboree Rd, Tomball, TX, Temball, TX 77375 M 59 2011 Summertime Bash 4f1/2011
B - BUSINESS ADDRESS @ 2011 Summertime Extravaganza 4/1/2011
Mr. John Smith
10978 Strawberry Fields, Garden Grove, CA 92644 bl =9 2011 Summertime Bash 4/1/2011
h ‘| Service Cases  Add
Phone Edit
: Case name Date created
H-HOME  (281)555-1212 [ P Motor homes not allowed in parking lot B 5/5/2011
C-CELLULAR  (281)444-1234 W ™ Parking ot hours 4/28/2011
F-FAX  (281)333-1234
B- BUSINESS  (281)555-1234

The icons to the left of each activity, opportunity, and service case item communicate information
about the item, including the following:

Item status icons
2 - open activity, opportunity, or service case
2 - closed activity, opportunity, or service case
Opportunity status icons
© - won opportunity
@ - lost opportunity
File attachment icon
i - file is attached to the item
Priority flags
* - normal priority

~ - low priority

=

- medium priority

3

- high priority
Activity type icons
= - phone call or other activity type
. - email activity type
= - activity type
« - meeting activity type
» - letter activity type

Patron Detail form
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The Patron Detail form is used to edit information for a single patron and is accessed by clicking
one of the Edit links on the Patron Summary form. Similar patron information types are grouped on
each of the Patron Detail form's tabs, including the Name, Phone/Address, Biographic, Institutions,

Ticketing, E-Ti

cketing, and Development tabs. All users see the Name and Phone/Address tabs. The

visibility of the rest of the tabs is based on your permissions (patron policy). When you click the
Edit link for an information type, CRM displays the tab that allows you to edit that type. See an

example

If you click the Edit link for the Addresses information type, CRM displays the Patron Detail form
with the Phone/Address tab active.

Patron Information  Edit

(3 John Smith (257352) Customer, Donor

[P ELT S Customer Profile  Donor Profile

Names Edit

Patron status A - Active

John Smith

Patron source W - WBS'

VIP code

External 1d

Addresses  Edit

P - PRIMARY
John Smith
22527 willow branch In, Tomb
H - HOME ADDRESS

John Smith

5151 Jamboree Rd, Temball, 7]
B - BUSINESS ADDRESS
Mr. John Smith

10578 Strawberry Fields, Gard

John Smith (257352) Customer, Donor

neme (il M miographic Institutions Ticketing E-Ticketing Development

Phone & Email

Type Phone Type Email

H - HoMz |(281)555-1212 [ E-E-MAIL PRIMARY  jsmith@paciolan.com

C - CELLULAR (281)444-1224 EA - EMAIL - ALTERNATE jsalternate@paciclan.com
F - FAX (281)333-1234

B - BUSINESS (281)555-1234

Address

Default mail name | John & Smidgen Smith

| Type Address Seasonal Organization

P - PRIMARY John Smith
22527 willow branch In, Tomball, TX 77375

<TI0y Fhone/Address

Biographic  Institutions  Tickebing  E-Ticketing  Development

* Patron ID 257352 External ID

*Type (@ Individual () Organization Status

VIP cods

e Source

VIP Announcement Marital status

"] Release to mailing list

Birth dat:

Gender

~ Name Two

e

@ Unknown () Male () Female

Name
Tithe

Birth date

Gender

Created by

Smidgen

|

(2 Unknewn () Male @ Female

Last updated by TEST11 5/5/2011 8:44 AM

All fields with an asterisk (*) are mandatory so, at a minimum, the form must have values for
those fields. When you are finished making changes to the patron information, click the Save but-
ton to return to the Patron Summary form.
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Searching for Patrons

When communicating with patrons, you will often need to refer to information about them. Before
you can view their patron information (patron record), you need to locate the patron and display
the patron summary. You can do this using the following methods:

e On the Patron hub through the Patron Search form, using the patron's name, 1d, keywords,
phone numbers, and email addresses. If the patron is an organization, you can also search
by the organization name.

e Through the activities, opportunities, or service cases to which the patron is assigned.

e As part of manually creating activities, opportunities, and service cases. For more infor-
mation, see Using the Patron Lookup.

Tip: If you notice that the patron record contains incomplete or inaccurate information, you can
edit the patron information at any time.

To search for a patron using the Patron Search form

1. Click the Patron button in the main navigation bar.

Opportunities Donation Opportunities

Activities

] Create activity

i Create sales opportunity View

All activities ~  Status  Open ~ | Owner Imeyer

1 Create donation opportunity

9, Create service case Status Due date

Activity Subject

Open Jul 1, 2011 " Phonecall Initial call Mr. Ray Tavary |
(Due in more than 30 days) Use cold call script 450

4, Creste patron

Close activity | Edit activity Delete activity

R Open Jul 1, 2011 * Phonecall Contact Regarding Sale John Smith L1

(Due in more than 30 days) 257352
> Setup

¥ ]
Upen Jul 1, 2011 4 Phonecall Fund Raiser Hot Lead Mr. Jack Stopnich |

» Calendar (Due in more than 30 days) This patron has expressed interest in donating 444

Open Jul 1, 2011 Y Phone call  Fall Drive First Contact John Smith g

(Due in more than 30 days) 257352

CRM displays the Patron Search form.

Patron Search

Id Name Secondary name Phone Email Shipping address Billng address

2. Select the search mode from the drop-down list.

Create patron

Phone Email Shipping address Billing address

3. Based on the search mode, enter the appropriate alphanumeric characters in the text boxes.

See a table that describes the acceptable entries for each search mode.
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Search

mode Acceptable entries

Patron name Any alphanumeric

In the second text box, you can use the asterisk (*) wildcard as long as the
first character is a letter. For example, if you want to find the first name John,
you can enter J*, Jo*, or Joh* . You cannot use *ohn. You also cannot use wild-
cards for last names in the first text box.

Patron Id
Keyword

Any alphanumeric
Any alphanumeric. The search will return patron records with partial keyword

matches.
Phone Any alphanumeric
number
Email Must be a valid email address format. For example, name@example.com
address

Organization Any alphanumeric
name

The image below shows the Patron Name search mode, which has two required text boxes.

Patron Search

I Patron Name = | Smith John Ii Search i Create patron
Id Name Secondary name Phone Email Shapping address Billing address

4. Click the Search button. CRM displays the search results. If no patrons match the search
criteria, CRM displays a message to that effect.

Patron Search
Patron Name ~  Smith John Create patron
17 patrons found

Id MName Secondary name Phone Email Shipping address Billing address.

233751  Smith, John Senith, Jinmy (515)555-B765  jsrnith23@gmail.com 8970 Hambone Court, IRVI 234 Cannonball Lane, Costi
257352 Smith, John Smith, Smidgen 4 jsmith@paciolan.con 5151 Jamboree Rd, Tomba 10978 Strawberry Fields, Gi
257358 Smith, John Smith, Bambam [949)555-9587 257358 B paccom 97898 Eldorado Circle, Lagr E978 Jamba Juice Ave, Mid
264148 Smith, John Senith, Purgy [949)555-B482  sensozmitho@hotme 5567 Beringer Plaza, Costa BBE3 Shafter Drive, San Gal
285992  Smith, John Smith, Smallinda bilbonics@hotmail.c: 9874 Bilba Blvd, Laguna Ni 9789 Castle View, San Bern
320695  Smith, John Smith, Hellacia 320695 @ pac.com 98789 Center Center, Fuller 57983 Gasbag Way, Tustin,
322106 Smith, John Smith, Preata 322106@pac.com 9492 Boston Cream Pie Pla 7478 Huffer Place, Irvine, C
354757 Semith, John Senith, Smally 303998@paccom 34343 Happy Face Place Tr 3344 Killjoy Corner, San Be
364041  Smith, John Smith, Shelly Jane johnlovessmidgen@; 3480 iPhone Lane, Raritan, 9439 Power Book Drive, Ra
364668  Smith, John Smith, Xena [933)555-4872 364568@paccom  47BEY Bigowy Ave, Raritan, 2383 Hurtin Furcerton Dr, F
365657 Smith, John Smith, Ubaldocita [944)555-2843 365657 @paccom Puerta Luca 334, Luca Mex El Capitan Nueva 124, Brm
365968  Smith, John Snith, Cylindrical (555)555-3854 365068@paccom 2352 Revolution 20, Chaos 5089 Belehy Way, Burpingt
392418 Smith, John Smith, Bellacosa 5-3956 302418@paccorn 42323 Hardtofigure St Cor 423 Hard Case Center, Diffi
397632 Smith, John Smith, Chirgy [344)555-3856  397632@paccom 4777 Very Thirsty 5t Perfec 20493 Diet Coke Way, Perf
403993 Smith, John Smith, Elasticity [444)555-6566  beleagured@paciols 23568 Damascus Ct, San Jos 23489 Globular Circle, Cost
411929 Smith, John Srith, Lovey (40B)555-1234 ryhometownB5@gn 5525 Chimichanga Yum, Ce 333 Main Street, Beverly Hi
4173 Smith, John Smith, Polliana [948)555-4723  4173@pac.com 2894 Done Dr, IRVINE, CA! 2389 Finally D, IRVINE, CA

5. Locate the patron whose information you want to view or edit. You can rearrange the col-
umns by dragging their column headers. You can sort the list by the data in a column by click-
ing the column header.

6. Double-click the patron's row. CRM displays the Patron Summary form for that patron.
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€3 ™Mr. John Cross (141) Customer, Donor

(LS Y Customer Profile  Donor Profile

Patron Information  Edit Names Edit
Patron status A - Active Mr. John Cross

Patron source W - WBST Male. Single.
VIP code  BOD - Board of Directors 2
External Id 12345678

Announcement

Comments  Mr. Cross is a donor and season bicket
holder for Arts, Basketball and
Football. Mr. Westin will be playing in Notes (3) Add
the Golf Outting for 2012.

Last updated  From Subject
@ 72972013 Liz Kelley ~ Donor Pic
Addresses Edit 12/19/2012 Chad Phillips Agreement
[ 2/13/2012 Tina John Brother is the Mayor
H - Home
John Cross CRM Activities (18) Add
Paciolan, Inc. 5171 California Ave. 200, Irvine, CA
92617 Subject Due date
L ]9  CF12 - Non Renewal - 1st Contact 5/10/2013 =~
P - Primary @  oOffer food vouchers 5/10/2013
John Cross 4 Capital Gift 5/10/2013
5171 California Ave. 200, Irvine, CA 92617 |
(]  Call to find out more information about Parking 5/13/2013
W - Winter .
Jahn Cross Of% Tes 8/9/2013
4355 Palm Tree Drive, Delray Beach, FL 33445 Mag &l 59 Testing Demo Site 920/2011
' Service Cases (3) add
Phone Edit
— o Case name Date created
H-Home 5423456789 0™  unhappy with Parking 1/23/2012
B - Busines: -278- —
S Bt P Parking Complaint 2/14/2012
P-Pager 049-525-6666 S
O™  CF12 - Game 3 Concession Issue 5/9/2013

M - Mohile  949/788-8501

To view a patron record from the view or edit form of an activity, opportunity, or service
case

1. Navigate to the view or edit form. If you're not sure how, you can use one of the following
procedures:
¢ Viewing Activity Details
¢ Viewing Sales Opportunity Details
¢ Viewing Donation Opportunity Details
e Viewing Service Case Details

2. In the Patron Id field, click the View patron details icon «. The image below uses the sales
opportunity version of the edit form as an example.

Edit Sales Dpportunity
* Opportunily on I
* Contact person | Sheila Lawrence >
* Estimated close 08 _— @ pricrity | ¥ Naemal -
* Owner | Imeyer Q Team | Donor Team >
Expected revenue | 100.00 Seurce campaign | Lanry's Campaign A
Description | Use the cold call seript.
Probability to close | 40% > Milestone | Milestone 6 >
Batch & T Restricted
Attachment &
Created by  Imeyer 3/8/2011 2:33 PM Last updated by  Imeyer 4/26/2011 1:04 PM

| Close opportuity | reste new activity | Concel [ save |

Once you click the icon, CRM displays the Patron Summary form.
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€3 ™Mr. John Cross (141) Customer, Donor

Names Edit

Pat ss A - Active

Patron source W - WBST
de  BOD - Board of Directors

d 12345678

holder for Arts, Basketball and

the Golf Qutting for 2012.

Addresses Edt

s Mr. Cross is a donor and season ticket

Football, Mr. Westin will be playing in

H - Home
John Cross

Paciolan, Inc. 5171 California Ave. 200, Irvine, CA
92617

John Cross

ne  945-345-678%
55 §45-278-4532
e 843-525-6666

M - Mobile  949/788-8501

Mr. John Cross

Male. Single.

Notes (3) Add
[ Last updated —
§ 772972013 Liz Kelley
12/19/2012 Chad Phillips
2/13/2012 Tina John

CRM Activities (18) Add

Subject
Donor Pic

Agreement

Brother is the Mayor

Subject

'S Offer food vouchers

Capital Gift

Test
A Testing Demo Site

Service Cases (3) add

Call to find out more info

CF12 - Non Renewal - 1st Contact

Due date
S/10/2013
5/10/2013

5/10/2013

rmation about Parkang 5/13/2013

8/9/2013

9/20/2011

Case name
Unhappy with Parking

Parking Complaint

CF12 - Game 3 Concession

Issue

Date created
1/23/2012
2/14/2012

5/9/2013

Using the Patron Lookup

The Patron Lookup is used to locate and assign patrons to activities, opportunities, and service
cases. For this reason, it is tightly integrated into the manual activity, opportunity, and service
case creation processes. Except for this integration, the Patron Lookup works just like the Patron
Search form on the Patron hub.

When using the Patron Lookup, you can search for a patron using the patron's name, Id, keywords,
phone numbers, or email addresses. If the patron is an organization, you can search by the organ-
ization name. The patrons that match your criteria will display in the search results table.

You can sort the patrons in the list by column by clicking the column header. You can also change
the column order in the list by dragging the column headers. The columns will remain in the new
order for all your user sessions until you change the order. In addition, you can change a column's
width by dragging the column borders. If there are too many patrons in the list to display in the list
area, a scroll bar appears on the right side of the list.

Once located, you can assign the patron to the activity, opportunity, or service case you are cre-
ating. The Patron Lookup may also be used to locate a patron for a data view (see CRM Data
Views). For more information about using the Patron Lookup, see the following topics:

e Selecting Patrons During Activity Creation
Selecting Patrons During Sales Opportunity Creation
Selecting Patrons During Donation Opportunity Creation
Selecting Patrons During Service Case Creation

Manually Entering Patrons

Patron records are an integral part of the sales and fund development work that is captured and
facilitated by CRM. Most often patrons are added to CRM in bulk using a patron list exported from
the back office. However, if you communicate with a patron for which there is no patron record,
you can manually enter the patron in CRM. When manually entering patrons, you can begin at the
left navigation pane or on the Patron Search form of the Patron hub.
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To manually enter a patron from the left navigation pane

1. Inthe left navigation pane, click Create Patron.

Ed

L CRM
Activibes Sales Opportunities Donation Oppartunibes Sarvice Cases
] Create activity Activities
&) Create sales opportunity Wiew Al activitias * Dua date
o Create donation opportunity
EASE Stalus A tivity Due dai
m Open ‘e Phone call Mar 2
[Due t

* Inquiry Close activity Edit activity
* Processes Cpen =  Letter Mar 3
{Dus i
E Setup =
Cpen & Phone call Apr 1
¥ Calendar el
(Iren [~ Ane 8

CRM displays the Create Patron dialog form.

Create Patron

Type @ Individual Organization

* Last name | |

INDIVIDUAL -

Address

Stata

2. Enter values in the mandatory fields. For individuals, the Last name, First name/MI, and
Day phone fields are mandatory. For organizations, the Organization name, Organ-
ization type, and Day phone fields are mandatory. CRM field mapping to back office fields
is set in the WBST Data Account.

3. Enter values in the remaining optional fields as required. The selections and defaults for the
Organization type, Ticketing type, and Donor type lists are configured in the back
office. See the Configuration section for more information.

If you enter values in the Address 1 or Address 2 fields, note the following:

e For US addresses, entering a zip code will automatically add the City and State field
values. If you enter a zip code that is not already mapped, CRM will remember the new
city and state for the next time the zip code is entered.

e Canadian and international address (Other) fields change automatically to reflect those
address types.
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o If you enter a value in any one of these fields for a US address, the Address 1, Zip
code, City, and State fields become mandatory. For Canadian addresses, the
Address 1, Postal code, City/Town, and Province fields become mandatory. For
Other (international) addresses, Address 1, Postal code, City/Town, Int. Prov-
ince/Region, and Country fields become mandatory.

4. Click Save. CRM displays the Patron Summary page for the new patron.

Patron Information Edit

(
Patron status A - Active

Patron

W - WBST

Addresses  Edit

H - HOME ADDRESS
5171 California Ave, IRVINE, CA 92617

Phone

(942)355-4325

Email Edit

€3 Johnnylohn Smith (412000) Customer, Donor
[N Customer Profile  Donar Profile

MNames Edit

JohnnyJohn Smith

Notes  Add

Last updated | From Subject ‘

CRM Activities Add

Subject Due date ‘

Service Cases Add

| Case name Date created

5. If you have more information to add to the patron record, you can editing the patron infor-

mation.

To manually enter a patron from the Patron hub

1. Click the Patron button in the main navigation bar.

CRM

Activities

Sales Opportunities

] Create activity Activities

Donation Opportunities Service Cases Patron Inbox

Welcome Larry Mever | Today is May 6, 2011 | Help | Sign out

i3 Create sales opportunity

1 Create donation opportunity

All activities

~  Duedate - All - ~  Status  Open ~ | Owner Imeyer = Go

9, Create sarvice case Status Due date

Activity Subject Patron P

4, Creste patron

Open Jul 1, 2011 ' Phonecall  Initial call Mr. Ray Tavary |
{Due in more than 30 days)

Use cold call script 450

> Inquiry

» Processes

» Calendar

Close activity

Open Jul 1, 2011 . Phonecall Contact Regarding Sale John Smith ‘-.’
(Due in more than 30 days) 257352
» Setup -
Open Jul 1, 2011 0 Phonecall  Fund Raiser Hot Lead Mr. Jack Stopnich |

(Due in more than 30 days)

Jul 1, 2011 ‘0 Phonecall Fall Drive First Contact John Smith g
(Due in more than 30 days)

Edit activity | Delete activity

This patron has expressed interest in donating 444

257352

CRM displays the Patron Search form.

2. Click Create Patron.

Patron Search
Id Name Secondary name Phaone Email Shipping address Billang address
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3.

4,

5.

Patron Search

1d Name Secondary name Phane Email Shipping address Billing address

CRM displays the Create Patron dialog form.

Create Patron

e @ Individual ) Organization

* Last name ||

e | INDIVIDUAL =

Enter values in the mandatory fields. For individuals, the Last name, First name/MI, and
Day phone fields are mandatory. For organizations, the Organization name, Organ-
ization type, and Day phone fields are mandatory. CRM field mapping to back office fields
is set in the WBST Data Account.

Enter values in the remaining optional fields as required. The selections and defaults for the

Organization type, Ticketing type, and Donor type lists are configured in the back
office. See the Configuration section for more information.

If you enter values in the Address 1 or Address 2 fields, note the following:

e For US addresses, entering a zip code will automatically add the City and State field
values. If you enter a zip code that is not already mapped, CRM will remember the new
city and state for the next time the zip code is entered.

e Canadian and international address (Other) fields change automatically to reflect those
address types.

o If you enter a value in any one of these fields for a US address, the Address 1, Zip
code, City, and State fields become mandatory. For Canadian addresses, the
Address 1, Postal code, City/Town, and Province fields become mandatory. For
Other (international) addresses, Address 1, Postal code, City/Town, Int. Prov-
ince/Region, and Country fields become mandatory.

Click Save. CRM displays the Patron Summary page for the new patron.
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(3 IJchnnylohn Smith (412000) Customer, Donor
[N Customer Profile  Donar Profile

Patron Information  Edit Names Edit
Patron status A - Active JohnanyJohn Smith
e W-wesT
Notes  Add
Last updated From Subject ‘
Addresses Edit CRM Activities pdd

H = HOME ADDRESS Subject Due date
5171 California Ave, IRVINE, CA 92617

Service Cases Add

(945)555-4325 | Case name Date created

Email Ed

6. If you have more information to add to the patron record, you can editing the patron infor-

mation.

Viewing the Patron Summary

When communicating with patrons, you will often need to refer to information about them. Before
you can view their patron information (patron record), you need to locate the patron and display
the patron summary. You can do this using the following methods:

e On the Patron hub through the Patron Search form, using the patron's name, Id, keywords,
phone numbers, and email addresses. If the patron is an organization, you can also search

by the organization name.

e Through the activities, opportunities, or service cases to which the patron is assigned.
e As part of manually creating activities, opportunities, and service cases. For more infor-

mation, see Using the Patron Lookup.

Tip: If you notice that the patron record contains incomplete or inaccurate information, you can
edit the patron information at any time.

To view the Patron Summary through the Patron Search form

1.

Click the Patron button in the main navigation bar.

Welcome Larry s May 6, 2011 | Help | Sign out

Oppaortunities Donation Opportunities

[) create activity Activities

i Create sales opportunity

All activities ~ Owner Imeyer

1 Create donation opportunity

9, Create sarvice case Due date

Open Jul 1, 2011 '-;' Phone call Initial Call Mr. Ray Tavary
{Dwe in more than 30 days) Use cold call script 450

4, Creste patron

» Inquiry

Edit activity Delete activity

» Processes

o g
Jul 1, 2011 " Phonecall Contact Regarding Sale John Smith !
(Due in more than 30 days) 257352
» Setup
" ]
Phone call  Fund Raiser Hot Lead Mr. Jack Stopnich '_
This patron has expressed interest in donating 444

Open Jul 1, 2011
(Due in more than 30 days)

» Calendar

™

. Phone call  Fall Drive First Contact John Smith
257352

Jul 1, 2011
(Due in mone than 30 days)

CRM displays the Patron Search form.
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Patron Search

Patron Name -

Secondary name Phone Email Shipping address Billng address

Create patron

3. Based on the

Phone Email Shipping address Billing address

search mode, enter the appropriate alphanumeric characters in the text boxes.

See a table that describes the acceptable entries for each search mode.

Search
mode

Acceptable entries

Patron name

Patron Id
Keyword

Phone
number

Email
address

Organization
name

Any alphanumeric

In the second text box, you can use the asterisk (*) wildcard as long as the
first character is a letter. For example, if you want to find the first name John,
you can enter J*, Jo*, or Joh* . You cannot use *ohn. You also cannot use wild-
cards for last names in the first text box.

Any alphanumeric

Any alphanumeric. The search will return patron records with partial keyword
matches.

Any alphanumeric

Must be a valid email address format. For example, name@example.com

Any alphanumeric

The image below shows the Patron Name search mode, which has two required text boxes.

Patron Search

I Fatron Name Smith John I‘ Search i Create patron
Id Name Secondary name Phone Email Shapping address Billing address

4. Click the Search button. CRM displays the search results. If no patrons match the search
criteria, CRM displays a message to that effect.
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Patron Search

Patron Name > || Smith | John

1 | Mame | Secondary name | Phane
233751  Smith, John Senith, Jinry

257352 Smith, John Smith, Smidgen

257358 Smith, John Smith, Bambam

64148 Smith, John Smith, Purgy

[515)555-B765  jsmith25@gmail.com
[281)555-1234  jsmith@paciolan.con
[948)555-9587 257358@paccom

(840)555-B482  sensoemitha@hatms

8970 Hambane Court, IRVI
5151 Jamboree Rd, Tomba
97896 Eldorada Circle, Lagr
5567 Beringer Plaza, Costa

285992  Smith, John Senith, Smallinda (940)555-B183  bilbonics@hotmail.c: 9874 Bilbo Blvd, Laguna Ni
320695  Smith, John Smith, Hellacia [941)555-1538 320695@paccom  987E9 Center Center, Fuller
322106  Smith, John Smith, Pieata (933)555-8792 322106@paccom 9492 Boston Cream Pie Pla
354757  Smith, John Senith, Smedly (934)555-0083 303008@paccom 34343 Happy Face Place, I
364041 Smith, John Smith, Shelly Jane [532)555-4738  johnlovessmidgen@y 3480 iPhone Lane, Raritan,
364668  Smith, John Smith, Xena [933)555-4872 364668@paccom  478E9 Bigowy Ave, Raritan,
365657  Smith, John Smith, Ubaldocita [944)555-2843 365657 @paccom  Puerta Luca 334, Luca Mex
365968  Semith, John Senith, Cylindrical (555)555-3854 365068@paccom 2352 Revolution 20, Chaos
392418 Smmith, John Smith, Bellacosa [933)555-3956 30 paccom 42323 5S¢, Cor
397632 Smith, John Smith, Chirpy [944)555-3856  397632@paccom 4777 Very Thirsty 5t Perfec
403993 Smith, John Smith, Elasticity [444)555-6666 | @p 2368 Dy Ct, San Jos
411920 Smith, Jehn Srnith, Lovey (408)555-1234 h 65@gn 5525 Chirmich Yum, Ce
4173 Smith, John Smith, Polliana (949)355-4723 4173@pac.com 2834 Done Dr, IRVINE, CA

 Billing address.

234 Cannanball Lane, Costi
10978 Strawberry Fields, Gi
£978 Jamba Juice Ave, Mid
BRE3 Shafter Drive, San Gal
O7E Castle View, San Ben
97989 Gasbag Way, Tustin,
7478 Huffer Place, Irvine, C
3344 Killjoy Carnes, San Be
9439 Power Bock Drive, Ra
23E8 Hurtin Furcerton Dr,
El Capitan Nueva 124, Brim
SGE9 Belchy Way, Burpingt
423 Hard Case Center, Diffi
29493 Diet Coke Way, Perfi
23489 Globular Circle, Cost
333 Main Street, Beverly Hi
2383 Finally D, IRVINE, CA

Locate the patron whose information you want to view or edit. You can rearrange the col-
umns by dragging their column headers. You can sort the list by the data in a column by click-

ing the column header.

Double-click the patron's row. CRM displays the Patron Summary form for that patron.

€3 Mr. John Cross (141) Customer, Donor

(LS Y Customer Profile  Donor Profile

Patron Information  Edit

Names Edit

Patron status A - Active
Patron source W - WBST
VIP code  BOD - Board of Directors
External Id 12345678
Announcement

Comments M. Cress is a donor and season ticket
holder for Arts, Basketball and
Football, Mr. Westin will be playing in
the Golf Outting for 2012.

Mr. John Cross
Male. Single.

Notes (3) Add

Last updated | From Subject
§ 72972013 Liz Kelley Donor Pic

Addresses Edit

12/19/2012  Chad Phillips Agreement

H - Home
John Cross

5261

Map

P - Primary
John Cross

W - Winter
John Cross

5171 California Ave. 2200, Irvine, CA 92617

Paciolan, Inc. 5171 California Ave. 200, Irvine, CA
617

Map

4355 Palm Tree Drive, Delray Beach, FL 33445

271372012 Tina John  Brother is the Mayor

CRM Activities (18) Add

Phone Edit
H - Home
B - Business

P - Pager

M - Mobile

949-345-6789
949-278-4532
949-525-6666
945/788-8501

Subject Due date

os I1:F12. - Mon Renewal - 1st Contact 5/10/2013 -
@  offer food vouchers 5/10/2013 I
D% Capttal Gift 5/10/2013
[J4  Callto find out more information about Parking 5/13/2013
O®  Test 8/9/2013
] Testing Demo Site 920/2011
Service Cases (3) add

“ Case name Date created
aow Iunhanm- with Parking 1/23/2012
O™  Parking Complaint 2/14/2012
O CF12 - Game 3 Concession Issue 5/9/2013 o

To view the Patron Summary through the view or edit form of an activity, opportunity, or service

case

1. Navigate to the view or edit form. If you're not sure how, you can use one of the following

procedures:

e Viewing Activity Details
e Viewing Sales Opportunity Details
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¢ Viewing Donation Opportunity Details
¢ Viewing Service Case Details

2. Inthe Patron Id field, click the View patron details icon -« . The image below uses the sales
opportunity version of the edit form as an example.

Once you click the icon, CRM displays the Patron Summary form.

Edit Sales Dpportunity
* Opportuni on I
* Contact person | Sheila Lawrence >
* Estimated close 03 pricrity | ¥ Naemal -
* Dwner | Imeyer Q Team | Donor Team -
Expected revenue | 100.00 Seurce campaign | Lanry's Campaign A
Description | Use the cold call seript.
Probability to close | 40% v Milestone | Milesbone & v
Batch 6 ] Restricted
Attachment [=)
Created by  Imeyer 3/8/2011 2:33 PM Last updated by  Imeyer 4/26/2011 1:04 PM

T T e

Patron Information  Edit

€3 ™Mr. John Cross (141) Customer, Donor
(LS Y Customer Profile  Donor Profile

Names Edit

Patron status A - Active
Patron sourc:
VIP code  BOD - Board of Directors
External Id 12345678

Announcement
Comments  Mr. Cross is a donor and season bicket
holder for Arts, Basketball and
Football, Mr. Westin will be playing in
the Golf Outting for 2012.

Addresses Edit

Phone Edit

M - Mobile  946/788-8501

H - Home
John Cross CRM Activities (18) Add
Paciolan, Inc. 5171 California Ave. 200, Irvine, CA
92617 Subject Due date
M. ]  CF12 - Non Renewal - 1st Contact 5/10/2013
P - Primary &  offer food vouchers 5/10/2013
John Cross 4 Capital Gift 5/10/2013
5171 California Ave. £200, Irvine, CA 92617

]  cCallto find out more information about Parking 5/13/2013
W - Winter - .
John Cross e Test 8/9/2013
4355 Palm Tree Drive, Delray Beach, FL 33445 "] Testing Demo Site 9/20/2011

' Service Cases (3) Add

Case name Date created
H-Home 5423456789 0™  unhappy with Parking 1/23/2012
B - Business  949-278-4532 .| IN Parking Complaint 211442012
P-Pager 049-525-6666 .
™ CF12 - Game 3 Concession lssue 5/9/2013

Mr. John Cross
Male. Single.

Notes (3) Add

§ 772972013 Liz Kelley Donor Fic

Last updated  From Subject

12/19/2012  Chad Phillips Agreement
271372012 Tina John Brother is the Mayor

Once you've displayed the Patron Summary form for a patron, you can easily access most relevant
patron information using the General Profile, Customer Profile, and Donor Profile tabs. The General
Profile tab is the default tab and is available to any user with access to patron data. The Customer
Profile and Donor Profile tabs may also be available, depending on the permissions in your patron

policy.

General Profile tab field descriptions
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General Profile

Patron Information Edit

€3 Mr.John Cross (141) Customer, Donor

Names Edit

tus A - Active
e W - WBST

4 12345678

Addresses Edit

e BOD - Board of Directors

5 Mr. Cross is a donor and season bicket
holder for Arts, Basketball and
Football, Mr. Westin will be playing in
the Gelf Outting for 2012.

Mr. John Cross
Male. Single.

Notes (3) Add

Last updated | From
i 7/29/2013

Subject
Liz Kelley Doner Pic

12/19/2012  Chad Phillips Agreement

H - Home
John Cross

92617

P - Primary

John Cross
John Cross
Home  949-345-6789

B - Business  949-278-4532
949-525-6666

945/788-8501

Paciolan, Inc. 5171 Califernia Ave. 200, Irvine, CA

5171 California Ave. #200, Irvine, CA 92517

4355 Palm Tree Drive, Delray Beach, FL 33445

2/13/z2012 Tina John Brother is the Mayor

CRM Activities (18) Add

Subject Due date

CF12 - Non Renewal - 1st Contact 5/10/2013

L

offer food vouchers 5/10/2013

e Capital Gift 5/10/2013

Call to find out more information about Parking 5/13/2013

Test 8/9/2013

=
Testing Demo Site J
ting Dy it 9/20/2011

~ Service Cases (3) Add

Date created
1/23/2012

Case name

] ™ Unhappy with Parking

] ™ Parking Complaint 2/14/2012

] ™ CF12 - Game 3 Concession Issue 5/9/2013

Field Usage information
Patron Infor-  If you want to edit patron information, click the Edit link to display the Name tab
mation of the Patron Edit form.

Patron status
Patron source
VIP code

External Id
Announcement

Comments

The status of the patron (for example, Active, Deceased, or Inactive).
The sales channel in which the patron data was captured (for example, W - WBST)

These codes are used to mark special patrons, such as high value donors. The
code and the code name are combined in the selection list. When a user assigns a
patron to an activity, opportunity, or service case, CRM displays an Attention mes-
sage with the code and code name.

A record locator from a system other than the Paciolan back office.

This text will display in an Attention message whenever a user assigns the patron
to an activity, opportunity, or service case. If no text is displayed here, the VIP
code and name will display in the Attention message instead.

Additional information about the patron.

Click the link to display a popup with the list of the patron's keywords. If no link is
displayed, the patron does not have any keywords assigned. Keywords are helpful
for patron searches.

Click the link to display a popup with the list of the patron's tags. If no link is dis-
played, the patron does not have any tags assigned. Tags are useful for reporting
and request building.

Click the link to display a popup with the list of the patron's mail codes. If no link
is displayed, the patron does not have any mail codes assigned. Mail codes are
used to determine the mailings that the donor should receive.

Click the link to display a popup with the list of the salutation types associated
with the patron. For each salutation type, the salutation text (for example, Mr.) is
also displayed.
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A popup link that displays the user defined field descriptions and their values. This
link is always displayed. Ticketing and development user defined fields are inde-
pendent of one another.

Addresses This section includes the address type and the address for each of the patron's
addresses. If you want to change address information, click the Edit link to dis-
play the Phone/Address tab of the Patron Edit form.

Phone This section includes the phone type and number for each of the patron's phone
numbers. If you want to change phone information, click the Edit link to display
the Phone/Address tab of the Patron Edit form.

Email This section includes the email type and address for each of the patron's email
addresses. If you want to change any email information, click the Edit link to dis-
play the Phone/Address tab of the Patron Edit form.

Names This section includes the names and basic personal information of Name One and
Name Two of the patron record. Depending on the available patron information,
, , , and links may be displayed.
Click these links to display popups with the information. If you want to change the
name information, click the Edit link to display the Names tab of the Patron Edit
form.

Notes This section contains a table of all the notes related to the patron. Notes with file
attachments have the paperclip inext to them. You can double-click a note to dis-
play the Edit Note form, view or make changes, and then cancel or save back to
the General Profile tab. To add a note for this patron, click the Add link.

CRM Activities This section contains a table of all the activities assigned to this patron. You can
double-click an activity to display the Edit Activity or View Activity form. The Edit
Activity form displays for open activities. On the Edit Activity form, you can view,
edit, close, or delete the activity.

If you double-click a closed activity's row, the View Activity form displays. Activ-

ities with a green check mark = are closed and those with a paperclip i have a file
attachment. On this form you can close the form or delete the activity. CRM redis-
plays the General Profile tab when you are finished with the activity.

To create an activity for this patron, click the Add link.

Service Cases This section contains a table of all the service cases that have been opened for
this patron. You can double-click a service case to display the Edit Service Case or
View Service Case form. The Edit Service Case form displays for open service
cases. On the Edit Service Case form, you can view, edit, close, or delete the serv-
ice case. You can also create a new activity for the service case.

The View Service Case form displays when you double-click closed service cases.
The icons to the left of each service case's opportunity indicate its status, includ-
ing open o or closed 2, the priority flag, and the paper clip i if a file is attached.
On this form you can close the form or delete the service case. CRM redisplays
the General Profile tab when you are finished with the service case.

To create a service case for this patron, click the Add link.

Customer Profile tab field descriptions
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€3 Mr. John Cross (141) Customer, Donor
General Profile MaPEEITIG L Y Donor Profile

Priority = 530

Ticketing Information Edit

Customer type 1 - Individ

stomer stalus A - Active

t  Business

Larry Jones (ljones)

Sales Opportunities (8) Retrieve all

Opportunity name Owner Crested date Close date Amit
d Season Ticket Renewal jmiller 6/14/2011 7/31/2011  500.00
A 2011 Donor Pledge Renicphil  7/19/2011  10/10/2011

-.Eo 2011 Football Renewal ljones 6/3/2011 10/17/2011 1,200.00

Ticketing Activities Edit

Billing address H - Paciolan, Inc, 5171 .} U Multi Game Buyers into ljones  7/18/2011 10/17/2011
California Ave. 2200, Irving,
CA 92617 | MB12 - Renewal - Lowe: lkelley  5/4/2012 9/28/2012
CF12 Non Renewals  lkelley 5/8/2013 5/31/2013
Shipping address P - 5171 California Ave. 200,
Irvine, CA 92617 Order History Retrieve all
M aie st na i Season Order value Balance o Fvents
Comments CFOS - 2012 Colle 6,443.00 0.00 0
CFO7 - 2011 Footl 389.50 0.00 ]
J |MBOS - 2011-12 ¢ 3,586.00 35.00 o
Credit Status  Edit MBOG - Men's BK 1,646.00 0.00 o
g MBOT - 2007-08 b 3,751.00 0.00 0
CFO& - 2006 Footl 218.00 0.00 o
Comments MBOS - Men's BK 938.00 0.00 o
Total $17,381.50 $35.00 0%

Activity YOP
B - Basketball 3
PARK - Parlong 5

¥ ¥
coocoocsoll #loeeeooh

Wait list priority Mtendancc. History -‘-:'.'_-:.c all ) ) . )
1 Season Event ;:::l W"::::: Used ug
2 MBO7 MB12 - MBK F 3/8/2008 L} [} &
MBO7 MB11 - MBK £ 3/1/2008 B a B
MBO7 MB10 - MBK L 2/23/2008 10 o 10
MBO7 MBOS - MBK I 2/16/2008 8 [} 8
MBO7 MEBDB - MBK 1 2/13/2008 6 a 6
MBO7 MBOT - MBK  1/31/2008 6 o 6
MBO7 MBOG - MBK T 1/26/2008 & Q 6
MBO7 MBOS5 - MBK \  1/19/2006 14 a 14
Renewable Seats  Retricve al
Season | Item [aty [puer  Seatblock
MBO7 MBS - Men's Bask_. 4 2/P - Public L:103:5:1,4
MBO7 MBS - Men's Bask . 2 1/P - Public L:101:6:1,2
MBO& 3FORDUKE - Buy. 4 2/P - Public L:115:1:6,9

Field

Usage information

Ticketing
Information

Customer
type

Customer
status

Priority
points

Department
Sales rep
Billing
address

Shipping
address

Magnetic
stripe ID

Comments

This section displays the relevant ticketing information for the patron. Click the Edit
link to display the Ticketing tab of the Patron Edit form.

The ticketing customer type.

The ticketing customer status of the patron (for example, Active, Deceased, or
Inactive).

The total number of priority points accumulated by the patron.

The ticketing department code associated with the patron.
The sales representative assigned to this patron in CRM.
The billing address selected for this patron in CRM or the back office.

The shipping address selected for this patron in CRM or the back office.

This field (with last 4 digits of number) will only be displayed if it is allowed in the
patron policy.

Comments about this patron.

Click this link to display a popup with patron's eVenue information. This link may
not display based on the patron policy and whether any profile information exists.

Click this link to display a popup with the patron's ticketing membership records.
This link will not display if it is not allowed in the patron policy or if no membership
information exists.
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Credit Status
Status

Limit
Comments
Ticketing

Activities

Sales Oppor-
tunities

Order His-
tory

Attendance

A popup link that displays the ticketing tags associated with the patron. This link
will only display if the patron record has ticketing tags. Ticketing and development
tags are independent of one another. Tags are useful for reporting and request
building.

A popup link that displays the user defined field descriptions and their values. This
link is always displayed. Ticketing and development user defined fields are inde-
pendent of one another.

This section displays information about the status of the patron’s credit. Click the
Edit link to display the Ticketing tab of the Patron Edit form.

This is the credit status message that displays during the sales process. The mes-
sage can warn about a credit limit or deny a sale.

If the Status message is set to warn about a credit limit, this is the dollar amount
of the limit.

Additional comments about the patron's credit status.

This table is used to track the number of years a patron has purchased tickets for
an activity. YOP stands for years of purchase. An activity may have both the YOP
and Wait List Priority fields empty.

By default, this section contains a table of all sales opportunities assigned to the
current patron for the past 6 months, regardless of status, ownership, restricted
flags, or user permissions. However, you can click the Retrieve All link to display
all of the patron's opportunities, including those older than 6 months. The icons to
the left of each opportunity indicate its status, including open =, closed 2, won @, or
lost @. In addition, a paperclip @ is displayed if the opportunity has a file attach-
ment.

If the Add link is displayed, you can click it to manually create a sales opportunity
for the patron. Depending on your CRM permissions, you may also be able to view
or edit an opportunity by double-clicking its row.

The Owner column lists the owner of each opportunity created for the patron. The
Close Date column contains the estimated close date for each opportunity. The Amt
column contains the estimated revenue for each sales opportunity that has a reve-
nue value entered.

This section contains a table of the patron's order history. Each row summarizes all
purchases for a single season. You can double-click a row to see individual orders
for that season. The image below shows the patron's orders for season 2011.

12012 College Football

Ttem Seats

FB vs. Hawaii (Senior Day)
Sat, Nov 23, 2013 12:30 PM

Quantity  Price Level Price Type
1:101:15:22,25 4 Sideline Public

FB vs. Boston College End Zone  Public

Sat, Nov 9, 2013 3:30 PM

L11L:14:7,8 2

FB vs. Boston College End Zone  Student

Sat, Nov 9, 2013 3:30 PM

L111:14:9,10 2

FB vs. Hawaii (Senior Day) Sideline Public

Sat, Nov 23, 2013 12:30 PM

1:101:16:7,8 2

FB vs. Hawaii (Senior Day) 1:100:16:9,10 2 Sideline Student

Sat, Nov 23, 2013 12:30 PM
FB vs. Western Michigan
Sat, Sep 21, 2013 3:30 PM

1:101:18:9,12 4 Sidehne Public

EB vs. Illinois Sideline Public

Sat, Oct 5, 2013 12:30 PM

various ]

Attendance history data is only relevant if you use Access Management. To display
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History

Renewable
Seats

the patron's attendance history, click the Retrieve history link. This is necessary
because the history does not load automatically. No data will display if the patron
has no attendance history. If you need to update the patron's history again, click
the back button, locate and display the same Patron Summary form, and then click
the Retrieve history link once more.

Attendance History Retneve s

Season | Event m‘ Wrd's::e'j Used “N“l = s::;
MEQ7 MB12 - ME 3/8/2008 B o 5 0
MBOT MB11 - MB 3/1/2008 8 0 8 0
MEO7 MB10 - MB| 2/23/2008 10 0 10 0
MEQ7 MBOS - MB| 2/16/2008 s ] 8 0
MBO7 MBOS - MB 2/13/2008 [ o L] o
ME07 MBO7 - MB| 1/31/2008 5 0 6 0
MEO7 MBOS - MB | 1/26/2008 5 0 5 0
MBO7  MBOS - MB. 1/19/2008 14 0 14 o

This table contains the patron's renewable seats by season. Each season has its
own row. Click the Retrieve data link to display the renewable seats for the patron.
This is necessary because the data does not load automatically. No data will dis-
play if the patron has no attendance history. If you need to update the patron's
data again, click the back button, locate and display the same Patron Summary
form, and then click the Retrieve data link once more.

Renewable Seats  Retrieve data

Season Item Qty  PL/PT

H110601 - Reck. 4

Seatblock

2011 1/REG - REGUL .  ORCH:CENTER:P:1
05,108

Donor Profile tab field descriptions

€3 M. John Cross (141) Customer, Donor
General Profile  Custemer Profile bR UTE St T

Donor Summary
Lifetime donation
Lifetime matching

Total lifetime

Total soft credits

First donatior
Last donation

Highest donation

Development Information  Edit Danation Opp ities (3) Retrieve a
Donor type 1 - Individual Oppartunity name Owmer| Created date| Close date.  Amt
Ranking O AF11 Annual Fund ophil  &3(2011  6/15/2013 1,000.00
Years of donsting 5 @ Capital Gift for the Weight Training Facility Ikelley 5/5/2013 7/31/2013
Priority points 26,25 =
Bl e i Crran | AF13 New doner kelley 7/8/2013  12/31/2013 150.00
e Drive History Retrieve all  View program summary  View campaign summary
Donation rep  Chad Phillips (cphil)
Billin B - 5171 California Ave. Drive Goal| Commit| Net pled Donation| Addtl ite]  Match
£200, Irvine, CA 52617 €C12 - Crimson Club Annual Fy 0.00 10,000.00 5,000.00 1,250.00 0.00 0.00 1
CAP - Capital Giving 0.00 i0,000.00 i0,000.00 5,000.00 0.00 0.00 4
pping address P - 5171 California Ave. . i
A L3 Dy AF11 - Annual Fund 2010-11  7,500.00 2,762.50 2,250.00 1,275.00 0.00 0.00
AF10 - Annual Fund 2009-201C 0.00 1,000.00 0.00 1,000.00 0.00 0.00
Comments  Mr. Cross donates

generously - generally in
tribute to his father.

$250.00 on 9/5/2010
$1,250.00 on 3/6/2012
$5,000.00 on 2/15/2011

$8,525.00
£0.00

$8,525.00
$0.00
$8,525.00

Credit Status  Edit

Status

Comments

We will accept personal
checks.

Memberships
Current membership

Last membership

Field

Usage information

Development The section displays the relevant development information for the patron. Click the

Information

Edit link to display the Development tab of the Patron Edit form.
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Donor type
Ranking

Years of
donating

Priority
points

Publish name

Donation rep
Billing
address

Shipping
address

Comments

Donor Sum-
mary

Credit Status
Status
Comments

Memberships

Donation
Opportunities

This field identifies the donor as an individual or a corporation.

This is the ranking of the patron based on the total number of priority points
accumulated.

The number of years the patron has donated to your organization.
The total number of priority points accumulated by the patron.

The default name as it will appear in publications, such as an annual report or a
playbill.

The donation representative assigned to this patron in CRM.
The billing address selected for this patron in CRM or the back office.

The shipping address selected for this patron in CRM or the back office.

Comments about this patron.

Click this link to display a popup with the codes that determine what mailings the
donor will receive. This link will only display if the patron record has mail codes
assigned.

Click this link to display a popup with the development tags associated with the
patron. This link will only display if the patron record has development tags. Devel-
opment and ticketing tags are independent of one another. Tags are useful for
reporting and request building.

Click this link to display a popup with the user defined fields and their values, as
entered in the back office (for example, spouse name, child, or friend). Devel-
opment and ticketing user defined fields are independent of one another. This link
will only display if the patron record has user defined fields.

A summary of donations, matching donations, and soft credits with total, lifetime,
first, last, and highest amounts.

This section displays information about the status of the patron’s credit. Click the
Edit link to display the Development tab of the Patron Edit form.

This is the credit status message that displays during pledge and donation entry for
this patron. The message can warn about a preference to use a credit card, for
example.

Additional comments about the patron's credit status.

This table displays the patron's membership information, including the current and
previous membership names and dates.

This section contains a table of all donation opportunities assigned to the current
patron for the past 6 months, regardless of status, ownership, restricted flags, or
user permissions. However, you can click the Retrieve all link to display all of the
patron's opportunities, including those older than 6 months. The icons to the left of
each opportunity indicate its status, including open =, closed =, won a, or lost e. In
addition, a paperclip i is displayed if the opportunity has a file attachment.

If the Add link is displayed, you can click it to manually create a donation oppor-
tunity for the patron. Depending on your CRM permissions, you may also be able to
view or edit an opportunity by double-clicking its row.

The Owner column lists the owner of each opportunity created for the patron. The
Close Date column contains the estimated close date for each opportunity. The Amt
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column contains the goal amount for each donation opportunity with a value
entered.

Drive History This section contains a table of the patron's donation history by drive. Click the

Retrieve all link to display the drive history for the patron. This necessary because
the data does not load automatically. No data will display if the patron has no drive
history.

Drive History Retrieve all  View program summary  View campaign summary

Drive I Gmll. Commit [ Net D|ecl(_. Dunnl.im. Addt ites "dldl. Balance |
€C12 - Cimson Club Annual Fu 0.00 30,000.00 15,000.00 1,250.00 0.00 0.00 13,750.00
CAP - Capital Giving 0.00 30,000.00 30,000.00 5,000.00 0.00 0.00 45,000.00
AF11 - Annual Fund 2010-11 7,500.00 2,762.50 2,250.00 1,275.00 0.00 0.00 1,475.00

AF10 - Annual Fund 2009-201C 0.00 1,000.00 0.00 1,000.00 0.00 0.00 0.00

When you click the retrieve link for either of the donation information sections , the
data for both sections is retrieved and displayed.

Since none of the two donation information sections' (Donation Opportunities and
Drive History) data loads automatically, you may need to update the patron's data
again. To do this, click the back button, locate and display the same Patron Sum-
mary form, and then click any of the three retrieve links.

Click the View program summary link to display a View Program Summary table
(see image below) of the patron's donation history by program. No data will dis-
play if the patron has no donation history.

View Program Summary

Program Class Commit| Net pledge  Donation Addtlitems | Match|  Balance

AF - Annual Fund P - Platnium 376250  2,250.00 2,275.00 0.00 0.00 | 1,475.00
CAP - Capital Giving 50,000.00 50,000.00 5,000.00 0.00 0.00 45,000.00
€C - Cimson Club CCL - Crimson Chub Legend | 30,000.00 | 1500000  1,250.00 0.00 0.00 13,750.00

Click the View campaign summary link to display a View Campaign Summary table
(see image below) of the patron's donation history by campaign.No data will dis-
play if the patron has no donation history.

View Campaign Summary

Campaign Class Commit| Net pledge  Donation  Addt] items Match |  Balance
CC12 - Crimson Club 2011-2012 CCL - Crimson Club Legend | 30,000.00 1500000  1,250.00 0.00 0.00 | 13,750.00

CAP - Capital Giving 50,000.00 50,000.00 5,000.00 0.00 0.00 45,000.00
AF11 - Annual Fund 2010-11 P - Platnium 2,762.50  2,250.00 1,275.00 0.00 0.00 | 1,475.00
AF10 - Annual Fund 2009-10 P - Platnium 1,000.00 0.00 1,000.00 0.00 0.00 0.00

Editing Patron Information

During your communications with patrons, you may find that some of the patron information in
CRM is inaccurate. Or, you may have manually entered a patron and later decide to change some
of the information. For these reasons, CRM allows you to edit information about individual patrons

at any time.

Since you will most often be viewing patron information without editing, CRM is not designed to
allow you to directly edit information on the Patron Summary form. However, some sections each
of the three tabs (General Profile, Customer Profile, and Donor Profile) of the form contain values
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that can be edited on the Patron Edit form. Editable information includes any field contained in a

section

with an Edit link.

€3 3John Smith (257352) Customer, Donor

LT Customer Prefile  Donor Profile

Patron Information  Edit

H-F
John

Mr. X

Phone

Announcement

Comments

Addresses  Edit ,

John Smith
22527 willow branch In, Tomball, TX 77375

HOME ADDRESS

Smith

5151 Jamboree Rd, Tomball, TX, Tomball, TX 77375

B - BUSINESS ADDRESS

lohn Smith

10978 Strawberry Fields, Garden Grove, CA 92544

Smidgen Smith
Female.

Notes  Add

Last updated | From Subject

CRM Activities Add

Subject
1@ Contact Regarding Sale
1@ Fall Drive First Contact
1@ Update on Lot B
R = 2011 Summertime Bash
MA@ 2011 Summertime Extravaganza

A = 2011 Summertime Bash

< Service Cases Add

Edit

(281)555-1212
(281)444-1234

F-FAX  (281)333-1234

B - BUSINESS (2B1)555-1234

7/1/2011

7/1/2011
7/8/2011
4172011
4/1/2011
4/1/2011

Case name
] T Moter homes not allowed in parking lot B
A ™ Parking lot hours

Date created
5/5/2011

4/29/2011

Tip: Sections with an Add link allow you to add a CRM note, activity, opportunity, or service case.
If one of these sections already has items listed, you can double-click an item to open the edit or
view screen for that item. For information about editing these items, see the edit topics for notes,

activities, sales opportunities, donation opportunities, and service cases.

To edit patron information from the Patron Summary form

1. Display the Patron Summary form for the patron whose information you want to edit. If

you're not sure how to do this, see Searching for Patrons.
2. Select the patron profile tab that contains the information you want to edit.

-Gcneral LGl Customer Profile  Donor Profile

Patron Informalio

Names Edit

John Smith

Smidgen Smith
Fernale.

Notes  Add

Last updated | From Subject

Addresses  Edit

CRM Activities Add

P - PRIMARY

John Smith

22527 willow branch In, Tomball, TX 77375

H - HOME ADDRESS

John Smith

5151 Jambores Rd, Temball, TX, Temball, TX 77375
B - BUSINESS ADDRESS

Mr. John Smith

10978 Strawberry Fields, Garden Grove, CA 92644

Subject
'@ Contact Regarding Sale
1@ Fall Drive First Contact
b 5 2011 Summertime Bash
M@ 2011 Summertime Extravaganza
*. ] 2011 Summertime Bash

b =) 2011 Summer Gala

7/1/2011
712011
4/1/2011
4/1/2011
4/1/2011

4/1/2011

Phone Edit

* Service Cases Add

Case name

H-HOME  (2B1)555-1212

C-CELLULAR  (2B1)444-1234

F-FAX  (261)333-1234

B - BUSINESS (281)555-1234
Email Edit

E - E-MAIL PRIMARY jsmith@paciolan.com

& ™ Parking lot hours

Date created
4/29/2011

EMAIL - ALTERNATE  jsalternate@paciclan.com
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3. Click the Edit link of the section that contains the field whose value you want to edit.

€3 3John Smith (257352) Customer, Donor

[N Customer Profile  Doner Profile

Patron Information  Edit

John Smith

John Smith

Mr. John Smitf

Phone Edit

Addresses  Edit ,

B - BUSINESS

22527 willow branch In, Tomball, TX 77375

H - HOME ADDRESS

5151 Jamboree Rd, Tomball, TX, Tomball, TX 77375

ADDRESS
h

10978 Strawberry Fields, Garden Grove, CA 92544

C - CELLULAR

F - FlX

B - BUSINESS

(281)555-1212
(281)444-1234
(281)333-1234
(281)555-1234

Smidgen Smith
Female.

Notes  Add

Last updated | From Subject

CRM Activities Add

Subject
O Contaet Regarding Sale
& Fall Drive First Contact
i Update on Lot B
A = 2011 Summertime Bash
MA@ 2011 Summertime Extravaganza

A = 2011 Summertime Bash

< Service Cases Add

7/1/2011

7/1/2011
7/8/2011
4172011
4/1/2011
4/1/2011

Case name
] T Moter homes not allowed in parking lot B
A ™ Parking lot hours

Date created
5/5/2011

4/29/2011

CRM displays the Patron Detail form with the tab containing the value you want to edit dis-

played.

stomer, Donor

N e B jraphic Institutions Ticketing E-Ticketing Development

Phone & Email

Default madl name

Type Phone

H - HOME (281)555-1212

C - CELLULAR (281)444-1234

F - Fax (281)333-1234

B - BUSINESS (281)555-1234
Address

John & Smedgen Smith

Type Email

.E - E-MAIL PRIMARY .Jsmilnsnaclolan.:um

Ef - EMAIL - ALTERNATE | jsalternate@paciolan

.com

Type Address

P - PRIMARY

John Smith

22527 willow branch In, Tomball, TX 77375

H - HOME
ADDRESS

B-
BUSINESS
ADDRESS

Created by

John Srnith

5151 Jamboree Rd, Tomball, TX, Tomball, TX

77375

Mr. John Smith

10978 Strawberry Fields, Garden Grove, CA 92644

Last updated by TEST11 5/5/2011 B:44 AM

Once the Patron Detail form is displayed, you do not need to go back to the Patron Summary
form to edit other patron information fields. Just click the tab that contains the field, and then
edit the field. The changes you make on a tab are kept when you click another tab. However,

changes are not saved until you click the Save button. For information about the fields on
each of the Patron Edit form tabs, see the tables below.

Note: If you are an administrator and you want to change drop-down list selections for the
fields in the table below, many of them are configurable in the back office. For more infor-
mation, see Configuring Patron Detail Form Options.

Name tab field descriptions
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Field Usage information
Patron ID A read-only field with the patron's Id humber.
Type Select individual or organization. This selection determines what fields are

listed for Name One below.

VIP code These codes are used to mark special patrons, such as high value donors.
The code and the code name are combined in the selection list. When a user
assigns a patron to an activity, opportunity, or service case, CRM displays
an Attention message with the code and code name. However, if you enter
text in the VIP Announcement field, the announcement message will display
instead.

VIP Announce- Enter the text that will display in an Attention message whenever a user

ment assigns the patron to an activity, opportunity, or service case. If you select
a VIP code but do not enter text in this field, the VIP code and name will dis-
play in the Attention message instead.

External ID You can use this field to enter a record locator from a system other than the
Paciolan back office.

Status Select the status of the patron (for example, Active, Deceased, or Inac-
tive).
Source Select the channel by which the patron was first entered into the system

(for example, donations, Internet sales, or walk up sales). The default selec-
tion is WBST, although the selection may be left blank.

Marital status Select the marital status of the patron.

Release to Select this option to allow the patron's information to be used for a mailing

mailing list list.

Comments This is a free form area where you can enter additional comments about the
patron.

Name One The fields included in the Name One section are based on the patron type.

If the patron is an individual, the basic name fields are displayed. If the
patron is an organization, only the Organization Name and Organization
Type fields are displayed.

Organization  Enter the name of the organization.

Name

Organization  Select the type of organization represented by the patron record.

Type

Name Two The Name Two fields are always the basic name fields. Name Two cannot
be an organization.

Tags Enter tags related to this patron to help in other functions such as reporting.
You can delete an existing tag by deleting its text name.

Salutation Click on a Type field to display the list of available salutation types. For

Type each salutation type, enter the salutation you want to be used. You can
enter salutations for each type by adding them in a row and entering text
for them.

Keywords Enter keywords related to this patron to help in other functions such as
searching. You can delete an existing keyword by deleting its text name.

Mail Code Select the mail codes related to the patron from the list. Each time you

select a mail code, CRM displays an empty cell in which you can select
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another mail code.

Phone/Address tab field descriptions

Field Usage information

Type Select a phone number type from a list in the Type column, and then enter

(phone) the phone number in the adjacent table cell in the Phone column. You can
enter one phone number for each phone type in the list.

Type Select an email address type from a list in the Type column, and then enter

(email) the email address in the adjacent table cell in the Email column. You can
enter one email address for each email address type in the list.

Default mail Enter the name to use for the patron when sending mail. There are no val-

name idations for this text field, so whatever you enter is what CRM will use. If you

Add address

Type
(address)

Seasonal

Organization

leave the field empty, CRM will generate a name based on the values entered

in the Name One section of the Name tab.

abled, all the address types have an addressed entered for them.

Click this button to display the Add Address dialog box. If this button is dis-

Click the Type column header to sort the address list alphabetically by

address type.

You can double-click an address row to display the Edit Address dialog form

for that address.

The date range during which the patron resides at the address. You cannot

sort by the Seasonal column.

by organization name.

Biographic tab field descriptions

Field Usage information

Children Enter the name, birth date, and any comments in a single row for each
of the children of the patron. Their ages are calculated automatically
using their birth dates.

Related Add relatives of the patron. Click the Add Patron button, and then use

Patrons the Patron Lookup for each relative. Once you've added a related
patron, you can select values from the Relationship and Other Rela-
tionship lists, whose items are defined in the back office. The Com-
ments field is a free form text box and is not validated by the system.

Name Enter biographical information about this patron. The Nickname,

One Maiden Name, and Birth place fields are free form text boxes and
are not validated by the system. The items in the Ethnicity, Religion,
and Household income lists are defined in the back office.

Attributes Attributes are characteristics of a patron, such as vegetarian or board
member. The items in the Attributes list are defined in the back
office.

Notes A free form text box in which you can enter notes about the attributes.

Interest Interests are things about which the patron cares, such as charitable

organizations. The items in the Interest list are defined in the back
office.

Click the Organization column header to sort the address list alphabetically
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Approach The method of contact to use for the patron about an interest. The
items in the Approach list are defined in the back office.

Language Add all the languages that the patron can speak to this table. The list of
languages is defined in the back office.

Name The fields available for the patron in the Name Two section are the
Two same as the ones in Name One, except that the Household income
list is left out.

Institutions tab field descriptions

Field Usage information

Name Use this section to track the educational institutions that the primary patron
One attended or is associated with in some way.

Add Insti- Click this button to display the Add Institution dialog box. The dialog box
tution requires you to select the institution from a predefined list. You can also select

from a list the patron status (for example, alumni or current student) with
regard to the institution. The form also includes free form text box fields, includ-
ing Start date, End date, Degree, Comments, Major, Minor, and Varsity

Letter.
Institution You can sort the table of institutions by clicking the Institution Name,
Name Degree, Major/Minor/Varsity Letters, and Status column headers. You can
table also double-click an institution's row to display the Edit Institution dialog box.
The Add Institution and Edit Institution dialogs have the same functionality.
Name Use this section to track the institutional relationships of the name two patron, if
Two one has been added to the patron record. The Add Institution functionality and
the Institution Name table are identical to those used for the name one
patron.

Ticketing tab field descriptions

Field Usage information

Customer type Select the of ticketing customer type of the patron. The list items are
defined in the back office.

Source An optional market analysis code indicating the sales channel from which
the patron originated. You can use this data for sorting, selecting, or report-
ing in the back office.

External ID You can use this field to enter a record locator from a ticketing system other

than tRes.
Billing Select the billing address to store in the ticketing system. Ticketing (tRes),
Address general (tPatron), and fund development (tFund) have separate address

information. The billing address types in the list are the same ones used for
the Shipping address. The same types are also used when entering
address information on the Development and Phone/Address tabs. You are
allowed to select an address type for which the patron has no address infor-
mation.

Sales rep- If you want a dedicated ticketing sales representative for the patron, enter
resentative the user name. You can only assign yourself or one of your subordinates to
be the sales representative.
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Field

Usage information

Customer
status

Department

Shipping
address

(Supervisors only) Click ~ in the Sales representative field to display
the User Lookup, and then use the form to select a user. Or, if you know the
user's sign in name, you can enter the name directly into the Sales rep-
resentative field. If you only know part of the sign in name, you can enter

it in the Sales representative field and then click “ to get search results
in the User Lookup for the partial name. The User Lookup will only find
users who report to you.

Select the ticketing customer status of the patron (for example, Active,
Deceased, or Inactive). The available list items are defined in the back
office. This list is independent of the Status field list on the Name tab.

A free form text field in which you can enter the name of the ticketing
department associated with this customer.

The shipping address types in the list are the same ones used for the Bill-
ing address. The same types are also used when entering address infor-
mation on the Phone/Address tab. You are allowed to select an address type
for which the patron has no address information.

Customer com- A free form text field in which you can enter any additional ticketing infor-

ments
Credit Status

Status

Limit

Comments

mation about the patron.

Use this section to capture information about the status of the patron’s
credit.

Choosing one of the Status list items will cause the corresponding message
to display during the sales process. The message can warn about a credit
limit or deny a sale.

If you set the Status message to warn about a credit limit, enter the dollar
amount of the limit.

Use this free form text field to enter additional comments about the
patron's credit status.

Ticketing Tags Enter tags related to this patron's ticketing behavior to help in other func-

tions such as searching. You can delete an existing tag by deleting its text
name.

Ticketing Mem- Select the patron's ticketing memberships and enter the years in which the

berships

memberships began. Although the Year column is meant to track the first
year of the membership, this is a free form field in which you can enter any
text.

Ticketing Activ-This table is used to track the number of years a patron has purchased tick-

ities

ets for an activity. YOP stands for years of purchase. If you use wait list
priorities, you can enter them in that column. Both the YOP and Wait List
Priority columns consist of free form text fields with no validations. You
can select an activity and leave both the YOP and Wait List Priority fields
empty.

E-Ticketing tab field descriptions

Field Usage information
Magstripe  This section is only visible if access to magnetic stripe ID is allowed in the
ID patron policy.
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Field Usage information

Current ID This read-only field displays the last four digits of the magnetic stripe ID
number that is used for paperless ticketing.

New ID To assign a new magnetic stripe ID to the patron, enter the number in this
field. The value of the ID must be numeric but can be any length.

eVenue This section is used to view and modify eVenue information for the patron. The

Information

Internet
profile

Locked
account?

Email

Email opt
in?

Password
PIN

Email pref-
erences

section is only visible if access to eVenue information is allowed in the patron
policy.
Internet profiles are used to offer specific groups of customers the opportunity

to purchase items online that are not available to the general public. A patron
can only have one internet profile assigned at a time.

Default selection is No. If Yes is selected, the patron will not have the ability
to log into the eVenue web site. If the patron attempts to log in, an alert mes-
sage will display directing the patron to call the ticket office.

This read-only field displays the email address the patron uses on the eVenue
web site.

Select Yes for patrons that have given you permission to send them email
communications. If you select Yes, the format should be set to HTML in the
back office.

This read-only field displays the patron's eVenue web site password.

The patron's personal identification number for the eVenue web site. This
number is used to link the back office account to the eVenue account.

This field lists the specific email opt ins. The options available are defined in
the back office.

Development tab field descriptions

Field

Usage information

Donor type

Select the type of donor the patron is. The list items are defined in the back
office.

Donation rep- If you want a dedicated donation representative for the patron, enter the

resentative

user name. You can only assign yourself or one of your subordinates as the
donation representative.

(Supervisors only) Click ~ in the Donation representative field to dis-
play the User Lookup, and then use the form to select a user. Or, if you
know the user's sign in name, you can enter the name directly into the
Donation representative field. If you only know part of the sign in name,

you can enter it in the Donation representative field and then click “to
get search results in the User Lookup for the partial name. The User Lookup
will only find users who report to you.

Publish name Enter the donor’s name as you want it to appear in publications, such as an

annual report or a playbill. This field also updates the Publish field in the
Donation record (FD.DONATION.E), which can then be edited as needed dur-
ing donation entry in tFund.

Billing address Select the billing address to store in the fund development system. Tick-

eting (tRes), general (tPatron), and fund development (tFund) have sep-
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Field Usage information

arate address information. The billing address types in the list are the same
ones used for the shipping address. The same types are also used when
entering address information on the Ticketing and Phone/Address tabs. You
are allowed to select an address type for which the patron has no address

information.
Shipping Select the shipping address to store in the fund development system. Tick-
address eting (tRes), general (tPatron), and fund development (tFund) have sep-

arate address information. The shipping address types in the list are the
same ones used for the billing address. The same types are also used when
entering address information on the Ticketing and Phone/Address tabs. You
are allowed to select an address type for which the patron has no address

information.
Donor com- Use this free form text field to enter any additional donation information
ments about the patron.
Years of donat- Enter any whole number for the years the patron has been donating to your
ing organization.
Mail Code Select one or more mailings that the donor should receive. The list items

are defined in the back office.

Tags Enter text for one or more tags associated with this donor. Tags are one
word descriptions used to identify or group donors.

Credit Status  Use this section to capture information about the status of the patron’s
credit.

Status Choosing one of the Status list items will cause the corresponding message
to display during the donation process. The message can warn about a pref-
erence to use a credit card, for example.

Comments Enter text comments about the donor's credit status.
4. When you're finished editing, click Save to save your changes.

John Smith (257352) Customer, Donor

Name WUTLIFEEERZHY Biographic Institutions Ticketing E-Ticketing Development

Phone & Email

Type Phane Type Email

H - HOME (281)555-1212 E - E-MAIL PRIMARY jsmith@paciolan.com

C - CELLULAR (281)444-1224 EA - EMAIL - ALTERNATE | jsalternate@paciolan.com
F - FAX (261)333-1234

B - BUSINESS (281)555-1234

Address

Default mail name John & Smidgen Smith

Type Address Seasanal Organization |

P - PRIMARY John Smith
22527 willow beanch In, Tomball, TX 77375

H - HOME John Smith
ADDRESS 5151 Jamboree Rd, Tomball, TX, Tomball, TX
77375

B- Mr. John Smith

BUSINESS 10978 Strawberry Fields, Garden Grove, CA 92644
ADDRESS

Created by
Last updated by TEST11 5/5/2011 8:44 AM

CRM redisplays the Patron Summary form with the updated values.
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Using Integrated Outlook
Note: This section only applies to you if you use integrated Outlook in CRM.

One of the most common CRM activities is communicating with patrons using email messages. For
this reason, the basic Microsoft (MS) Outlook email and meeting functionality can be integrated

into Paciolan CRM.This integration includes automatic synchronization of email messages and meet-
ing items between the Outlook and CRM inboxes. Also, if Outlook is not running and you open CRM,
CRM will launch the program for you. Using the Outlook integration in CRM, you can do the fol-
lowing:

e View Outlook email and meeting invitations in CRM.

e Create and send email from CRM.

o Convert email messages into CRM email activities, opportunities, or service cases.
e Open CRM Inbox items in Outlook.

e View opportunities and service cases within the CRM Inbox.

e Associate email messages with existing opportunities or service cases.

e Launch Outlook Calendar in a separate window.

Navigating the Inbox

The CRM Inbox is the central place for working with integrated Outlook Inbox items (email mes-
sages and meeting invitations) in CRM. The Inbox form contains an Outlook command bar, an Out-
look item list, and an Outlook item details panel. The form also contains tabs that allow you to
display sales opportunity, donation opportunity, and service case lists at the same time as the Out-
look item list. Using this form capability, you can associate email messages with opportunities and
service cases.

| Inbox

EiNew Hhepy EHcowet -1 Qutlook command bar

From Subject

1 Il Cheryl Kent FW: Reminder ~ The OC Food Truck is stopping by today!

I Wl Linda Shimamoto 6.94 - additional bug fixes for GA

| David Crowford RE: 6. - =
Outlook item list
1 |l Ross Krewenka RE: A IVE ey Fravisewe - A wnaver WORK PRODUCT - AD 11 10:52 AM 177728

| Linda Shimamots RE: [B 11 10:33 AM 4825

2010] New: (KI) SB 5.4 - Disabled multi-valusd grid w/mars
I W Larry Meyer Possible Lead 5/20/2011 204 PM 1591

| Larry Meyer Fatron Follow Up 5/20/2011 1:55 PM 2558

Patron Follow Up

Larry Meyer
ent  Fri, May 20, 2011 1:53 PM
To  Larry Meyer

Outlook item details panel

John Smith asked that we call back at a more convenlent time. He suggested late mornings. Please follow
up.

» Sales Dpportunities | ~ Donation O LiSt Display tabs

Outlook command bar

Click the command buttons to initiate CRM and Outlook functionality. Click the New button to create
an email activity and send the new message via Outlook. To use the Reply, Convert, and Openin
Outlook commands, select an item from the Outlook item list, and then click the command button.

Outlook item list
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This list is a read-only view all the items in the current CRM user's Outlook Inbox. In the list, each
row represents an Outlook item (email message or meeting invitation). You can drag an item row
onto an opportunity or service case in one of the tabbed panels below to associate the item with
that opportunity or service case.

The columns for the item list display the attributes of each item. The columns include:

e {converted} The first column has no header but contains a conversion icon = if the email mes-
sage has been converted to an activity, opportunity, or service case. Meeting invitations can-
not be converted to CRM items.

e {importance} The second column has no header but contains the high importance icon ! if the
email message importance level has been set to high in Outlook. No icon is displayed for nor-
mal or low importance level messages.

e {item type} The third column has no header but contains icons that mark the Outlook item
type as an email message - or a meeting invitation «.. The CRM Inbox does not indicate
whether email messages are read or unread.

e {attachment} The fourth column has no header but contains a paperclip icon @ if the message
has a file attachment.

e From. The sender of the message.
e Subject. The email subject line.
e Received. The date and time the email message was received.

e Size. The file size of the item in kilobytes. For items with attachments, the size includes the
size of the attached file.

You can sort the items in the list by column by clicking the column header. You can also change the
column order in the list by dragging the column headers. The columns will remain in the new order
for all your user sessions until you change the order. In addition, you can change a column's width
by dragging the column borders. If there are too many items in the list to display in the list area, a
scroll bar appears on the right side of the list.

To view the header and body of an Outlook item in the Outlook item details panel, select it in the
Outlook item list. You can also view an item in Outlook by double-clicking its row. You can apply
the commands in the Outlook command bar (New, Reply, Convert, and Open in Outlook) by select-
ing a message and then clicking the command button.

Outlook item details panel

When you select an item in the Outlook item list, it's header and body is displayed in this read-only
panel. If you want to modify, reply, or do any other Outlook action, you will need to use the Out-
look item list. If you display an Outlook item with an attachment, the attachment will not display on
this panel. You can adjust the vertical size of this panel in the Inbox by dragging the separator bar
up and down.
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| Inbox

5] New  ® Reply  [2 Convert

« Open in Outlook

Fram Subject Received Size

Y Brijendra Singh VP of Sales Arizona State 5/25/2011 1.00 PM T4E0

3 0 lamyMeyer | Latest Totals Shest 5/25/2011 12:49 PM 268796

1 i Linda Shimamota 6.04 - additional bug fixes for GA 5/25/2011 241 AM 7291

J David Crowfard RE: 6.93.300 release 5/24/2011 4:06 PM 6362

1 Il Ross Krewenka RE: ATTORMEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM 17ze
1 Linda Shimamoto RE: [Bug 42910] Mew: (KI) 5B 5.4 - Disabled multi-valuwed gr 5/23/2011 10:33 AM 4825
B Y Loy Meyer Possible Lead : 17
& <) Larry Meyer Patron Follow 5/20/2011 1:55 P 2666

Latest Totals Sheet
Larry Meyer

Larry Meyer

nt  Wed, May 25, 2011 12:47 PM

Please refer to this sheet when communicating with patrons.

~ Sales Oppo ]A

I“ seﬂrl:\ucassl

Opportunity and

service case panels

You can click one of the tabs at the bottom of the Inbox form to display the Sales Opportunities,
Donation Opportunities, or Service Cases panel. Each panel contains a list of opportunities or serv-
ice cases. In the image below, the Sales Opportunities tab has been clicked to display a panel with

a list of sales opportunities. To hide a displayed panel, click the panel's tab again.

L] Inbox

[ New 3 Reply & Convert

« Open in Outlook

From
a Brijendra Singh
4 Larry Meyer

4 il Linda Shimamate

Subject Received

VP of Sales Arizona State 5/25/2011 1.00 PM
Latest Tatals Sheet /2011 12:48 PM
6.94 - additional bug fixes for GA 5/25/2011 941 AM
RE: 6.93.300 release /- 406 PM
RE: ATTORNEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM

Size
7480
268796
7M1

*  Owner Imeyer Go

Name Campaign Milestone  Owner

Jun 30, 2011 Sheila Lawrence Cold Call Patron Larry’s Campa Milestone &

{Due in more than 30 days) 393544

Use the cold call script. 4100.00

Jun 30, 2011 Hubert Lee Cold Call Patron Larry's Campa Milestone 6

{Due in more than 30 days) 381813

Use the cold call script. $100.00

Jun 30, 2011 Robert Lee Cold Call Patron Larry’s Campa Milestone &

{Due in more than 30 days) 387873

Use the cold call script, $100.00

Jun 30, 2011 Gregory Lemack Cold Call Patron Larry's Campa Milestone 6

{Due in more than 30 days) 381805

Use the cold call script. $100.00

Jun 30, 2011 Champion Lin-abney Cold Call Patron Larry's Campa Milestone 6

(Due in more than 30 days) 369670

Use the cold call script. 4100.00

Jun 30, 2011 Ms Katie Little Cold Call Patron Larry’s Campa Milestone &

{Due in more than 30 days) 357530

Use the cold call script. $100.00

Jun 30, 2011 Mr. Robert Loiseau  Cold Call Patron Larry's Campa Milestone &

{Due in more than 30 days) 406081

Use the latest cold call $100.00
senipt.

Imeyer

Imeyer

Imeyer

Imayer

Imayar

Imeyar

Imeyer

The opportunity and service case lists on these panels work the same as opportunity and service
case hubs, except that action buttons do not display when you select a row. However, you can still
double-click a row to bring up the edit form for an opportunity or service case. The list filtering
works similarly to the other CRM hubs. See Filtering CRM Inbox Items for more information.

You can sort the items in the list by column by clicking the column header. You can also change the
column order in the list by dragging the column headers. The columns will remain in the new order
for all your user sessions until you change the order. In addition, you can change a column's width
by dragging the column borders. If there are too many items in the list to display in the list area, a
scroll bar appears on the right side of the list.
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Viewing Items in the Inbox

If you use integrated Outlook in CRM, your Outlook email messages and meeting invitations will be
visible in the CRM Inbox. CRM synchronizes its Inbox automatically and immediately whenever a
new item is delivered to your Outlook Inbox. The CRM Inbox also allows you to filter and view all
your opportunities and service cases while simultaneously viewing the Inbox item list.

To view Outlook items in CRM

1. Click the Inbox button in the main navigation bar.

Activities

] Create activity

i3 Create sales opportunity Al activities

1 Create danation opportunity

4, Create service case e date

4 Creste patron

Mr. John Smith
257352

Jul 1, 2011
{Due in more than 30 days)

& Mecting Pitch latest performance series

> Inquiry

Close activity | Edit activity | Delete activity

¥ Processes Open Jul 1, 2011 ' Phonecall Initial call Mr. Ray Tavary

{Due in more than 30 days) Use cold call script 450

> Setup =

Open Jul 1, 2011 " Phonecall  Contact Regarding Sale Mr. John smith |
» Calendar (Dwe in more than 30 days) 257352

Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnich |

{Due in more than 30 days) This patron has expressed interest in donating 444

CRM displays the Inbox.

| Inbox
Hew [ Reply 3 Convert Open in Cutlock
From Subject Received Size
1 Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T480
I 0l Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
1 0l Linda Shimamato £.94 - additional bug fixes for GA 5/25/2011 241 AM 7291
1 David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
I Il Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROI 5/2. 11 10:52 AM 177728
1 Linda Shimamoto RE: [Bug 42910] New: (KI) 5B 5.4 - Disabled multi-valued gr 5/23/201! 4875
E 1 Larry Meyer Possible Lead 5/20/2011 2:04 PM 1721
1] 1 Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2666
* Sales O it |“ i iti |*5¢thtlus|

2. Select the inbox item you want to view. CRM displays the message or meeting invitation,
including the header and body, in the Outlook item details panel. For detailed information
about CRM Inbox navigation features, see Navigating the CRM Inbox.
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[} Inbox
Hew (2 Reply 3 Convert (- Openin Dutlock
From Subject Received Size
s Brijendra Singh VF of Sales Arizona State 5/25/2011 1:00 PM 7480
4 U Larry Meyer Latest Totals Sheet 5/23/2011 12:49 PM 268796
4 Wl Linda Shimamoto 6.94 - additional bug fixes for GA /25/2011 9:41 AM 27201
=] David Craxford RE: 6.03.300 release 5/24/2011 4:06 PM 6962
1l Ross Krewenka RE: ATTORNEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM 177728
= | Linda Shimamoto RE: [Bug 42810] Mew: (KI) 58 54 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
ELT Passible Lesd 5/20/2011 2:04 PM e
& = | Larry Meyer Patran Follow Up 5/20/2011 1:55 PM 2666

Possible Lead

Larry Meyer

5 Fri, May 20, 2011 2:03 PM
o Larry Meyer

This potential patron was referred to us by John Smith, one of our VIPs, Please see attached for contact information.

~ Sales O iti |~ ion Opp it ['\Scrvinhnﬂl

To view sales opportunities from the Inbox

1. Click the Inbox button in the main navigation bar.

] Create activity s ]

i Create sales opportunity

View Al activibes

Cwner

Imeyer
B Create donation opportunity

4, Create service case Due date Patron

4, Create patron

Jul 1, 2011
{Dwe in mone than 30 days)

Pitch latest performance series Mr. John Smith

257352

» Inquiry

> Processes Open Jul 1, 2011 @ Phonecall  Initial Call M. Ray Tavary [’

{Dwe in more than 30 days) Use cold call script 450
» Setup =
Open Jul 1, 2011 . Phonecall  Contact Regarding Sale Mr. John Smith '
» Calendar {Dwe in more than 30 days) 257352
Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnick '

(Dwue in more than 30 days) This patron has expressed interest in donating 444

CRM displays the Inbox.

[} Inbox
Hmew [HReply [ Convert (- Open in Cutlook
From Subject Received Size
" Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T4E0
4 Wl Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
A Wl Linds Shimamato 6.94 - additional bug fixes for GA 5/25/2011 %41 AM 739
| David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
1 Wl Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROIL 5/23/2011 10:52 AM 17me
= | Linda Shimamoto RE: [Bug 42910] New: (k) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
B 1 Lary Meyer Possible Lead 5/20/2011 2:04 PM 1721
E1] =] Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2666
~ Sales O ities | & i ities | » Service Cases
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2. Click the Sales Opportunities tab at the bottom of the Inbox.

 Open in Outlook

Erijendra Singh
Larry Meyer
Linda Shimamata
David Crexford
Ross Krewenka
Linda Shimamoto
Larry Meyer
Larry Meyer

Subject Received
VP of Sales Arizona State 5/25/2011 1.00 PM
Latest Totals Sheet 5/25/2011 12:49 PM

6.94 - additional bug fixes for GA 5/25/2011 241 AM

RE: 6.93.300 release 5/24/2011 4:06 PM
RE: ATTORMEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM
RE: [Bug 42910] New: (KI) S8 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM
Possible Lead 5/20/2011 2:04 PM
Patron Follow Up 5/20/2011 155 PM

268796
mm
6362

| Inbox

3 Mew  [E Reply [ Convert

 Open in Outlook

From Subject Received Size
a Brijendra Singh VP of Sales Arizona State 5/25/2011 1.00 PM T4E0
A W Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 266736
A Wl Linds Shimamsto 6.04 - additional bug fives for GA 5/25/2011 241 AM 27201
= | David Creaford RE: 6.93.300 release 5/24/2011 4:06 PM 6962
RE: ATTORMEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM 17z
Estimated close date - All - v | Owner  Imeyer Go
=
e —
Estimated close date Patron Name Campaign Milestone  Owner
Jun 30, 2011 Sheila Lawrence Cold Call Patron Larry’s Campa. Milestone 6 Imever
(Due in more than 30 days) 393944 Use the cold call seript, $100.00
Jun 30, 2011 Hubert Lee Cold Call Patron Larry’s Campa. Milestone 6 Imeyer
(Due in more than 30 days) 381813 Use the cold call script. $100.00
Jun 30, 2011 Robert Lee Cold Call Patron Larry's Campa. Milestone 6 Imeyer
(Due in more than 30 days) 387873 Use the cold call script. %$100.00
Jun 30, 2011 Gregory Lemack Cold Call Patron Larry’s Campa. Milestone 6 Imeyer
(Due in more than 30 days) 381805 Use the cold call script. $100.00
Jun 30, 2011 Champion Lin-abney Cold Call Patron Larry’s Campa. Milestone 6 Imeyer
(Due in more than 30 days) 369670 Use the cold call script. $100.00
Jun 30, 2011 Ms Katie Little Cold Call Patron Larry’s Campa. Milestone 6 Imeyer
(Due in more than 30 days) 357530 Use the cold call script. $100.00
Jun 30, 2011 Mr. Robert Loiseau  Cold Call Patron Larry’s Campa. Milestone 6 Imeyer
(Due in more than 30 days) 406081 Use the latest cold call $100.00
script.

3. To filter the Sales Opportunities list, do the following:

CRM displays the panel within the Inbox. When you want to minimize the opportunities, just
click the Sales Opportunities tab again.

a. Inthe opportunity filters area, set the Estimated close date and Owner filters, and

then click the Go button. If you are not a supervisor, you cannot use the Owner filter.
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| Inbox

3 New 2 Reply [ Comvert

= Open in Outlook

Jun 30, 2011

Jun 30, 2011

(Due in more than 30 days) 393944

Hubert Lee

(Due in more than 30 days) 381813

Robert Lee

(Due in more than 30 days) 387873

Use the cold eall seript.

Cold Call Patron
Use the cold eall seript.

Cold Call Patron
Use the cold call script.

Larry's Campa.

Larry's Campa.

From Subject Received size
) Brijendra Singh WP of Sales Arizona State 5/25/2011 1:00 PM T480
A Wl Lary Meyer Latest Totals Sheet 5/25/2011 12:40 PM 268796
A Wl Linds Shimamste 6.04 - additional bug fives for GA 5/25/2011 241 AM 7241
| David Creaford RE: 6.93.300 release 5/24/2011 4:06 PM 6962
RE: ATTORMEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM 177728
- P L TR P ¥ N A S T S T Pr PP P PN Fren
Estimated close date - all - ~ | Owner  Imeyer Go
Estimmated close date Patron Name Campaign Milestone Ownes
Jun 30, 2011 Sheila Lawrence Cold Call Patran Larry’s Campa. Milestone 6 Imeyer

4$100.00

Milestone 6 Imeyer

$100.00

Milestone 6 Imeyer

$100.00

CRM displays the filtered Sales Opportunities list.

4. Locate the sales opportunity you want to view, and then double-click its row. CRM displays
the Edit Sales Opportunity form for that opportunity.

Edit Sales Dpportunity

* Opportunity name
* Patron Id

* Estimated close date
* Owner

Expected revenue

Description

Additional Information

Probability to close

Created by

| [Eold call Patron

369680 4

4175, 1
Imeyer
100.00

Use the cold call script,

40%

Imeyer 3/8/2011 2:33 PM

* Contact person

ority

Team

Source campaign

Last update

Sheryl Lamsan
™ Normal
Donor Team

Larry's Campaign

Milestone 6

Restricted

Imeyer 4/7/2011 3:27 PM

[ e Y

For information about editing sales opportunities, see Editing Sales Opportunities.

To view donation opportunities from the Inbox

1. Click the Inbox button in the main navigation bar.

O Create activity

9, Create sarvice case
4 Create patron

> Inquiry

» Processes

> Setup

» Calendar

i Create sales opportunity

% Create donation opportunity

Donation

Activities

All activiies

Due date

Jul 1, 2011
{Dwe in mone than 30 days)

Open Jul 1, 2011
{Due in more than 30 days)

Open Jul 1, 2011

(Due in more than 30 days)
Open Jul 1, 2011
{Dwe in more than 30 days)

CRM displays the Inbox.

L Phone call

T Phone call

' Phonecall Initial call

Use cold call script

Contact Regarding Sale

Fund Raiser Hot Lead
This patron has expressed interest in denating
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|| Inbex
HWew [H Reply [ Convert (- Open in Outlook
From Subject Received Size
‘A . Brijendra Singh . VP of Sales Arizona State 5/25/2011 1:00 PM T4E0
A Wl Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
< Wl Linda Shimamato 6.94 - additional bug fives for GA 5/25/2011 41 AM 27291
=} David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
1 Ul Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROIL 5/23/2011 10:52 AM 17me
= | Linda Shimamoto RE: [Bug 42910] Mew: [KI) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
E 1A Lary Meyer Possible Lead 5/20/2011 2:04 PM 17
& = Larry Meyer Patran Follew Up 5/20/2011 1:55 PM 2666
* Sales O i | -~ | # Service Cases |

2. Click the Donation Opportunities tab at the bottom of the Inbox.

| Inbex

A tew [ Reply [ Convert 1~ Open in Outlook

From Subject Received Size
A Brijendra Singh WP of Sales Arizona State 5/25/2011 1:00 PM T4EO

Wl Larry Meyer Latest Tatals Sheet 5/25/2011 12:49 PM 268796

4 Wl Linda Shimamoto 6.94 - additional bug fixes for GA 5/25/2011 341 AM 27291

= David Croxford RE: £.93.300 release 5/24/2011 4:06 PM 6962

<1l Ross Krewenks RE: ATTORNEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM 177728
= Linda Shimamata RE: [Bug 42910] Mew: (KI) SB 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4835
3 1 0 Lary Meyer Possible Lead 5/20/2011 2:04 PM 72
z = Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2665

[~ s ovprele Dontion opprtunieY s cone

CRM displays the panel within the Inbox. When you want to minimize the panel, just click the
Donation Opportunities tab again.
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[ ] Inbox

Htew [ElReply & Convert (- Open in Outlook

From Subject Received Size
" Brijendra Singh WP of Sales Arizona State . 5/25/2011 1:00 PM . 7480
4 0l Larry Meyer Latest Totals Sheet 5/23/2011 12:49 PM 268796
< ll Linda Shimamatz 6.94 - additional bug fixes for GA 5/25/2011 241 AM 27201
=] David Craxford RE: 6.03.300 release 5/24/2011 4:06 PM 6962

¥ Donation Opportunities

4 Ul Ross Krewenk e T PRIVILEGE - ATTORNEY WORK PROU 5/23/2011 10:52 AM 177728

Estimated close date - All - ~  Owner Imeysr - -

|Estimated close date  Patron Hame Dwive: ‘Goal amount | Owner
Jun 30, 2011 Ms. Ruth Staley Baseball Capital Cam... Katie's 2010 Drive $5,000.00 Imeyer
(Due in more than.. 700

Jul 29, 2011 Mr. Van H. Schmutz  Spring Campaign 2010-2011 Individual §1,000.00 Imeyer
(Due in more than.. 50 Campaign to donate to

spring campaign, use
standard script

Jul 29, 2011 Ms. Donna Simmons  Spring Campaign 2010-2011 Individual $1,000.00 Imeyer

(Due in more than... 7666 Campaign to donate to

spring campaign, use
standard script

Jul 29, 2011 Skyline Equipment § Spring Campaign 2010-2011 Corporate $1,000.00 Imeyer
(Due in more than... 3666 Campaign to donate to

5pring campaign, use
standsrd script

Jul 29, 2011 Mr. Ray Tavary Spring Campaign 2010-2011 Individual $1,000.00 Imeyer
(Dus in more than.,, 450 Spring donation

campaign. Use standard

scripk,

3. To filter the Donation Opportunities list, do the following:

a. Inthe opportunity filters area, set the Estimated close date and Owner filters, and
then click the Go button. If you are not a supervisor, you cannot use the Owner filter.

|| Inbox

H New [2 Reply 3 Convert [~ Open in Outlock

From Subject Received Size
u Brijendra Singh WP of Sales Arizona State . 5/25/2011 1:00 PM . 7480

1 0l Larry Meyer Latest Totals Sheet 5/23/2011 12:49 PM 268796
<l Linda Shimamata 6.4 - additional bug fixes for GA 5/25/2011 241 AM 27291
=] David Croxford RE: 6.93.300 releaze 5/24/2011 4:06 PM 6962

T PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM 177728

Estimated close date | Patron Hame Drive Goal amount | Owner
Jun 30, 2011 Ms. Ruth Staley Baseball Capital Cam... Katie's 2010 Drive $5,000.00 Imeyer
(Due in more than... 700
Jul 29, 2011 Mr. Van H. Schmutz  Spring Campalgn 2010-2011 Individual $1,000.00 Imeyer
(Due in more than 50 Campaign to donate to

spring campaign, use

standard script

CRM displays the filtered Donation Opportunities list.

4. Locate the opportunity you want to view, and then double-click its row. CRM displays the Edit
Donation Opportunity form for that opportunity.
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Edit Donation Dpportunity

Details

* Opportunity name | Epring Campaign

*Patron Id 4444 &, * Contact person | Mr. Jack Roberts -
* Estimated close date m| Priceity | P Narmal -
* Dwner Q Team | Donor Team -
Donation Details

* Drive | 2003 IN KIND SPONSOR - 11 O} Donation type | Pledge Donation -
Goal amount | 1,000.00 Target -

Additional Information
Probability to close | 10% - Milestone | Milestone 1 -

Batch 2 [ Restricted

Descripton | Campaign to donate to spring campaign, use standard scrpt

Attachment

Created by jclark 3/8/2011 1:32 PM Last updated by  Imeyer 4/7/2011 B:47 AM

T e

For information about editing donation opportunities, see Editing Donation Opportunities.

To view service cases from the Inbox

1. Click the Inbox button in the main navigation bar.

] Create activity Lot ]

i3 Create sales opportunity All activives

Imeyer
[} Create donation opportunity

4, Create service case Due date Patron

&, Create patron Jul 1, 2011

(Due in more than 30 days)

Mr. John Smith
257352

> Inquiry

» Processes Open  Jul1, 2011 ' Phonecall  Initial Call Mr. Ray Tavary |

{Dwe in more than 30 days) Use cold call script 450
» Setup =
Open Jul 1, 2011 . Phonecall  Contact Regarding Sale Mr. John Smith '
» Calendar (Due in more than 30 days) 257352
Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnick '

(Dwue in more than 30 days) This patron has expressed interest in donating 444

CRM displays the Inbox.

[} Inbox
Hmew [HReply [ Convert (- Open in Cutlook
From Subject Received Size
" Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T480
A 0l Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
A Wl Linds Shimamato 6.94 - additional bug fixes for GA 5/25/2011 %41 AM 739
= David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
I il Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROIL 5/23/2011 10:52 AM 17me
=] Linda Shimamoto RE: [Bug 42910] Mew: [KI) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
E 1A Lary Meyer Possible Lead 5/20/2011 2:04 PM 1721
& = Larry Meyer Patran Follew Up 5/20/2011 1:55 PM 2666
 Sales O - » Service Cases
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2. Click the Service Cases tab at the bottom of the Inbox.

|| Inbox
H New (2 Reply [E Convert (~ Open in Cutlook
From Subject Received Size
W Brijendrs Singh VP of Sales Arizana State 5/25/2011 1:00 B0 7480
A Wl Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 266796
1l Linda Shimamata 694 - additional bug fixes for GA 5/25/2011 341 AM 27291
< David Croxford RE: 6.93.300 release 5/24/2011 406 P 6962
A il Ress Krewenka RE: ATTORNEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM 177728
A Linda Shimameta RE: [Bug 42910] New: (KI) SB 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4835
B 1 0 Lamy Meyer Possible Lead 5/20/2011 2:04 PM 1721
L] A Lary Meyer Patran Follow Up 5/2042011 1:55 PM 2666
~ Sales - ~ Service Cases

CRM displays the panel within the Inbox. If at some point you want to minimize the service
cases, just click the Service Cases tab again.

cad for getting in and
out of the men's room so
quickly while women
have to stand in long

[ ] Inbox
Htew [ElReply & Convert (- Open in Outlook
From Subject Received Size
4 Brijendra Singh WP of Sales Arizona State 5/25/2011 1:00 PM 7480
4 U Lary Meyer Latest Totals Sheet 5/23/2011 12:49 PM 268796
< ll Linda Shimamatz 6.94 - additional bug fixes for GA 5/25/2011 241 AM 27201
= David Craxford RE: 6.03.300 release 5/24/2011 4:06 PM 6962
d Ul Ress Krewenka RE: ATTORMEY,/CLIE! 5/23/2011 10:52 AM 177728
Crested date - Al - ~ | Owner Imeyer = Go
e
(Create date. Patron Name: Categary [Priority Owmer
Apr 29, 2011 Ms. Roberta C. Giac... VIP food quality Food " wormal Imeyer
(Created 27 da. 1301 Ms. Giachini thought that VIP Food
the VIP food was no
better than the normal
fare.
Apr 29, 2011 Mr. James Davis Womens bathroom li... Lines ™ Normal Imeyer
(Created 27 da 7362 The womens bathroom Bath
lines on the floor lavel
were too long.
Apr 29, 2011 Mr. Henry Blume Slairs oo steep Sealing issue ™ Normal Imeyer
(Created 27 da 38570 Mr. Blume says that the  Vertigo
stairs to the upper level
are much too steep.
Apr29, 2011 Mr. Larry Walder Ungentlemanly feeling Lines ™ Normal Imeyer
(Created 27 da 230111 Mr. Walder feels like & Bath

3. To filter the service cases list, do the following:
a. Inthe service cases filters area, set the Created date and Owner filters, and then click

the Go button. If you are not a supervisor, you cannot use the Owner filter.
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CRM redisplays the filtered service cases list.

L | Inbox
Hmew [2 Reply 3 Convert (- Openin Outlock
From Subject Size
s Brijendra Singh WP of Sales Arizona State 7480
1 0l Larry Meyer Latest Totals Sheet 268796
4 Wl Linda Shimamoto 6.94 - additional bug fixes for GA 5 1 27201
= David Craxford RE: 6.03.300 releaze z 6962
I Ul Ross Krewenka RE: ATTORNEY/CLIE = EY WORK PROM 5, :52 AM 177728
L o R o= O P LY
Creoted date - All - ~  Owner  Imeyer - Go
Create date Patron Name Category
Apr 29, 2011 Ms. Roberta C. Giac... VIP food quality Food ™ Normal Imeyer
(Created 27 da.. 1301 Ms. Giachini thought that VIP Food
the VIP food was no
better than the normal
fare.
Apr 29, 2011 Mr. James Davis Womens bathroom li... Lines .’ Normal Imeyer
(Created 27 da 7362 The womens bathroom Bath
lines on the floor level
were too long.

4. Locate the service case you want to view, and then double-click its row. CRM displays the
Edit Service Case form for that service case.

Edit Service Case

Details

* Patron Id
* Name
* Category

Description

Case Details

257352 4 * Contact person | John Smith =
[ bohn Smith ]
tailgating = Sub category -

Mr. Smith did not feal we opened our parking lot early enough for a proper tailgaiting party.

* Owner
Attachment

Created by

Delete service case

For information about editing service cases, see Editing Service Cases.

Imeyer e Priority

Imeyer 4/29/2011 1:07 PM Last updated by

™ Normal

Imeyer 4/20/2011 1:31 PM

[ pr— )

Filtering Items in the Inbox

The CRM Inbox has tabbed panels that allow you access to opportunity and service case items
while you work with email messages. The main purpose of this is to allow you to convert email
messages to activities and associate them with opportunities and service cases. However, before
you can make an association, you need to locate the opportunity or service case to which an email
is related. To facilitate this, CRM allows you to filter the opportunity and service case lists that are

displayed on tabbed panels in the CRM Inbox.

To filter sales opportunities in the CRM Inbox

1. Click the Inbox button in the main navigation bar.
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Activities

] Create activity

i3 Create sales opportunity

Wiew

All activives Cwner

Imeyer
[} Create donation opportunity

4, Create service case Due date Fatron

4 Creste patron

Jul 1, 2011
(Due in more than 30 days)

Pitch latest performance series Mr. John Smith

257352

» Inquiry

» Processes Open  Jul1, 2011 ' Phonecall  Initial Call Mr. Ray Tavary |

{Dwe in more than 30 days) Use cold call script 450
» Setup -
Open Jul 1, 2011 . Phonecall  Contact Regarding Sale Mr. John Smith '
» Calendar (Due in more than 30 days) 257352
Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnick '

(Dwue in more than 30 days) This patron has expressed interest in donating 444

CRM displays the Inbox.

[} Inbox
Hmew [HReply [ Convert (- Open in Cutlook
From Subject Received Size
" Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T480
10l Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
A Wl Linds Shimamato 6.94 - additional bug fixes for GA 5/25/2011 %41 AM 739
= David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
I il Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROIL 5/23/2011 10:52 AM 17me
=] Linda Shimamoto RE: [Bug 42910] Mew: [KI) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
B 1 Lary Meyer Possible Lead 5/20/2011 2:04 PM 1721
E1] =] Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2666
~ Sales O ies |~ i ities | ~ Service Cases |

2. Click the Sales Opportunities tab at the bottom of the Inbox.

L] Inbox

HmMew [ Reply (I Convert (- Openin Outlock

From Subject Received

Erijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM

Larry Meyer Latest Totals Sheet 5/25/2011 12:48 PM 268736
Linda Shimamata 6.94 - additional bug fixes for GA 5/25/2011 241 AM M
David Crexford RE: 6.93.300 release 5/24/2011 4:06 PM

Ross Krewenka RE: ATTORMEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM

Linds Shimamata RE: [Bug 42910) New: (KI) S8 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM

Larry Meyer Possible Lead 5/20/2011 2:04 PM

Larry Meyer Patron Follow Up 5/20/2011 1555 PM
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CRM displays the panel within the Inbox. When you want to minimize the opportunities, just
click the Sales Opportunities tab again.

| Inbox
3 Mew [ Reply [2] Convert (- Open in Outieak
From Subject Received Size
a Brijendra Singh VP of Sales Arizona State 5/25/2011 1.00 PM T4E0
A W Lamy Meyer Latest Totals Sheet 5/25/2011 12:45 PM 268736
A Wl Linds Shimamsto 6.04 - additional bug fives for GA 5/25/2011 241 AM 27201
= David Creaford RE: 6.93.300 release 5/24/2011 4:06 PM 6362
w RE: ATTORMEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM 177728
Estimated close date - All - ~ | Owner | Imeyer Go
————
Estimated close date Patron Name Campaign Milestone  Owner
Jun 30, 2011 Sheila Lawrence Cold Call Patron Larry’s Campa. Milestone 6 Imever
(Due in more than 30 days) 393944 Use the cold call seript, $100.00
Jun 30, 2011 Hubert Lee Cold Call Patron Larry’s Campa. Milestone 6 Imeyer
(Due in more than 30 days) 381813 Use the cold call script. $100.00
Jun 30, 2011 Robert Lee Cold Call Patron Larry’s Campa. Milestone 6 Imeyer
(Due in more than 30 days) 387873 Use the cold call script. $100.00
Jun 30, 2011 Gregory Lemack Cold Call Patron Larry’s Campa. Milestone 6 Imeyer
(Due in more than 30 days) 381805 Use the cold call script. $100.00
Jun 30, 2011 Champion Lin-abney Cold Call Patron Larry’s Campa. Milestone 6 Imeyer
(Due in more than 30 days) 369670 Use the cold call script. $100.00
Jun 30, 2011 Ms Katie Little Cold Call Patron Larry’s Campa. Milestone 6 Imeyer
(Due in more than 30 days) 357530 Use the cold call script. $100.00
Jun 30, 2011 Mr. Robert Loiseau  Cold Call Patron Larry’s Campa. Milestone 6 Imeyer
(Due in more than 30 days) 406081 Use the latest cold call $100.00
script.

3. To filter the Sales Opportunities list, do the following:

a. Inthe opportunity filters area, set the Estimated close date and Owner filters, and
then click the Go button. If you are not a supervisor, you cannot use the Owner filter.

| Inbox
3 Mew  [E Reply [X Convert - Open in OQutiook
From Subject Received Size
) Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T480
A Wl Lary Meyer Latest Totals Sheet 5/25/2011 12:40 PM 268796
A Wl Linds Shimamste 6.04 - additional bug fives for GA 5/25/2011 241 AM 7241
| David Creaford RE: 6.93.300 release 5/24/2011 4:06 PM 6962
RE: ATTORMEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM 177728
- P TR LT TR TR 0 W B U AR SRR S ST TTC PP T T Fren
Estimated close date - All - ~ | Owner Imeyer Go.
Estimated close date Patron Name Campaign Milestone  Owner
Jun 30, 2011 Sheila Lawrence Cold Call Patran Larry’s Campa. Milestone 6 Imeyer
(Due in more than 30 days) 393944 Use the cold eall seript. $100.00
Jun 30, 2011 Hubert Lee Cold Call Patron Larry's Campa. Milestone 6 Imeyer
(Due in more than 30 days) 381813 Use the cold eall seript. $100.00
Jun 30, 2011 Robert Lee Cold Call Patron Larry's Campa. Milestone 6 [meyer
(Due in more than 30 days) 387873 Use the cold call seript. $100.00

CRM displays the filtered Sales Opportunities list.

To filter donation opportunities from the CRM Inbox

1. Click the Inbox button in the main navigation bar.
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Activities

] Create activity

i Create sales opportunity

Wiew

Due date - All -

All activives Owner  Imeyer

B Create donation opportunity

4, Create service case Due date Fatron

4, Create patron

Jul 1, 2011
{Dwe in mone than 30 days)

Mr. John Smith
257352

» Inquiry

> Processes Open Jul 1, 2011 ' Phonecall  Initial call Mr. Ray Tavary '

{Dwe in more than 30 days) Use cold call script 450
» Setup -
Open Jul 1, 2011 . Phonecall  Contact Regarding Sale Mr. John Smith '
Calendar {Dwe in more than 30 days) 257352
Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnick '

(Dwue in more than 30 days) This patron has expressed interest in donating 444

CRM displays the Inbox.

[} Inbox
Hmew [HReply [ Convert (- Open in Cutlook
From Subject Received Size
" Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T4E0
4 Wl Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
A Wl Linds Shimamato 6.94 - additional bug fixes for GA 5/25/2011 %41 AM 739
| David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
1 Wl Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROIL 5/23/2011 10:52 AM 17me
= | Linda Shimamoto RE: [Bug 42910] New: (k) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
B 1 Lary Meyer Possible Lead 5/20/2011 2:04 PM 1721
E1] =] Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2666
~ Sales O ities | » i ities | ~ Service Cases |

2. Click the Donation Opportunities tab at the bottom of the Inbox.

L | Inbox

H New (2 Reply [E Convert (~ Open in Cutlook

From Subject Received Size

T} Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T480
A U Larry Meyer Latest Totals Sheet 5/25/2011 12:40 PM 268796
1 Ul Linda Shimamota 6.94 - additional bug fixes for GA 5/25/2011 %41 AM 27/
=] David Croxford RE: 6.93.300 release 5/24/2011 4:06 PM 6962
A Ul Ross Krewenka RE: ATTORMEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM e
=] Linda Shimarmots RE: [Bug 42910] Mew: (KI) SB 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
@ 1S Ly Meyer Possible Lead 5/20/2011 2:04 PM 72
I A Larry Meyer Patran Fallow Up 5/20/2011 1555 PM 2666
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CRM displays the panel within the Inbox. When you want to minimize the panel, just click the
Donation Opportunities tab again.

L | Inbox

Hew [ Reply 3 Convent Open in Dutlock

From Subject Recsived Size

A Erijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM 7430

Il Larry Meyer Latest Totals Sheet 5 11 12:49 PM 268796
4 0l Linda Shimamato £.94 - additional bug fixes for GA 5/25/2011 841 AM 27201
1 David Crosford RE: £.03.300 release 5/24/2011 405 PM 6962

I Ul Ross Krewenky T PRIVILEGE - ATTORNEY WORK PROU 5/23/2011 10:52 AM 177728

Estimated close date - All - »  QOwner Imeyer - Go |

Estimated close date Patron Name Drive Goal amount | Owner
Jun 30, 2011 Ms. Ruth Staley Baseball Capital Cam... Katie's 2010 Drive $5,000.00 Imeyer
(Due in more than. 700

Jul 29, 2011 Mr. Van H. Schmutz  Spring Campaign 2010-2011 Individual $1,000.00 Imeyer
(Due in more than.. 50 Campaign to donate to

spring campaign, use

standard script
Jul 29, 2011 Ms. Donna Simmons  Spring Campaign 2010-2011 Individual $1,000.00 Imeyer
(Due in more than... 7666 Campaign to donate to

spring campaign, use
standard script

Jul 29, 2011 Skyline Equipment § Spring Campaign 2010-2011 Corporate $1,000.00 Imeyer
(Due in more than.. 3666 Campaign to donate to

SPriNg CAMPaign, use
standard script

Jul 29, 2011 Mr. Ray Tavary Spring Campaign 2010-2011 Individual $1,000.00 Imeyer
(Due in more than., 450 Spring donation

eampaign. Use standard

scripk,

3. To filter the Donation Opportunities list, do the following:

a. In the opportunity filters area, set the Estimated close date and Owner filters, and
then click the Go button. If you are not a supervisor, you cannot use the Owner filter.

.| Inbox

Hiew [ Reply 3 Convert Open in Outlack

From Subject Received Size
a Erijendra Singh WP of Sales Arizona State 5/25/2011 1:00 PM 7480
I Al Lamy Meyer Latest Totals Sheet 2011 12:49 PM 268796
4 Ul Linda Shimamato £.94 - additional bug fixes for GA 11 9:41 AM
4 David Croxford RE: 6.93.300 releaze 5/24/2011 4:06 PM 6962
- ATTORNEY WORK PRO 32011 10:52 AM 177728
Estimated close date - All - *  Owner  Imeyer = Go II
Estimated close date | Patron HName Drive Goal amount | Owner
Jun 30, 2011 Ms. Ruth Staley Baseball Capital Cam... Katie's 2010 Drive $5,00000 Imeyer
(Due in more than... 700
Jul 29, 2011 Mr. Van H. Schmutz  Spring Campaign 2010-2011 Individual $1,000.00 Imeyer

{Due in more than... 50 Campaign te denate to
spring campaign, use
standard script

CRM displays the filtered Donation Opportunities list.
To filter service cases from the CRM Inbox

1. Click the Inbox button in the main navigation bar.

Activities

] Create activity

i3 Create sales opportunity

Wiew

All activioes ~ Duedate - All - v | Status  Open ~ Owner Imeyer = Go
1 Create donation opportunity

4, Create service case Duc date

4 Creste patron Jul 1, 2011

{Dwe in mone than 30 days)

Mr. John Smith
257352

> Inquiry

» Processes

Jul 1, 2011 ' Phonecall  Initial call Mr. Ray Tavary
{Due in more than 30 days) Use cold call script 450

» Setup -
Open Jul 1, 2011 Y Phone call Contact Regarding Sale Mr. John smith |
» Calendar (Due in mone than 20 days) 257352
Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnick v

{Dwe in more than 30 days) This patron has expressed interest in donating 444
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CRM displays the Inbox.

|| Inbex
HWew [H Reply [ Convert (- Open in Outlook
From Subject Received Size
"d. . Brijendra Singh . VP of Sales Arizona State 5/25/2011 1:00 PM T4E0
A4 W Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
= il Linda Shimamato 6,94 - additional bug fises for GA 5/25/2011 241 AM 27291
=} David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
1 Ul Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROIL 5/23/2011 10:52 AM 17me
= | Linda Shimamoto RE: [Bug 42910] Mew: [KI) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
E 1 Larry Meyer Possible Lead 5/20/2011 2:04 PM 1721
& = Larry Meyer Patran Follew Up 5/20/2011 1:55 PM 2666
* Sales O | -~ | # Service Cases |

2. Click the Service Cases tab at the bottom of the Inbox

| Inbex
A tew [ Reply [ Convert 1~ Open in Outlook
From Subject Received Size
A Brijendra Singh WP of Sales Arizona State 5/25/2011 1:00 PM T4EO
Wl Larry Meyer Latest Tatals Sheet 5/25/2011 12:49 PM 268796
4 Wl Linda Shimamoto 6.94 - additional bug fixes for GA 5/25/2011 %41 AM 27291
= David Croxford RE: £.93.300 release 5/24/2011 4:06 PM 6962
<1l Ross Krewenks RE: ATTORNEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM 177728
= Linda Shimamata RE: [Bug 42910] Mew: (KI) SB 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4835
3 1 0 Lary Meyer Possible Lead 5/20/2011 2:04 PM 72
z = Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2665
~ Sales - ~ Service Cases

CRM displays the panel within the Inbox. If at some point you want to minimize the service
cases, just click the Service Cases tab again.
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L | Inbox

Hew [ Reply 3 Convent

Open in Outlock

(Created 27 da

230111

Mr. Walder feels like 2 Bath
cad for getting in and

out of the men's room so
quickly while women

have to stand in long

From Subject Received Size
L Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM 7480
I Ul Larry Meyer Latest Totals Sheet 5/23/2011 12:49 PM 258796
1 ll Linda Shimamats 6.94 - additional bug fixes for GA 5/25/2011 241 AM 27201
| David Craxford RE: 6.03.300 release 5/24/2011 4:06 PM 6962
I Ul Ross Krewenka RE: ATTORMEY /CLIENG i BRI EY WORK PROU 5/23/2011 10:52 AM 177728
v Service Cases
Created date - &l - ~  Owner  Imeyer - Go
(Create date Patron Name Category Priority Owner
Apr 29, 2011 Ms. Roberta C. Giac... VIP food quality Food " wormal Imeyer
(Created 27 da 1301 Ms. Giachini thought that VIP Food
the VIP food was no
better than the normal
fare.
Apr 29, 2011 Mr. James Davis Womens bathroom li... Lines ™ Normal Imeyer
(Created 27 da 7362 The womens bathroom Bath
lines on the floor level
were toc long.
Apr 29, 2011 Mr. Henry Blume Stairs too steep Sealing issue ™ mormal Imeyer
(Created 27 da 38570 Mr. Blume says that the  Vertigo
stairs to the upper level
are much too steep.
Apr 29, 2011 Mr. Larry Walder Ungentlemanly feeling Lines 7 Normal Imeyer

3. To filter the service cases list, do the following:
a. Inthe service cases filters area, set the Created date and Owner filters, and then click

the Go button. If you are not a supervisor, you cannot use the Owner filter.

~ Service Cases

L | Inbox
Hnew [ Reply 3 Convent Open in Dutlock
From Subject Received Size
Erijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM 7430
I 0l Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
1l Linda Shimamato £.94 - addibonal bug fiees for GA 5/25/2011 941 AM 27201
David Croxford RE: 6.93.300 release 011 4:06 PM 6962
I Ul Ross Krewenka RE: ATTORNEY/CLIEI R EY WORK PROI 5/23/2011 10:52 AM 177728

Crested date - Al - - Owner  Imeyer - Go I
Create date Patron Name Category Priority Owmer
Apr 29, 2011 Ms. Roberta C. Giac... VIP food quality Food ™ Normal Imeyer
(Created 27 da 1301 Ms. Giachini thought that VIP Food

the VIP food was no

better than the normal

fare.
Apr 29, 2011 Mr. James Davis Womens bathroom li... Lines ’.‘ MNormal Imeyer
(Created 27 da 7362 The womens bathroom Bath

lines on the floor level

were too long.

CRM redisplays the filtered service cases list.

Creating Email Messages

If you use CRM with integrated MS Outlook, you can create and send email messages to com-
municate with your patrons or other staff members from within CRM. You can create email mes-
sages by creating an email as a standalone activity or while you are working with opportunities and
service cases. Standalone email messages can be created from the CRM Inbox, the Activities hub,
or the Patron Summary form. Once you've entered all the required fields for an email activity, you

can send the email from CRM or edit and send it from MS Outlook.

To create a standalone email activity from the CRM Inbox

1. Click the Inbox button in the main navigation bar.
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O Create activity

i3 Create sales opportunity

All activives ~ | Due dabe - All - ~ | Status  Open ~ Owner Imeyer = Go
1 Create donation opportunity .

4, Create service case Duc date

4 Creste patron Jul 1, 2011

{Dwe in mone than 30 days)

Mr. John Smith
257352

> Inquiry

» Processes

Jul 1, 2011 W Phone call  Initial Call Mr. Ray Tavary
(Due in more than 30 days) Use cold call script 450

b Setup -

Open Jul 1, 2011 0 Phone call Contact Regarding Sale Mr. John Smith '
» Calendar {Dwe in more than 30 days) 257352

Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnick F

(Dwue in more than 30 days) This patron has expressed interest in donating 444

CRM displays the Inbox.

[} Inbox
Hmew [HReply [ Convert (- Open in Cutlook
From Subject Received Size
a Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T4E0
1 Wl Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 26B796
4 Wl Linda Shimamaoto 6.94 - additional bug fixes for GA 5/25/2011 241 AM 27291
= David Craxfard RE: 6.93.300 releass 5/24/2011 4:06 PM 6262
I Ul Ross Krewenka RE: ATTORNEY,/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM 177728
4 Linda Shimamoto RE: [Bug 42910] New: [KI) 58 5.4 - Disabled mutti-valued gr 4825
E 1A Lary Meyer Possible Lead 17
@ 4 Larry Meyer Patron Follow Up S/20/2011 1:55 PM 26566
~ Sales O ities | » i ities | ~ Service Cases |

2. In the Outlook command bar, click the New button.

———
% Reply I Comvert |~ Openin Outlock
From Subject Received Size

4 U Tina Mohindra RE: Travelling Next Week 5/27/2011 2:02 PM 29339

3 Brijendra Singh WP of Sales Arizona State 5/23/2011 1.00 PM 7480
e} = U Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268852
0 ey Meyer Possible Lead 5/20/2011 2:04 PM 1
3] = | Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2666

CRM displays the Create Activity form. If you decide you want to create an activity type other
than email, you can select it from the Activity drop-down list. For more information about
creating activities, see Manually Creating Activities.

User Guide 166



Paciolan

CRM 1.0

Create Activity

* Patron

* Subject

* Due date

* Owner

* Activity

Emil i= | @ outgoing () Incominy o

Not available

m Priority | P MNormal

meyer

3. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. Click the link below to display a table with usage information about the
fields on this form.

List of the fields with usage information.

Field

Usage Information

Activity

Patron

Patron
Lookup

Contact
person

Email

Subject

This field defaults to the Email activity type with the Incoming option selected.
If you decide another activity type is more appropriate, you can change it in this
field. However, unless you change the activity type to Meeting, you will lose the
message body of the original email. For information about creating other activity
types, see Manually Creating Activities.

This field is static and the lookup is unavailable if the email address of the sender
is already associated with a patron record. If the email address does not belong to
a patron, enter the patron ID or keyword, or use the Patron Lookup to select a
patron.

Once the patron ID is entered, the patrons from the record will be available in the
Contact person field. If the patron has an assigned owner other than the one in
the Owner field, CRM will display a warning message to that effect. For infor-
mation about searching for and assigning owners to patrons, see Working with
Patrons.

Click G to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the contact person from the patron record. Name #1 from the record in the
back office is available by default in the drop-down list. If the record has a Name
#2, that name can also be selected from the list. You can only select one contact
person. If the patron is an organization, this field becomes a text box, and the
company name is entered by default. Changes to an organizational contact must
be entered manually. Changes to the Contact person text box are not saved to
the patron record in the back office.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address entered
in the back office as email type E for the primary email address. If the patron
does not have an email address type E entered in the back office or CRM, you can-
not send the patron an email from CRM.

Enter a brief description of the purpose of the activity.
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Field Usage Information

Message For email activities, enter the body of the message for the email.The Message
field is not required, so CRM will send a message with no body if you do not enter
the message body here.

Due Either enter a date in the field or click the calendar icon to select it from the popup

date calendar.

Owner This field defaults to the sign in name of the creator. You can make any CRM user
the owner, including your supervisor and subordinates.

Click “ in the Owner field to display the User Lookup, and then use the form to
select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name, you
can enter it in the Owner field and then click % to get search results in the User
Lookup for the partial name. The User Lookup will find any CRM user. For more
information about the User Lookup, see Selecting Users with the User Lookup. If
the patron has an assigned representative and you enter a different owner, CRM
will display a warning message to that effect. However, an activity can still be
created with a non-assigned owner.

Priority (Optional) Select Low, Medium, Normal, or High from the priority list of the .
Your organization can decide what these priority levels mean. The priority setting
has no effect on CRM functionality, but you can use priority assignments for report-
ing.

Team (Optional) Owners who are assigned to one or more teams can assign the activity
to one of those teams. Only teams to which the owner is assigned will be available
in the drop-down list. If you are a manager, you can configure teams.

Cancel Click this button to close the form without saving and return to the previous form.

Close Click this button to close an activity. When you click Close Activity, any changes

activity you've made will be saved, and then the activity status is changed from open to
closed. You will also be given the choice of creating a follow-up activity or return-
ing to the previous form.

Editin (Outlook integration only) Save the email activity in CRM and open the email in

Outlook Outlook. You can then edit the item as you normally would.

Send Click to send the email activity as an email message from your MS Outlook

Email account. CRM then closes the activity and gives you the option of creating a fol-

low-up activity.

4. Do one of the following:

¢ Click the Send email button. CRM sends the email message and gives you the option of
creating a follow-up activity or going to the Activities hub.

¢ Click the Edit in outlook button. CRM saves the activity information, opens the message
in MS Outlook as an email item, closes the activity, and then gives you the option of cre-
ating a follow-up activity or going to the Activities hub. In MS Outlook, you can then edit
and send the email message as you normally would.
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4 9 | )| Messages

[ tnbox - Microsoft Outiook - S
File Edit View Go Jools Actions Outlook Connector Help ]
{3dNew - | & 2 X | ChReply (GiReplyto AN i3 Forward | [ W [ Search add : - @ 5 @Back 2@ Snaght 2t g
(5 @Bk @ 3 [ ~ A . §B GoToMeeting~ a5 MeetNow (D Schedule Meeting _ &l

3l quarantine

= [ Release Projects
3 [3 651 Release
3 |1 692 Release
3 ] 6.93 Release

[Helle, Mr. Smith. We were just wandering how you were doing and whether you have found our
accommaodations satisfactory.

Mail “ |2 Inbox || Possible Lead
Favorite Folders 2 h Inbox v ¥ .
= e P21 % | Larry Meyer [larrydeanmeyer@hotmail.com]
L5} Inbox
= Sent ltems = K 5 Just Writing to Say Hello! - Message (HTML) HE—
e bbby =t
Mail Folders —] = ressa e Insert Options  Format Text 7]
5] Al Mail tems = a1 O e R =
. S verdana -8 - (A A== Elﬂ % (= Y = :&}
= 25 Mailbox - Larry Me B I v -
3 (5 Deteted ems (44 | Faste B I U|%-A- S5 E e Addes Chex Follow | = | Speling | [ one of our
3 DevDpt - 7 - — Baok MNames & up- | B -
L4 Drafts |2 Clipboard s Basic Text £l HNames Include Options * || Proofing |
() mbex
3 Junk E-mail 9 To.. =mith Fpaciolan.com
(4 Outbax send o)
3 [_J Paciolan __ Y
A Personal Account - | Subject:  Just Writing to Say Hello!
3 [J ProdMgtDpt -
]

-

5 lems

£3 Online with Microsoft Exchange

o Click the Close activity button. CRM closes the email activity but does not send the
email message. CRM also gives you the option of creating a follow-up activity or going to

the Activities hub.

¢ Click the Cancel button. CRM closes the Create Activity form without saving any field

entries and then redisplays the CRM Inbox.
To create a standalone email activity from the left navigation pane

1. Inthe navigation pane, click Create Activity.

CRM

Activities Sales Opportunities Donation Opportunities

] Create acti Activities
- Boportunity View Al ackivities - Due date
@ Create donation opportunity
9. Creste service case Status ==
&, Create patron Open 0 Phone call Mar 2
(Due t
* Inquiry Close activity Edit activity
» Processes Cpen = Latter Mar 3
(Due i
F Setup .
Open e Phone call Apr 1
e Calendar el
Cnen b Aoe

CRM displays the Create Activity form in the work area.
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Create Activity
* Activity [:: ———————r = ] .. Oubpeing  1n ing
* Patroan | [d or Keyword L * Conlact person -

* Phone number -

* Subject

Descriplon
¥ Due date lEll Priorty ||“' Marmal -
* Dwner Irmigyer TEaT -

2. From the Activity drop-down list, select Email.

Create Activity |

8 Outgsing () Inceming

* Patron

. * Contact person

Email  Not available

* Subject

3. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. Click the link below to display a table with usage information about the
fields on this form.

List of the fields with usage information.

Field

Usage Information

Activity

Patron

Patron
Lookup

Contact

This field defaults to the Email activity type with the Incoming option selected.
If you decide another activity type is more appropriate, you can change it in this
field. However, unless you change the activity type to Meeting, you will lose the
message body of the original email. For information about creating other activity
types, see Manually Creating Activities.

This field is static and the lookup is unavailable if the email address of the sender
is already associated with a patron record. If the email address does not belong to
a patron, enter the patron ID or keyword, or use the Patron Lookup to select a
patron.

Once the patron ID is entered, the patrons from the record will be available in the
Contact person field. If the patron has an assigned owner other than the one in
the Owner field, CRM will display a warning message to that effect. For infor-
mation about searching for and assigning owners to patrons, see Working with
Patrons.

Click qQ to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the contact person from the patron record. Name #1 from the record in the
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Field

Usage Information

person

Email

Subject
Message

Due
date

Owner

Priority

Team

Cancel

Close
activity

Edit in
Outlook

Send
Email

back office is available by default in the drop-down list. If the record has a Name
#2, that name can also be selected from the list. You can only select one contact
person. If the patron is an organization, this field becomes a text box, and the
company name is entered by default. Changes to an organizational contact must
be entered manually. Changes to the Contact person text box are not saved to
the patron record in the back office.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address entered
in the back office as email type E for the primary email address. If the patron
does not have an email address type E entered in the back office or CRM, you can-
not send the patron an email from CRM.

Enter a brief description of the purpose of the activity.

For email activities, enter the body of the message for the email. The Message
field is not required, so CRM will send a message with no body if you do not enter
the message body here.

Either enter a date in the field or click the calendar icon to select it from the popup
calendar.

This field defaults to the sign in name of the creator. You can make any CRM user
the owner, including your supervisor and subordinates.

Click ““ in the Owner field to display the User Lookup, and then use the form to
select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name, you

can enter it in the Owner field and then click % to get search results in the User
Lookup for the partial name. The User Lookup will find any CRM user. For more
information about the User Lookup, see Selecting Users with the User Lookup. If
the patron has an assigned representative and you enter a different owner, CRM
will display a warning message to that effect. However, an activity can still be
created with a non-assigned owner.

(Optional) Select Low, Medium, Normal, or High from the priority list of the .
Your organization can decide what these priority levels mean. The priority setting
has no effect on CRM functionality, but you can use priority assignments for report-
ing.

(Optional) Owners who are assigned to one or more teams can assign the activity
to one of those teams. Only teams to which the owner is assigned will be available
in the drop-down list. If you are a manager, you can configure teams.

Click this button to close the form without saving and return to the previous form.

Click this button to close an activity. When you click Close Activity, any changes
you've made will be saved, and then the activity status is changed from open to
closed. You will also be given the choice of creating a follow-up activity or return-
ing to the previous form.

(Outlook integration only) Save the email activity in CRM and open the email in
Outlook. You can then edit the item as you normally would.

Click to send the email activity as an email message from your MS Outlook
account. CRM then closes the activity and gives you the option of creating a fol-
low-up activity.

4. Do one of the following:
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¢ Click the Send email button. CRM sends the email message and gives you the option of
creating a follow-up activity or going to the Activities hub.

¢ Click the Edit in outlook button. CRM saves the activity information, opens the message
in MS Outlook as an email item, closes the activity, and then gives you the option of cre-
ating a follow-up activity or going to the Activities hub. In MS Outlook, you can then edit
and send the email message as you normally would.

— —

« Inbex - Micrasoft Outlook

.é Eile Edit Yiew Geo Took Actions Outlook Connecter Help

S

@ Back | & Snaght

¢ Click the Close activity button. CRM closes the email activity but does not send the

|i adtew = | i 25 ¥ | uBeply i Replyto AN i Forward B W [ t k - @ B 4 &
|87 @Back @ (&[4 9 @H Mesages - H I EB GoToMestings a5 MestNow (T Schedule Meeting _ .
flail « ||/ Inbox | Possible Lead
Favorite Folders 2 I v ¥ "
| by L% || Larry Meyer [larrydeanmeyer@hotmail.com]
L] Inbox
T ST : e =
=i Sent ltems ayH92 0 Just Writing to Say Hello! - Message (HTML) = -
H I —— —_—
Mail Folders ~ Message | Inset  Options  Format Text W
| 2] Al Mail tems a1 O e R =
— 5 verdana -8 - ||AT &7[E2 S & 2 Y 3 y
= 25 Mailbox - Larry Me B e v -
@ (o] Deleted Mems (| | paste B I UO|YW-A-=E =S4 Address Check Follow speiing | [l o0 of our
3 DevDpt - 7 — T Book Mames T up- -
L4 Drans [2) Clipboard Basic Text Hames Include Options Praofing
L) nbox |
3 Junk E-mail | [T smith Gpaciolan. com
[ Duthax send —
3 [ Paciolan 1L
4 Personal Account - | Subject:  Just Writing to Say Hello!
3 (3 ProdMgtDpt =
3 gquarantine iz
= [ Release Projects Helle, Mu.dsmith.\\le_-:eue;ulszv.a"derin; how you were doing and whether you have found our ]
3 [ 691 Release accommaodations satisfactory.
= [ 6.92 Release
H ) 6.93 Release
. Mail
j Calendar
i-| Contacts
] Tasks
fad G [E -
5 ltems £3 Online with Microsoft Exchange

email message. CRM also gives you the option of creating a follow-up activity or going to

the Activities hub.

¢ Click the Cancel button. CRM closes the Create Activity form without saving any field

entries and then redisplays the CRM Inbox.

To create an email message activity for a sales opportunity

1. Click the Sales Opportunities button in the main navigation bar.

CRM

Activities Sales Opportunities Donation Opportunities Saervice

Sales Opportunities

[ Create activity

Welcome Larry Mever | Today is Jun 1, 2011 | Help | Sign out]

Patron Inbox

£ Create sles oppartunity Entimateciicionsidataill - Al -

@} Create denation opportunity

*  Owner Imeyer - Go

4. Creasts service case Estimated dose date | Patron

&, Create patron Jun 30, 2011

(Due in 29 days) 393944

Sheila Lawrence

» Inquiry Show details

» Processes

Jun 30, 2011 Hubert Lee
(Due in 20 days) 381813

» Setup
Jun 30, 2011 Robert Lee

Calendar (Due in 20 days) 387873

Jun 30, 2011 Gregory Lemack
(Due in 29 days) 381805

Create new activity

MNaime Campaign
Cold Call Patron
Use the cold eall seript.

Larry's Campa

Close opportunity Delete opportunity

Cold Call Patron

Use the cold call script.

Larry's Campa

Cold Call Patron

Use the cold call script.

Larry's Campa

Cold Call Patron

Use the cold call script.

Larry's Campa

Milestone | Owner

Milestone 6 Imeyer
£100.00

Milestone 6 |Imeyer
$100.00

Milestone 6 |meyer
$100.00

Milestone & |meyer
$100.00

2. Locate the sales opportunity for which you want to send the new email message. For more
information, see Viewing Sales Opportunity Details.

3. Select the opportunity, and then click the Create new activity button.
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Sales Opportunities
Estimated close date - Al - ~*  Owner  Imeyer - o
S ——
Estimated chose date| Patron Name Campaign Milestone | Owrner
Jun 30,2011 Sheila Lawrence Cold Call Patron Larry's Campa Milestone 6 Imeyer

(Due in 29 days) 393944 & cold eall seript. $100.00

* Phone number -

* Subject
Descriplon
¥ Due date EI Prionty r" Marmal -
* Dwner Irmeyer Team -
Attachmsent !

Jun 30,2011 Hubert Lee Cold Call Patron Larry's Campa Milestone 6 Imeyer
(Due in 20 days) 381813 Use the cold call seript. $100.00

Jun 30, 2011 Robert Lee Cold Call Patron Larry's Campa Milestone 6 |Imeyer

{Due in 20 days) 387873 Use the cold eall seript. §100.00

CRM displays the Create Activity form in the work area.
F . |

Create Activity
. Achivity I:.Phnne:all - ] ‘" Gutgeing . ing
* Patroan | [d or Keyword L& * Conlact parson -

@) outgeing () Incoming

4| ¥ Contact person

5. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. Click the link below to display a table with usage information about the
fields on this form.

List of the

Field

fields with usage information.

Usage Information

Activity

Patron

This field defaults to the Email activity type with the Incoming option selected.
If you decide another activity type is more appropriate, you can change it in this
field. However, unless you change the activity type to Meeting, you will lose the
message body of the original email. For information about creating other activity
types, see Manually Creating Activities.

This field is static and the lookup is unavailable if the email address of the sender
is already associated with a patron record. If the email address does not belong to
a patron, enter the patron ID or keyword, or use the Patron Lookup to select a
patron.
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Field

Usage Information

Patron
Lookup

Contact
person

Email

Subject

Message

Due
date

Owner

Priority

Team

Cancel

Close
activity

Once the patron ID is entered, the patrons from the record will be available in the
Contact person field. If the patron has an assigned owner other than the one in
the Owner field, CRM will display a warning message to that effect. For infor-
mation about searching for and assigning owners to patrons, see Working with
Patrons.

Click “4 to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the contact person from the patron record. Name #1 from the record in the
back office is available by default in the drop-down list. If the record has a Name
#2, that name can also be selected from the list. You can only select one contact
person. If the patron is an organization, this field becomes a text box, and the
company name is entered by default. Changes to an organizational contact must
be entered manually. Changes to the Contact person text box are not saved to
the patron record in the back office.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address entered
in the back office as email type E for the primary email address. If the patron
does not have an email address type E entered in the back office or CRM, you can-
not send the patron an email from CRM.

Enter a brief description of the purpose of the activity.

For email activities, enter the body of the message for the email.The Message
field is not required, so CRM will send a message with no body if you do not enter
the message body here.

Either enter a date in the field or click the calendar icon to select it from the popup
calendar.

This field defaults to the sign in name of the creator. You can make any CRM user
the owner, including your supervisor and subordinates.

Click “ in the Owner field to display the User Lookup, and then use the form to
select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name, you

can enter it in the Owner field and then click ~* to get search results in the User
Lookup for the partial name. The User Lookup will find any CRM user. For more
information about the User Lookup, see Selecting Users with the User Lookup. If
the patron has an assigned representative and you enter a different owner, CRM
will display a warning message to that effect. However, an activity can still be
created with a non-assigned owner.

(Optional) Select Low, Medium, Normal, or High from the priority list of the .
Your organization can decide what these priority levels mean. The priority setting
has no effect on CRM functionality, but you can use priority assignments for report-
ing.

(Optional) Owners who are assigned to one or more teams can assign the activity
to one of those teams. Only teams to which the owner is assigned will be available
in the drop-down list. If you are a manager, you can configure teams.

Click this button to close the form without saving and return to the previous form.

Click this button to close an activity. When you click Close Activity, any changes
you've made will be saved, and then the activity status is changed from open to
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Field Usage Information

closed. You will also be given the choice of creating a follow-up activity or return-

ing to the previous form.

Editin (Outlook integration only) Save the email activity in CRM and open the email in

Outlook Outlook. You can then edit the item as you normally would.

Send Click to send the email activity as an email message from your MS Outlook
Email account. CRM then closes the activity and gives you the option of creating a fol-

low-up activity.

6. Do one of the following:

e Click the Send email button. CRM sends the email message and gives you the option of

creating a follow-up activity or going to the Activities hub.

o Click the Edit in outlook button. CRM saves the activity information, opens the message
in MS Outlook as an email item, closes the activity, and then gives you the option of cre-
ating a follow-up activity or going to the Activities hub. In MS Outlook, you can then edit

and send the email message as you normally would.

— — —

v, Inbex - Microsoft Outlock
: File Edit View Go JTools Actions Outlook Connecter Help

i aibew - @ 23 X | CaReply Gl Replyto All i Fomard | 5 W

< |E

Mail “ |2 Inbox Possible Lead

-] Inbox

e s————— Terp—
= Sent ltems ayH92 0 = Just Writing to Say Hello! - Message (HTML)

a |

ol
Mail Folders = | Message Insert Options Format Text

5] Al Mail tems o .-
1 , PO e [ agl & @
- verd B = (=5 @
= 4% Mailbox - Larry Mey bl A A==l ,J_J v
# 5] Deleted Mems (56| Paste B I U|l®r- A-=EE=EE= I & Address Check
_J DevDpt - s - — Book MNames F3 up~

L4 Drans [2) Clipboard Basic Text 5 Hames Include Options

=

L) nbox

3 Junk E-mail Yy | |.Tow | ismith@oacilsn.com

(4 Outbax

3 (L3 Paciclan [ send ] | con

) Personal | Aecount - | Subject:  Just Writing to Say Hello!

-3 ProdMgtDpt ——

3 quarantine

Jid Release Projects
= [ 691 Release
= [ 6.92 Release
H ) 6.93 Release

i

[

[Helle, Mr. Smith. We were just wandering how you were doing and whether you have found our
accommodations satisfactory.

Mail
| contacts
] Tasks

ol G (&~

- % | @ Back 2 & Snagh p=

Favorite Folders & E Inbex Pr= Larry Meyer [larrydeanmeyer@hotmail.com]

Follow |
4

S

(O3 | @Back @) (A [D((2 || Messages = §B GoToMeeting> a5 MestNow (U Schedule Meeting _ -

), one of our

-

|5 1tems

o Click the Close activity button. CRM closes the email activity but does not send the

£3 Online with Microsoft Exchange

email message. CRM also gives you the option of creating a follow-up activity or going to

the Activities hub.

¢ Click the Cancel button. CRM closes the Create Activity form without saving any field

entries and then redisplays the CRM Inbox.

To create an email message activity for a donation opportunity

1. Click the Donation Opportunities button in the main navigation bar.
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[] Create activity Donation Opportunities

§3 Create sales opportunity

Estimated close date

= All -
I Creste donation opportunity

9, Create service case Estimated close date Goal amount | Owner

4, Creste patron Jun 30, 2011 Ms. Ruth Staley Baseball Capital Camp... Katie's 2010 Drive $5,000.00 Imeyer

(Due in 29 days)

» Inquiry

Close opportunity

Delete opportunity

> Processes Jul 29, 2011 Mr. Van H. Schmutz Spring Campaign 2010-2011 Indrvic $1.000.00 Imeyer

{Due in more than 30 50 Campaign to donate to
spring campaign, use
standard script

> Setup

» Calendar

Jul 29, 2011 Ms. Danna Simmaons Spring Campaign 2010-2011 Indivic $1,000.00 Imeyer

(Due in more than 30 7666 Campaign to denate to
Spring campaign, use
standard script

2. Locate the donation opportunity for which you want to send the new email message. For
more information, see Viewing Donation Opportunity Details.

3. Select the opportunity, and then click the Create new activity button.

Donatien Opportunities
Estimated close date - All - *  Owner Imeyer - Go

Estimated dose date Patron MName Drive Goal amount | Owner

Jun 30, 2011 Ms. Ruth Staley Baseball Capital Camp... Katie's 2000 Drive §5.000.00 Imeyer
(Due in 29 days) 700

Jul 29, 2011 Mr. Van H. Schmutz Spring Campaign 2010-2011 Indlivic $1,000.00 Imeyer
(Due in more than 30 50 Campaign to donate to

Spring campaign, use

standard script
Jul 29, 2011 Ms. Donna Simmons Spring Campaign 2020-2011 Indivic §1,000.00 Imeyer
(Due in more than 30 7666 Campaign to donats to

spring campaign, use

standard script

CRM displays the Create Activity form in the work area.

F . |
Create Activity

* Activily

— ] @) Outgeing () Incoming

* Palron | [d or Keyword L8] = Cantact parson -
* Phone number -

* Subject

Deseriplon

* Due date El Priority I* Maermal -
* Dwner Irmeyer Team -

Attachnment =

4. From the Activity drop-down list, select Email.

Create Activity 1

* Activity 8 Outgeing () Incoming

*Patron |id or Keyword 4| * Contact person x
Email  Not available
* Subject

Message
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5. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. Click the link below to display a table with usage information about the
fields on this form.

List of the fields with usage information.

Field

Usage Information

Activity

Patron

Patron
Lookup

Contact
person

Email

Subject
Message

Due
date

Owner

This field defaults to the Email activity type with the Incoming option selected.
If you decide another activity type is more appropriate, you can change it in this
field. However, unless you change the activity type to Meeting, you will lose the
message body of the original email. For information about creating other activity
types, see Manually Creating Activities.

This field is static and the lookup is unavailable if the email address of the sender
is already associated with a patron record. If the email address does not belong to
a patron, enter the patron ID or keyword, or use the Patron Lookup to select a
patron.

Once the patron ID is entered, the patrons from the record will be available in the
Contact person field. If the patron has an assigned owner other than the one in
the Owner field, CRM will display a warning message to that effect. For infor-
mation about searching for and assigning owners to patrons, see Working with
Patrons.

Click “4 to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the contact person from the patron record. Name #1 from the record in the
back office is available by default in the drop-down list. If the record has a Name
#2, that name can also be selected from the list. You can only select one contact
person. If the patron is an organization, this field becomes a text box, and the
company name is entered by default. Changes to an organizational contact must
be entered manually. Changes to the Contact person text box are not saved to
the patron record in the back office.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address entered
in the back office as email type E for the primary email address. If the patron
does not have an email address type E entered in the back office or CRM, you can-
not send the patron an email from CRM.

Enter a brief description of the purpose of the activity.

For email activities, enter the body of the message for the email.The Message
field is not required, so CRM will send a message with no body if you do not enter
the message body here.

Either enter a date in the field or click the calendar icon to select it from the popup
calendar.

This field defaults to the sign in name of the creator. You can make any CRM user
the owner, including your supervisor and subordinates.

Click “ in the Owner field to display the User Lookup, and then use the form to
select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name, you

can enter it in the Owner field and then click “* to get search results in the User
Lookup for the partial name. The User Lookup will find any CRM user. For more
information about the User Lookup, see Selecting Users with the User Lookup. If
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Field Usage Information

the patron has an assigned representative and you enter a different owner, CRM
will display a warning message to that effect. However, an activity can still be
created with a non-assigned owner.

Priority (Optional) Select Low, Medium, Normal, or High from the priority list of the .
Your organization can decide what these priority levels mean. The priority setting
has no effect on CRM functionality, but you can use priority assignments for report-
ing.

Team (Optional) Owners who are assigned to one or more teams can assign the activity
to one of those teams. Only teams to which the owner is assigned will be available
in the drop-down list. If you are a manager, you can configure teams.

Cancel Click this button to close the form without saving and return to the previous form.

Close Click this button to close an activity. When you click Close Activity, any changes

activity you've made will be saved, and then the activity status is changed from open to
closed. You will also be given the choice of creating a follow-up activity or return-
ing to the previous form.

Editin (Outlook integration only) Save the email activity in CRM and open the email in
Outlook Outlook. You can then edit the item as you normally would.

Send Click to send the email activity as an email message from your MS Outlook
Email account. CRM then closes the activity and gives you the option of creating a fol-
low-up activity.

6. Do one of the following:

¢ Click the Send email button. CRM sends the email message and gives you the option of
creating a follow-up activity or going to the Activities hub.

¢ Click the Edit in outlook button. CRM saves the activity information, opens the message
in MS Outlook as an email item, closes the activity, and then gives you the option of cre-
ating a follow-up activity or going to the Activities hub. In MS Outlook, you can then edit
and send the email message as you normally would.

S
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- & L @Back | @ Snaght p=f j
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¢ Click the Close activity button. CRM closes the email activity but does not send the
email message. CRM also gives you the option of creating a follow-up activity or going to
the Activities hub.

¢ Click the Cancel button. CRM closes the Create Activity form without saving any field
entries and then redisplays the CRM Inbox.

To create an email message activity for a service case

1. Click the Service Cases button in the main navigation bar.

Welcome Larry Maver

| Todayis Jun 1, 2011 | Help | Sign out

Donation Opportunities

Service Cases

[] Create activity

&3 Creste sales opportunity

Created date - All - * Owner Imeyer - Go

@ Create donation opportunity

4, Create sarvice case Create date Patron MName Category Owner

&, Create patron Apr 29, 2011 Ms. Roberta C. VIP food quality Food ™ Normal Imeyer
(Created more than 30.. 1301 Ms. Giachini thought that VIP Food

the VIP food was no

better than the normal

fare.

» Inquiry

» Processes

Show details Create new activity

Close servi Delete service case
b Setup -
Apr 29, 2011 Mr. James Dav Womens bathroom li... Lines Normal Imeyer
(Created more than 30 7362 The wemens bathroom  Bath

lines on the floor leve

were too long.

» Calendar

Apr 29, 2011 Mr. Henry Blur Stairs too steep Seating issue ™ Normal Imeyer
(Crested more than 30, 36970 Mr. Blume says that the  Vertige

stairs to the upper level

are much too steep.

2. Locate the service case for which you want to send the new email message. For more infor-
mation, see Viewing Service Case Details.

3. Select the service case, and then click the Create new activity button.

Service Cases

Created date - All - ~* | Owner Imeyer - Go

Create date Patron Mame Category Priogity ey
Apr 29, 2011 Ms. Roberta C. VIP food quality Food T Normal Imeyer
(Created more than 30. 1301 Ms. Giachini thought that VIP Food

the VIP food was no
better than the normal

Apr 29, 2011 Mr. James Dav Womens bathroom li... Lines ™ Normal Imeyer
(Created more than 30 7362 The womens bathroom  Bath
lines on the fioor level
were toe lang.
™~
Apr 29, 2011 Mr. Henry Blun  Stairs too steep Seating issue L Normal Imeyer

(Created more than 30, 368570 Mr. Blume says that the  Vertigo
stairs to the upper level
are much too steep.

CRM displays the Create Activity form in the work area.
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Create Activity
* Activity [:: ———————r = ] .. Oubpeing  1n ing
* Patroan | [d or Keyword L * Conlact person -

* Phone number -

* Subject

Descriplon
¥ Due date lEll Priorty ||“' Marmal -
* Dwner Irmigyer TEaT -

4. From the Activity drop-down list, select Email.

Create Activity |

8 Outgsing () Inceming

* Patron

. * Contact person

Email  Not available

* Subject

5. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. Click the link below to display a table with usage information about the
fields on this form.

List of the fields with usage information.

Field

Usage Information

Activity

Patron

Patron
Lookup

Contact

This field defaults to the Email activity type with the Incoming option selected.
If you decide another activity type is more appropriate, you can change it in this
field. However, unless you change the activity type to Meeting, you will lose the
message body of the original email. For information about creating other activity
types, see Manually Creating Activities.

This field is static and the lookup is unavailable if the email address of the sender
is already associated with a patron record. If the email address does not belong to
a patron, enter the patron ID or keyword, or use the Patron Lookup to select a
patron.

Once the patron ID is entered, the patrons from the record will be available in the
Contact person field. If the patron has an assigned owner other than the one in
the Owner field, CRM will display a warning message to that effect. For infor-
mation about searching for and assigning owners to patrons, see Working with
Patrons.

Click qQ to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the contact person from the patron record. Name #1 from the record in the
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Field

Usage Information

person

Email

Subject
Message

Due
date

Owner

Priority

Team

Cancel

Close
activity

Edit in
Outlook

Send
Email

back office is available by default in the drop-down list. If the record has a Name
#2, that name can also be selected from the list. You can only select one contact
person. If the patron is an organization, this field becomes a text box, and the
company name is entered by default. Changes to an organizational contact must
be entered manually. Changes to the Contact person text box are not saved to
the patron record in the back office.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address entered
in the back office as email type E for the primary email address. If the patron
does not have an email address type E entered in the back office or CRM, you can-
not send the patron an email from CRM.

Enter a brief description of the purpose of the activity.

For email activities, enter the body of the message for the email. The Message
field is not required, so CRM will send a message with no body if you do not enter
the message body here.

Either enter a date in the field or click the calendar icon to select it from the popup
calendar.

This field defaults to the sign in name of the creator. You can make any CRM user
the owner, including your supervisor and subordinates.

Click ““ in the Owner field to display the User Lookup, and then use the form to
select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name, you

can enter it in the Owner field and then click % to get search results in the User
Lookup for the partial name. The User Lookup will find any CRM user. For more
information about the User Lookup, see Selecting Users with the User Lookup. If
the patron has an assigned representative and you enter a different owner, CRM
will display a warning message to that effect. However, an activity can still be
created with a non-assigned owner.

(Optional) Select Low, Medium, Normal, or High from the priority list of the .
Your organization can decide what these priority levels mean. The priority setting
has no effect on CRM functionality, but you can use priority assignments for report-
ing.

(Optional) Owners who are assigned to one or more teams can assign the activity
to one of those teams. Only teams to which the owner is assigned will be available
in the drop-down list. If you are a manager, you can configure teams.

Click this button to close the form without saving and return to the previous form.

Click this button to close an activity. When you click Close Activity, any changes
you've made will be saved, and then the activity status is changed from open to
closed. You will also be given the choice of creating a follow-up activity or return-
ing to the previous form.

(Outlook integration only) Save the email activity in CRM and open the email in
Outlook. You can then edit the item as you normally would.

Click to send the email activity as an email message from your MS Outlook
account. CRM then closes the activity and gives you the option of creating a fol-
low-up activity.

6. Do one of the following:
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¢ Click the Send email button. CRM sends the email message and gives you the option of

creating a follow-up activity or going to the Activities hub.

¢ Click the Edit in outlook button. CRM saves the activity information, opens the message
in MS Outlook as an email item, closes the activity, and then gives you the option of cre-
ating a follow-up activity or going to the Activities hub. In MS Outlook, you can then edit

and send the email message as you normally would.

¢ Click the Close activity button. CRM closes the email activity but does not send the

r— - —
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||_Mail ||/ Inbox | Possible Lead
Favarite Fold 2 ||[search nbox - .
| = .mo = — L% || Larry Meyer [larrydeanmeyer@hotmail.com]
- Inbox e ——————— e e et e et
0 Unread Malt = x
=i Sent ttems e = Just Writing to Say Hello! - Message (HTML) = et
D — : — n
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3 [ Release Projects [Hella, mr. Smith. We were just wandering how you were doing and whether you have found our ]
3 [ 6.91 Release accommadations satisfactory.
= [ 6.92 Release
H ) 6.93 Release
. Mail
i-| Contacts = =
] Tasks
fad G [E -
5 ltems £3 Online with Microsoft Exchange

email message. CRM also gives you the option of creating a follow-up activity or going to

the Activities hub.

¢ Click the Cancel button. CRM closes the Create Activity form without saving any field

entries and then redisplays the CRM Inbox.
To create an email message activity from the Patron Summary form

1. Click the Patron button on the main navigation bar.

Welcome Larry Mever | Today is Jun 1,

ppartunities

Donaticn Opportunities Service Cases Patron Inbene

Patron Search

[ Create activity

2011 | Help | Sign out

4# Create sales opportunity FeT

4 Create donation opportunity

4, Create service case
MName

4y Create patron

» Inquiry
» Processes
» Setup

Calendar

CRM displays the Patron Search form.
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Patron Search
| Patron Name - First name Create patron ]
1d |N-|= Secondary name Phone Email |9-wqm=a Billing address

2. Use the search form to find the patron to whom you want to send an email message. For

more information, see Searching for Patrons.

3. Once you've located the patron in the search results, double-click the patron's row. CRM dis-

plays the Patron Summary form for that patron.
4. Inthe CRM Activities section of the Patron Summary form, click the Add link.

€3 Mr. John Smith (257352) Customer, Donor
[NV AN Customer Profile  Donor Profile

Patron Information  Edit Names Edit =

Mr. John Smith
Male. 38 years old. Born on Jul 29, 1572, Married.

Fatron status A - Active
Fatron source W - WBST
VIF code  FC - Founder's Club, refer to VIP Co
External Id 0987654321

Mrs. Smidgen Smith
Announcement  Patron is in the Founder's Club! .Fe!'r’\al_e.. 3_? years D_Id_'_B_Dm on Mar 11, 1974.

Comments  This 15 one of our first supporters
Tage Ma e it less efon. | MOEES  Add

[Last updated [From Subject
Addresses  Edit

| 5f13/2011 Larey Meyer These are great people!
P - PRIMARY
CRM Activiti
John Smith ==
22527 Willow Branch Ln, Tomball, TX 77375 _ﬁlm Due date

H - HOME ADDRESS [] 4 Pitch latest performance series 7/1/2011

Joha Srith @ Contact Regarding Sale /2011
5151 Jamboree Rd, Tomball, TX 77375

-

& Picture of seats 7/8/2011
B - BUSINESS ADDRESS
Mr. John Smith 0% Update on Lot B 7/af2011
10978 Strawberry Fields, Garden Grove, CA 92644 []‘@ Specal rate available for early renewal 8/31/2011

@ Diamond Elite 10/28/2011 -
Phone Edit =
Service Cases  Add
H - HOME (281)555-1212

Case name Date created

C - CELLULAR 281)444-1234 y :
(281) [ # Motor homes not allowed in parking lot 8 5/5/2011

F-F .
AX (261)333-1234 @ P Parking lot hours 4/25/2011

B - BUSINESS  (281)555-1234 -

CRM displays the Create Activity form in the work area.

Create Activity

* Activity @ Dutgeing () Inesming

* Patran |[d or Keyword L * Contact person -
* Phone number -
* Subject

Descriplion

* Due date E Prionty IP' Marmal -
* Dwner  Imeyer Team -

Attachrment =

5. From the Activity drop-down list, select Email.
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Create Activity |

I' Activity i

Email - IO Outgeing Incoming

* Patron

* Subject

* Contact person

Not available

6. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. Click the link below to display a table with usage information about the
fields on this form.

List of the fields with usage information.

Field

Usage Information

Activity

Patron

Patron
Lookup

Contact
person

Email

Subject
Message

Due
date

Owner

This field defaults to the Email activity type with the Incoming option selected.
If you decide another activity type is more appropriate, you can change it in this
field. However, unless you change the activity type to Meeting, you will lose the
message body of the original email. For information about creating other activity
types, see Manually Creating Activities.

This field is static and the lookup is unavailable if the email address of the sender
is already associated with a patron record. If the email address does not belong to
a patron, enter the patron ID or keyword, or use the Patron Lookup to select a
patron.

Once the patron ID is entered, the patrons from the record will be available in the
Contact person field. If the patron has an assigned owner other than the one in
the Owner field, CRM will display a warning message to that effect. For infor-
mation about searching for and assigning owners to patrons, see Working with
Patrons.

Click “4 to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the contact person from the patron record. Name #1 from the record in the
back office is available by default in the drop-down list. If the record has a Name
#2, that name can also be selected from the list. You can only select one contact
person. If the patron is an organization, this field becomes a text box, and the
company name is entered by default. Changes to an organizational contact must
be entered manually. Changes to the Contact person text box are not saved to
the patron record in the back office.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address entered
in the back office as email type E for the primary email address. If the patron
does not have an email address type E entered in the back office or CRM, you can-
not send the patron an email from CRM.

Enter a brief description of the purpose of the activity.

For email activities, enter the body of the message for the email. The Message
field is not required, so CRM will send a message with no body if you do not enter
the message body here.

Either enter a date in the field or click the calendar icon to select it from the popup
calendar.

This field defaults to the sign in name of the creator. You can make any CRM user
the owner, including your supervisor and subordinates.
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Field

Usage Information

Priority

Team

Cancel

Close
activity

Edit in
Outlook

Send
Email

Click “ in the Owner field to display the User Lookup, and then use the form to
select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name, you

can enter it in the Owner field and then click % to get search results in the User
Lookup for the partial name. The User Lookup will find any CRM user. For more
information about the User Lookup, see Selecting Users with the User Lookup. If
the patron has an assigned representative and you enter a different owner, CRM
will display a warning message to that effect. However, an activity can still be
created with a non-assigned owner.

(Optional) Select Low, Medium, Normal, or High from the priority list of the .
Your organization can decide what these priority levels mean. The priority setting
has no effect on CRM functionality, but you can use priority assignments for report-
ing.

(Optional) Owners who are assigned to one or more teams can assign the activity
to one of those teams. Only teams to which the owner is assigned will be available
in the drop-down list. If you are a manager, you can configure teams.

Click this button to close the form without saving and return to the previous form.

Click this button to close an activity. When you click Close Activity, any changes
you've made will be saved, and then the activity status is changed from open to
closed. You will also be given the choice of creating a follow-up activity or return-
ing to the previous form.

(Outlook integration only) Save the email activity in CRM and open the email in
Outlook. You can then edit the item as you normally would.

Click to send the email activity as an email message from your MS Outlook
account. CRM then closes the activity and gives you the option of creating a fol-
low-up activity.

7. Do one of the following:

¢ Click the Send email button. CRM sends the email message and gives you the option of
creating a follow-up activity or going to the Activities hub.

¢ Click the Edit in outlook button. CRM saves the activity information, opens the message
in MS Outlook as an email item, closes the activity, and then gives you the option of cre-
ating a follow-up activity or going to the Activities hub. In MS Outlook, you can then edit
and send the email message as you normally would.
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accommodations satisfactory.

- Mail
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| contacts

] Tasks

bl O (8- -
£3 Online with Microsoft Exchange

|5]tems

Click the Close activity button. CRM closes the email activity but does not send the
email message. CRM also gives you the option of creating a follow-up activity or going to
the Activities hub.

Click the Cancel button. CRM closes the Create Activity form without saving any field
entries and then redisplays the CRM Inbox.

Replying to Email Messages

When an email message arrives in your MS Outlook Inbox, it is automatically and immediately dis-
played in the CRM Inbox. You can reply to an email message in the CRM Inbox at any time. When
you reply to an email message, CRM creates a new email activity. Message replies are only sent to
the email sender. Any other TO, CC, or BCC recipients are not included in the reply.

CRM automatically displays the Create Activity form for composing email message replies. When
the form displays, email is selected as the activity type and the existing subject line is added with
the RE: prefix. In addition, the original email text is automatically added to the message reply,
along with the date, time, and author of the original email.

Note: If you have already downloaded the original email to a CRM activity, the email will be down-
loaded to a new activity again and also linked to the original email message.

To reply to an email message in the CRM Inbox

1. Click the Inbox button in the main navigation bar.
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Welcome Larry Meyer | T

] Create activity Activities

i3 Create sales opportunity

View Al activives ~ | Due dabe - All - ~ | Status  Open ~ Owner Imeyer

1 Create danation opportunity

<, Create sarvice case Status. Due date

4, Create patron Open Jul 1, 2011 . Mecting Pitch latest performance series Mr. John Smith ‘_’

{Dwe in more than 30 days) 257352

» Inguiry Delete activity

¥ Processes Open 3wl 1, 2011 ' Phonecall Initial call Mr. Ray Tavary

(Due in more than 30 days) Use cold call script 450
» Setup -
Open Jul 1, 2011 Y Phone call Contact Regarding Sale Mr. John smith |
» Calendar {Dwe in more than 30 days) 257352
Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnick ‘_‘

{Due in more than 30 days) This patron has expressed interest in donating 444

CRM displays the Inbox.

[} Inbox
Hmew [HReply [ Convert (- Open in Cutlook
From Subject Received Size
A Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T4E0
1 Wl Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
A ll Linda Shimamato 6.94 - additional bug fixes for GA 5/25/2011 241 AM 27291
] David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
I Il Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROIL 5/23/2011 10:52 AM 17me
4 Linda Shimamoto RE: [Bug 42910] Mew: (KI) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
H 1l Larry Meyer Possible Lead 5/20/2011 2:04 PM 1721
1] d Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2666
~ Sales O ities | » i ities | ~ Service Cases |

2. Select the email message row, and then click the Reply button. If you have previously down-
loaded the message by replying to it or converting it, CRM will display a confirmation dialog
box. This dialog box is just to make sure you realize that the message has previously been
replied to or converted to a CRM item.

« Open in Outloak
Subject Received Size
1l sachiko Banos RE: httpi//bugs.paccom/bugs/show_bug.cgifid=41922  5/26/2011 2558 PM 28787
s Brijendra Singh VP of Sales Arzona State 5/25/2011 1:00 PM 7480
] < Wl Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268892
B vLarry Meyer Possitle Lead 5/20/2011 2:04 PM n
3 A Larry Meyer Patran Follow Up 5/20/2011 155 PM 2666

CRM displays the Create Activity form.
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Create Activity

* Activity

* Patron

* Subject

* Due date

* Owner

aam -

Emai
* Contact person
Mot available

RE:Latest Totals Sheet

On 5/25/2011 12:49:06 PM, Larry Meyer wrote:

Please refer to this sheet when communicating with patrons.

m priority | ™ Normal

Imeyer

3. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. Click the link below to display a table with usage information about the
fields on this form.

List of the fields with usage information.

Field

Usage Information

Activity

Patron

Patron
Lookup

Contact
person

Email

This field defaults to the Email activity type with the Incoming option selected.
If you decide another activity type is more appropriate, you can change it in this
field. However, unless you change the activity type to Meeting, you will lose the
message body of the original email. For information about creating other activity
types, see Manually Creating Activities.

This field is static and the lookup is unavailable if the email address of the sender
is already associated with a patron record. If the email address does not belong to
a patron, enter the patron ID or keyword, or use the Patron Lookup to select a
patron.

Once the patron ID is entered, the patrons from the record will be available in the
Contact person field. If the patron has an assigned owner other than the one in
the Owner field, CRM will display a warning message to that effect. For infor-
mation about searching for and assigning owners to patrons, see Working with
Patrons.

Click G to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the contact person from the patron record. Name #1 from the patron cus-
tomer donor record in the back office is available by default in the drop-down list.
If the record has a Name #2, that name can also be selected from the list. You
can only select one contact person. If the patron is an organization, this field
becomes a text box, and the company name is entered by default. Changes to an
organizational contact must be entered manually. Changes to the Contact per-
son text box are not saved to the patron record in the back office.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address entered
in the back office as email type E for the primary email address. If the patron
does not have an email address type E entered in the back office or CRM, you can-
not send the patron an email from CRM. To learn about working with MS Outlook
email in CRM, see Using Integrated Outlook.
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4.

Field

Usage Information

Subject
Message

Due
date

Owner

Priority

Team

Cancel

Close
activity

Edit in
Outlook

Send
Email

Enter a brief description of the purpose of the activity.

For email and meeting activities, enter the body of the message for the email or
meeting.The Message field is not required, so CRM will send a message or meet-
ing invitation with no body if you do not enter the message body here.

Either enter a date in the field or click the calendar icon to select it from the popup
calendar. For Meeting activities, this should be set to the end day of the meeting.

This field defaults to the sign in name of the creator. You can make any CRM user
the owner, including your supervisor and subordinates, as long as they are active
users and their permissions include ticketing data for sales donor data for dona-
tion opportunities. For permissions information, see managing users.The owner
cannot be changed once the opportunity is closed.

Click “* in the Owner field to display the User Lookup, and then use the form to
select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name, you

can enter it in the Owner field and then click ~* to get search results in the User
Lookup for the partial name. The User Lookup will find any CRM user. For more
information about the User Lookup, see Selecting Users with the User Lookup. If
the patron has an assigned representative and you enter a different owner, CRM
will display a warning message to that effect. However, an activity
opportunityservice case can still be created with a non-assigned owner.

(Optional) Select Low, Medium, Normal, or High from the priority lists of the
opportunity and the next step activityservice case on the Details tab and the next
step activity on the Next Step tab. The priority settings on the two tabs are inde-
pendent of one another. Your organization can decide what these priority levels
mean. When you change the opportunity priority during manual creation or edit-
ing, CRM automatically changes the Next Step activity priority as well. However,
if you change the priority later, the existing next step activity's priority will not
change. The priority setting has no effect on CRM functionality, but you can use
priority assignments for reporting.

(Optional) Owners who are assigned to one or more teams can assign the activity
opportunity to one of those teams. Only teams to which the owner is assigned will
be available in the drop-down list. If you are a manager, you can configure
teams.

Click this button to close the form without saving and return to the previous form.

Click this button to close an activity. When you click Close Activity, any changes
you've made will be saved, and then the activity status is changed from open to
closed. You will also be given the choice of creating a follow-up activity or return-
ing to the previous form.

(Outlook integration only) Save the email or meeting activity in CRM and open the
email or meeting in Outlook. You can then edit the item as you normally would.

(Outlook integration only) Click to send the email activity as an email message
from your MS Outlook account. CRM then closes the activity and gives you the
option of creating a follow-up activity.

Do one of the following:

¢ Click the Send email button. CRM sends the email message and gives you the option of
creating a follow-up activity or going to the Activities hub.
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¢ Click the Edit in outlook button. CRM saves the activity information, opens the message
in MS Outlook as an email item, closes the activity, and then gives you the option of cre-
ating a follow-up activity or going to the Activities hub. In MS Outlook, you can then edit
and send the email message as you normally would.

— — -
< Inbox - Micrasoft Outlook =E |
| : File Edit View Go JTools Actions Outlook Connecter Help e estion for he -
| adNew ~ | i 23 X | Reply (i Replyto Al i3 Forward i W | (0 t k - & % @Back 7 & Snagh pf ol
|i2F | @Back G) B[4 " [F| Messages - F I EB GoToMestings i MestNow (T Schedule Mesting _ =)
flail « ||/ Inbox | Possible Lead
Favarite Fold & n - x .
I .mo = I L% || Larry Meyer [larrydeanmeyer@hotmail.com]
- Inbox = e A————— 8 s sy 2 A S
Unread Maii = =
5 Sent ftems oo H 90 s Just Wiiting to Say Hella! - Message (HTML) L= | B e
g iy —— - —_—
Mail Folders ~ Message | Inset  Options  Format Text W
| 2] Al Mail tems = a1 O T -
~ v % verdana -8 - (A A= 1= :SPJ 0,';(? N= = w
= 25 Mailbox - Larry Me B e ! v -
3 (5 Deleted Mems (6| | Paste B I O|W-A-= == G Addess Chek = Eollow Speliing | B, one of our
3 DevDpt - 7 — T Baok MNames & up- | B -
L4 Drans [2) Clipboard Basic Text Hames Include Options « || Praofing
L) nbox |
3 Junk E-mail ] | Tou smith Gpaciolan. com
[ Duthax send —
3 [ Paciolan 1L
4 Personal Account - | Subject:  Just Writing to Say Hello!
3 gquarantine iz
= [ Release Projects Helle, Mr. Smith. We were just wandering how you were doing and whether you have found our 2
;i s ,
3 [ 6.91 Release accommadations satisfactory.
= [ 6.92 Release
H ) 6.93 Release
. Mail
i-| Contacts =
] Tasks
fad G [E -
5 ltems £3 Online with Microsoft Exchange

¢ Click the Close activity button. CRM closes the email activity but does not send the
email message. CRM also gives you the option of creating a follow-up activity or going to
the Activities hub.

¢ Click the Cancel button. CRM closes the Create Activity form without saving any field
entries and then redisplays the CRM Inbox.

Responding to Meeting Invitations

Although MS Outlook meeting invitations are visible in the CRM Inbox, you cannot respond to them
directly in CRM. To respond to an invitation from the CRM Inbox, you must first open it in Outlook.
Once you respond, it is removed from both the Outlook and CRM inboxes. Possible responses to a
meeting invitation in Outlook include Accept, Tentative, Decline, and Propose New Time. See the
MS Outlook Help for more information.

To respond to a meeting invitation from CRM

1. Click the Inbox button in the main navigation bar.

Donation Opportunities

Activities

] Create activity

i Create sales opportunity

Wiew

All activies

1 Create danation opportunity

Status. Due date

4, Create service case

Open Jul 1, 2011 & Mecting Pitch latest performance series Mr. John Smith |
{Due in mone than 30 days) 257352

4 Creste patron

> Inquiry

Close activity | Edit activity | Delete activity

» Processes

:
Phone call  Initial Call Mr. Ray Tavary |
Use cold call script 450

B

Jul 1, 2011
{Due in more than 30 days)

b Setup

v

Upen Jul 1, 2011 ' Phonecall Contact Regarding Sale Mr. John Smith
{Dwe in more than 30 days) 257352

Calendar

»

Phone call  Fund Raiser Hot Lead Mr. Jack Stopnich |
This patron has expressed interest in donating 442

Open Jul 1, 2011
(Due in more than 30 days)
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CRM displays the Inbox.

|| Inbex
HWew [H Reply [ Convert (- Open in Outlook
From Subject Received Size
" Brijendra Singh . VP of Sales Arizona State 5/25/2011 1:00 PM T4E0
A Wl Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
= il Linda Shimamato 6,94 - additional bug fises for GA 5/25/2011 241 AM 27291
=} David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
1 Ul Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROIL 5/23/2011 10:52 AM 17me
= | Linda Shimamoto RE: [Bug 42910] Mew: [KI) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
E 1A Lary Meyer Possible Lead 5/20/2011 2:04 PM 17
& = Larry Meyer Patran Follew Up 5/20/2011 1:55 PM 2666
* Sales O i | -~ | # Service Cases |

2. Locate the meeting invitation, and then do one of the following:

o Double-click the meeting invitation row.
¢ Select the meeting invitation row, and then click the Open in Outlook button.

L] Inbox
ElNew [ERepy & c
From Sult Size
= | Lisa Walker Thank you - Museum Markst Call 33504
= Elsie Kuresa RE: Will be late to the Museurn Ger Call 6/2/2011 12:50 PM 14057
4 i sachike Banos RE: hitpy//bugs.pac.com/bugs/show_bug.cgitid=41822 5/26/2011 2558 PM 28787
%4 | Brjendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM 7480
A Al Lamy Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268802
0 Lamy Meyer Passible Lead 5/20/2011 2:04 PM 17
£ Larmy Meyer Patron Follow Up 5/20/2011 155 PM 2686

CRM displays the meeting invitation in an Outlook window.

3. Inthe Outlook message window, click one of the invitation response buttons. For more infor-
mation about Outlook meetings, see the MS Outlook Help.

i —
) 90 e v VP of Sales Arizona State - Meeting (=] B e
el
Bdectin ¥ o
J f? x % L Reply -} Mave to Folder = = Y . HFina
. 1 Reply ta Al 3] Calendar B o 2y Related -
Accept Tentative Decline Propose elete Categorize Follow Mark as
New Time = || (=h Forward [t} Other Actions - - Up~ Unread ki Select~
Actions Options Find
| Please respond.
Fram: Brijendra Singh Sent: Wed 5/25/2011 1:00 PM
| Required: Larry Meyer
Optional:

Subject: VP of Sales Arizona State

Logation:  Paciolan Office
When: ‘Wednesday, June 22, 2011 8:00 AM-5:00 AM.
Description:

When: Wednesday, June 22, 2011 B:00 AM-9:00 AM (GMT-08:00) Pacific Time (US & Canada).
Where: Paciolan Office
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Opening CRM Inbox Items in Outlook

Although the CRM Inbox shares some basic functionality with the MS Outlook Inbox, you may need
some of the non-integrated basic and advanced features of Outlook to process your email mes-
sages and meeting invitations. For this reason, CRM allows you to open email messages and meet-
ing invitations in Outlook from the CRM Inbox. Some examples include:

e Since you can only reply to the sender of an email message in CRM, you may want to open
the message in Outlook to use the Reply to All function.

e Since you cannot forward an email message in CRM, you need to open the message in CRM to
use the Forward function.

e Since you cannot accept a meeting invitation in CRM, you need to open the meeting item in
Outlook to accept the invitation.

Note: If you reply to or forward an email message from the CRM Inbox in Outlook, the message
will not be converted to an email activity as it would if you replied within the CRM Inbox.

To open a CRM Inbox item in Outlook

1. Click the Inbox button in the main navigation bar.

Sign out

Welcome Larry Meyer | Today is May 24, 2011 | Help

Donation Opportunities

Activities

] Create activity

i Create sales opportunity

Wiew

Al activities
1 Create danation opportunity

Status. Due date

4, Create service case

4 Creste patron

Jul 1, 2011 . Meeting Pitch latest performance series
{Dwe in mone than 30 days)

Mr. John Smith
257352

> Inquiry

Close activity | Edit activity | Delete activity

» Processes

- ’
Jul 1, 2011 0 Phone call  Initial Call Mr. Ray Tavary |
(Due in more than 30 days) Use cold call script 450

b Setup

Open Jul 1, 2011 ' Phonecall  Contact Regarding Sale Mr. John smith |
{Dwe in more than 30 days) 257352

» Calendar

Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnich |
(Dwue in more than 30 days) This patron has expressed interest in donating 442

CRM displays the Inbox.

| Inbox
Hew [ Reply 3 Convert Open in Cutlock
From Subject Received Size
Brijendra Singh VP of Sales Arizona State T480
I 0l Larry Meyer Latest Totals Sheet M 268796
1 Wl Linda Shimamato £.94 - additional bug fies for GA 7291
1 David Crexford RE: 6.93.300 releass 6962
I Il Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROI 5, 110:52 AM 17me
| Linda Shimamoto RE: [Bug 42910] Mew: [KI) 5B 5.4 - Disabled mutti-valued gr 5 110:33 AM 4825
B 1 S0 Lary Meyer Possible Lead 5/20/2011 2:04 PM 17
@ | Larry Meyer Patron Follow Up S/20/2011 1:55 PM 26566
~ Sales O iti |A i it |~5enkc€lscs

2. Do one of the following:
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e Double-click the row of the email message or meeting invitation.
e Select the email message or meeting invitation, and then click the Open in Outlook but-

ton.
|| Inbox
Hnew [# Reply 3 Convert - Open in Outlosk
From Suby Received Size
I {l Sachike Banes RE: hitp/bugs.pac.com/bugs/show_bug.coifid=41922 5/26/2011 2558 PM 28787
=) Erijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM 7480
t1] A Ul Larry Meyer Latest Totals Shest 5/25/2011 12:49 PM 268802
B ¥ &0 Lary Meyer Possible Lead 5/20/2011 2:04 PM 171
& 4 Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2666

CRM displays the CRM Inbox item in Outlook. The item in the image below is an email mes-
sage.
" mbor- Mook Ovose N S S ———————— V|

{ Eile Edit Miew Go Tools Actions Outlook Connmector Help Type a question for help =
i aiNew - | g 3 X | g Reply iReplyto All (5 Forward | B3 W | [ Sesrch address boc - i 2 @Back @ Snagh B | Window g
(8 @Back @ AE (3| ¥ [F) Messages A=K L5 = BB GoToMeeting = | a5 Meet Now (©) Schedule Meeting z T z
Mail « || Inbox RE: http://bugs.pac.com/bugs/show bug.cgi?id=41922
Favorite Fold % Nlsearch Inbox -z .
m":lb:‘ ';‘ ren o £ ~| ¥ | sachiko Banos
L _.I .'Jm:\:dli:af.' Arranged By: Importance High on top You replied on 5/26/2011 3:12 PM.
(23 sent tems 3 Hih Thu 5/26/2011 2:58 PM
Mail Folders sl = = Larry Meyer
5] All Ml tems L e — : -
y r )5 - =
Y T —— <Al @) d . Latest Totals Sheet - Message (HTML) = | B e
3 (3 Deleted Hems (535) B Mesage L
il DevDpt = = - = =
-7 Drafts [2] ) i > X B Sy [ Safe Lists - " W sl
) Inbox (2) — —ﬁl = I A JJ % & = 9 || o Retatea- | |
A Junk E-mail Reply Reply Forward = Delete Moveto Create Other Block Not Junk Categorize Follow Mark as -
3 Outbox to All Folder= Rule Actions = | Sender - Up~ Unread b Select
@ [ Paciolan Respond Actions Junk E-mail o Options l Find
[ I
E 3 Persona Frome Larry Meyes RarrydenQiomal. cow] Sent: Wed 5/25/2011 12:47 PM
3 ProdMgtDpt i e
3 quarantine LD. Larry Meyer
L]

= [ Release Projects

# [ 6.91 Release Subject: Latest Totals Sheet
# [J16.92 Relesse Attachments: ] Totals Sheet.doc (260 KE)
4 [ 6.93 Release =
kol 6.94 Release . i - . =
Please refer to this sheet when communicating with patrons
£ 6.95 Release
£ 6.96 Release
1 6.97 Release ¥
L] Mail
=
5| Calendar
&) contacts ! —
;ﬂ Tasks limitation for merged patron in CRM, for sure.
bl (A Thank vou L
7 ltems 23 Online with Microsoft Exchange

Converting Email Messages to CRM Items

If you receive an email message related that is part of your communications with a patron, you can
convert the message to an activity, opportunity, or service case. Conversion of email messages
allows CRM to keep track of all the communication you have with your patrons. When you convert a
message to a CRM item, the message body is copied or attached to the item. Email attachments
are not converted.

If the sender's email address matches one for an existing patron record, the patron information is
automatically entered for the CRM item. If more than one patron has the same email address, you
can choose the patron for whom you want to create the CRM item. If the email address does not
match any of the patron records, you begin creating the CRM item without patron information. To
complete the conversion you will then need to use the Patron Lookup to find an existing patron or
enter a new patron.

For information about email message conversion to the different CRM item types, see the fol-
lowing:
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Converting Email Messages to Activities

Converting Email Messages to Sales Opportunities
Converting Email Messages to Donation Opportunities
Converting Email Messages to Service Cases

If you receive an email message from a patron that requires further communication and you con-
vert it to an email activity, the Create Activity form contains all the information from the original
email. Once you enter the required due date,

Attachments are not converted. The email message is automatically attached to new opportunities
and service cases as an RTF file. If converting to an email activity, the body of the email is copied
into the new activity's Message field.

Converting Email Messages to Activities

If you receive an email message from a patron, you will most likely want CRM to record it along

with other communications from the same patron. To do this, you can convert the message to an
email activity. When you convert the message, the sender's patron information and the message
body are automatically added to the appropriate fields of the new activity. However, attachments
are not kept as part of the conversion.

To convert an email message to an activity

1.

Click the Inbox button in the main navigation bar.

Sign out

Welcome Larry Meyer | Today is May 24, 2011 | Help

Donation Opportunities

Activities

[ Create activity

i3} Create sales opportunity

View Al activives ~ | Status  Open ~ COwmer  Imeyer = Go

1 Create danation opportunity

4, Create service case Status Duee date Subject

Cpen Jul 1, 2011 . Meeting Pitch latest performance series Mr. John Smith
{Dwe in more than 30 days) 257352

&, Create patron

» Inguiry

Close activity | Edit actvity | Delete activity

» Processes

Jul 1, 2011 W Phone call
(Due in more than 30 days)

Initial Call Mr. Ray Tavary
Use cold call script 450

> Setup

o ]
Upen Jul 1, 2011 4. Phone call Contact Regarding Sale Mr. John Smith |

(Due in more than 30 days) 257352

» Calendar

Open Jul 1, 2011 L Phone call Fund Raiser Hot Lead Mr. Jack Stopnick v
(Dwue in more than 30 days) This patron has expressed interest in donating 442

CRM displays the Inbox.
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L | Inbox

Hmew [HReply [ Convert (- Open in Cutlook

From Subject Received Size
" Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T4E0
4 Wl Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
A Ul Linda Shimamaoto 6.94 - additional bug fixes for GA 5/25/2011 241 AM 79
| David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
1 Wl Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROIL 5/23/2011 10:52 AM 17me
= | Linda Shimamoto RE: [Bug 42910] New: (k) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
B 1 Lary Meyer Possible Lead 5/20/2011 2:04 PM 1721
E1] =] Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2666
~ Sales O ities | » i ities | ~ Service Cases |

2. Select the email message you want to convert, click the Convert button, and then select To

new email activity from the drop-down list.

.| Inbox

3 Mew [ Reply [ Comvert (- Open in Qutiook

— &} To new sales opportunity o ==
BT donation s
1 Johnsmi ©°newdonationappartunily [t Fal Fling 6/2/2011 417 PM 2684
Al Katyd PSO posting, 6/2/2011 2:59 PM 29693
[ Te new email activity
A W Mike e ——— ereereeerd fo¢ 6.93.300 5/31/2011 12:02 PM 82014
‘4 Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM 7480
B =l Lamy Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268392
B Loy Meyer Possible Lead 5/20/2011 2:04 P 17

If more than one patron has the sender's email address, CRM displays the Duplicate Records
Found dialog box. If this dialog box displays, select the patron who sent the email, and then

click the Continue button. You can also just double-click the patron row.

Duplicate Patron Records Found

The following existing patron records were found to have the same email address

Please select a patron account

I Name Secondary name Phone Email Shipping address Bl
257352 | Smith, lohn | Smith, Smidgen (2B1)555-1234  jsmith257352@gq 5151 Jambaoree Rd, Tomba 109]
233751 Smith, lohn Smith, Jiney (515)555-8765 jsmith257352@g E970 Hambone Court, IRVI 234

CRM displays the Create Activity form with the information from the patron record and the
email message automatically entered in the form fields. If the message sender's email
address is not already in a patron record, use the Patron Lookup to locate the sender's rec-
ord. If the sender does not have a patron record, you can use the Patron Lookup to create
one. For more information, see Using the Patron Lookup.
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Create Activity

* Activity

* Patron

* Subject

Message

* Due date

* Dwner

i jsmith257352@gmail.com

Email - Outgoing @ Incoming

257352 * Contact person >

More Information About Fall Fling

Hello Larry,

Thanks for your recent help. I forgot to ask about the availability of tickets for the fall
fling. What level of membership would I need to get orchestra tix for the event?

Thanks,
John Smith

[is] Friority | ™ Normal

Imeyer eam =

=

3. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. Click the link below to display a table with usage information about the
fields on this form.

List of the fields with usage information.

Field

Usage Information

Activity

Patron

Patron
Lookup

Contact
person

Email

This field defaults to the Email activity type with the Incoming option selected.
If you decide another activity type is more appropriate, you can change it in this
field. However, unless you change the activity type to Meeting, you will lose the
message body of the original email. For information about creating other activity
types, see Manually Creating Activities.

This field is static and the lookup is unavailable if the email address of the sender
is already associated with a patron record. If the email address does not belong to
a patron, enter the patron ID or keyword, or use the Patron Lookup to select a
patron.

Once the patron ID is entered, the patrons from the record will be available in the
Contact person field. If the patron has an assigned owner other than the one in
the Owner field, CRM will display a warning message to that effect. For infor-
mation about searching for and assigning owners to patrons, see Working with
Patrons.

Click Q to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the contact person from the patron record. Name #1 from the patron rec-
ord in the back office is available by default in the drop-down list. If the record
has a Name #2, that name can also be selected from the list. You can only select
one contact person. If the patron is an organization, this field becomes a text box,
and the company name is entered by default. Changes to an organizational con-
tact must be entered manually. Changes to the Contact person text box are not
saved to the patron record in the back office.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address entered
in the back office as email type E for the primary email address. If the patron
does not have an email address type E entered in the back office or CRM, you can-
not send the patron an email from CRM.
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4.

Field

Usage Information

Subject
Message

Due
date

Owner

Priority

Team

Cancel

Close
activity

Enter a brief description of the purpose of the activity.

For email activities, enter the body of the message for the email.The Message
field is not required, so CRM will send a message with no body if you do not enter
the message body here.

Either enter a date in the field or click the calendar icon to select it from the popup
calendar.

This field defaults to the sign in name of the creator. You can make any CRM user
the owner, including your supervisor and subordinates.

Click “* in the Owner field to display the User Lookup, and then use the form to
select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name, you

can enter it in the Owner field and then click —* to get search results in the User
Lookup for the partial name. The User Lookup will find any CRM user. For more
information about the User Lookup, see Selecting Users with the User Lookup. If
the patron has an assigned representative and you enter a different owner, CRM
will display a warning message to that effect. However, an activity can still be
created with a non-assigned owner.

(Optional) Select Low, Medium, Normal, or High from the priority list of the
activity. Your organization can decide what these priority levels mean. The prior-
ity setting has no effect on CRM functionality, but you can use priority assign-
ments for reporting.

(Optional) Owners who are assigned to one or more teams can assign the activity
to one of those teams. Only teams to which the owner is assigned will be available
in the drop-down list. If you are a manager, you can configure teams.

Click this button to close the form without saving and return to the previous form.

Click this button to close an activity. When you click Close Activity, any changes
you've made will be saved, and then the activity status is changed from open to
closed. You will also be given the choice of creating a follow-up activity or return-
ing to the previous form.

Do one of the following:

¢ Click the Close activity button. CRM saves and then closes the email activity. CRM also
gives you the option of creating a follow-up activity or going to the Activities hub.

¢ Click the Cancel button. CRM closes the Create Activity form without saving any field
entries and then redisplays the CRM Inbox.

Converting Email Messages to Sales Opportunities

When you receive an email message that opens up an opportunity to make a sale, you can convert
the message to a sales opportunity. This allows you to keep track of all subsequent communication
activities you perform toward winning the opportunity. For more information about opportunities,
see Working with Opportunities.

To convert an email message to a sales opportunity

1. Click the Inbox button in the main navigation bar.
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Activities

O Create activity

i Create sales opportunity

Wiew

14 Create donation opportunity

All activiies ~ | Duedate - All - - | Status  Open ~

Cwner

<, Create sarvice case Activity Subject

4 Creste patron

{Dwe in mone than 30 days)

Cpen Jul 1, 2011 “4 Meeting Pitch latest performance serles

> Inquiry Delete activity

> Processes Open Jul1, 2011 ' Phonecall  Initial call

Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead
{Dwe in more than 30 days)

CRM displays the Inbox.

{Due in more than 30 days) Use cold call script
b Setup =
Open ul g, 2011 0 Phonecall  Contact Regarding Sale
» Calendar {Due in more than 30 days)

This patron has expressed interest in denating

[ Inbox
Hmew [HReply [ Convert (- Open in Cutlook
From Subject Received Size
" Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T4E0
4 U Lary Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
A Wl Linda Shimamoto 6.94 - additional bug fixes for GA 5/25/2011 %41 AM 739
| David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
I Il Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROIL 5/23/2011 10:52 AM 17me
4 Linda Shimamoto RE: [Bug 42910] Mew: (KI) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
B 1 Lary Meyer Possible Lead 5/20/2011 2:04 PM 1721
E1] =] Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2666
~ Sales 0 ities | » i ities | ~ Service Cases |

2. Select the email message you want to convert, click the Convert button, and then select To

new sales opportunity from the drop-down list.

.| Inbox
B ticok
Received size
Bpcrtunit
SN bout Fall Fling 6/2/2011 417 PM 2684
% Te new service case . N
A ) Kathy Bur_ P50 posting, 6/2/2011 259 PM 29693
; [ Te new email activity
A ) Mike fr 6.93.300 5/31/2011 12:02 PM 22014
‘W Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 P 7480
B =0 tamyMeyer Latest Totals Sheet 5/25/2011 12:49 PM 268892
B 1 E W Larry Meyer Fossible Lead 5/20/2011 2:04 M 1721

If more than one patron has the sender's email address, CRM displays the Duplicate Records
Found dialog box. If this dialog box displays, select the patron who sent the email, and then

click the Continue button. You can also just double-click the patron row.

Duplicate Patron Records Found

The following existing patron records were found to have the same email address

Please select a patron account

I Name Secondary name Phone Email Shipping address Bl
257352 | Smith, lohn | Smith, Smidgen (2B1)555-1234  jsmith257352@gq 5151 Jambaoree Rd, Tomba 109]
233751 Smith, lohn Smith, Jiney (515)555-8765 jsmith257352@g E970 Hambone Court, IRVI 234
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CRM displays the Create Sales Opportunity form with information from the patron record
entered in the appropriate fields and the email message attached to the opportunity as a rich

text format (.

rtf) file. If the sender's email address is associated with a patron record,the

Patron Id field is static.

* Opportunity name
* Patron Id
* Estimated close date

* Owner

Next Step

Create Sales Opportunity |

GEETEY  Additional Information

257352 L * Contact person | Mr. John Smith
™ Mormal -

Imeyer

* Activity
* Subject

Description

* Due date

‘& Phone call - * Phone number | (281)555-1234 (BUSINESS)

m pricrity | T Normal

3. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. See the table below for an alphabetical list of the fields that may be
included on this form with usage information about each one.

See an alphabetical list of the fields with usage information.

Field

Usage Information

Activity

Additional
Information
tab

Address

Attachment

Cancel

Contact per-
son

Select an activity type for the first step towards winning the opportunity. The
activity is automatically assigned to the owner of the opportunity. For the
Email activity type, you must select either Outgoing or Incoming. Outgoing
activities are initiated by internal personnel, whereas incoming activities are
created in response to communication from external patrons. Outgoing and
incoming do not apply to Meeting activities. If you change the activity type
after entering information in other fields on this form, the information you
entered will be kept.

This tab contains data that is optional during sales opportunity creation, includ-
ing probability to close, milestone selection, file attachments, and access
restriction. All Additional Information tab fields are optional.

When creating a letter activity, select an address from this drop-down list. The
addresses appear in the order they are entered during patron entry in the back
office or CRM.

The original email message text is attached to the opportunity or service case
as a rich text format (.rtf) file. You can only attach one file, so you would have
to remove the link to the .rtf file to attach another file. Supported file types
include .rtf, .doc, .docx, .pdf, .jpg, .bmp, .xls, or .xlIsx.

Click this button to close the form without saving and return to the previous
form.

Select the contact person from the patron record. Name #1 from the customer
record in the back office is available by default in the drop-down list. If the rec-
ord has a Name #2, that name can also be selected from the list. You can only
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Field

Usage Information

Description

Details tab

Due date

Email

End Time

Estimated
close date

Expected
revenue

Fax
Number

Location

Message

Milestone

Next Step

select one contact person. If the patron is an organization, this field becomes a
text box, and the company name is entered by default. Changes to an organ-
izational contact must be entered manually. Changes to the Contact person
text box are not saved to the patron record in the back office.

(Optional) In the first Description text box, enter a detailed description of the
sales opportunity. In the Description text box in the Next Step area, enter a
description of the next step activity.

The default tab on the Create Sales Opportunity form. Use this tab to enter key
information about the new opportunity. When you switch between this tab and
the Additional Information tab, any entered or selected data is kept. You can
navigate to the Additional Information tab even if you have entered invalid
data on the Details tab.

Either enter a date in the field or click the calendar icon to select it from the
popup calendar.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address
entered in the back office as email type E for the primary email address. If the
patron does not have an email address type E entered in the back office or
CRM, you cannot send the patron an email from CRM.

For meeting activities only, use this field to enter the start and end date and
time. Click the calendar icon to select an end date from the popup calendar,
and use the drop-down list to select the end time. If you select All day event,
you do not need to enter an end time.

Enter or use the calendar popup to select the approximate date on which the
owner will complete this opportunity. The estimated close date can be past,
present or future.

Enter the amount of money that you expect to be generated from the sales
opportunity. The entry must be humeric and can include a decimal point and
commas.

The list of fax and phone numbers from the customer or donor record in the
order they were entered in the back office. Since the fax phone type is not
included in the list of phone numbers, you may need to view the patron record
to select the appropriate fax number.

For meeting activities only, enter a description of the meeting location. This
field does not correspond to any meeting place or room addresses that are
available in MS Outlook. The text entered in this field is for information pur-
poses only.

For email activities, enter the body of the message for the email.

The Message field is not required, so CRM will send a message with no body if
you do not enter the message body here.

This a customizable field that is used for reporting. The default names are:
Milestone 1, Milestone 2, Milestone 3, Milestone 4, Milestone 5, and Milestone
6. Donation opportunities and sales opportunities each have their own set of
milestone names. Contact Paciolan for assistance with customization.

The area of the Details tab where the activity required for the opportunity is
entered. This is the first activity that must be completed to win the oppor-
tunity. This activity will display on the Activity hub of the opportunity owner
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Field

Usage Information

Opportunity
name

Owner

Patron Id

Patron
Lookup

Phone
Number

Priority

and that of the owner's supervisor.

The descriptive name that is displayed wherever the opportunity is rep-
resented in CRM.

This field defaults to the sign in name of the creator. You can make any CRM
user the owner, including your supervisor and subordinates, as long as they
are active users and their permissions include ticketing data for sales oppor-
tunities. For permissions information, see managing users.The owner cannot
be changed once the opportunity is closed.

Click 0 in the owner field to display the User Lookup, and then use the form

to select an owner. Or, if you know the owner's sign in name, you can enter
the name directly into the Owner field. If you only know part of the sign in
name, you can enter it in the g\yner field and then click ) to get search

results in the User Lookup for the partial name. The User Lookup will find any
CRM user. For more information about the User Lookup, see Selecting Users
with the User Lookup, If the patron has an assigned representative and you
enter a different owner, CRM will display a warning message to that effect.
However, an opportunitycan still be created with a non-assigned owner.

User Lookup

Enter Search Criteria

Email Seanch Reset

Search Results

Logon name First name Last name Ermail Supervisor ‘

Enter the patron ID or keyword, or use the Patron Lookup to select a patron. A
sales opportunity can only be associated with one patron. Once the patron ID
is entered, the patrons from the record will be available in the Contact per-
son field. If the patron has an assigned owner other than the one in the
Owner field, CRM will display a warning message to that effect. For infor-
mation about searching for and assigning owners to patrons, see Working with
Patrons. The Patron Id field is static and the lookup is unavailable if this form
is accessed from a patron profile or while converting an email to an oppor-
tunity . This is because CRM assumes the sales opportunity is being created
for that patron.

Click q to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the phone number to use to contact the patron. The list of fax and phone
numbers from the customer or donor record are listed in the order they were
entered in the back office. The phone numbers have their the phone types
(home phone, cellular, etc.) displayed next to them.

(Optional) Select Low, Medium, Normal, or High from the priority list of the
opportunity and the next step activity. Your organization can decide what these
priority levels mean. When you change the opportunity priority during manual
creation or editing, CRM automatically changes the Next Step activity priority
as well. However, if you change the priority later, the existing next step activ-
ity's priority will not change. The priority setting has no effect on CRM func-
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Field Usage Information

tionality, but you can use priority assignments for reporting.

Probability The likelihood that an opportunity will be successfully closed (won). This field

to close is used for reporting only. The available values are: 0%, 10%, 20%, 30%,
40%, 50%, 60%, 70%, 80%, 90%, 100%. When you close an opportunity and
mark it as won or lost, this value is automatically changed to 100% for won or
0% for lost. For more information, see Closing Sales Opportunities.

Restricted Select this option to limit viewing of the opportunity to users with permissions
that allow them access to restricted data. For more information, see Setting
Up User Permissions. You can only set this option if you or one of your sub-
ordinates is the owner of the opportunity.

Save Click this button to save changes, close the form, and return to the previous
form. If you created the opportunity by clicking the Create sales oppor-
tunity button in the left navigation pane, CRM will display the Sales Oppor-
tunities hub. The Save button is enabled only if all required fields have valid
entries.

Source cam- (Optional) Select one of the predefined source campaigns from the drop-down

paign list. CRM campaigns are used to group opportunities for reporting. They allow
you to measure campaigns against each other or report on a single campaign
with opportunities created from different patron lists. See Managing Source
Campaigns.

Start Time For meeting activities only, use this field to enter the start date and time. Click
the calendar icon to select the start date from the popup calendar, and use the
drop-down list to select the times. If the meeting will last the whole day,
select All day event instead of entering start and end times.

Subject Enter a brief description of the purpose of the activity.

Team (Optional) Owners who are assigned to one or more teams can assign the
opportunity to one of those teams. Only teams to which the owner is assigned
will be available in the drop-down list. If you are a manager, you can configure
teams.

4. Click the Save button.

Converting Email Messages to Donation Opportunities

When you receive an email message that opens up an opportunity to solicit a donation, you can con-
vert the message to a donation opportunity. This allows you to keep track of all subsequent com-
munication activities you perform toward winning the opportunity. For more information about
opportunities, see Working with Opportunities.

To convert an email message to a donation opportunity

1. Click the Inbox button in the main navigation bar.
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Activities

O Create activity

i Create sales opportunity

Wiew

All activives ~ | Due dabe - All - ~ | Status  Open ~ Owner Imeyer

14 Create donation opportunity

4, Create sarvice case Activity Subject Patron

4, Create patron Open Jul 1, 2011 A3 Meeting Pitch latest performance series Mr. John Smith '

(Due in more than 30 days) 257352

> Inquiry Delete activity

b Processes Open Jul 1, 2011 @ Phonecall  Initial Call M. Ray Tavary [’

{Dwe in more than 30 days) Use cold call script 450
» Setup -
Open Jul 1, 2011 . Phonecall  Contact Regarding Sale Mr. John Smith '
» Calendar {Due in more than 30 days) 257352
Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnick '

(Dwue in more than 30 days) This patron has expressed interest in donating 444

CRM displays the Inbox.

[ Inbox
Hmew [HReply [ Convert (- Open in Cutlook
From Subject Received Size
" Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T4E0
4 U Lary Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
A Wl Linda Shimamoto 6.94 - additional bug fixes for GA 5/25/2011 %41 AM 739
| David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
I Il Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROIL 5/23/2011 10:52 AM 17me
4 Linda Shimamoto RE: [Bug 42910] Mew: (KI) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
B 1 Lary Meyer Possible Lead 5/20/2011 2:04 PM 1721
E1] =] Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2666
~ Sales 0 ities | » i ities | ~ Service Cases |

2. Select the email message you want to convert, click the Convert button, and then select To
new donation opportunity from the drop-down list.

.| Inbox
3 Mew (= Reply [ Comvert (- Openin Ouﬂonk.
Received Size
Fall Fling 6/2/2011 417 PM 2684
[] h P50 posting. 6/2/2011 259 PM 29693
3 1) Mike Sicp SRS SmaN iy for 693300 5/31/2011 1202 BM 92014
' Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM 7480
B 0 LamyMeyer Latest Totals Sheet 5/25/2011 12:49 PM 268392
B 1 E W Larry Meyer Fossible Lead 5/20/2011 2:04 M 1721

If more than one patron has the sender's email address, CRM displays the Duplicate Records
Found dialog box. If this dialog box displays, select the patron who sent the email, and then
click the Continue button. You can also just double-click the patron row.

Duplicate Patron Records Found

The following existing patron records were found to have the same email address

Please select a patron account

I Name Secondary name Phone Email Shipping address Bl
257352 | Smith, lohn | Smith, Smidgen (2B1)555-1234  jsmith257352@gq 5151 Jambaoree Rd, Tomba 109]
233751 Smith, lohn Smith, Jiney (515)555-8765 jsmith257352@g E970 Hambone Court, IRVI 234
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CRM displays the Create Donation Opportunity form with information from the patron record
entered in the appropriate fields and the email message attached to the opportunity as a rich

text format (

.rtf) file. If the sender's email address is associated with a patron record,the

Patron Id field is static.

* Opportunity name
* Patron Id
* Estimated close date

* Dwner

Donation Details

Create Donation Opportunity |
LESTEY Additional Information

257352 * Contact person Mr. John Smith -
™ Normal -

Imeyer ' Team -

Goal amount

Next Step

* Drive | Code

Donation type | Outright donation -

* Activity
* Subject

Description

* Due date

‘& Phone call * Phone number | (281)555-1212 (HOME) -

™ Normal -

3. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. See the table below for an alphabetical list of the fields that may be
included on this form with usage information about each one.

See an alphabetical list of the fields with usage information.

Field Usage Information

Activity Select an activity type for the first step towards winning the opportunity. The
activity is automatically assigned to the owner of the opportunity. For the
Email activity type, you must select either Outgoing or Incoming. Outgoing
activities are initiated by internal personnel, whereas incoming activities are
created in response to communication from external patrons. Outgoing and
incoming do not apply to Meeting activities. If you change the activity type
after entering information in other fields on this form, the information you
entered will be kept.

Additional  This tab contains data that is optional during donation opportunity creation,

Information including probability to close, milestone selection, opportunity description, file

tab attachments, and access restriction. All Additional Information tab fields are
optional.

Address When creating a letter activity, select an address from this drop-down list. The
addresses appear in the order they are entered during patron entry in the back
office or CRM.

Attachment The original email message text is attached to the opportunity or service case
as a rich text format (.rtf) file. You can only attach one file, so you would have
to remove the link to the .rtf file to attach another file. Supported file types
include .rtf, .doc, .docx, .pdf, .jpg, .bmp, .xls, or .xlIsx.

Cancel Click this button to close the form without saving and return to the previous
form.

Contact per- Select the contact person from the patron record. Name #1 from the donor rec-

son ord in the back office is available by default in the drop-down list. If the record
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Field

Usage Information

Description

Details tab

Donation
type
Drive

Due date

Email

End Time

Estimated
close date

Fax number

Goal
amount

has a Name #2, that name can also be selected from the list. You can only
select one contact person. If the patron is an organization, this field becomes a
text box, and the company name is entered by default. Changes to an organ-
izational contact must be entered manually. Changes to the Contact person
text box are not saved to the patron record in the back office.

(Optional) In the Description text box on the Additional Information tab,
enter a detailed description of the donation opportunity. In the Description
text box in the Next Step area, enter a description of the next step activity.

The default tab on the Create Donation Opportunity form. Use this tab to enter
key information about the new opportunity. When you switch between this tab
and the Additional Information tab, any entered or selected data is kept. You
can navigate to the Additional Information tab even if you have entered invalid
data on the Details tab.

The donation type options include outright donation, pledge, and gift in kind.
Donation types are not configurable.

Drives and campaigns are defined in the back office using tFund. Enter the

drive or campaign name or click 4 to use the Drive Lookup. If you don't
remember the exact drive or campaign name, you can select one from a list
by leaving the Drive search field empty and clicking the Search button.

Drive Lookup
Drive - | Search
There are no drives that match the search criteria. Please try again.

Dwive Id Dirive name Frogram name Campaign name

Either enter a date in the field or click the calendar icon to select it from the
popup calendar.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address
entered in the back office as email type E for the primary email address. If the
patron does not have an email address type E entered in the back office or
CRM, you cannot send the patron an email from CRM.

For meeting activities only, use this field to enter the start and end date and
time. Click the calendar icon to select an end date from the popup calendar,
and use the drop-down list to select the end time. If you select All day event,
you do not need to enter an end time.

Enter or use the calendar popup to select the approximate date on which the
owner will complete this opportunity. The estimated close date can be past,
present or future.

The list of fax and phone numbers from the customer or donor record in the
order they were entered in the back office. Since the fax phone type is not
included in the list of phone numbers, you may need to view the patron record
to select the appropriate fax number.

Enter the amount of money you hope to collect from the donor for this dona-
tion opportunity. The entry must be numeric and can include a decimal point
and commas.

User Guide

205



Paciolan

CRM 1.0

Field

Usage Information

Location

Message

Milestone

Next Step

Opportunity
name

Owner

Patron Id

For meeting activities only, enter a description of the meeting location. This
field does not correspond to any meeting place or room addresses that are
available in MS Outlook. The text entered in this field is for information pur-
poses only.

For email activities, enter the body of the message for the email.

The Message field is not required, so CRM will send a message with no body if
you do not enter the message body here.

This a customizable field that is used for reporting. The default names are:
Milestone 1, Milestone 2, Milestone 3, Milestone 4, Milestone 5, and Milestone
6. Donation opportunities and sales opportunities each have their own set of
milestone names. Contact Paciolan for assistance with customization.

The area of the Details tab where the activity required for the opportunity is
entered. This is the first activity that must be completed to win the oppor-
tunity. This activity will display on the Activity hub of the opportunity owner
and that of the owner's supervisor.

The descriptive name that is displayed wherever the opportunity is rep-
resented in CRM.

This field defaults to the sign in name of the creator. You can make any CRM
user the owner, including your supervisor and subordinates, as long as they
are active users and their permissions include donor data for donation oppor-
tunities. For permissions information, see managing users.The owner cannot
be changed once the opportunity is closed.

Click € inthe gwner field to display the User Lookup, and then use the form

to select an owner. Or, if you know the owner's sign in name, you can enter
the name directly into the Owner field. If you only know part of the sign in
name, you can enter it in the gyner field and then click © to get search

results in the User Lookup for the partial name. The User Lookup will find any
CRM user. For more information about the User Lookup, see Selecting Users
with the User Lookup. If the patron has an assigned representative and you
enter a different owner, CRM will display a warning message to that effect.
However, an opportunitycan still be created with a non-assigned owner.

User Lookup

Enter Search Criteria

Email Seanch Reset

Search Results

Logon name First name Last name Ermail Supervisor ‘

Enter the patron ID or keyword, or use the Patron Lookup to select a patron. A
donation opportunity can only be associated with one patron. Once the patron
ID is entered, the patrons from the record will be available in the Contact per-
son field. If the patron has an assigned owner other than the one in the

Owner field, CRM will display a warning message to that effect. For infor-
mation about searching for and assigning owners to patrons, see Working with
Patrons. The Patron Id field is static and the lookup is unavailable if this form
is accessed from a patron profile or while converting an email to an oppor-
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Field

Usage Information

Patron
Lookup

Phone
Number

Priority

Probability
to close

Restricted

Save

Start Time

Subject
Target

Team

tunity . This is because CRM assumes the donation opportunity is being
created for that patron.

Click “
Lookup.

to display the Patron Lookup. For information, see Using the Patron

Select the phone number to use to contact the patron. The list of fax and phone
numbers from the customer or donor record are listed in the order they were
entered in the back office. The phone numbers have their the phone types
(home phone, cellular, etc.) displayed next to them.

(Optional) Select Low, Medium, Normal, or High from the priority list of the
opportunity and the next step activity. Your organization can decide what these
priority levels mean. When you change the opportunity priority during manual
creation or editing, CRM automatically changes the Next Step activity priority
as well. However, if you change the priority later, the existing next step activ-
ity's priority will not change. The priority setting has no effect on CRM func-
tionality, but you can use priority assignments for reporting.

The likelihood that an opportunity will be successfully closed (won). This field
is used for reporting only. The available values are: 0%, 10%, 20%, 30%,
40%, 50%, 60%, 70%, 80%, 90%, 100%. When you close an opportunity and
mark it as won or lost, this value is automatically changed to 100% for won or
0% for lost. For more information, see Closing Donation Opportunities.

Select this option to limit viewing of the opportunity to users with permissions
that allow them access to restricted data. For more information, see Setting
Up User Permissions. You can only set this option if you or one of your sub-
ordinates is the owner of the opportunity.

Click this button to save changes, close the form, and return to the previous
form. If you created the opportunity by clicking the Create donation oppor-
tunity button in the left navigation pane, CRM will display the Donation Oppor-
tunities hub. The Save button is enabled only if all required fields have valid
entries.

For meeting activities only, use this field to enter the start date and time. Click
the calendar icon to select the start date from the popup calendar, and use the
drop-down list to select the times. If the meeting will last the whole day,
select All day event instead of entering start and end times.

Enter a brief description of the purpose of the activity.

If the drive you select has targets associated with it, select a target from this
list. A target is used in the tFund system to represent a group of donors or
patrons.

(Optional) Owners who are assigned to one or more teams can assign the
opportunity to one of those teams. Only teams to which the owner is assigned
will be available in the drop-down list. If you are a manager, you can configure
teams.

4. Click the Save button.

Converting Email Messages to Service Cases

When you receive an email message that requires you to open a service case , you can convert the
message to a service case. This allows you to keep track of all subsequent communication activ-
ities you perform to resolve the patron's issue. For more information about service cases, see
Working with Service Cases.
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To convert an email message to a service case

1. Click the Inbox button in the main navigation bar.

y 24, 2011 | Help | Sign out

Sales Opportunities Donation Opportunities

Activities

] Create activity

i3 Create sales opportunity

Wiew

Cwner

All activiies Imeyer

1 Create danation opportunity

4, Create service case e date

4 Creste patron

Jul 1, 2011
{Dwe in mone than 30 days)

Pitch latest performance series Mr. John Smith

257352

& Mecting

» Inguiry

Edit activity Delete activity

ol eti o Open Jul 1, 2011 @ Phonecall  Initial Call M. Ray Tavary [’

(Due in more than 30 days) Use cold call script 450
» Setup = -
Open Jul 1, 2011 " Phonecall  Contact Regarding Sale Mr. John Smith |
» Calendar (Dwe in more than 30 days) 257352
Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnick v

(Dwue in more than 30 days) Thas patron has expressed interest in donating 422

CRM displays the Inbox.

[ Inbox
Hmew [HReply [ Convert (- Open in Cutlook
From Subject Received Size
1 Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T480
Il Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
4 Ul Linda Shimamaota 6.94 - additional bug fixes for GA 5/25/2011 241 AM 791
-] David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
I Il Ross Krewenka RE: ATTORNEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROI[ 5/23/2011 10:52 AM 17me
1 Linda Shimamoto RE: [Bug 42910] Mew: (KI) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
B 1 Lary Meyer Possible Lead 5/20/2011 2:04 PM 1721
1] | Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2666
~ Sales O ities | » i ities | ~ Service Cases |

2. Select the email message you want to convert, click the Convert button, and then select To
new service case from the drop-down list.

| Inbax
3 Mew [ Reply [0 Convert (- Open in Outiook
7&"" £} To new sales opportunity — —
| Jahn bout Fall Fling 6/2/2011 417 PM 2684
A Kathy® PSO posting, 6/2/2011 259 PM 29893
1 1] Mike Steprmrere T for 6.93.300 5/31/2011 1202 PM 92014
: Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM 7480
1] 4 Wl Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268392
B D Loy Meyer Possible Lead 5/20/2011 2:04 PM 171

If more than one patron has the sender's email address, CRM displays the Duplicate Records
Found dialog box. If this dialog box displays, select the patron who sent the email, and then
click the Continue button. You can also just double-click the patron row.

User Guide 208



Paciolan CRM 1.0

Duplicate Patron Records Found

The following existing patron records were found to have the same email address

Please select a patron account

I Name Secondary name Phone Email Shipping address Bl
257352 | Smith, lohn | Smith, Smidgen (2B1)555-1234  jsmith257352@gq 5151 Jambaoree Rd, Tomba 109]
233751 Smith, lohn Smith, Jiney (515)555-8765 jsmith257352@g E970 Hambone Court, IRVI 234

CRM displays the Create Service Case form with information from the patron record entered
in the appropriate fields and the email message attached to the service case as a rich text for-
mat (.rtf) file. If the sender's email address is associated with a patron record,the Patron

Id field is static.

Create Service Case |

* Patron Id | 257352 - * Contact person | Mr. John Smith =
* Name
* Category = Sub category -

Description

Case Details

* Owner | Imeyer Q priority | ™ Normal -

tachment | C:\Users\larry meyer\AppData'\Local\ETClient\data\inbox\0000000027EBA4 185ATEAEAFBS3 148F(

3. Set values for each field with an asterisk (required), and optionally enter values for any of
the remaining fields. See the table below for an alphabetical list of the fields that may be
included on this form with usage information about each one.

See an alphabetical list of the fields with usage information

Field Usage Information

Activity Select an activity type for the first next step towards addressing the customer
complaint. The activity is automatically assigned to the owner of the service
case. For the Email activity type, you must select either Outgoing or Incom-
ing. Outgoing activities are initiated by internal personnel, whereas incoming
activities are created in response to communication from external patrons. Out-
going and incoming do not apply to Meeting activities. If you change the activ-
ity type after entering information in other fields on this form, the information
you entered will be kept.

Address When creating a letter activity, select an address from this drop-down list. The
addresses appear in the order they are entered during patron entry in the back
office or CRM.

Attachment The original email message text is attached to the opportunity or service case
as a rich text format (.rtf) file. You can only attach one file, so you would have
to remove the link to the .rtf file to attach another file. Supported file types
include .rtf, .doc, .docx, .pdf, .jpg, .bmp, .xls, or .xIsx.

Cancel Click this button to close the form without saving and return to the previous
form.

Category  You must select a category for the service case. Categories for service cases
include service areas about which customers may complain, such as parking,
concessions, and restroom lines. Categories are used to generate CRM data
views of service cases. Service case categories and subcategories are con-
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Field Usage Information
figurable in CRM. See Configuring Service Case Categories.
Close case If no further activity is required after entering the service case, you can click

this button to save and close the service case. If you want the service case to
remain open, click the Save button.

Contact per-Select the contact person from the patron record. Name #1 from the patron

son

record in the back office is available by default in the drop-down list. If the rec-
ord has a Name #2, that name can also be selected from the list. You can only
select one contact person. If the patron is an organization, this field becomes a
text box, and the company name is entered by default. Changes to an organ-
izational contact must be entered manually. Changes to the Contact person
text box are not saved to the patron record in the back office.

Description There are two Description text boxes. On the Details tab, enter a detailed

description of the customer complaint. On the Next Step tab, enter a descrip-
tion of the activity that must be completed to address the complaint.

Details tab The fields on this tab capture the details of the customer's complaint.

Due date

Email

End Time

Fax
number

Location

Message

Name

Next Step
tab

Owner

Either enter a date in the field or click the calendar icon to select it from the
popup calendar.

When creating an email activity, the primary email address is displayed in this
field. You cannot enter an alternate email address. CRM uses the address
entered in the back office as email type E for the primary email address. If the
patron does not have an email address type E entered in the back office or
CRM, you cannot send the patron an email from CRM.

For meeting activities only, use this field to enter the start and end date and
time. Click the calendar icon to select an end date from the popup calendar,
and use the drop-down list to select the end time. If you select All day event,
you do not need to enter an end time.

The list of fax and phone numbers from the customer or donor record in the
order they were entered in the back office. Since the fax phone type is not
included in the list of phone numbers, you may need to view the patron record
to select the appropriate fax number.

For meeting activities only, enter a description of the meeting location. This
field does not correspond to any meeting place or room addresses that are
available in MS Outlook. The text entered in this field is for information pur-
poses only.

For email activities, enter the body of the message for the email.

The Message field is not required, so CRM will send a message with no body if
you do not enter the message body here.

Enter a short, descriptive name for the service case. This is not related to the
patron name.

If you need to take action to address the customer complaint in the service
case after it is created, use these fields to open a next step activity when the
case is saved.

This field defaults to the sign in name of the creator. You can make any CRM
user the owner, including your supervisor and subordinates.

Click “* in the Owner field to display the User Lookup, and then use the form

User Guide

210



Paciolan

CRM 1.0

Field

Usage Information

Patron Id

Patron
Lookup

Phone
number

Priority

Save

Start time

Sub cat-
egory

Subject

to select an owner. Or, if you know the owner's sign in name, you can enter the
name directly into the Owner field. If you only know part of the sign in name,

you can enter it in the Owner field and then click “* to get search results in
the User Lookup for the partial name. The User Lookup will find any CRM user.
For more information about the User Lookup, see Selecting Users with the User
Lookup. If the patron has an assigned representative and you enter a different
owner, CRM will display a warning message to that effect. However, an service
case can still be created with a non-assigned owner.

Enter the patron ID or keyword, or use the Patron Lookup to select a patron. A
service case can only be associated with one patron. Once the patron ID is
entered, the patrons from the record will be available in the Contact person
field. If the patron has an assigned owner other than the one in the Owner
field, CRM will display a warning message to that effect. For information about
searching for and assigning owners to patrons, see Working with Patrons. The
Patron Id field is static and the lookup is unavailable if this form is accessed
from a patron profile or while converting an email to an service case. This is
because CRM assumes the service case is being created for that patron.

Click “% to display the Patron Lookup. For information, see Using the Patron
Lookup.

Select the phone number to use to contact the patron. The list of fax and phone
numbers from the customer or donor record are listed in the order they were
entered in the back office. The phone numbers have their the phone types
(home phone, cellular, etc.) displayed next to them.

(Optional) Select Low, Medium, Normal, or High from the priority lists of
the service case on the Details tab and the next step activity on the Next Step
tab. The priority settings on the two tabs are independent of one another. Your
organization can decide what these priority levels mean. The priority setting
has no effect on CRM functionality, but you can use priority assignments for
reporting.

Click this button to save changes, close the form, and return to the previous
form. If you created the service case by clicking the Create service case but-
ton in the left navigation pane, CRM will display the Service Cases hub. The
Save button is enabled only if all required fields have valid entries.

For meeting activities only, use this field to enter the start date and time. Click
the calendar icon to select the start date from the popup calendar, and use the
drop-down list to select the times. If the meeting will last the whole day, select
All day event instead of entering start and end times.

If the currently selected category has subcategories, you can select one from
this list.

Enter a brief description of the purpose of the activity.

4. Do one of the following:

e To save the service case and leave it open, click Save.
e To save and immediately close the service case, click Close case.

Associating Email Messages with CRM Items

If you receive an email message that pertains to an existing CRM item (opportunity or service
case), you can associate the email with the item in the CRM Inbox. Associating email messages to
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CRM items allows CRM to track all communication activities related to each opportunity and service
case. When you associate an email message to a CRM item, CRM automatically creates a new
email activity for the message. This activity is created for the CRM item and its patron.

To associate an email message with a sales opportunity

1. Click the Inbox button in the main navigation bar.

® M Welcome Larry Meyer | Today is May 24, 2011 | Help | Sign out

Activities Sales Opportunities Donation Opportunities

] Create activity Activities

i Create sales opportunity

All activives ~ Duedate - Al - ~ | Status  Open - Owner  Imeyer .4 Go

1 Create danation opportunity

9, Create sarvice case e date Activity Subject

4 Creste patron Jul 1, 2011

{Due in more than 30 days)

Pitch latest performance series Mr. John Smith

257352

& Mecting

* Inguiry Close activity Edit activity Delete activity

> Pro Cpen £ r
Opes Jul 1, 2011 4 Phonecall  Initial Call Mr. Ray Tavary |

{Due in more than 30 days) Use cold call script 450

» Setup - =
Open Jul 1, 2011 ' Phonecall Contact Regarding Sale Mr. John Smith |

» Calendar (Due in more than 30 days) 257352
Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnick v

{Due in more than 30 days) This patron has expressed interest in donating 444

CRM displays the Inbox.

[} Inbox
Hmew [HReply [ Convert (- Open in Cutlook
From Subject Size
Brijendra Singh VP of Sales Arizona State T480
I 0l Larry Meyer Latest Totals Sheet 266736
4 Ul Linda Shimamaota 6.94 - additional bug fixes for GA 791
1 David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
I Il Ross Krewenka RE: ATTORNEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROI[ 5/23/2011 10:52 AM 17me
| Linda Shimamoto RE: [Bug 42910] Mew: (KI) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
B 1 Lary Meyer Possible Lead 5120420 X 1721
1] | Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2666
~ Sales O ities | » i ities | ~ Service Cases |

2. Click the Sales Opportunities tab at the bottom of the Inbox.
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|| Inbox

HAnew (2 Reply 2 Convert

1 Open in Cutiook

From

Brijendra Singh
Larry Meyer
Linda Shimamata
David Crexford
Ross Krewenka
Linda Shimamoto
Larry Meyer
Larry Meyer

Subject Received
. VP of Sales Arizona State : 5/25/2011 1.00 PM
Latest Totals Sheet 5/25/2011 12:49 PM
6.94 - additional bug fixes for GA 5/25/2011 %41 AM
RE: 6.93.300 release 5/24/2011 4:06 PM
RE: ATTORNEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM
RE: [Bug 42910) New: (KI) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM
Possible Lead 5/20/2011 2:04 PM
Patron Follow Up 5/20/2011 1:55 PM

] Inbox

3 Mew [ Reply (3 Comvert

 Open in Outlook

From Subject Received Size
=1 Brijendra Singh WP of Sales Arizona State 5/25/2011 1:00 PM T480
A W Lamy Meyer Latest Totals Sheet 5/25/2011 12:45 PM 268736
= ) Linda Shimamoto 6.94 - additional bug fixes for GA 5/25/2011 %41 AM 27291
= David Creaford RE: 6.93.300 release 5/24/2011 4:06 PM 6962
RE: ATTORMEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM 17z

Estimated close date - Al - v | Owner  Imeyer Go

[Estimated close date Patron Name Campaign Milestone Ownes

Jun 30, 2011 Sheila Lawrence Cold Call Patron Larry’s Campa. Milestone 6 Imever

(Due in more than 30 days) 393544 Use the cold call script. %100.00

Jun 30, 2011 Hubert Lee Cold Call Patron Larry’s Campa. Milestone 6 Imeyer

(Due in more than 30 days) 381813 Use the cold call script. $100.00

Jun 30, 2011 Robert Lee Cold Call Patron Larry’s Campa. Milestone 6 Imeyer

(Due in more than 30 days) 387873 Use the cold call script. %$100.00

Jun 30, 2011 Gregory Lemack Cold Call Patron Larry’s Campa... Milestone 6 Imeyer

(Due in more than 30 days) 381805 Use the cold call script. $100.00

Jun 30, 2011 Champion Lin-abney Cold Call Patron Larry’s Campa... Milestone 6 Imeyer

(Due in mere than 30 days) 369670 Use the cold call script. $100.00

Jun 30, 2011 Ms Katie Little Cold Call Patron Larry’s Campa... Milestone 6 Imeyer

(Due in mere than 30 days) 357530 Use the cold call script. $100.00

Jun 30, 2011 Mr. Robert Loiseau  Cold Call Patron Larry’s Campa... Milestone 6 Imeyer

(Due in more than 30 days) 406081 Use the latest cold call $100.00

serpt.

Drag the email message row onto the associated sales opportunity row.

CRM displays the panel within the Inbox. When you want to minimize the opportunities, just
click the Sales Opportunities tab again.
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| Inbox

Hhew B Reply 3 Corvert Open in Outlock

From Subject Received Size

@ & JohnSmith What is my membership level? 6/3/2011 11:33 AM 2707
& 0l jsmith257352@gmailcon Invitation: Membership Options Discussion @ Fri Jul 29, 201 6/3/2011 007 AM 6960
1] 1 John Smith Mare Information About Fall Fling 6/3/2011 B43 AM 2790

i Erijendra Singh VP of Sales Arizona State 5/25/2011 100 PM 7480

M stest Totals Shest 5/25/2011 12:49 PM 268802
Estimated close date - All - * Owner Imeyer Go
Estimated close date Patron & | Name Campasgn Milestone | Owmer

Jun 30, 2011 Mr. Steven Sh n Cold Call Patron Larry's Campa. Milestone 6 Imeyer
(Due in 24 days) 281812 This is a great §100.00
opportunity to call
some people during
dinner time,
Jun 30, 2011 Mr. Jordan Shu Cold Call Patron Larry's Campa Milestone 6 Imeyer
(Due in 24 days) 381790 Use the latest cold §100.00
call seript.
Aug 31, 2011 Mr. John Smith Winter Early Bird... 2012 Football Imeyer
(Due in more than 30 days) 257352 $2,500.00
Jun 30, 2011 Mr Bruce Smith Cold Call Patron Larry's Campa Milestone 6 |Imeyer
(Due in 24 days) 406065 This is a great $100.00
opportunity to call
some people during
dinner time.
Jun 30, 2011 Ms. Darlene Smith Cold Call Patron Larry's Campa Milestone 6 Imeyer
(Due in 24 days) 351474 This is a great $100.00

opportunity to call

s senols durion

CRM converts the message to an email activity and associates the message with the CRM
item (opportunity or service case) and its patron. You can tell that an email message has
been converted to an email activity by the display of a download icon = next to the email icon

L} Inbox
[ New [ Repty 3 Convent < Open in Outleok
From Subject Received Size
i Robert Tim Sl-Alert: NSMT 6/6/2011 4:33 PM 10103
g 4 John Smith What is my membership level? 2797
il jsmith257352@gmailcor Invitation: Membership Options Diseussion @ Fri bul 29, 207 6968
D John Smith More Information About Fall Fling 2790
= Brijendra Singh VP of Sales Arizona State 7480
L] 4 {1 Lamy Meyer Latest Totals Sheet 268852
Y0 Lamy Meyer Possible Lead 171
e} I Lamy Meyer Patron Follow Up 5/20/2011 155 PM 2666

To associate an email message with a donation opportunity

1.

Click the Inbox button in the main navigation bar.

Activities

O Create activity

i Create sales opportunity

View Al activibes Imeyer

1 Create danation opportunity

4, Create service case e date Fatron

4 Create patron Mr. John Smith

257352

Jul 1, 2011
{Dwe in mone than 30 days)

» Inquiry

» Processes

Initial Call Mr. Ray Tavary
Use cold call script 450

Jul 1, 2011 W Phone call
(Due in more than 30 days)

» Setup =

Open Jul 1, 2011 0 Phone call Contact Regarding Sale Mr. John Smith "
» Calendar {Due in more than 30 days) 257352

Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnick ‘_‘

(Dwue in more than 30 days) Thas patron has expressed interest in donating 422

CRM displays the Inbox.
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|| Inbex
HWew [H Reply [ Convert (- Open in Outlook
From Subject Received Size
‘A . Brijendra Singh . VP of Sales Arizona State 5/25/2011 1:00 PM T4E0
A Wl Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
< Wl Linda Shimamato 6.94 - additional bug fives for GA 5/25/2011 41 AM 27291
=} David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
1 Ul Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROIL 5/23/2011 10:52 AM 17me
= | Linda Shimamoto RE: [Bug 42910] Mew: [KI) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
E 1A Lary Meyer Possible Lead 5/20/2011 2:04 PM 17
& = Larry Meyer Patran Follew Up 5/20/2011 1:55 PM 2666
* Sales O i | -~ | # Service Cases |

2. Click the Donation Opportunities tab at the bottom of the Inbox.

| Inbex

A tew [ Reply [ Convert 1~ Open in Outlook

From Subject Received Size
A Brijendra Singh WP of Sales Arizona State 5/25/2011 1:00 PM T4EO

Wl Larry Meyer Latest Tatals Sheet 5/25/2011 12:49 PM 268796

4 Wl Linda Shimamoto 6.94 - additional bug fixes for GA 5/25/2011 341 AM 27291

= David Croxford RE: £.93.300 release 5/24/2011 4:06 PM 6962

<1l Ross Krewenks RE: ATTORNEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM 177728
= Linda Shimamata RE: [Bug 42910] Mew: (KI) SB 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4835
3 1 0 Lary Meyer Possible Lead 5/20/2011 2:04 PM 72
z = Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2665

[~ s ovprele Dontion opprtunieY s cone

CRM displays the panel within the Inbox. When you want to minimize the panel, just click the
Donation Opportunities tab again.
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[ ] Inbox
H New (2 Reply 3 Convert [~ Open in Outlock
From Subject Received Size
" Brijendra Singh WP of Sales Arizona State 5/25/2011 1:00 PM 7480
4 il Larry Meyer Latest Totals Sheet 5/23/2011 12:49 PM 268796
< ll Linda Shimamatz 6.94 - additional bug fixes for GA 5/25/2011 241 AM 27201
=] David Craxford RE: 6.03.300 release 5/24/2011 4:06 PM 6962
A 0l Ross Krewen T PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM 177728
Dona
Estimated close date - A1l - | Omner Imeyer - 6o
|Estimated closc date | Patron Hame Dwive: ‘Goal amount | Owner
Jun 30, 2011 Ms. Ruth Staley Baseball Capital Cam... Katie's 2010 Drive $5,000.00 Imeyer
(Due in more than.. 700
Jul 29, 2011 Mr. Van H. Schmutz  Spring Campaign 2010-2011 Indlividual $1,000.00 Imeyer
(Due in more than. 50 Campaign to donate to
spring campaign, use
standard script
Jul 29, 2011 Ms. Donna Simmons  Spring Campaign 2010-2011 Individual $1,000.00 Imeyer
(Due in more than.. 7666 Campaign to donate to

spring campaign, use
standard script

Jul 29, 2011 Skyline Equipment § Spring Campaign 2010-2011 Corporate $1,000.00 Imeyer
(Due in more than... 3666 Campaign to donate to

5pring campaign, use
standsrd script

Jul 29, 2011 Mr. Ray Tavary Spring Campaign 2010-2011 Individual $1,000.00 Imeyer
(Dus in more than.,, 450 Spring donation

campaign. Use standard

scripk,

3. Drag the email message row onto the associated donation opportunity row.

|| Inbox
H New [ Reply [ Convert (- Open in Cutlook
From Subject Received Size
| John Smith  More Information About Diamand Elite Benefits 6/7/2011 9:06 AM 2751
4 Wl jsmith257352@gm Irvitation: Membership Options Discussion @ Fri Jul 28, 2011 [Lary M 6/3/2011 9:07 AM 6969
a Erijendra Singh of Sales Anzona State 5/25/2011 1:00 PM 7480
L] Wl Larry Meyer Totals Sheet 5/25/2011 12:49 PM 268802
Brad Larry Meyer 5/20/2011 2:04 PM 1721
a 0
Estimated close date - All - Ovwner | Imeyer = Go
Estimated close date Patron Name Drive Goal amount | Cremer
Jul 29, 2011 Skyline Equipmenflll Spring Campaign 2010-2011 Corparate §1,000.00 Imeyer
(Due in more than 30 days) 3666 Campaign to donate to
Spring campaign, use
standard script
Sep 30, 2011 Mr. John Smith Upgrade to Diamond El... 2011-2012 TOMMY T $10000.00 Imeyer
(Due in more than 30 days) 257352
Sep 30, 2011 Ms. Ruth Staley Fall Donor Drive 2011-2012 Individual Imeyer
(Due in more than 30 days) 700
Jun 30, 2011 Ms. Ruth Staley Baseball Capital Campa... ave's 2010 Drive §$5,000.00 Imeyer
(Due in 23 days) 700

CRM converts the message to an email activity and associates the message with the CRM
item (opportunity or service case) and its patron. You can tell that an email message has
been converted to an email activity by the display of a download icon = next to the email icon

|} Inbox

[ New [ Reply I Canwert - Openin Outlock

From Subject Received Size
= | Robert Tim Sl-Alert: NSMT . 6/6/2011 4:33 PM . 10103
e} = John Smith What is my membership level? 6/3/201 i)
Il jemith257352@gmaileor Invitation: M Options Disewssion @ Fri Jul 29, 200 6/3/2011 9 6960
b John Smith More Information About Fall Fling 6/3/2011 8:43 AM 2790
= Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM 7480
@ i Larry Meyer Latest Totals Sheet 5/25/2011 1248 PM 268892
VA Lary Meyer Passible Lead 5/20/2011 2:04 PM 1
3 4 Lamy Meyer Patron Fallow Up 5/20/2011 155 PM 2666

To associate an email message with a service case

1. Click the Inbox button in the main navigation bar.
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Activities

] Create activity

i3 Create sales opportunity

Wiew

All activives Cwner

Imeyer
B Create donation opportunity
4, Create service case Status Due date

Patron

4 Creste patron

Jul 1, 2011
(Due in more than 30 days)

Pitch latest performance series Mr. John Smith

257352

» Inquiry

» Processes Open  Jul1, 2011 ' Phonecall  Initial Call Mr. Ray Tavary |

{Dwe in more than 30 days) Use cold call script 450
» Setup -
Open Jul 1, 2011 . Phonecall  Contact Regarding Sale Mr. John Smith '
Calendar (Due in more than 30 days) 257352
Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnick '

(Dwue in more than 30 days) This patron has expressed interest in donating 444

CRM displays the Inbox.

[} Inbox
Hmew [HReply [ Convert (- Open in Cutlook
From Subject Received Size
" Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T480
10l Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268796
A Wl Linds Shimamato 6.94 - additional bug fixes for GA 5/25/2011 %41 AM 739
= David Crexford RE: 6.93.300 releass 5/24/2011 4:06 PM 6962
I il Ross Krewenka RE: ATTORMEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROIL 5/23/2011 10:52 AM 17me
=] Linda Shimamoto RE: [Bug 42910] Mew: [KI) 5B 5.4 - Disabled multi-valued gr 5/23/2011 10:33 AM 4825
B 1 Lary Meyer Possible Lead 5/20/2011 2:04 PM 1721
E1] =] Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2666
~ Sales O ies |~ i ities | ~ Service Cases |

2. Click the Service Cases tab at the bottom of the Inbox.

L | Inbox
H New (2 Reply [E Convert (~ Open in Cutlook
From Subject Received Size
T} Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T480
A Ul Larry Meyer Latest Totals Sheet 5/25/2011 12:40 PM 268796
1 Ul Linda Shimamota 6.94 - additional bug fixes for GA 5/25/2011 %41 AM 27/
=] David Croxford RE: 6.93.300 release 5/24/2011 4:06 PM 6962
A Ul Ross Krewenka RE: ATTORMEY/CLIENT PRIVILEGE - ATTORNEY WORK PROI 5/23/2011 10:52 AM e
= | Linda Shimarmots RE: [Bug 42910] Mew: (KI) SB 5.4 - Disabled multi-valued g¢ 5/23/2011 10:33 AM 4825
@ 1S Ly Meyer Possible Lead 5/20/2011 2:04 PM 72
B G Lamy Meyer Patron Follow Up 5/20/2011 155 PM 2664
~ Sales ities | & i itidll] » Service Cases
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CRM displays the panel within the Inbox. If at some point you want to minimize the service
cases, just click the Service Cases tab again.

cad for getting in and
out of the men's room so
quickly while women
have to stand in long

[ ] Inbox
HWew [HReply (3 Convert (- Openin Dutlock
From Subject Received Size
4 Brijendra Singh WP of Sales Arizona State 5/25/2011 1:00 PM 7480
4 il Larry Meyer Latest Totals Sheet 5/23/2011 12:49 PM 268796
< ll Linda Shimamatz 6.94 - additional bug fixes for GA 5/25/2011 241 AM 27201
=] David Craxford RE: 6.03.300 release 5/24/2011 4:06 PM 6962
4 Ul Ross Krewenka RE: ATTORMEY,/CLIE! EY WORK PROU 5/23/2011 10:52 AM 177728
Crested date - Al - ~ | Owner Imeyer =
(Create date. Patron Name: Categary [Priority Owmer
Apr 29, 2011 Ms. Roberta C. Giac... VIP food quality Food " wormal Imeyer
(Created 27 da... 1301 Ms. Giachini thought that VIP Food
the VIP food was no
better than the normal
fare.
Apr 29, 2011 Mr. James Davis Womens bathroom li... Lines ™ Normal Imeyer
(Created 27 da. 7362 The womens bathroom Bath
lines on the floor lavel
were too long.
Apr 29, 2011 Mr. Henry Blume Slairs oo steep Sealing issue ™ Normal Imeyer
(Created 27 da.. 36570 Mr. Blume says that the  Vertigo
stairs to the upper level
are much too steep.
Apr29, 2011 Mr. Larry Walder Ungentlemanly feeling Lines ™ Normal Imeyer
(Created 27 da.. 230111 Mr. Walder feels like 2 Bath

3. Drag the email message row onto the associated service case row.

|| Inbox

Htew [l Reply [ Comvert [~ Open in Outlook

(Created more than 30 da.. 230111

Mr. Walder fesls

like & Bath

cad for getting i and

From Subject Received Size
=] ;Jahn Smith Maoter Home Parking 6/7/2011 9:33 AM 2600
 d jsmith257352@g Invitation: Membership Opticns Discussion @ Fri Jul 29, 2011 (Larry M: 6/3/2011 807 AM 6969
A4 Erijendra Singh of Sales Arizona State 5/25/2011 1:00 PM T4ED
B & Larry Meyer Totals Sheet /25,2011 12:49 BM 268802
@ 1 & Lany Meyer PossRglk Lead 5/20/2011 2:04 PM 1721
Crested date - &ll - - Imeyer -
Create date Patron 4 Mame Category Priority Cwmer
Apr 29, 2011 Mr. James Davis Womens bathroom li... Lines ™ Normal Imeyer
(Created more than 30 da... 7352 The womens bathroom Bath
lines on the floor level
were too long.
May 5, 2011 Mr. John Smith Motor homes not all... motor homes ™ High Imeyer
(Created more than 30 da.. 257352 Mr. Smith called to ask
when moter hames will
be allowed into parking
lot B.
Apr 29, 2011 Mr. Larry Walder Ungentlemanly feeling Lines ™ Normal Imeyer

CRM converts the message to an email activity and associates the message with the CRM
item (opportunity or service case) and its patron. You can tell that an email message has
been converted to an email activity by the display of a download icon = next to the email icon

|} Inbox

[ New (3l Repy I Convert

~ Open in Outloak

From
= | Robert Tim
@ A JohnSmith

jemith257352 ail.cor

u John Smith

1 Brijendra Singh
E A0 ey Meyer
i Lamy Meyer
1 4 Lamy Meyer

Subjject Size
Sl-Alert: NSMT . 10103
What is my membership level? 2797
Inwitation: M Options Discwssion @ Fri Jul 29, 20 6/3/2011 2:07 AM 6960
More Information About Fall Fling 6/3/2011 8:43 AM 2790
VP of Sales Arizona State 5/25/2011 1.00 PM 7480
Latest Totals Sheet 5/25/2011 12:40 PM 268802
Passible Lead 5/20/2011 2:04 PM 1
Patron Follow Up 5/20/2011 1:55 PM 2666
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You can see associated activities by viewing the Activity History on the opportunity or service case
hub or by viewing the activities for a patron on the Patron Summary form. For more information,
see the following topics:

e Viewing the Activity History of a Sales Opportunity

e Viewing the Activity History of a Donation Opportunity

e Viewing the Activity History of a Service Case

e Viewing the Patron Summary

Deleting Email Messages

You cannot delete email messages from within the CRM Inbox. Instead, you can open the message
in MS Outlook from the CRM Inbox, and then delete the message. You can also just delete the mes-
sage in the MS Outlook Inbox as you normally would. When you delete an email message from the
Outlook Inbox, it will automatically be removed from the CRM Inbox as well.

To delete an email message from the CRM Inbox

1. Click the Inbox button in the main navigation bar.

Welcome Larry Meyer | Today is May 24, 2011 | Help | Sign out

Donation Opportunities

Activities

] Create activity

i Create sales opportunity

Wiew

Al activities
1 Create danation opportunity

Status. Due date

4, Create service case

Open Jul 1, 2011 . Meeting Pitch latest performance series Mr. John Smith
{Due in mone than 30 days) 257352

4 Creste patron

> Inquiry

Close activity | Edit activity | Delete activity

» Processes

- ’
Jul 1, 2011 0 Phone call  Initial Call Mr. Ray Tavary |
(Due in more than 30 days) Use cold call script 450

b Setup

v

Upen Jul 1, 2011 ' Phonecall  Contact Regarding Sale Mr. John Smith
» Calendar (Due in more than 30 days) 257352
Open Jul 1, 2011 ' Phonecall Fund Raiser Hot Lead Mr. Jack Stopnich |

(Dwue in more than 30 days) This patron has expressed interest in donating 442

CRM displays the Inbox.

| Inbox
Hew [ Reply 3 Convert Open in Cutlock
From Subject Received Size
1 Brijendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM T480
| il Lary Meyer Latest Totals Sheet 266736
1 Wl Linda Shimamato £.94 - additional bug fixes for GA 27291
1 David Crexford RE: 6.93.300 releass 6962
I il Ross Krewenka RE: ATTORNEY,/CLIENT PRIVILEGE - ATTORMEY WORK PROI[ 5/23/2011 10:52 AM 177728
| Linda Shimamoto RE: [Bug 42910] New: (KI) 5B 5.4 - Disabled mutti-valued gr 5/2. 11 10:33 AM 4875
B 1 Larry Meyer Possible Lead 5/20/2011 17
@ | Larry Meyer Patron Follow Up S/20/2011 1:55 PM 26566
~ Sales O iti |A i it |~5enkc€lus|

2. Select the email message, and then click the Open in Outlook button. You can also just dou-
ble-click the email message row.
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| Inbox
HNew [ Reply 3 Convent
From Sulps Received Size

I {l Sachike Banes RE: http/fbugs.pac.com/bugs/show_bug.coitid=41922 5/26/2011 258 PM 28787

4 Bripendra Singh VP of Sales Arizona State 5/25/2011 1:00 PM 7480
1] 4 0l Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268802
B ¥ &l Larmy Meyer Possible Lead 5/20/2011 2:04 PM 171
& 1 Larry Meyer Patron Follow Up 5/20/2011 1:55 PM 2666

CRM opens the email message in MS Outlook.

Click the delete icon in the email message.

Ny s Latest Totals Sheet = Message (HTML) L= | B
Message (7]
7L T s [w! = Y ¥ 3 Find
| i) - B Safe Lists = .
i e s J / .J % & . = 2y Related -
Reply Reply Forward ove to Create  Other Block t X Categorize Follow Mark as
to Al Folder= Rule Actions = || Sender - Up~ Unresd b Select~
Respond Adtions Jurik E-mail » Options " Find
Fram: Larry Meyer [larrydm Sgmail, com) Sent  Wed 5/25/2011 12:47 PM
Ta Larry Meyer
Cc
Subject: Latest Totals Sheet

Attachments: B rotals Sheet.doc (260 KB)

Please refer to this sheet when communicating with patrons.

Using Your MS Outlook Calendar with CRM

You can open your MS Outlook Calendar from within CRM at any time. You can also add meeting
activities to your Outlook Calendar when creating meeting activities. And, if you want to change the
meeting time or remind the patron of an upcoming meeting, you can send a meeting invitation

email message from a meeting activity that has already been created.

To open your MS Outlook Calendar from within CRM

1. In the CRM navigation pane, click Calendar, and then click the View your outlook cal-

endar button.
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[ Create activity - | Inbox

£# Create sales opportunity

3 mew (& Reply Xl Convert  (~ Open in Cutiock

I Create donation opportunity

From Received

John Smith

) Subject
4, Create service case

= Motor Home Parking 6/7/2011 9:33 AM 2600

4, Create patron

% Wl jsmith257352@gmail.con Invitation: Membership Options Discussion @ Fri Jul 29, 200 6/3/2011 %:07 AM 6963
» Inquiry " Brijendrs Singh VE of Sales Arzona State 5/25/2011 1:00 PM 7480
A Wl Larry Meyer Latest Totals Sheet 5/25/2011 12:49 PM 268892
» Processes
1l Lary Meyer Possible Lead 5/20/2011 2:04 PM 173
» Sewp 3 A Lamy Meyer Fatron Follow Up 5/20/2011 1:55 PM 2666

¥ Calendar

4 June, 2011 »

Su Mo Tu We Th Fr Sa

%

Motor Home Parking
John Smith
Sent  Tue, Jun 7, 2011 9:31 AM

To  Larry Meyer

View your outlook calendar

Hi Larry,

T just wanted to thank you for allowing motor home parking in lot B. It makes my experience before the event so
much better!

John Smith

CRM opens your calendar in MS Outlook.

[E: Calendar - Microsoft Outlook 2 o
: File Edit View Go Tools Actions Help vpe a question for help -
D Bew - E X gH Today | [ Search = “YENENR-X -1 Bl
2| @Bk @ B [E A 9| B DayWeek/Month .
Calendar “ Day | Wesk | Month | Details: | Low  Medium @ High
1 June 2011 3 ralend
€) (> Calend |z
SuMa TuWe Th Fr Sa June 2011 e 2
\ 2 30 I%'] 123 4 M . o ’ | 1
5 6 8 %9101
12 13 14 15 16 17 18 _mlli]'ZS el 31 l.l.l 2 3 4
19 20 21 22 13 M 25 & Complete ¥ Using the P Muséum an
%227 BB 1 2 )
It
) Al Calendar Tems. -2 & 2 — 9 0 1
= Budget for Get Your Ac Regional Tis
My Calendars el
S calendar s
- 12 13 14 15 16 17 18
How ta Share Calendars
5] Complete W All Hands b =
Open a Shared Calendar... ™ I
L=d Maal 10 20 n 2 23 24 25
4 Complete | VP of Sales Visit With §
| Calendar )
e
8| contacts L
26 27 28 29 30 Jull 2
o] Tasks g CompleteV | Peforming | lce Cream P
[ ¥
wl @ - F v
21 Iterns Send/Receive Complete %~ I3 Online with Microsoft Exchange
= =

To add a meeting activity to your MS Outlook Calendar during activity creation

1.

In the navigation pane, click Create Activity.
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Saryice Cases

] Create activity

- Boportunity

y View Al activities Due date
& Create donation opportunity

4, Creste service casa Status Activity [
& Create patron Cpen . Phene call Mar 2
(Due t

* Inquiry Edit activity
* Processes Open < Letter Mar 3
(Dua i
E Setup -
Open & Phone call Aprl
» Calendar (Due i
Inen BB e Ane &

CRM displays the Create Activity form in the work area.

F -
Create Activity
* Activity I:. —— ._ - I i. Outgoing - ina
* Patran | [d of Kéyword L& * Canlact parson -

* Phone number

* Subject
Descripbon
* Due date EI Priorty Iﬁ Marmal -
* Dwiner Ireyesr Team L
Attachm &t !

2. From the Activity drop-down list, select Meeting. CRM redisplays the Create Activity form
with the meeting activity fields.
3. Select the Add meeting to Outlook calendar option.
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Create Activity |
m—
* Patron  |I ey * Contact person >
* Location
* Subject
* Start time | 6/7/2011 [EI 11:00 AM + | [C] ANl day event
* End time | 67/2011 E 12:00 PM A
Message
* Due date [is] priocity | T Normal -
* Owner " Team
TR

4. Finish the manual activity creation process. For more information, see Manually Creating

To send another meeting invitation from an existing meeting activity

Activities.

1. On the Activities hub, click the meeting activity, and then click Edit activity. CRM displays

the Edit Activity form.

View Al activities *  Due date - Al - =  Status  Open ~ Owner  Imeyer - | Go

Open Jul 1, 2011 “4 Meeting Pitch latest performance series Mr. John Smith " .
{Due in 24 day: 257352

Open 3wl 1, 2011 ' Phone call  Initial Call Mr. Ray Tavary |
(Due in 24 days) Use cold call seript 450

Cpen Jul1, 2011 ' Phonecall  Contact Regarding Sale Mr. John Smith |
(Due in 24 days) 257352

Edit Activity 1
[T Additional Info

* Activity  Ja Meeting
* Patron 257352 & * Contact person | Mr. John Smith =
* Location | Concert Conference Room

* Subject | Pitch latest performance series

Message
* Start time | 7/15/2011 E 11:00 AM =[] &ll day event
* End time | 7/15/2011 E 12:00 PM v
* Due date | 7/1/2011 E Friority | ™ Normal -
* Owner  Imeyer Team -

] Email meeting invite to jsmith257352@gmail.com

Batech

[ Cancel | Close actvity || ditinoutook J| save |

Outlook displays a Microsoft Office Outlook dialog box.

Select the Email meeting invite option, and then click the Save button.
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I. K:?xfg;;::;rqhww.(}we
o @ Save changes and send update
o ] oo |
3. Select the Save changes and send update option, and then click OK. An updated email

invitation message will be sent to the patron.

Using CRM Notes

You may find that the standard patron edit fields do not capture all the pertinent information about
a patron. To capture this information, you can use CRM notes to enter text and attach files. You can
also set expiration dates for notes for when they will no longer be relevant to your work. When
notes expire, they are no longer visible in CRM. After you create a note for a patron, you can view,
edit, or delete the note at any time until it expires.

To add a CRM note

1.

2.

Display the Patron Summary form for the patron record to which you want to add the note. If
you're not sure how to do this, see Searching for Patrons.

On the General Profile tab, click the Add link for the Notes section.

0 Mr. John Smith (257352) Customer, Donor

DDLU Customer Profile  Donor Profile

Patron Information  Edit

us A - Active
e W - WBST
de FC - Founder's Club, refer to VIP Co
0987654321

ent  Patron is in the Founder's Club!

= This is one of cur first supporters

Addresses  Edit
P - PRIMARY
John Smith
22527 Wi

anch Ln, Tomball, TX 77375

H - HOME

John Smith

MNames Edit

Mr. John Smith
Male. 38 years old. Born on Jul 29, 1972, Married.

Mrs. Smidgen Smith
Female. 37 years old. Born on Mar 11, 1574,

™ From Subject

. |5/13/z011 Larry Meyer These are great pecple

CRM Activities Add

Subject Due date
] 44 Pitch latest performance series 7172011

[]@ Contact Regarding Sale 712011

CRM displays the New Note form.

New Note

Patron 257352

* Subject ||

* Description

Expiration Date [

Attachment

3.

4.

5.

In the Subject and Description fields, enter the text for the note you are adding to this
patron record.

If you want the note to expire, use the Expiration Date field to enter a date or click the cal-
endar icon to select it from the popup calendar.

If you want to attach a file to the note, use the Attachment field to enter the file path or
click the folder icon «to select the file.
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6. Click the Save button. CRM saves the note and displays it in the Notes section on the Patron

Summary.

To view a CRM note

1. Display the Patron Summary form for the patron record with the note you want to view. If

you're not sure how to do this, see Searching for Patrons.

2. In the Notes section, double-click the note.

[T H N Customer Profile  Donor Profile

Patron Information  Edit

€3 Mr. John Smith (257352) Customer, Doner

Names Edit

Patron status A - Active

Pab rce W - WBST

External Id 0987654321

Comments  This is one of our first

FC - Founder's Club, refer to VIP Co

Anncuncement  Patron is in the Founder's Club!

Mr. John Smith
Male, 38 years old. Born on Jul 29, 1972, Married.

Mrs. Smidgen Smith
Female. 37 years old. Born on Mar 11, 1974,

Addresses  Edit

P - PRIMARY

John Smith

22527 Willow Branch Ln, Tomball, TX 77375
H - HOME ADDRESS

John Srnith

Notes  Add

Last updated  From Sul
5f13/2011 Larry Meyer These are great pecple!

CRM Activities Add

| Subject Due date
[ 4a Pitch latest performance series 72011
4@ Contact Regarding Sale 7/1/2011

CRM displays the Edit Note form. If there is an attachment, you can download or view it by

clicking its link.

Edit Note

Patron 257352

* Subject lfrhese are great paopla!

do worthwhile.

Crested by Imeyer 5/13/2011 3:23 PM

(occne

To edit a CRM note

Expiration Date | 1/1/2012 [l

Attachment Notes About Patron.bxt  Remove

* Description  Make sure to tell them how much we appreciate their patronage. Patrons like these make what we

Last updated by Imeyer 5/13/2011 3:23 PM

1. Display the Patron Summary form for the patron record with the note you want to view. If

you're not sure how to do this, see Searching for Patrons.

2. In the Notes section, double-click the note.

Patron Information  Edit

€3 Mr. John Smith (257352) Customer, Doner

[T H N Customer Profile  Donor Profile

Names Edit

Patron status A - Active

Pab rce W - WBST

External Id 0987654321

Comments  This is one of our first

FC - Founder's Club, refer to VIP Co

Anncuncement  Patron is in the Founder's Club!

Mr. John Smith
Male, 38 years old. Born on Jul 29, 1972, Married.

Mrs. Smidgen Smith
Female. 37 years old. Born on Mar 11, 1974,

Addresses  Edit

P - PRIMARY

John Smith

22527 Willow Branch Ln, Tomball, TX 77375
H - HOME ADDRESS

John Srnith

Notes  Add

Last updated  From Sul

5f13/2011 Larry Meyer These are great pecple!

CRM Activities Add

| Subject Due date
[ 4a Pitch latest performance series 72011
4@ Contact Regarding Sale 7/1/2011
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CRM displays the Edit Note form. If there is an attachment, you can download or view it by
clicking its link.

Expiration Date
Attachment

Created by

o

vu2012

fisl

Notes About Patron.bxt  Remove

Imeyer 5/13/2011 3:23 PM

Edit Note
Patron 257352
* Subject I [rhese are great people! I
* Description  Make sure to tell them how much we appreciate their patronage. Patrons like these make what we
do warthwhile.

Last updated by Imeyer 5/13/2011 3:23 PM

3. Edit the text fields, change the expiration date, and add or remove the attachment as

desired.

4. Click the Save button.

To delete a CRM

note

1. Display the Patron Summary form for the patron record with the note you want to view. If
you're not sure how to do this, see Searching for Patrons.

2. In the Notes section, double-click the note.

€3 Mr. John Smith (257352) Customer, Doner

Anncuncement

Comments

FC - Founder's Club, refer to VIP Co

d 0987654321

Patron is in the Founder's Club!

This 15 one of our first sup,

[ UL S Customer Profile  Doner Profile
Patron Information  Edit Names Edit
Patron status A - Active Mr. John Smith
W - WBST Male, 38 years old. Born on Jul 29, 1972, Married.

Mrs. Smidgen Smith
Female. 37 years old. Born on Mar 11, 1974,

Addresses  Edit

P - PRIMARY
John Smith

H - HOME ADDRESS
John Srnith

22527 Willow Branch Ln, Tomball, TX 77375

Notes Add
Last updated  From Sul
5f13/2011 Larry Meyer These are great pecple!

CRM Activities Add

| Subject Due date
[J 4a Pstch latest performance series 7/1/2011
[J@ Contact Regarding Sale 712011

CRM displays the Edit Note form. If there is an attachment, you can download or view it by
clicking its link.

Expiration Date | /L
Attachment

Created by

J2012

fisl

Notes About Patron.bxt  Remove

Imeyer 5/13/2011 3:23 PM

Edit Note
Patron 257352
* Subject I [rhese are great people! I
* Description  Make sure to tell them how much we appreciate their patronage. Patrons like these make what we
do worthwhile.

Last updated by Imeyer 5/13/2011 3:23 PM

3. Click the Delete note button.
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Edit Nate

Patron
* Subject

* Description

Expiration Date
Attachment

Created by

257352

[rhese are great pecgple!

Make sure to tell them how much we appreciate their patronage. Patrons like these make what we
do worthwhile.

1172012 fis

totes About Patron.txt  Remove

Imeyer 5/13/2011 3:23 PM Last updated by  Imeyer 5/13/2011 3:23 PM

CRM displays an Information dialog box asking you to confirm that you want to delete the

note.

4. Click OK. CRM redisplays the Patron Summary form with the note removed from the Notes

section.
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Chapter 3 Managing Data Views

CRM data views are the key to quickly accessing CRM data. They can be created and run for all the
CRM items, including activities, sales and donation opportunities, and service cases. CRM allows
you to manage your data views by creating new views, running and editing existing views, and
sharing views with other CRM users. Data can be viewed within CRM or exported to Excel for more
flexible viewing and manipulation.

The data available for viewing when running a data view is determined by your user permissions.
You may be prevented from viewing restricted data, as well as data for sales or donation oppor-
tunities and their related activities. In addition, your viewing access may be limited by your super-
visor's permissions. For more information about user permissions, see Managing Users.

CRM data view management includes the following:

e Creating Data Views

e Sharing Data Views

e Running Data Views

o Editing Data Views

e Exporting Data Views to Excel
e Deleting Data Views
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Creating Data Views

Data views allow you to view the information that is collected when CRM is used. This includes infor-
mation about users' work with patrons, activities, opportunities, and service cases. Data views
allow you to specify and view the parts of this information in which you are interested.

You create CRM data views by selecting a CRM item type (activities, sales opportunities, donation
opportunities, or service cases) and then building data filters for all items of that type. Each data
filter searches all the entries in a field of the CRM database for the values you specify. You can use
multiple data filters to further refine your search. Entries that match the values specified in the
data filters are included in the data view search results. However, restricted data may not be
included in your search results, depending on your permissions.

The database fields available when setting up data filters include many of the properties of CRM
items, such as dates, ID numbers, patrons, owners, dollar amounts, statuses, etc. The properties
available change based on the CRM item type for which you are building the data view.

To create a new data view

1. Inthe navigation pane, click Inquiry, and then click Manage Data Views.

CRM

Activities Sales Opportunities Donation Opportunities

[ create activity Activities

£} Create sales opportunity WView Al activities ~ Dueg

T} Create donation opportunity

4, Create service case Status Due date Activ

4, Creats patron Open Jul 1, 2011 4
ue in

¥ Inquiry

] Mansge Dats Views

Cpen Jul 1, 2011 e

> Processes {Due in 2 days)

Qpen Jul 1, 2011 *
(Due in 3 days)

> Sewp

» Calendar

Upen Jul 1, 2011 -
(Dus in 3 days)

CRM displays the Manage Data Views form.

Manage Data Views

Data Views

* Data inquiry | - Seiect 3 data inquiry - -]

* Data view | - Select & dats view - =

2. From the Data inquiry drop-down list, select the CRM item type on which you want to base
the data view. The item types available in this list may be limited by your user permissions.
For more information, see Managing Users.

3. From the Data view drop-down list, select Create a nhew data view. CRM expands the
form to include the Data Filters section.

User Guide 229



Paciolan CRM 1.0

Manage Data Views

Data Views

* Data inquiry  Achivity - Enter your search criteria below to view the
results on screen or to export the view bo
Microsoft Excel. Save the search criteria if you
want to run this data view acain or share it

* Data view |-

# Data Filters

Fiedd ‘Operator Search Value andfor

Data View Results

Number of records

4. In the Data Filters section, set the criteria for the data view by doing the following:
a. Inthe Field column, click a cell to display the drop-down list, and then select one of the
field options. The options in the list vary based on the CRM item type you selected in Data
inquiry.

Manage Data Views |

Data Views

* Data inquiry | Sales Opportunity - Enter your search criteria below to view the
results on screen or to export the view to
Microsoft Excel. Save the search critena if you

* Data view | - Create 8 new data view - A
want to run this data view acain or share it

# Data Filters

Field [Pperator Search Value and/or

Actual revenue
Campaign

Close date
Create date

Estimated close date
Expected revenue

|| Forecast revenue

1D

Last update

Lost Reason Save
Milestone d
Name

Daf{ Owner

Patron

T Prionty

Probability to close
Status

Supervisor

Team

Won oF Lost

See an alphabetical list of all the possible fields with their operators and search values.

Data
Field Inquiry Operators Search Values
Item
Types
Actual Donation is equal to, is not Enter a number.
amount Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Actual reve- Sales is equal to, is not Enter a number.
nue Opp equal to, is less
than, is less than
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Data
Field inqmry Operators Search Values
tem
Types
or equal to, is
greater than, is
greater than or
equal to
Activity type Activity is equal to, is not Select Phone call, Email, Fax, Letter, Meet-
equal to ing, Other.
Campaign Sales is equal to, is not Select from the list of sales source cam-
Opp equal to paigns configured in CRM. See Managing
Source Campaigns.
Category Service isequal to, isnot Select from the list of service case cat-
Case equal to egories configured in CRM. See Managing Cat-
egories.
Close date  Activity, is equal to, is not Enter a date or click &= to select from a cal-
Donation equal to, is less endar.
Opp, than, is less than
Sales or equal to, is
Opp, greater than, is
Service greater thanor
Case equal to
Create date Activity, is equal to, is not Enter a date or click & to select from a cal-
Donation equal to, is less endar.
Opp, than, is less than
Sales or equal to, is
Opp, greater than, is
Service greater thanor
Case equal to
Donation Donation is equal to, is not Outright donation, Pledge Donation, Gift In
type Opp equal to Kind. Donation types are not configurable.
Drive Donation is equal to, isnot  eiar the drive code/Id or click “ to select
Opp equal to with the Drive Lookup. The Drive Lookup
allows you to search for drives by the drive
or campaign code or name. Drives are con-
figured in tFund.
Due date Activity is equal to, is not Enter a date or click = to select from a cal-
equal to, is less endar.
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Estimated Donation is equal to, is not Enter a date or click = to select from a cal-
close date  Opp, equal to, is less endar.
Sales than, is less than
Opp or equal to, is

greater than, is
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Data
Field inqmry Operators Search Values
tem
Types
greater than or
equal to
Expected Sales is equal to, is not Enter a number.
revenue Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Forecast Donation is equal to, is not Enter a number.
amount Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Forecast Sales is equal to, is not Enter a number.
revenue Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Goal Donation is equal to, is not Enter a number.
amount Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
ID Activity, is equal to Enter the unique number of a CRM item.
Donation
Opp,
Sales
Opp,
Service
Case
Incoming or Activity is equal to, is not Select Incoming or Outgoing.
Outgoing equal to
Last Activity, is equal to, is not Enter a date or click = to select from a cal-
updated Donation equal to, is less endar.
Opp, than, is less than
Sales or equal to, is
Opp, greater than, is
Service greater than or
Case equal to
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Data
Field Inquiry Operators Search Values
Item
Types
Link ID Activity is equal to Enter the number of a link between CRM
items and the activities associated with those
CRM items. You can use a data filter with this
field in conjunction with a data filter with the
Link type field to find all the activities asso-
ciated with a CRM item by Link ID.
Link type Activity is equal to, is not Select Sales opportunity, Donation oppor-
equal to tunity, Service case, Patron, or Activity.
Lost reason Donation is equal to, is not Select from the list of lost reason codes con-
Opp, equal to figured in CRM. See Managing Lost Reason
Sales Codes.
Opp
Milestone Donation is equal to, is not The list of milestones configured in CRM. See
Opp, equal to Managing Milestones.
Sales
Opp
Name Donation is equal to, starts All or part of the text from the Name field of
Opp, with, contains the opportunities or service cases you want
Sales to include. This field is case sensitive.
Opp,
Service
Case
Owner Activity, is equal to Enter a CRM user's sign in (logon) name or
Donation click “ to select with the User Lookup. See
Opp, Selecting Users with the User Lookup.
Sales
Opp,
Service
Case
Patron ACt'V't.y’ is equal to Enter the patron ID number or click ~ to
Donation select with the Patron Lookup. See Using the
Opp, Patron Lookup.
Sales
Opp,
Service
Case
Priority Activity, is equal to, is not Select Low, Medium, Normal, or High.
Donation equal to
Opp,
Sales
Opp,
Service
Case
Probability Donation is equal to, is not Select one of the 10% increments from 0%
to close Opp, equal to, is less to 100%.
Sales than, is less than
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Data
Field inqmry Operators Search Values
tem
Types
Opp or equal to, is
greater than, is
greater than or
equal to
Status Activity, is equal to, is not Select Open or Closed. This is the CRM item
Donation equal to (activity, opportunity, or service case)
Opp, status. You cannot search for deleted CRM
Sales items.
Opp,
Service
Case
Subcategory Service is equal to, is not The list of service case subcategories con-
Case equal to figured in CRM
Subject Activity is equal to, starts All or part of the text from the Subject field
with, contains of the activities you want to include. This
field is case sensitive.
Supervisor Activity, is equal to Enter a CRM user's sign in (logon) name or
8onat|on click % to select with the User Lookup. See
PP, Selecting Users with the User Lookup.
Sales
Opp,
Service
Case
Target Donation is equal to, is not Select a target from the list. The available
Opp equal to targets are configured in tFund.
Team Activity, is equal to, is not Select from the list of teams configured in
Donation equal to CRM. See Managing Teams.
Opp,
Sales
Opp
Won or lost Donation is equal to, is nhot Select Closed and Won, Closed and Lost, or
Opp, equal to Not Closed. Won or lost status is selected by
Sales the user that closes the opportunity.
Opp

From the cell in the Operator column, select an operator. The operator is used in con-
junction with the search value to determine the entries that will be returned from the
selected field.

For the cell in the Search Value column, select or enter the values for which you want to

search. The combined setting of a field, an operator, and a search value in the same row
is a data filter.

. To further define the results of the data view, press the Enter key to add more rows, and

then set up the data filter in each row.

If you have more than one data filter, set the condition of each data filter by selecting
and or or from the and/or column cell of the previous data filter row. The data filter in
the first row of the Data Filters table is treated as having an and condition. Search result
data must meet the definition of all consecutive data filters preceded by an and condition.
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If a row has an or condition, the results must either meet the definitions of all the pre-
ceding and conditions or meet the definitions of all the following and conditions until the
next or condition.

See an example:
Data inquiry: Sales Opportunity
Data view: Data View Name

Data Filters

Field Operator Search Value and/or
Campaign is equal to A and
Actual revenue is greater than 1000 or
Campaign is equal to B and
Actual revenue is greater than 1000 and
Expected revenue is less than 500 or
Campaign is equal to C and
Actual revenue is greater than 1000 and

This set of data filters will generate data view results that include all sales opportunities
for which one or more of the following is true:

e Is part of campaign A and resulted in more than $1000 actual revenue.

e Is part of campaign B and resulted in more than $1000 actual revenue and had expected reve-
nue less than $500.

e Is part of campaign C and resulted in more than $1000 actual revenue.
The and in the last row is ignored since there is no row below it.

5. Click the Search button. CRM displays the search results from the data view in the Data
View Results section. If you are not satisfied with the results, change the data filters, and
then click Search again to view the new results. You may not have access to restricted data,
depending on your user permissions.
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6.

7.

8.

9.

Manage Data Views |

Data Views

* Data inquiry | Sales Opportunity - Enter your search criteria below to view the -
results on screen or to export the view to '
* Data view | - Create a new data view - = Microsoft Excel. Save the search criteria if you

want to run this data view asain or share it =

# Data Filters

| Field | Operator | Search Value | and/or
IComDalan is equal to 2011 MBE Seasons and
IExDel:ted revenue is greater than or equal to 1000 and
IArcluaI revenue is less than 1000 and

|

| save. | [(search |

Data View Results

Number of records 760

D Mame Status Patron Id Fatron Expected revenue | Forecast revenue | Ad
1859 i MBB N:-n-ch- Open ) 296874 . Jim Adair . 150000 .45000
1860 All MBE Non-Ren Cpen 345396 Sammie Aden 150000 45000
All MBE Non-Ren Open 242257 Tania Alonsa 150000 45000

o o o

Click the Save button. CRM displays the Save Data View dialog box. When you save a data
view, search results are not saved with it.

Save Data View

* Data view name I | I

Description | Enter your search criteria below to view the
results on screen or to export the view to
Microsoft Excel. Save the search criteria if you
want to run this data view again or share it
with others.

|| share data view with other CRM users

In Data view name, enter the name of the new data view. This name will be available from
the Data view drop-down list on the Manage Data Views form.

Manage Data Views

Data Views

* Data inquiry | Sales Opportunity =

¥ Data view | - Select 5 data view - -

e ———
1 Revenue Shortfail
rrr— oncat ] oo |

first gtr opp.

In Description, enter a meaningful description of the data view. This description will display
on the Manage Data Views form when this data view is selected.

Manage Data Views
Data Views
* Data inguiry ISahs Opportunity v] This report contains all sales ocpportunities
whese actual revenue is less than $1000 but
* Data view | MBB 2011 Revenue Shortfall = had expected revenue greater than $1000. It
includes ooen cocortunities,

# Data Filters

| Fiebd | Operator | Search Value | and/or
[Campaign is equal to 2011 MBEB Seasons and
IExper_ted revenus is greater than or equal to 1000 and

If you want other CRM users to have access to this data view, select Share data view with
other CRM users.
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10. Click the OK button. CRM redisplays the Manage Data Views form with the new data view
selected in the Data view drop-down list.

Manage Data Views

Data Views

# Data Filters

* Data inquiry | Sales Cgocciigds - This report contains all sales opportunities

whose actual revenue is less than $1000 but

* pata viewlll MBB 2011 Revenue Shortfall = had expected revenue greater than $1000. It
includes ooen oooortunities.

Field Operator Search Value
Campaign iz equal to 2011 MBBE Seasons
Expected revenue is greater than or equal to 1000

Actual revenue is less than 1000

|¥] share data view with other CRM users

Data View Results

| Delete Saveas | save | [ Search |

Number of records

Created by Imeyer 6/29/2011 4:18 PM

To create a data view from an existing data view

1. In the navigation pane, click Inquiry, and then click Manage Data Views.

Activities

[] creats activity

£} Create sales opportunity
@} Create donation opportunity

View | All activities ~ Dueg¢

4, Create service case Due date Activ

4, Create patron

¥ Ingquiry
] Mansge Dats Views

Jul 1, 2011 A
(Due in 3 days)

Jul 1, 2011 -
» Processes (Due in 3 days)
Open E
» Semwp L Jul 1, 2011 -
(Due in 3 days)

» Calendar

Open Jul 1, 2011
(Dus in 3 days)

CRM displays the Manage Data Views form.

Last updated by Imeyer 6/30/2011 11:09 AM m _

Manage Data Views

Data Views

* Data inquiry [~ Select 3 data inguiry - )

* Data view | - Seiect & data view - -

2. From the Data inquiry drop-down list, select the CRM item type on which you want to base
the data view. The item types available in this list may be limited by your user permissions.

For more information, see Managing Users.

3. From the Data view drop-down list, select the data view you want to use to create the new
data view. CRM expands the Manage Data Views form to display the Data Filters and Data

View Results sections.

4. Click the Save as button. When you save a data view, the search results are not saved.
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Manage Data Views
Data Views
* Data inquiry | Sales Cpportunity - This report contains all sales opportunities
whose actual revenue is less than $1000 but
* Data view | #B8 2011 Revenue Shortfail gl = xeected eveen rten B 42000,

# Data Filters

Field Operator Search Value and/for
[campaign is equal to 2011 MEB Seasons and
Expected revenue is greater than or equal to 1000 and
Actual revenue is less than 1000 and

[¥] Share data view with other CRM users

| Delete s-«I

Data View Results

Number of records

Created by Imeyer 6/29/2011 4:18 PM

Last updated by Imeyer 6/30/2011 11:09 AM

CRM displays the Save Data View dialog box.

Save Data View

* Data view name | ]MBB 2011 Revenue Shortfsll |

Description | This report contains all sales opportunities
whose actual revenue is less than $1000 but
had expected revenue grester than $1000. It
includes open opportunities.

[¥] Share data view with other CRM users

Change the text in the Data view name and Description fields to reflect the new version

of the report.

If you want to allow CRM users access to this data view, select Share data view with

other CRM users.

Click the OK button. CRM redisplays the Manage Data Views form with the new data view

selected in the Data view drop-down list.

Manage Data Views

Data Views

* Data inquiry | Sales Qpoodiugis - This report contains all sales opportunities
whese actual revenue is less than $1000 but
* oata vew Qoo 2011 Revenue s g [Tl e ke e 2000, %

# Data Filters

Field Operator Search Value and/for
.Campaiqn -is equal to -2011 MEE Seasons .and
Expected revenue is greater than or equal to 1000 and
Actual revenue is less than 1000 and

[¥] Share data view with other CRM users

Data View Results

Number of records

Created by Imeyer 6/29/2011 4:18 PM

Last updated by Imeyer 6/30/2011 11:09 AM

8. In the Data Filters section, edit or add to the existing data filters using the following steps:

a. Inthe Field column, click a cell to display the drop-down list, and then select one of the
field options. The options in the list vary based on the CRM item type you selected in Data

inquiry.
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Manage Data Views |

Data Views

* Data inquiry

* Data view

Sales Opportunity

MBE 2011 Revenue Shortfall

- This report contains all sales opportunities
whose actual revenue is less than $1000 but

- had expected revenue greater than $1000. It
includes open oooortunities.

# Data Filters
p————

Field

Campaign

Actual revenue

Close date

Create date
Estimated close date
Expected revenue
Forecast revenue

[

Last update

Lost Reason
Milestone

Name

Owner

Patron

Priority

Probability to close
Status

Day

Nu

Supervisor
Team
fodll Won or Lost

operator
- I E equal to

E greater than or equal to

Search Value

1000

E l2ss than 1000

2011 MBB Seasons

Save as

save| [searen ]

Last UpOatea Dy IMEYEr bf U/ £ULL 111U AM

See an alphabetical list of all the possible fields with their operators and search values.

Data
Field i:g;lry Operators Search Values
Types
Actual Donation is equal to, is not Enter a number.
amount Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Actual reve- Sales is equal to, is not Enter a number.
nue Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Activity type Activity isequal to, is not Select Phone call, Email, Fax, Letter, Meet-
equal to ing, Other.
Campaign Sales is equal to, is not Select from the list of sales source cam-
Opp equal to paigns configured in CRM. See Managing
Source Campaigns.
Category Service isequalto, is not Select from the list of service case cat-
Case equal to egories configured in CRM. See Managing Cat-
egories.
Close date  Activity, is equal to, is not Enter a date or click & to select from a cal-
Donation equal to, is less endar.
Opp, than, is less than
Sales or equal to, is
Opp, greater than, is
Service greater than or
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Data
Field inqmry Operators Search Values
tem
Types
Case equal to
Create date Activity, is equal to, is not Enter a date or click = to select from a cal-
Donation equal to, is less endar.
Opp, than, is less than
Sales or equal to, is
Opp, greater than, is
Service greater than or
Case equal to
Donation Donation is equal to, is not Outright donation, Pledge Donation, Gift In
type Opp equal to Kind. Donation types are not configurable.
Drive Donation is equal to, is N0t gter the drive code/Id or click “* to select
Opp equal to with the Drive Lookup. The Drive Lookup
allows you to search for drives by the drive
or campaign code or name. Drives are con-
figured in tFund.
Due date Activity is equal to, is not Enter a date or click = to select from a cal-
equal to, is less endar.
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Estimated Donation is equal to, is not Enter a date or click & to select from a cal-
close date  Opp, equal to, is less endar.
Sales than, is less than
Opp or equal to, is
greater than, is
greater than or
equal to
Expected Sales is equal to, is not Enter a number.
revenue Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Forecast Donation is equal to, is not Enter a number.
amount Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Forecast Sales is equal to, is not Enter a number.
revenue Opp equal to, is less
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Data
Field inqmry Operators Search Values
tem
Types
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Goal Donation is equal to, is not Enter a number.
amount Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
ID Activity, is equal to Enter the unique number of a CRM item.
Donation
Opp,
Sales
Opp,
Service
Case
Incoming or Activity is equal to, is not Select Incoming or Outgoing.
Outgoing equal to
Last Activity, is equal to, is not Enter a date or click &= to select from a cal-
updated Donation equal to, is less endar.
Opp, than, is less than
Sales or equal to, is
Opp, greater than, is
Service greater thanor
Case equal to
Link ID Activity is equal to Enter the number of a link between CRM
items and the activities associated with those
CRM items. You can use a data filter with this
field in conjunction with a data filter with the
Link type field to find all the activities asso-
ciated with a CRM item by Link ID.
Link type Activity is equal to, is not Select Sales opportunity, Donation oppor-
equal to tunity, Service case, Patron, or Activity.
Lost reason Donation is equal to, is not Select from the list of lost reason codes con-
Opp, equal to figured in CRM. See Managing Lost Reason
Sales Codes.
Opp
Milestone Donation is equal to, is not The list of milestones configured in CRM. See
Opp, equal to Managing Milestones.
Sales
Opp
Name Donation is equal to, starts All or part of the text from the Name field of
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Field

Data
Inquiry
Item
Types

Operators

Search Values

Owner

Patron

Priority

Probability

to close

Status

Subcategory

Subject

Opp,
Sales

Opp,
Service
Case

Activity,
Donation

Opp,
Sales

Opp,
Service
Case

Activity,
Donation
Opp,
Sales
Opp,
Service
Case

Activity,
Donation
Opp,
Sales
Opp,
Service
Case

Donation

Opp,
Sales

Opp

Activity,
Donation

Opp,
Sales

Opp,
Service

Case

Service
Case

Activity

with, contains

is equal to

is equal to

is equal to, is not
equal to

is equal to, is not
equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to

is equal to, is not
equal to

is equal to, is not
equal to

is equal to, starts
with, contains

the opportunities or service cases you want
to include. This field is case sensitive.

Enter a CRM user's sign in (logon) name or

click “4 to select with the User Lookup. See
Selecting Users with the User Lookup.

Enter the patron ID number or click “4 to
select with the Patron Lookup. See Using the
Patron Lookup.

Select Low, Medium, Normal, or High.

Select one of the 10% increments from 0%
to 100%.

Select Open or Closed. This is the CRM item
(activity, opportunity, or service case)
status. You cannot search for deleted CRM
items.

The list of service case subcategories con-
figured in CRM

All or part of the text from the Subject field
of the activities you want to include. This
field is case sensitive.
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Data

Field Inquiry Operators Search Values
Item
Types

Supervisor Activity, isequal to Enter a CRM user's sign in (logon) name or
gonatmn click “* to select with the User Lookup. See

PP, Selecting Users with the User Lookup.

Sales
Opp,
Service
Case

Target Donation is equal to, is not Select a target from the list. The available
Opp equal to targets are configured in tFund.

Team Activity, is equal to, is not Select from the list of teams configured in
Donation equal to CRM. See Managing Teams.
Opp,
Sales
Opp

Won or lost Donation is equal to, is not Select Closed and Won, Closed and Lost, or
Opp, equal to Not Closed. Won or lost status is selected by
Sales the user that closes the opportunity.
Opp

From the cell in the Operator column, select an operator. The operator is used in con-
junction with the search value to determine the entries that will be returned from the
selected field.

c. For the cell in the Search Value column, select or enter the values for which you want to
search. The combined setting of a field, an operator, and a search value in the same row
is a data filter.

d. To further define the results of the data view, press the Enter key to add more rows, and
then set up the data filter in each row.

e. If you have more than one data filter, set the condition of each data filter by selecting
and or or from the and/or column cell of the previous data filter row. The data filter in
the first row of the Data Filters table is treated as having an and condition. Search result
data must meet the definition of all consecutive data filters preceded by an and condition.
If a row has an or condition, the results must either meet the definitions of all the pre-
ceding and conditions or meet the definitions of all the following and conditions until the
next or condition.

See an example:
Data inquiry: Sales Opportunity
Data view: Data View Name
Data Filters
Field Operator Search Value and/or
Campaign is equal to A and
Actual revenue is greater than 1000 or
Campaign is equal to B and
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Field Operator Search Value and/or
Actual revenue is greater than 1000 and
Expected revenue is less than 500 or
Campaign is equal to C and
Actual revenue is greater than 1000 and

This set of data filters will generate data view results that include all sales opportunities
for which one or more of the following is true:

o Is part of campaign A and resulted in more than $1000 actual revenue.

e Is part of campaign B and resulted in more than $1000 actual revenue and had expected reve-

nue less than $500.

¢ Is part of campaign C and resulted in more than $1000 actual revenue.

The and in the last row is ignored since there is no row below it.

9. Click the Search button. CRM displays the search results from the data view in the Data
View Results section. If you are not satisfied with the results, change the data filters and

retry the search.

Manage Data Views

Data Views

* Data inquiry | Sales Gpportunity =

* Data view | MBS 2011 Revenue Surplus =

4 Data Filters

This report contains all sales opportunities
whose actual revenue is greater than $1000
but had expected revenue of less than $1000.
It includes open oooortunities.

Field Operator Search Value andy/or
Campaign is equal to 2011 MBE Seasons and
Expected revenue is greater than or equal to 1000 and
Actual revenue is less than 1000 and
[¥] Share data view with other CRM users
Delete Save as Save |

Data View Results

Number of records 760

All MBE Non-Ren Open

Created by Imeyer 6/30/2011 1:37 PM
Last updated by Imeyer 6/30/2011 1:37 PM

1] Mame Status Patron Id Patron
All MBE Non-Ren Open 296874 lim Adair 150000 45000 0
Sammie Aden

Expected revenue | Forecast revenue | Ac

45000

o

= e

10. Click the Save button. CRM displays the Save Data View dialog box. When you save a data
view, search results are not saved with it.

Save Data View

* Data view name  MBB 2011 Revenue Surplus

Description | This report contains all sales opportunities
whose actual revenue is greater than £1000
but had expected revenue of less than $1000.
It includes open opportunities.

| Share data view with other CRM users
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11. Click the OK button. CRM redisplays the Manage Data Views form with the new version of
the data view selected in the Data view drop-down list.

Manage Data Views
Data Views
* Data inquiry | Sales Qoo - This report contains all sales opportunities
whose actual revenue is greater than $1000
* Data vie MBB 2011 Revenue Surplus = but had expected revenue of less than $1000.
It includes open coportunities.
# Data Filters
Field Operator Search Value and/or
Campaign is equal to 2011 MBE Seasons and
Expected revenue is greater than or equal to 1000 and
Actual revenue is less than 1000 and
[¥] Share data view with other CRM users
Delete Save as Save m
Data View Results
Number of records
Created by Imeyer 6/30/2011 1:37 PM m _
Last updated by Imeyer 6/30/2011 1:37 PM

Sharing Data Views

Data views allow you to view the information that is collected when CRM is used. This includes infor-
mation about users' work with patrons, activities, opportunities, and service cases. Data views
allow you to specify and view the parts of this information in which you are interested.

When you create or edit data views in CRM, you can choose whether you want other CRM users to
be able to use the data view as well. Although other users will be able to run the data views you
share, they are not allowed to edit or delete them. Only you and your supervisor can edit or delete
your data views.

Note: Restricted data in the data view search results can only be viewed by user's with the correct
permissions. Access to restricted data is set when Managing Users.

To create a shared a data view

1. Inthe navigation pane, click Inquiry, and then click Manage Data Views.

portunities

Activities

[] creats activity

£} Create sales opportunity View Al activibes ~ Dued

W} Create danation opportunity

4, Create service case Status. Due date Activ

4, Create patron

¥ Ingquiry
] Mansge Dats Views

Open Jul 1, 2011 4
(Dus in 3 days)

Close activity

Cpen Jul 1, 2011 -
» Processes (Due in 3 days)
Open E
» Sstup Jul 1, 2011 -
(Due in 3 days)
» Calendar —
Open Jul 1, 2011 -

(Dus in 3 days)

CRM displays the Manage Data Views form.
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Manage Data Views

Data Views

* Data inquiry |- Salect & data inquiry - i~)

* Data view | - Select & data view - -

2. From the Data inquiry drop-down list, select the CRM item type of the data view you want
to share. The item types available in this list may be limited by your user permissions. For
more information, see Managing Users.

3. From the Data view drop-down list, select CRM expands the form to include the Data
Filters section.

Manage Data Views
Data Views
* Data inquiry | Activity - Enter your search criteria balow to view the
results on screen or to export the view bo
+ Data view [- Microsoft Excel. Save the search criteria if you
want to run this data view aosin or share it

# Data Filters

Fiekd Operator Search Value and/or

Data View Results

Mumber of records

4. In the Data Filters section, set the criteria for the data view by doing the following:
a. Inthe Field column, click a cell to display the drop-down list, and then select one of the
field options. The options in the list vary based on the CRM item type you selected in Data
inquiry.

Manage Data Views |

Data Views

* Data inquiry | Sales Opportunity - Enter your search criteria below to view the
results on screen or to export the view to

* Data view | - Create a new data view - = Microsoft Excel. Save the search cnteria if you
want to run this data view acain or share it

# Data Filters

Field [Pperator Search Value and/or

| =
Actual revenue
Campaign
Close date
Create date

Estimated close date
Expected revenue
Forecast revenue

1D

Last update

Lost Reason | Save
Milestone

Name

Daf{ Owner

Patron

Nl Prion

Probability to close
Status

Supervisor

Team

Won or Lost

See an alphabetical list of all the possible fields with their operators and search values.
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Data
Field inqmry Operators Search Values
tem
Types
Actual Donation is equal to, is not Enter a number.
amount Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Actual reve- Sales is equal to, is not Enter a number.
nue Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Activity type Activity isequal to, is not Select Phone call, Email, Fax, Letter, Meet-
equal to ing, Other.
Campaign Sales is equal to, is not Select from the list of sales source cam-
Opp equal to paigns configured in CRM. See Managing
Source Campaigns.
Category Service isequal to, is not Select from the list of service case cat-
Case equal to egories configured in CRM. See Managing Cat-
egories.
Close date  Activity, is equal to, is not Enter a date or click = to select from a cal-
Donation equal to, is less endar.
Opp, than, is less than
Sales or equal to, is
Opp, greater than, is
Service greater thanor
Case equal to
Create date Activity, is equal to, is not Enter a date or click = to select from a cal-
Donation equal to, is less endar.
Opp, than, is less than
Sales or equal to, is
Opp, greater than, is
Service greater than or
Case equal to
Donation Donation is equal to, is not Outright donation, Pledge Donation, Gift In
type Opp equal to Kind. Donation types are not configurable.
Drive Donation is equal to, isnot  eiar the drive code/Id or click “ to select
Opp equal to with the Drive Lookup. The Drive Lookup
allows you to search for drives by the drive
or campaign code or name. Drives are con-
figured in tFund.
Due date Activity is equal to, is not Enter a date or click = to select from a cal-

equal to, is less

endar.
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Data
Field inqmry Operators Search Values
tem
Types
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Estimated Donation is equal to, is not Enter a date or click = to select from a cal-
close date  Opp, equal to, is less endar.
Sales than, is less than
Opp or equal to, is
greater than, is
greater than or
equal to
Expected Sales is equal to, is not Enter a number.
revenue Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Forecast Donation is equal to, is not Enter a number.
amount Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Forecast Sales is equal to, is not Enter a number.
revenue Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Goal Donation is equal to, is not Enter a number.
amount Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
ID Activity, is equal to Enter the unique number of a CRM item.
Donation
Opp,
Sales
Opp,
Service
Case
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Data
Field inqmry Operators Search Values
tem
Types
Incoming or Activity is equal to, is hot Select Incoming or Outgoing.
Outgoing equal to
Last Activity, is equal to, is not Enter a date or click = to select from a cal-
updated Donation equal to, is less endar.
Opp, than, is less than
Sales or equal to, is
Opp, greater than, is
Service greater than or
Case equal to
Link ID Activity is equal to Enter the number of a link between CRM
items and the activities associated with those
CRM items. You can use a data filter with this
field in conjunction with a data filter with the
Link type field to find all the activities asso-
ciated with a CRM item by Link ID.
Link type Activity is equal to, is not Select Sales opportunity, Donation oppor-
equal to tunity, Service case, Patron, or Activity.
Lost reason Donation is equal to, is not Select from the list of lost reason codes con-
Opp, equal to figured in CRM. See Managing Lost Reason
Sales Codes.
Opp
Milestone Donation is equal to, is not The list of milestones configured in CRM. See
Opp, equal to Managing Milestones.
Sales
Opp
Name Donation is equal to, starts All or part of the text from the Name field of
Opp, with, contains the opportunities or service cases you want
Sales to include. This field is case sensitive.
Opp,
Service
Case
Owner Activity, is equal to Enter a CRM user's sign in (logon) name or
Donation click ~* to select with the User Lookup. See
Opp, Selecting Users with the User Lookup.
Sales
Opp,
Service
Case
Patron Activity, is equal to Enter the patron ID number or click % to
Donation select with the Patron Lookup. See Using the
Opp, Patron Lookup.
Sales
Opp,
Service
Case
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Data
Field inqmry Operators Search Values
tem
Types
Priority Activity, is equal to, is not Select Low, Medium, Normal, or High.
Donation equal to
Opp,
Sales
Opp,
Service
Case
Probability = Donation is equal to, is not Select one of the 10% increments from 0%
to close Opp, equal to, is less to 100%.
Sales than, is less than
Opp or equal to, is
greater than, is
greater than or
equal to
Status Activity, is equal to, is not Select Open or Closed. This is the CRM item
Donation equal to (activity, opportunity, or service case)
Opp, status. You cannot search for deleted CRM
Sales items.
Opp,
Service
Case
Subcategory Service is equal to, is not The list of service case subcategories con-
Case equal to figured in CRM
Subject Activity is equal to, starts All or part of the text from the Subject field
with, contains of the activities you want to include. This
field is case sensitive.
Supervisor Activity, is equal to Enter a CRM user's sign in (logon) name or
Donation click “ to select with the User Lookup. See
Opp, Selecting Users with the User Lookup.
Sales
Opp,
Service
Case
Target Donation is equal to, is not Select a target from the list. The available
Opp equal to targets are configured in tFund.
Team Activity, is equal to, is not Select from the list of teams configured in
Donation equal to CRM. See Managing Teams.
Opp,
Sales
Opp
Won or lost Donation is equal to, is nhot Select Closed and Won, Closed and Lost, or
Opp, equal to Not Closed. Won or lost status is selected by
Sales the user that closes the opportunity.
Opp
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b. From the cell in the Operator column, select an operator. The operator is used in con-
junction with the search value to determine the entries that will be returned from the
selected field.

c. For the cell in the Search Value column, select or enter the values for which you want to
search. The combined setting of a field, an operator, and a search value in the same row
is a data filter.

d. To further define the results of the data view, press the Enter key to add more rows, and
then set up the data filter in each row.

e. If you have more than one data filter, set the condition of each data filter by selecting
and or or from the and/or column cell of the previous data filter row. The data filter in
the first row of the Data Filters table is treated as having an and condition. Search result
data must meet the definition of all consecutive data filters preceded by an and condition.
If a row has an or condition, the results must either meet the definitions of all the pre-
ceding and conditions or meet the definitions of all the following and conditions until the
next or condition.

See an example:
Data inquiry: Sales Opportunity
Data view: Data View Name

Data Filters

Field Operator Search Value and/or
Campaign is equal to A and
Actual revenue is greater than 1000 or
Campaign is equal to B and
Actual revenue is greater than 1000 and
Expected revenue is less than 500 or
Campaign is equal to C and
Actual revenue is greater than 1000 and

This set of data filters will generate data view results that include all sales opportunities
for which one or more of the following is true:
e Is part of campaign A and resulted in more than $1000 actual revenue.

e Is part of campaign B and resulted in more than $1000 actual revenue and had expected reve-
nue less than $500.

e Is part of campaign C and resulted in more than $1000 actual revenue.
The and in the last row is ignored since there is no row below it.

5. Click the Search button. CRM displays the search results from the data view in the Data
View Results section. If you are not satisfied with the results, change the data filters, and
then click Search again to view the new results. You may not have access to restricted data,
depending on your user permissions.
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Manage Data Views |

Data Views

* Data inquiry | Sales Opportunity - Enter your search criteria below to view the -
results on screen or to export the view to
* Data view | - Create a new data view - = Microsoft Excel. Save the search criteria if you

want to run this data view asain or share it =

# Data Filters

| Field | Operator | Search Value | and/or
|CornDalan is equal to 2011 MBE Seasons and
lExDel:ted revenue is greater than or equal to 1000 and
|A¢lual revenue is less than 1000 and

Data View Results

Number of records 760

D _NII! _Slahls _PIImIlH _Pilmll _Emdllimlu.l'mm IM
1859 All MBE Non-Ren Cpen 296874 Jim Adair 150000 45000
1860 All MBE Non-Ren Cpen 345396 Sammie Aden 150000 45000
All MBE Non-Ren Open 242257 Tania Alonsa 150000 45000

v | Oo|lo|o

6. Click the Save button. CRM displays the Save Data View dialog box. When you save a data
view, search results are not saved with it.

Save Data View

* Data view name I | ]

Description | Enter your search criteria below to view the
results on screen or to export the view to
Microsoft Excel. Save the search criteria if you
want to run this data view again or share it
with others.

|| share data view with other CRM users

7. In Data view name, enter the name of the new data view. This name will be available from
the Data view drop-down list on the Manage Data Views form.

Manage Data Views

Data Views

* Data inquiry | Sales Opportunity =

¥ Data view | - Select 5 data view - -

e N —
1 Revenue Shortfall
rrr— oncat ] oo |

first gtr opp.

8. In Description, enter a meaningful description of the data view. This description will display
on the Manage Data Views form when this data view is selected.

Manage Data Views
Data Views
* Data inguiry ISahs Opportunity v] This report contains all sales ocpportunities
whese actual revenue is less than $1000 but
* Data view | MBB 2011 Revenue Shortfall = had expected revenue greater than $1000. It
includes ooen cocortunities,
# Data Filters
| Fiebd |wl |Seua||mm |m
[Campaign is equal to 2011 MBEB Seasons and
IExpected revenus is greater than or equal to 1000 and

9. Select Share data view with other CRM users.
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10. Click the OK button. CRM redisplays the Manage Data Views form with the new data view
selected in the Data view drop-down list.

Manage Data Views

Data Views

* Data inquiry | Sales Cgocciigds - This report contains all sales opportunities

whose actual revenue is less than $1000 but

* pata viewlll MBB 2011 Revenue Shortfall = had expected revenue greater than $1000. It
includes ooen oooortunities.

# Data Filters

Field Operator Search Value and/for
.Campaugn is equal to 2011 MBB Seasons and
Expected revenue is greater than or equal to 1000 and
Actual revenue is less than 1000 and

|¥] share data view with other CRM users

Data View Results

Number of records

Lot e b by /2012012 12509 AN =
To share an existing data view

1. In the navigation pane, click Inquiry, and then click Manage Data Views.

Activities

[] creats activity

£} Create sales opportunity
@} Create donation opportunity

View | All activities ~ Dueg¢

4, Create service case Due date Activ

4, Create patron

¥ Ingquiry
] Mansge Dats Views

Jul 1, 2011 A
(Due in 3 days)

Jul 1, 2011 -
» Processes (Due in 3 days)
Open ®
» Semp L Jul 1, 2011 -
(Due in 2 days)
» Calendar =
Cren Jul 1, 2011 -

(Dus in 3 days)

CRM displays the Manage Data Views form.

Manage Data Views

Data Views
* Data inquiry |- Seiect 3 data inquiry - z)
* Data view | - Select & dats view - T

2. From the Data inquiry drop-down list, select the CRM item type of the data view you want
to share. The item types available in this list may be limited by your user permissions. For
more information, see Managing Users.

3. From the Data view drop-down list, select the data view that you want to share. CRM
expands the form to show the details of the data view.

4, Select Share data view with other CRM users.
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Manage Data Views
Data Views
* Data inquiry | Sales Cpportunity - This report contains all sales opportunities
whose actual revenue is less than $1000 but
* Data view | MBB 2011 Revenue Shortfall = had expected revenue greater than $1000. It

includes ooen oooortunities.

# Data Filters

Field Operator Search Value and/or
'c.gmpaiqn is equal to 2011 MBE Seasons land
Expected revenue is greater than or equal to 1000 and
Actual revenue is less than 1000 and

“ (] Share data view with other CRM users I
| Delete | saveas. | Save | [ searcn ]

Data View Results

Number of records

Created by Imeyer 6/29/2011 4:18 PM m _
Last updated by Imeyer 6/29/2011 4:18 PM

5. Click the Save button. CRM Displays the Save Data View dialog box. Make sure Share data
view with other CRM users is selected.

Save Data View

* Data view name  MBB 2011 Revenue Shortfall
Description | This report contains all sales opportunities
whose actual revenue is less than 51000 but

had expected revenue greater than $1000. It
includes open opportunities.

|¥] share data view with other CRM users

6. Click the OK button.

To view a shared data view

1. Inthe navigation pane, click Inquiry, and then click Manage Data Views.

[ create activity

£} Create sales opportunity
@} Create donation opportunity

4, Create service case

4, Create patron

¥ Inquiry
] Mansge Dats Views

Jul 1, 2011 2
(Due in 3 days)

Jul 1, 2011 e
» Processes (Due in 3 days)
T
o Open Jul 1, 2011 ™
(Due in 2 days)
» Calendar
Open  Jul1, 2011 ®

(Dus in 3 days)

CRM displays the Manage Data Views form.

Manage Data Views

Data Views

* Data inquiry |- Salect & data inquiry - i~)
* Data view | - Select & data view - ket
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2.

3.

From the Data inquiry drop-down list, select the CRM item type containing the shared data
view. The item types available in this list may be limited by your user permissions. For more
information, see Managing Users.

From the Data view drop-down list, select a shared data view. Shared data views are
grouped together in the list under - Shared data views -.

Manage Data Views

Data Views
* Data inquiry | Sales Opportunity
* Data view | - Select a data view -

- Select o data view -
- Create a new data view -

CRM expands the Manage Data Views form to display the shared data view.

Manage Data Views

Data Views

* Data inquiry | Sales Opportunity - Enter your search criteria below to view the

results on screen or to export the view to
= I Microsoft Excel. Save the search criteria if you
L want to run this data view again or share it

* Data view | Lost Opportunities

# Data Filters

Field Operator Search Value and/or
Won or Lost is equal to Closed and Lost and

Probability to close is equal to 0% and

Data View Results

Number of records

Created by ajohnson 3/11/2011 2:27 PM m _

Last updated by ajohnson 3/11/2011 2:27 PM

Running Data Views

Data views allow you to view the information that is collected when CRM is used. This includes infor-
mation about users' work with patrons, activities, opportunities, and service cases. Data views
allow you to specify and view the parts of this information in which you are interested.

Once you've created your data views, you can run them at any time. The search results will not
include restricted data, unless you are allowed access by your permissions. See Managing Users
for more information. Some of the columns displayed in the search results will be different based
on the data inquiry type (activity, sales opportunity, donation opportunity, or service case). For
each data view, CRM displays the sign in (logon) name of the creator and the last user to update
the view at the bottom of the Manage Data Views form.
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Manage Data Views

Data Views

* Data inquiry | Sales Cpportunity - This report contains all sales opportunibes
whose actual revenue is less than $1000 but
* Data view | MBE 2011 Revenue Shortfall = had expected revenue greater than $1000. It

includes ooen oooortunibies.,

# Data Filters

Field Operator Search Value and/for
Campaign is equal to 2011 MEB Seasons and
Expected revenue is grester than or equal to 1000 and
Actual revenue is less than 1000 and

[¥] Share data view with other CRM users
| Delete Saveas | Save |

Data View Results

Number of records

Created by Imeyer 6/29/2011 4:18 PM
Last updated by Imeyer 6/30/2011 11:09 AM

You may also be able to run other users' data views, depending on whether they have chosen to
share them. If you are the creator or the creator's supervisor, you can also edit a data view before
running it, and then choose whether you want to save the changes.

If you run a data view but you do not have access to restricted data that meet the data filter con-
ditions, CRM will not display the results. Instead, a message that no results were found will be dis-
played. Before you can run a data view, it must have at least one data filter configured. This is
because a search without data filtering would attempt to return all the records in the database.

Tip: After running the data view, you can export the data to an MS Excel spreadsheet to more
easily view and manipulate the results. See Exporting Data Views to Excel for more information.

To run a data view

1. In the navigation pane, click Inquiry, and then click Manage Data Views.

artunities Donation Opportunities Service Cdl

Activities

[] creats activity

£} Create sales opportunity
@} Create donation opportunity

View Al activities ~  Dued

4, Create service case Status. Due date Activ

4, Create patron

¥ Ingquiry
] Mansge Dats Views

Open Jul 1, 2011 4
(Dus in 3 days)

pen Jul 1, 2011 -
» Processes (Due in 3 days)
Open ®
» Sstup P Jul 1, 2011 -
(Due in 2 days)
» Calendar —
Cren Jul 1, 2011 -

(Dus in 3 days)

CRM displays the Manage Data Views form.

Manage Data Views

Data Views

* pata inquiry [ - Select 3 data inguing - z)

* Data view | - Salact a dats view - ot

2. From the Data inquiry drop-down list, select the CRM item type of the data view you want
to run. The item types available in this list may be limited by your user permissions. For
more information, see Managing Users.
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3. From the Data view drop-down list, select the data view you want to run. CRM expands the
Manage Data Views form to display the Data Filters and Data View Results sections.

4. Click the Search button.

Manage Data Views

Data Views

* Data inquiry | Sales Opportunity This report contains all sales opportunities
whose actual revenue is greater than $1000
* Data view | MBE 2011 Revenue Surplus but had expected revenue of less than $1000.

Tt includes open coportunities.,

~ Data Filters

Field Operator Search Value
Campaign is equal to 2011 MBB Seascns

Expected revenue is greater than or equal to 1000

Actusl revenue is less than 1000

[¥] Share data view with other CRM users

| Delete, |

Data View Results

Number of records

Created by Imeyer 6/30/2011 1:37 PM
Last updated by Imeyer 6/30/2011 2:33 PM

CRM starts the data view search. If you want to stop the search for any reason, click the X in
the Processing bar. The search will stop and the results generated up until then will be dis-
played in the Data View Results section.

When the search is complete, CRM displays the results in the Data View Results section.
Some of the columns in which the search results are displayed will be different based on the
data inquiry type. For example, the Expected revenue column only displays for the Sales
Opportunity data inquiry type.

Manage Data Views

Data Views

* Data inquiry | Sales Opportunity - This report contains all sales opportunities
whose actusl revenue is greater than $1000
* Data view | MBB 2011 Revenue Surplus = but had expected revenue of less than $1000.

It includes open ooportunities.

# Data Filters

Field Operator Search Value and/or
|campaign s equal to 2011 MBB Sessons and
Expected revenue is greater than or equal to 1000 and
Actual revenue is less than 1000 and

/| Share data view with other CRM users
Delete | Save as Save @

Data View Results

Number of records 760

1858 All MEB Non-Ren Open 296874 Jim Adair 150000 45000 o

1850 All MEB Non-Ren Open 345396 Sammie Aden 150000 45000 o

Created by Imeyer 6/30/2011 1:37 PM _
to excel

Last updated by Imeyer 6/30/2011 2:33 PM | concet | bxport

You can sort the data view results by column by clicking the column header. You can also
change the column order in the results by dragging the column headers. The columns will
remain in the new order for all your user sessions until you change the order. In addition,
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you can change a column's width by dragging the column borders. If there are too many
data view results in the list to display in the list area, a scroll bar appears on the right side
of the list.

If you want to view and manipulate the results in an MS Excel spreadsheet, click the Export
to Excel button.

Manage Data Views

Data Views

This report contains all sales opportunities
whose actual revenue is greater than $1000
but had expected revenue of less than $1000.
Tt includes ooen opoortunities.

* Data inquiry  Sales Opportunity

* Data view | MBS 2011 Revenue Surpius

A Data Filters

Search Value
2011 MBB Seasons

Field Operator
Campaign is equal to
Expected revenue is greater than or equal to 1000

Actual revenue is less than 1000

[¥] Share data view with other CRM users

| Delete |

Data View Results

Number of records 760

i} Name Patron Id Patron

All MBE Non-Ren 296874 Jim Adair

All MBE Non-Ren 345396 Sammie Aden

Created by Imeyer 6/30/2011 1:37 PM
Last updated by Imeyer 6/30/2011 2:33 PM

CRM starts MS Excel and populates the first sheet of a new spreadsheet with the data view

results.

tmp3B3F.tmp - Microsoft Excel

Ms\mdq'ﬁ B

- Home Insert Page Lay

Ready
L

=l

out  Formulas Data  Review  View  Adddns  Acrobat @ - = x
_..__] & Cant T - | = = j General 4 Conditional Formatting = | 5*=Insert = E - %]' Lﬁ
=2 |=E = =d- |$ - % »| [BFormatasTable 3 Delete - (3]~ ;
[esE 3 || Rl - S iE &E 2| E=] S el Styles - HiFormat - 2+ E:t:r&; :',T:d&.
Clipboard & Font ] Alignment 5 | Number & Styles Cells Editing
a1 -0 f| D ' ' ¥
A [ c D E | F G H I ook T M
1 |ID .INamE Status Patronld Patron  Expected Forecastr Actual rev Estimated ol Probabilit Won or lo Lost reaso Close date
| 2 1859 All MBB N Open 296874 Jim Adair 150000 45000 0 4f29f2011 30% Mot Closed M
3 1860 All MBB N Open 345396 Sammief 150000 45000 0 4f29/2011 30% Mot Closed M
4 1861 All MBB N Open 242257 TaniaAlo 150000 45000 0 4af29/2011 30% Mot Closed M
5 1862 All MBB N Open 236193 Janet Alt: 150000 45000 0 4f29/2011 30% Mot Closed M
6 1863 All MBE N Open 230133 Andrea A 150000 45000 0 4f29/2011 30% Mot Closed M
| 7 1865 All MBE N Open 284714 Cristie Ar 150000 43000 0 4f29/2011 30% Mot Closed M
| 1866 All MBE N Open 242253 Marcus A 150000 45000 0 4f2s/2011 30% Not Closed M
9 1867 All MBE N Open 296861 Susan Are 150000 43000 0 4f29/2011 30% Mot Closed M
10 1868 All MBE N Open 230113 Denise A1 150000 45000 0 4f29/2011 30% Mot Closed M
11 1869 All MBE N Open 302935 Lin Armoi 150000 45000 0 4f29/2011 30% Mot Closed M
12 1870 All MBE N Open 290788 Steve Atc 150000 45000 0 4f29/2011 30% Mot Closed M
13 1871 All MBB N Open 296364 BP Land 150000 45000 0 4f29/2011 30% Mot Closed M
14 1872 All MBB N Open 7352 Maryl.Bz 150000 45000 0 4f29/2011 30% Mot Closed M
15 1873 All MBB N Open 321132 Bruce Bak 150000 45000 0 4f29/2011 30% Mot Closed M
16 1874 All MBB N Open 248318 CarolBak 150000 45000 0 4f29/2011 30% Mot Closed M
M 4+ M tmp3B3F.tm; ] |._-

Editing Data Views

Data views allow you to view the information that is collected when CRM is used. This includes infor-
mation about users' work with patrons, activities, opportunities, and service cases. Data views
allow you to specify and view the parts of this information in which you are interested.

Once you've created your data views, you can edit them at any time to change the search results.
You cannot edit a data view unless you are the creator or the creator's supervisor. The search
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results will not include restricted data, unless you are allowed access by your permissions. See
Managing Users for more information. Some of the columns displayed in the search results will be
different based on the data inquiry type (activity, sales opportunity, donation opportunity, or serv-
ice case). For each data view, CRM displays the sign in (logon) name of the creator and the last
user to update the view at the bottom of the Manage Data Views form.

Manage Data Views

Data Views

* Data inquiry | Sales Opportunity - This report contains all sales opportunibes
whose actual revenue is less than $1000 but
had expected revenue greater than $1000. It

* Data view | MBB 2011 Revenue Shortfall = 3
includes ooen oooortunibies.,

# Data Filters

Field Operator Search Value and/for
Campaign is equal to 2011 MBB Seasons and
Expected revenue is grester than or equal to 1000 and
Actual revenue is less than 1000 and

[¥] Share data view with other CRM users

| Delete Saveas | Save | [ Search |

Data View Results

Number of records

Created by Imeyer 6/29/2011 4:18 PM
Last updated by Imeyer 6/30/2011 11:09 AM

To edit a data view
1. Inthe navigation pane, click Inquiry, and then click Manage Data Views.

CRM

Activities Sales Opportunities Donation Opportunities Service Cdl

Activities

[] creats activity

£} Create sales opportunity
@} Create donation opportunity

View | All activities ~ Dueg¢

4, Create service case Status Due date Activ

4, Create patron

¥ Ingquiry
] Mansge Dats Views

Open Jul 1, 2011 -4
(Dus in 3 days)

Upen Jul 1, 2011 -
» Processes (Due in 3 days)
Open E
» Semwp L Jul 1, 2011 -
(Due in 3 days)

» Calendar
Open Jul 1, 2011
(Dus in 3 days)

CRM displays the Manage Data Views form.

Manage Data Views

Data Views

* Data inquiry |- Select 2 data induiny - )

* Data view | - Seiect & data view - -

2. From the Data inquiry drop-down list, select the CRM item type of the data view you want
to edit. The item types available in this list may be limited by your user permissions. For
more information, see Managing Users.

3. From the Data view drop-down list, select the data view you want to edit. CRM expands the
form to include the Data Filters section.
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Manage Data Views

Data Views

* Data inquiry  Achivity - Enter your search criteria below to view the
results on screen or to export the view bo
Microsoft Excel. Save the search criteria if you
want to run this data view acain or share it

* Data view |-

# Data Filters

Fiedd ‘Operator Search Value andfor

Data View Results

Number of records

4. In the Data Filters section, set the criteria for the data view by doing the following for each
data filter you want to change or add:
a. Inthe Field column, click a cell to display the drop-down list, and then select one of the
field options. The options in the list vary based on the CRM item type you selected in Data
inquiry.

Manage Data Views |

Data Views

* Data inquiry | Sales Opportunity - Enter your search criteria below to view the
results on screen or to export the view to
* Data view | - Create 3 new data view - - Microsoft Excel. Save the search critena if you

want to run this data view acain or share it

# Data Filters

Field [Pperator Search Value and/or

Actual revenue
Campaign
Close date
Create date
Estimated close date
Expected revenue

|| Forecast revenue

Last update
Lost Reason Save
Milestone 3
Name

Daf{ Owner

Patron

i Priorty

Probability to close
Status

Supervisor

Team

Won oF Lost

See an alphabetical list of all the possible fields with their operators and search values.

Data
Field Inquiry Operators Search Values
Item
Types
Actual Donation is equal to, is not Enter a number.
amount Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Actual reve- Sales is equal to, is not Enter a number.
nue Opp equal to, is less
than, is less than
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Data
Field inqmry Operators Search Values
tem
Types
or equal to, is
greater than, is
greater than or
equal to
Activity type Activity is equal to, is not Select Phone call, Email, Fax, Letter, Meet-
equal to ing, Other.
Campaign Sales is equal to, is not Select from the list of sales source cam-
Opp equal to paigns configured in CRM. See Managing
Source Campaigns.
Category Service isequal to, isnot Select from the list of service case cat-
Case equal to egories configured in CRM. See Managing Cat-
egories.
Close date  Activity, is equal to, is not Enter a date or click &= to select from a cal-
Donation equal to, is less endar.
Opp, than, is less than
Sales or equal to, is
Opp, greater than, is
Service greater thanor
Case equal to
Create date Activity, is equal to, is not Enter a date or click & to select from a cal-
Donation equal to, is less endar.
Opp, than, is less than
Sales or equal to, is
Opp, greater than, is
Service greater thanor
Case equal to
Donation Donation is equal to, is not Outright donation, Pledge Donation, Gift In
type Opp equal to Kind. Donation types are not configurable.
Drive Donation is equal to, isnot  eiar the drive code/Id or click “ to select
Opp equal to with the Drive Lookup. The Drive Lookup
allows you to search for drives by the drive
or campaign code or name. Drives are con-
figured in tFund.
Due date Activity is equal to, is not Enter a date or click = to select from a cal-
equal to, is less endar.
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Estimated Donation is equal to, is not Enter a date or click = to select from a cal-
close date  Opp, equal to, is less endar.
Sales than, is less than
Opp or equal to, is

greater than, is
greater than or
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Data
Field inqmry Operators Search Values
tem
Types
equal to
Expected Sales is equal to, is not Enter a number.
revenue Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Forecast Donation is equal to, is not Enter a number.
amount Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Forecast Sales is equal to, is not Enter a number.
revenue Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
Goal Donation is equal to, is not Enter a number.
amount Opp equal to, is less
than, is less than
or equal to, is
greater than, is
greater than or
equal to
ID Activity, is equal to Enter the unique number of a CRM item.
Donation
Opp,
Sales
Opp,
Service
Case
Incoming or Activity is equal to, is not Select Incoming or Outgoing.
Outgoing equal to
Last Activity, is equal to, is not Enter a date or click = to select from a cal-
updated Donation equal to, is less endar.
Opp, than, is less than
Sales or equal to, is
Opp, greater than, is
Service greater than or
Case equal to
Link ID Activity is equal to Enter the number of a link between CRM

items and the activities associated with those
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Data
Field inqmry Operators Search Values
tem
Types
CRM items. You can use a data filter with this
field in conjunction with a data filter with the
Link type field to find all the activities asso-
ciated with a CRM item by Link ID.
Link type Activity is equal to, is not Select Sales opportunity, Donation oppor-
equal to tunity, Service case, Patron, or Activity.
Lost reason Donation is equal to, is not Select from the list of lost reason codes con-
Opp, equal to figured in CRM. See Managing Lost Reason
Sales Codes.
Opp
Milestone Donation is equal to, is not The list of milestones configured in CRM. See
Opp, equal to Managing Milestones.
Sales
Opp
Name Donation is equal to, starts All or part of the text from the Name field of
Opp, with, contains the opportunities or service cases you want
Sales to include. This field is case sensitive.
Opp,
Service
Case
Owner Activity, is equal to Enter a CRM user's sign in (logon) name or
Donation click “ to select with the User Lookup. See
Opp, Selecting Users with the User Lookup.
Sales
Opp,
Service
Case
Patron ACt'V't.y’ is equal to Enter the patron ID number or click ~ to
Donation select with the Patron Lookup. See Using the
Opp, Patron Lookup.
Sales
Opp,
Service
Case
Priority Activity, is equal to, is not Select Low, Medium, Normal, or High.
Donation equal to
Opp,
Sales
Opp,
Service
Case
Probability = Donation is equal to, is not Select one of the 10% increments from 0%
to close Opp, equal to, is less to 100%.
Sales than, is less than
Opp or equal to, is

greater than, is
greater than or
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Data

Field Inquiry Operators Search Values
Item
Types

equal to

Status Activity, is equal to, is not Select Open or Closed. This is the CRM item
Donation equal to (activity, opportunity, or service case)
Opp, status. You cannot search for deleted CRM
Sales items.
Opp,
Service
Case

Subcategory Service is equal to, is not The list of service case subcategories con-
Case equal to figured in CRM

Subject Activity is equal to, starts All or part of the text from the Subject field

with, contains of the activities you want to include. This
field is case sensitive.

Supervisor Activity, is equal to Enter a CRM user's sign in (logon) name or

8onat|on click % to select with the User Lookup. See
PP, Selecting Users with the User Lookup.

Sales
Opp,
Service
Case

Target Donation is equal to, is not Select a target from the list. The available
Opp equal to targets are configured in tFund.

Team Activity, is equal to, is not Select from the list of teams configured in
Donation equal to CRM. See Managing Teams.
Opp,
Sales
Opp

Won or lost Donation is equal to, is not Select Closed and Won, Closed and Lost, or
Opp, equal to Not Closed. Won or lost status is selected by
Sales the user that closes the opportunity.
Opp

b. From the cell in the Operator column, select an operator. The operator is used in con-
junction with the search value to determine the entries that will be returned from the
selected field.

c. For the cell in the Search Value column, select or enter the values for which you want to
search. The combined setting of a field, an operator, and a search value in the same row
is a data filter.

d. To further define the results of the data view, press the Enter key to add more rows, and
then set up the data filter in each row.

e. If you have more than one data filter, set the condition of each data filter by selecting
and or or from the and/or column cell of the previous data filter row. The data filter in
the first row of the Data Filters table is treated as having an and condition. Search result
data must meet the definition of all consecutive data filters preceded by an and condition.
If a row has an or condition, the results must either meet the definitions of all the pre-
ceding and conditions or meet the definitions of all the following and conditions until the
next or condition.
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See an example:

Data inquiry: Sales Opportunity

Data view: Data View Name

Data Filters

Field Operator Search Value and/or
Campaign is equal to A and
Actual revenue is greater than 1000 or
Campaign is equal to B and
Actual revenue is greater than 1000 and
Expected revenue is less than 500 or
Campaign is equal to C and
Actual revenue is greater than 1000 and

This set of data filters will generate data view results that include all sales opportunities
for which one or more of the following is true:

e Is part of campaign A and resulted in more than $1000 actual revenue.

e Is part of campaign B and resulted in more than $1000 actual revenue and had expected reve-

nue less than $500.

e Is part of campaign C and resulted in more than $1000 actual revenue.

The and in the last row is ignored since there is no row below it.

5. Click the Search button. CRM displays the search results from the data view in the Data
View Results section. If you are not satisfied with the results, change the data filters, and
then click Search again to view the new results. You may not have access to restricted data,
depending on your user permissions.

Manage Data Views |

Data Views

* Data inquiry | Sales Opportunity - Entellbsyour search critfria beln: tt:g view tl:e
TOstaview \Cmapcncdbing T E‘:ﬂ’?i’;‘*5‘;‘ik(f::fa“lifa:'ﬁiii"éfrfh;’,:".ﬁ

A Data Filters
Fiekd ‘Operator Search Value and/or
[Campaign s equal to 2011 MBB Seasons and
Expected revenue is greater than or equal to 1000 and
Actual revenue is less than 1000 and

save

Data View Results

Number of records 760

(] Mame Status Patron Id Patron Expected revenue | Forecast revenue | Adl

1859 All MBE Non-Ren Open 296874 lim Adair 150000 45000 0

1860 All MBE Non-Ren Open 345396 Sammie Aden 150000 45000 0

1861 All MBE Non-Ren Open 2482257 Tania Alonso 150000 45000 0
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6.

7.

8.

0.

Click the Save button. CRM displays the Save Data View dialog box. When you save a data
view, search results are not saved with it.

Save Data View

= Data view name l | ]

Enter your search criteria below to view the
results on screen or to export the view to
Microsoft Excel. Save the search criteria if you
want to run this data view again or share it
with others.

Description

|| share data view with other CRM users

If you want to change the data view name, enter the new name of the data view in Data
view name. This name will be available from the Data view drop-down list on the Manage

Data Views form.

Manage Data Views

Data Views

* Data inquiry | Sales Opportunity =

* Data view

PN s
IMBB 2011 Revenue Shortfail
T R —
Lost Dfpeees
first gtr opp.

If you want to change the data view description, edit the text in the Description box. This
description will display on the Manage Data Views form when this data view is selected.

Manage Data Views

Data Views

* Data inquiry |/ Sales Opportunity

This report contains all sales opportunities
whose actual revenue is less than $1000 but
had expected revenue greater than $1000. It
includes ooen cocortunities,

* Data view | MBB 2011 Revenue Shortfall 3

# Data Filters

Fiebd Operator Search Value and/or
[Campaign is equal to 2011 MBEB Seasons and
Expected revenus is greater than or equal to | 1000 and

If you want other CRM users to have access to this data view, select Share data view with
other CRM users.

10. Click the OK button. CRM redisplays the Manage Data Views form with the edited data view

selected in the Data view drop-down list.

Manage Data Views

Data Views

* Data inquiry | Sales Cgocciigds =
* Data view{fl MBB 2011 Revenue Shortfall x

# Data Filters

This report contains all sales opportunities
whose actusl revenue is less than $1000 but
had expected revenue greater than $1000. It
includes ooen oooortunities.

Field Operator Search Value and/for
.Campaign is equal to 12011 MBB Seasons land
Expected revenue is greater than or equal to 1000 and
Actual revenue is less than 1000 and

|¥] share data view with other CRM users

sweas. | save | [sewre |

| Delete |

Data View Results

Number of records

Created by Imeyer 6/29/2011 4:18 PM

Last updated by Imeyer 6/30/2011 11:09 AM
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Exporting Data Views to Excel

Data views allow you to view the information that is collected when CRM is used. This includes infor-
mation about users' work with patrons, activities, opportunities, and service cases. Data views
allow you to specify and view the parts of this information in which you are interested.

When you run a data view, you can export it to an MS Excel spreadsheet to more easily view and
manipulate the data. The supported export file types are Excel versions 2007 and higher. Export is
supported for the MS Windows operating system only (XP, Vista, and 7).

To export a data view to an MS Excel spreadsheet
1. Inthe navigation pane, click Inquiry, and then click Manage Data Views.

CRM

Activities Sales Opportunities Donation Opportunities Service Cdl

Activities

[] creats activity

£} Create sales opportunity
@} Create donation opportunity

View Al activities ~  Dued

4, Create service cose Status Due date Activ

4, Create patron

¥ Ingquiry
] Mansge Dats Views

» Processes

Open Jul 1, 2011 -4
(Dus in 3 days)

Cpen Jul 1, 2011 =
(Due in 2 days)

Open Jul 1, 2011 -
(Due in 2 days)

» Setup

» Calendar

Open Jul 1, 2011
(Dus in 3 days)

CRM displays the Manage Data Views form.

Manage Data Views

Data Views

* Data inquiry [ - Select 2 data inquiny - z)

* Data view | - Seiect & data view - -

2. From the Data inquiry drop-down list, select the CRM item type of the data view you want
to run. The item types available in this list may be limited by your user permissions. For
more information, see Managing Users.

3. From the Data view drop-down list, select the data view you want to run. CRM expands the
Manage Data Views form to display the Data Filters and Data View Results sections.

4. Click the Search button.

Manage Data Views

Data Views

* Data inquiry | Sales Cpportunity This report contains all sales opportunities
whose actual revenue is greater than $1000
* Data view | MBE 2011 Revenue Surplus but had expected revenue of less than $1000.

Tt includes open coportunities.,

~ Data Filters

Field Operator Search Value
Campaign is equal to 2011 MBB Seascns
Expected revenue is greater than or equal to 1000

Actusl revenue is less than 1000

[¥] Share data view with other CRM users

| Delete, |

Data View Results

Number of records

Crested by Imeyer 6/30/2011 1:37 PM
Last updated by Imeyer 6/30/2011 2:33 PM
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CRM starts the data view search. If you want to stop the search for any reason, click the X in
the Processing bar. The search will stop and the results generated up until then will be dis-
played in the Data View Results section.

When the search is complete, CRM displays the results in the Data View Results section.
Some of the columns in which the search results are displayed will be different based on the
data inquiry type. For example, the Expected revenue column only displays for the Sales
Opportunity data inquiry type.

Manage Data Views

Data Views

* Data inquiry | Sales Cpportunity - This report contains all sales opportunities
whose actual revenue is greater than $1000
* Data view | MBB 2011 Revenue Surplus = but had expected revenue of |ess than $1000.
It includes open ooportunities.
4 Data Filters
Field Operator Search Value and/or
Campaign is equal to 2011 MBB Seasons and

Expected revenue is greater than or equal to 1000 and

Actual revenue is less than 1000 and

| Share data view with other CRM users

Delete Saveas | Save
Data View Results
Number of records 760
7] Name Status Patron Id Patron Expected revenue | Forecast revenue | Ac
1859 All MBE Non-Ren Open 206874 Jim Adair 150000 45000 0
1860 All MEE Non-Ren Open 345396 Sammie Aden 150000 45000 o

137

Created by Imeyer 6/30/2011 1:37 PM m Elnl
Last updated by Imeyer 6/30/2011 2:33 PM

You can sort the data view results by column by clicking the column header. You can also
change the column order in the results by dragging the column headers. The columns will
remain in the new order for all your user sessions until you change the order. In addition,
you can change a column's width by dragging the column borders. If there are too many
data view results in the list to display in the list area, a scroll bar appears on the right side
of the list.

5. Click the Export to Excel button.
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Manage Data Views

Data Views

* Data inquiry  Sales Opportunity

* Data view

MBE 2011 Revenue Surplus

Data Filters

This report contains all sales opportunities
whose actual revenue is greater than $1000
but had expected revenus of l=ss than $1000.
Tt includes ooen oooortunities.

Field
Campaign

Operator
is equal to
Expected revenue

Actusl revenue is less than

Search Value

2011 MBB Seasons

is greater than or equal to 1000

1000

[¥] Share data view with other CRM users

| Delete |

Data View Results
760

Number of records

i} Name Patron Id

All MBE Non-Ren 296874
All MBE Non-Ren 345396

Patron
Jim Adair

Sammie Aden

Created by Imeyer 6/30/2011 1:37 PM
Last updated by Imeyer 6/30/2011 2:33 PM

CRM starts MS Excel and populates the first sheet of a new spreadsheet with the data view

results.
[l'l’:.:%\l FLECEE tmp3B3F tmp - Microsoft Excel (= [ B [ty
<=/T Home | Inmset  Pagelayost Formuls  Data  Review  View  Addm  Acebat @ - = x|
‘“j & = I P === .;.=j- General i Conditional Formatting = | Seainset~  E - %! lﬂ
| 32 [E===EH- [$- % »| BromatasTable~ 3% Delete ~  [3]~ .
| e A Slf=R | - S 3= e T =) Cell Styles = BiFomat - || 2~ Fns ewers
Clipboard = Font ] Alignment ] Number ] Styles Cells Editing
Al a £ ID ¥
oA ] & c D ; F G H I J K L M
1 |ID .INamE Status Patronld Patron  Expected Forecastr Actual rev Estimated ol Probabilit Won or lo Lost reaso Close date
2 1859 All MBE N Open 296874 Jim Adair 150000 45000 0 4/29/2011 30% Not Closed M
3 1860 All MBE N Open 345396 Sammied 150000 45000 0 4/29/2011 30% Not Closed M
a 1861 All MBE N Open 242257 TaniaAlo 150000 45000 0 4/29/2011 30% Not Closed M
5 1862 All MBE N Open 236193 JanetAlt: 150000 45000 0 4/29/2011 30% Not Closed M
6 1863 All MBE N Open 230133 AndreaA 150000 45000 0 4/29/2011 30% Not Closed M
7 1865 All MBE N Open 284714 Cristie Ar 150000 45000 0 4/29/2011 30% Not Closed M
i i 1866 All MBE N Open 242253 Marcus A 150000 45000 0 4/29/2011 30% Not Closed M
3 1867 All MBE N Open 296861 SusanAre 150000 45000 0 4/29/2011 30% Not Closed M
10 1868 All MBE N Open 230113 Denise A1 150000 45000 0 4/29/2011 30% Not Closed M
1 1869 All MBE N Open 302935 Lin Armot 150000 45000 0 4/29/2011 30% Not Closed M
12 1870 All MBE N Open 290788 Steve Atc 150000 45000 0 4/29/2011 30% Not Closed M
13 1871 All MBB N Open 296864 BPLland 150000 45000 0 4/29/2011 30% Not Closed M
14 1872 All MBB N Open 7352 Maryl.Ba 150000 45000 0 4/29/2011 30% Not Closed M
15 1873 All MBB N Open 321132 Bruce Bak 150000 45000 0 4/29/2011 30% Not Closed M
16 1874 All MBB N Open 248318 CarolBak 150000 45000 0 4/29/2011 30% Not Closed M
W 4 b M| tmp3B3Ftmp 71 T
Ready
[ B

Deleting Data Views

Data views allow you to view the information that is collected when CRM is used. This includes infor-
mation about users' work with patrons, activities, opportunities, and service cases. Data views
allow you to specify and view the parts of this information in which you are interested.

If you find you no longer need a data view that you or a subordinate created, you can delete it at
any time. You cannot delete a data view unless you are the creator or the creator's supervisor.

To delete a data view

1. In the navigation pane, click Inquiry, and then click Manage Data Views.
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[ create activity
£} Create sales opportunity

View  All activibes ~ Duec¢
@} Create donation opportunity
4, Create service case Due date Activ
4, Create patron Jul 1, 2011 4

(Dus in 3 days)

¥ Inquiry
] Mansge Dats Views

Jul 1, 2011 ®
» Processes (Due in 3 days)
Open I
» Semp L Jul 1, 2011 -
(Due in 2 days)
» Calendar =
Cren Jul 1, 2011 -

(Dus in 3 days)

CRM displays the Manage Data Views form.

Manage Data Views

Data Views

* Data inquiry |- Salect & data inquiry - i~)
* Data view | - Select & data view - ket

2. From the Data inquiry drop-down list, select the CRM item type of the data view you want
to delete. The item types available in this list may be limited by your user permissions. For
more information, see Managing Users.

3. From the Data view drop-down list, select the data view you want to delete. CRM expands
the Manage Data Views form to display the Data Filters and Data View Results sections.

4. Click the Delete button.

Manage Data Views

Data Views

* Data inquiry | Sales Opportunity - This report contains all sales opportunities
whese actual revenue is greater than $1000
* Data view | MBB 2011 Revenue Surplus = but had expected revenue of less than $1000.
It includes open oooortunities.
# Data Filters
Field Operator Search Value and/for
(Campaign is equal to 2011 MBE Seasons and
Expected revenue is greater than or equal to 1000 and
Actual revenue is less than 1000 and

giadlata view with other CRM users

Data View Results

CRM displays the Attention dialog box.

Attention!

A
l ‘i'\_ ‘You are about to delete this data view. Do you want to continue?

5. Click the OK button. CRM deletes the data view and redisplays the Manage Data Views form.

Manage Data Views
Data Views
* Data inquiry |- Salect & data inquiry - i~)
* Data view | - Select & data view - -
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Chapter 4 Managing Users

The main CRM users include sales and service representatives, supervisors, and administrators.
Executives may also use CRM to monitor overall sales, donations, and service case resolution.

CRM users are created using Paciolan WBST user administration. Once created in WBST, their user
profiles are enabled and configured in CRM. A user profile includes permissions, place in the user
hierarchy, MS Outlook user name, and team membership. Within CRM, a user may be a basic user,
a supervisor, or an administrator.

Basic CRM users are sales, donation, or customer service representatives with no other users
reporting to them. A supervisor is a user who has one or more direct reports and creates and
assigns opportunities or service cases. An administrator is a user with access to all CRM func-
tionality. Administrators create all the other CRM users.

When managing CRM users, you can do the following:

o Create and enable CRM users

e Select users with the User Lookup
e Set Up the user hierarchy

e Set user permissions

e Edit MS Outlook email addresses
e Disable user access to CRM
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Creating CRM Users

CRM users are created using the administrator tools in WBST, so WBST must be installed for your
organization to use CRM. You must also have administrator access to your WBST installation. Each
user you create must be assigned an operator code that is valid for the CRM data account and
patron management policies you want available to the new user. Once you've created a user is
WBST, you can set up the rest of the user's profile in CRM.

To create a CRM user in WBST

1. Inyour web browser, open the WBST site, and then sign in. If you do not know how to do
this, contact your Paciolan representative.

Paciolan

Welcome to Paciolan SysAdmin Site.
Please Sign In

2. Inthe WBST menu, click the Admin link. CRM displays the Administration page.

o Data Accounts TUTS | Boficy: BUSIMESS TESTING Salect usar: Sallar Admin (GMT) | pag Gt | Hale | M Acauns | Exmer
Paciolan

Select a Data Account

wrs
PACIOLAN
+ BUSINESS TESTING
M Busingss Tasting
KATH

3. Click the Manage Individual Users link. CRM displays the Manage User page.

Data Account: | Policy: Selact  User: Seller Admin (GMT) | Log Qut | Help | My Ascoynt | Reparting | Admin =

Paciolan ~

= Manage Boca Sales Summary Report Views

» Manage User Roles

Business Organization
» Manage Business Organization Locations
» Manage Password Policy

» Manage Termnal Setup Password

= \Miew Active Users

» View Massload Status

4. Click the Create New User button. CRM displays a new page with the Add/Update User and
Assign User Access Rights forms.
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Data Account: | Policy: Selat  User: Seller Admin (GMT) | Log Qut | Help | My Account | Reporting | Admin =
Paciolan
Administration = Manage User
Locate User
Tuser I 1 TLast 1 TFirst L
Name: ' Name: ' Name: 1
_PI‘"‘D"‘E [0 *emax: [ | status: = -
ind vailable. Use the asterisk ( * ) wildcard at the end of a search term to represent zero to
e ching.

Clear Al Search

—

5. Inthe Add/Update User section, enter the new user's information. You will need to supply
the user name and password, along with the seller ID, to the new user for signing in to CRM.

Data Account: | Policy: Select  User: Seller Admin (GMT) | Log Out | Help | My Account | Reporting *

Paciolan

Add/Update User
First Name™:
Last Name™:

User Name™

New Password®: Iphabetic characters

Confirm New Password™:

Days Until Password Expires: 20

User Status: Active ¥
Phone: ’—|
Email: | |
Language: English +

* Indicates required fields

Assign User Access Rights

Select the role(s) for this user.

Role™: -
‘ m L

6. In the Assign User Access Rights section, do the following:
a. Select at least one role for the user. This is required, although roles are not used for CRM.

b. From the Operator Code drop-down list, select a valid operator code for the data
account and patron management policies you are using for CRM.

Language: English +
* Indicates required fields

Assign User Access Rights

| Business Admin Group | Manager Group
] Phone Center Operator Group 7] Qutlet Operator Group

Assign the data account

ociated. Users must be assigned to an data account operatar in

Data Account Operator:

Data Account Name Operator Code

TUTS

None -

<< Admin Menu Search for Ancther User Save & Create Another User | save

7. Click the Save button.
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Language: English =

* Indicates required fields

Assign User Access Rights
Select the role(s) for this user.

Role™:

¥| Business Admin Group ¥| Manager Group

| Phone Center Operator Group ¥ Outlet Operator Group

Assign the data account op:

n order to sell tickets from th

Data Account Operator:

Data Account Name Operator Code  Version
TuTS TESTL - 6.80
<< Admin Menu Search for Another User

-

CRM

[] Create activity

Activities Sales Opportunities Donation Opportunities Service C

Activities

&3 Creste sales opportunity

i Create donation

9, Create service case Status

4y Create patron Open

» Inquiry Cpen

> Processes

Open

¥ Setup

P& Manage teams

Open
4% Manage source campaigns Open
4 Manage sales milestones

% Manage donation milestones Open
4% Manage categories

S Manage sub categories
4% Manage list categories

Minan

4% Manage lost reason codes

View | Al activities + Duet
Due date Activ
Aug 2, 2011 '3

(Due in 27 days)

Aug 10, 2011
(Due in more than 30 days)

Aug 31, 2011 2
(Due in more than 30 days)
Aug 31, 2011 e
(Due in more than 30 days)
Aug 31, 2011 k'3
(Due in more than 30 days)
Sep 9, 2011 4

(Due in more than 30 days)

Mo e anae

» Calendar

Opportunity / Service Case

Name

CRM displays the Manage Users form.

Manage Users

User Information

* Log:

Global

User - Direct Reports

Leggon name. Fiest name Last name

10. Inthe Logon name field, enter the user name of the new user . If you don't know the user
name, use the User Lookup.

11. Click the Enable CRM Access button. The new user can now sign in to CRM. You can also

assign the user a supervisor and set the permissions for the new user.

Sawve & Create Another User

8. Signin to CRM. You must have CRM admin user rights to complete this procedure
9. In the navigation pane, click Setup, and then click Manage Users.
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Glabal

Allow this user a read-only view of all opportunities and activites N

.............

m o m

Selecting Users with the User Lookup

When working in CRM, you will periodically need to select other users from your organization. The
most common situation is when assigning ownership of an activity, opportunity, or service case.
Other examples include assigning a sales or donor rep or creating a data view using a CRM item

owner for one of the search criteria.

The User Lookup is initiated from any field in CRM that requires a CRM user to be specified. In each
instance, you can just enter the user's sign in (logon) name if you know it. However, if you don't
know the logon name, you launch the User Lookup to find it. The User Lookup allows you to search

using a partial logon name, first name, last name, email, or supervisor.

To select a user with the User Lookup

1. Click in the User Lookup field. In the example below, you are looking for a user to assign

ownership of a new activity.

Create Activity i

* Activity | ‘& Phone call > | @ Outgoing () Incoming
* Patron | Id or Keyword Ly * Contact person

* Phone number =
* Subject

Description

* Due date :EI Friority | * Normal

* Owner | | Q | Team

Attachment

2. Inthe user field, click the Q icon. CRM displays the User Lookup.
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User Lookup

Enter Search Criteria

First name

Email

Search Results

Supervisor

Last name

Logon name First name Last name

‘

3. Enter whatever information you know in the Enter Search Criteria fields, and then click the
Search button. CRM displays all users who match the criteria in the Search Results table.

User Lookup

Enter Search Criteria

Logan nam:
First name

Email

Search Results

(]

| Logon name. First name Last name
ditew Deana Itow

esley Liz Kelley

Supervisor
Anne Naonan

Anne Noonan

4. Select the row of the correct user, and then click the Select User button. You can also just
double-click the user's row. CRM redisplays the form with the user in the user field.

Setting Up the User Hierarchy

The CRM user hierarchy represents the manager to employee relationships in your organization.
CRM uses the hierarchy to determine which users can assign tasks to other users and what infor-
mation is available to them. To avoid confusion and mistakes, you should map out the user hier-
archy you want before you begin setting it up in CRM.

User hierarchy is set up in CRM by assigning supervisors to individual users. A user can only have
one supervisor, but a supervisor can have any number of users as direct reports. The hierarchy can-
not be circular, so a user cannot be the supervisor of a user who is their supervisor's supervisor.

This is enforced by the system.

To assign a supervisor to a user

1. Inthe navigation pane, click Setup, and then click Manage Users.
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CRM

Activities Sales Opportunibies Donation Opport

[] Create activity

Activities

£ Creste sales opportunity

» Inquiry Cpen

> Processes

Open

¥ Setup

S Mansge teams

Open

4% Manage source campaigns Open
4 Manage sales milestones

4% Manage donation milestones Open

View Al activities - Duet
"} Create donation opportunity

9, Creste service case Satus Due date =]
4, Creste patron Cpen Aug 2, 2011 £

(Due in 27 days)

Aug 10, 2011

(Due in more than 30 days)
Aug 31, 2011 -
(Due in more than 30 days)
Aug 31, 2011 -
(Due in more than 30 days)
Aug 31, 2011 £y
(Due in more than 30 days)
Sep 9, 2011 A4
(Due in mare than 30 days)

4% Manage categories

Cloze activity Edit activity

4 Manage sub categories

4% Manage list categories
Finan fes e ne

4% Manage lost reason codes

Opportunity / Service Case
» Calendar

CRM displays the Manage Users form.

Manage Users

User Information

Global

Tickating

) o

User - Direct Reports

Leggon name. Fiest name Last name

2. In the Logon name field, enter the sign in (user) name of the user to whom you want to
assign a supervisor. If you don't know the user name, use the User Lookup.

3. From the Supervisor drop-down list, select the name of the supervisor.

Manage Users

User Information
* Logon name | Imeyer 4| Larry Meyer

Outlook username | LMeyer@paciolan.com

I Supervisor Katie Chvatal v I

Global

CRM Admin user m:

If the name is not listed, the supervisor may not have a CRM user profile yet or may not be
eligible for the assignment. If the supervisor has a user profile, make sure the supervisor is
not a direct report of the user by checking the User - Direct Reports table. If the super-
visor is not in this table, display the supervisor's profile using the Manage Users form, and
then make sure that the supervisor's supervisor is not a direct report of the user.
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Hanage Users §

User Information
Outlook usermame | LMeyer@paciolan.com

sor | Katie Chustsl -

Glabal
CRM Admin user

Allow access to restricted data

Ticketing

Allow this user a read-only view of al

nities and activities

allow this user to create/modify opportunities and activities

of all opportunities and activities

B8 A8 88

creste/madify oppertunities and activities

Cancel B Save and new

4. Click the Save and new button. CRM saves the profile and redisplays the Manage Users
form with no user information.

Manage Users |

User Information
* Logon name | Imeyer L Larry Meyer
Outlock usemame | LMeyer@paciolan.com

Supervisor | Kabe Chvatal

Global

M Admin user R
Allow access to restricted data  [N{SN]

Ticketing

Allow this user to create/modify opportunities and activities

Allow this user a read-only view of all opportunities and activibes m:!

Allow this user to create/modify opportunities and activities

User - Direct Reports

5. Repeat these steps for each user in the hierarchy.

Setting Up User Permissions

User permissions in CRM control access to restricted, ticketing, and donation data. Access to tick-
eting and donation data can be read-only or create and modify. Permissions are also used to des-
ignate users as CRM administrators. Regardless of permissions settings, users can always view
their own opportunities, service cases, and activities. To set user permissions, your user profile
must allow you CRM administrator rights.

Note: Users that are signed in to CRM when you change their permissions must sign out and sign in
again for the changes to take effect.

See recommended permissions settings for CRM user types

We recommend that you set permissions for administrators, executives, supervisors,
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sales/donation representatives, and customer service representatives as shown in the table

below.

CRM user Admin user Restricted data Read-only Create/modify
Administrator Yes No No No
Executive No Yes Yes No
Supervisor No Yes Yes Yes
Sales/Donation Rep No No No Yes
Customer Service Rep No No No No

When setting up CRM user permissions, you can do the following:

Configure a CRM Admin User
Configure Access to Restricted Data
Configure Access to Ticketing Data
Configure Access to Donation Data

Configuring a CRM Admin User

A CRM admin user is responsible for managing user profiles and all the list selection items that can
be configured for CRM forms. A CRM admin user may also assign batches of activities to users.
Admin user permissions are required to access the management functions in the Setup menu on
the left navigation pane. For information about using these functions, see CRM Form Options Setup.

CRM

Activities

Sales Oppartunities Donaticn Opportunities

[] Create activity

£} Create sales opportunity All activities

i Create donation opportunity

9, Create service case

4 Create patron Open Oct 28, 2011
(Due in more than 3C

» Inquiry Open Sep 9, 2011
{Due in more than 3C

» Processes

Open Sep 1, 2011
(Due in more than 30

¥ Setup
& Manage users .
: Open Sep 1, 2011
& Manage teams {Due in more than 3€

& Manage source campaigns
» Open Sep 1, 2011
4% Manage sales milestones {Due in mare than 3¢

& Manage danahor! milestones Il o Sep 1, 2011
4 Manage categories (Due in more than 3(
% Manage sub categories
48 Manage list categories Open Sep 1, 2011

4% Manage lost reason codes

Opportunity / Service Case

» Calendar

Name New Season
To set CRM admin permissions for a user

1. Inthe navigation pane, click Setup, and then click Manage Users.
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-

CRM

Activities Sal tunities Donation Opportunities

Activities

[] Create activity

£ Creste sales opportunity View | Al sctivities - Duet

i Create donation

4, Creste service case Due date Activ
4 Creste patron Aug 2, 2011 -
(Due in 27 days)

» Inquiry Aug 10, 2011

(Due in more than 30 days)
» Processes -
Open Aug 31, 2011 =

v Setup (Due in more than 30 days)

S Manage teams

4% Manage source campaigns

Open  Aug 31, 2011 e
(Due in more than 30 days)

Open Aug 31, 2011 -

Due in more than 30 days)
4 Manage sales milestones (e i ¥3)

Open Sep 9, 2011 4
(Due in more than 30 days)

% Manage donation milestones
4% Manage categories

& Manage sub categories

4% Manage list categories

Finan At e A
4% Manage lost reason codes

Opportunity / Service Case

» Calendar

Name

CRM displays the Manage Users form.

Global

Donation

) o

User - Direct Reports

Leggon name. Fiest name Last name

2. In the Logon name field, enter the sign in (user) name of the user that you want to have
CRM admin user permissions. If you don't know the user name, use the User Lookup.

3. In the Global section, select YES for the CRM Admin user option.

Manage Users

User Information

* Logon name | jottd Q Jim Otto

Dutlook vsermame | LMeyer@paciolan.com

Supervisor -

Global

Allow access to restricted data

Ticketing

4. Click the Save and new button.
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Manage Users

[T

N

Hi

NO

m g

NO

Logon name First name Last name: ‘

Disable CRM Access

Configuring Access to Restricted Data

Restricted data is sales and donation opportunities that have been marked as restricted by you or
another user. Once an opportunity is restricted, only users with access to restricted data and the
opportunity's owner will be able to view or edit the opportunity. Users must be configured for
access to restricted data before they can make an opportunity restricted. Access to restricted data
is limited by the user hierarchy as follows:

e If your supervisor does not have access to restricted data, you do not have access.

e If you are a supervisor with access to restricted data, you have access to your own restricted
data and to that of all users below you in the hierarchy (that is, your direct reports, their
direct reports, etc.). You can also make your subordinates' opportunities restricted.

e If you are not a supervisor and have access to restricted data, you only have access to your
own restricted data.

Permissions for access to ticketing and donation data override the restricted data access setting.
That s, if you don't have read-only or create/modify access to ticketing or donation data, having
access to restricted data does not allow you read-only or create/modify access to the restricted
data.

Note: If you disable a supervisor's access to restricted data, all of the users below the supervisor
in the hierarchy have their access to restricted data automatically disabled as well. However, if

you enable access for the supervisor, access is not automatically enabled for those below the super-
visor in the hierarchy.

To set access to restricted data for a user

1. Inthe navigation pane, click Setup, and then click Manage Users.
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-

CRM

Activities Sales Opportunibies Donation Opportunities

Activities

[] Create activity

£ Creste sales opportunity View | Al sctivities ~ Duet

i Create donation

9, Create service case Status Due date Activ

&, Create patron Open Aug 2, 2011 r "y
(Due in 27 days)

» Inquiry Cpen Aug 10, 2011

(Due in more than 30 days)
» Processes o
Open Aug 31, 2011 -

v Setup (Due in more than 30 days)

9% Manage teams

Open Aug 31, 2011 k3
(Due in more than 30 days)

Open Aug 31, 2011 r 3
(Due in more than 30 days)

4% Manage source campaigns

4 Manage sales milestones

Open Sep 9, 2011 4
(Due in more than 30 days)

% Manage donation milestones
4% Manage categories

& Manage sub categories

4% Manage list categories

Finan At e A
4% Manage lost reason codes

Opportunity / Service Case
» Calendar

Name

CRM displays the Manage Users form.

Manage Users

User Information

Global

User - Direct Reports

Leggon name. Fiest name Last name

2. In the Logon name field, enter the sign in (user) name of the user for whom you want to set
access to restricted data. If you don't know the user name, use the User Lookup.

3. For the Allow access to restricted data option in the Global section, do one of the fol-
lowing:

e Select YES to allow the user access to restricted data.
¢ Select NO to deny the user access to restricted data.

Manage Users

User Information

* Logon name | cvovan 4| chris vovan
Qutlook username

Supervisor | Larry Meyer -

——
CRM Admin user Sl
Allow access to restricted datl ‘.

4. Click the Save and new button.

Global

Ticketing
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Configuring Access to Ticketing Data

CRM can allow users access to ticketing data in read-only, create/modify, or read-only and
create/modify configurations. They may also be denied access to ticketing data. Read-only and
create/modify access permissions are set separately for ticketing and donation data access.The
user hierarchy does not affect the enablement of read-only or create/modify access permissions.

Ticketing data includes sales opportunities and the activities that are created in association with
them. Users with read-only access to ticketing data can see the sales opportunities and associated
activities for all users in CRM, except when they are limited by restricted data access. The user
hierarchy does not affect a user's access to read-only ticketing data.

For users that have read-only access but not create/modify access, their permissions only allow
them to see ticketing data through data views and the patron summary. With this configuration,
CRM does not allow them access to the Sales Opportunities hub.

Users with create/modify access to ticketing data can access the Sales Opportunities hub. When
using the hub, they have access to sales opportunities and their related activities, unless they are
limited by restricted data access or their place in the hierarchy. Users can only create, modify, and
delete sales opportunities for which they or their subordinates (that is, their direct reports, their
direct reports direct reports, etc.) are the owner.

Users that have create/modify but not read-only access to ticketing data cannot generate data
views for sales opportunities. They can view individual patrons' sales opportunities in the patron
summary. They can also view their own sales opportunities and those of their subordinates on the
Sales Opportunities hub.

Users that do not have read-only or create/modify access to ticketing data can only see a list of
sales opportunities on the patron summary form. CRM will not display the View Sales Opportunity
form. CRM also does not display the Sales Opportunities hub for this configuration.

See a table summarizing the CRM functionality available for the ticketing data permissions con-
figurations

_ _ Read-only - _ _ Read-only -
geadtonly d.l:o YES zeadtonly d!:o YES
CRM func- N':a e/modify - Create/modify YE:‘,a e/modify - Create/modify
tionality - NO - YES
Sal_e_s Oppor- Not available Not available Available Available
tunities hub
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Read-only - NO Read-only -

Read-only - NO

Read-only -

i YES i YES

CRM func- ﬁl:ate/modlfy " Create/modify $|I-Eesate/mod|fy " Create/modify
tionality - NO - YES
Data View - Sales
Opportunity data  Not available Available Not available Available
inquiry

Sales opportunity Sales opportunity
Patron Summary list but not details  Available list but not details Available

form

form

To set ticketing data permissions for a user

form

1. Inthe navigation pane, click Setup, and then click Manage Users.

2 &m

Activities

[] Create activity
£ Creste sales opportunity

9, Create service case

&, Create patron

» Inquiry
» Processes

¥ Setup

% Manage teams
4% Manage sales milestones
%% Manage categories

9% Manage sub categories

4% Manage list categories

» Calendar

Sales Opportunities

i} Create donation cpportunity

4% Manage scurce campaigns

4% Manage donation milestones

4% Manage lost reason codes

Donation Opportunities Service C:

Activities

view | All sctivities * | Duet
Status | Due date Activ
Open Aug 2, 2011 £

(Due in 27 days)

pen Aug 10, 2011
(Due in more than 30 days)

COpen Aug 31, 2011 3

(Due in more than 30 days)
Open Aug 31, 2011 =
(Due in more than 30 days)
Open Aug 31, 2011 L]

(Due in more than 30 days)

Open Sep 9, 2011 i

(Due in more than 30 days)

Close activity

Edit activity

Minan ]

Opportunity / Service Case

CRM displays the Manage Users form.

Manage Users

User Information

Ticketing

2. Inthe Logon name field, enter the sign in (user) name of the user for whom you want to set
ticketing data permissions. If you don't know the user name, use the User Lookup.

3. In the Ticketing section, set the read-only view and create/modify options.
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Manage U:

rrrrrrrrrr

Donation

4. Click the Save and new button.

Configuring Access to Donation Data

CRM can allow users access to donation data in read-only, create/modify, or read-only and
create/modify configurations. They may also be denied access to donation data. Read-only and
create/modify access permissions are set separately for donation and ticketing data access.The
user hierarchy does not affect the enablement of read-only or create/modify access permissions.

Donation data includes donation opportunities and the activities that are created in association with
them. Users with read-only access to donation data can see the donation opportunities and asso-
ciated activities for all users in CRM, except when they are limited by restricted data access. The
user hierarchy does not affect a user's access to read-only donation data.

For users that have read-only access but not create/modify access, their permissions only allow
them to see donation data through data views and the patron summary. With this configuration,
CRM does not allow them access to the Donation Opportunities hub.

Users with create/modify access to donation data can access the Donation Opportunities hub. When
using the hub, they have access to donation opportunities and their related activities, unless they
are limited by restricted data access or their place in the hierarchy. Users can only create, modify,
and delete donation opportunities for which they or their subordinates (that is, their direct reports,
their direct reports direct reports, etc.) are the owner.

Users that have create/modify but not read-only access to donation data cannot generate data
views for donation opportunities. They can view individual patrons' donation opportunities in the
patron summary. They can also view their own donation opportunities and those of their sub-
ordinates on the Donation Opportunities hub.

Users that do not have read-only or create/modify access to donation data can only see a list of
donation opportunities on the patron summary form. CRM will not display the View Donation Oppor-
tunity form. CRM also does not display the Donation Opportunities hub for this configuration.

See a table summarizing the CRM functionality available for the donation data permissions con-
figurations
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Read-only - NO

Create/modify -

CRM func- NO

tionality

Read-only -
YES

Create/modify
- NO

Read-only - NO

Create/modify -
YES

Read-only -
YES

Create/modify
- YES

Donation Oppor-

tunities hub Not available

Data View - Dona-
tion Opportunity
data inquiry

Not available

Donation oppor-
tunity list but not
details form

Patron Summary
form

Not available

Available

Available

To set donation data permissions for a user

Available

Not available

Donation oppor-
tunity list but not
details form

1. Inthe navigation pane, click Setup, and then click Manage Users.

CRM

Activities Sales Opportunities Donation Opportunities

[] Create activity Biities

Service C:

£ Creste sales opportunity

i h d
4 Manage sales milestones {Due in more than 30 days)
Open Sep 9, 2011

(Due in more than 30 days)

4% Manage donation milestones
4% Manage categories

4% Manage sub categories Close activity
4% Manage list categories
Finan At e A

4% Manage lost reason codes

View | All sctivities + Duet
i} Create donation cpportunity
9, Create service case Status Due date Activ
4, Creste patron Open Aug 2, 2011 v
(Due in 27 days)
> Inquiry Cipen Aug 10, 2011
{Due in more than 30 days)
» Processes _
Open Aug 31, 2011 'y
¥ Setup (Due in more than 30 days)
& Manage teams {Due in more than 30 days)
4% Manage source campaigns Cpen Aug 31, 2011 'y

Edit activity

Opportunity / Service Case
» Calendar

CRM displays the Manage Users form.

Global

' o |
. wo

Ticketing

ies NO

ties
Donstion

=
e T Feweeet
Lexgon name Farst name Last name

Available

Available

Available
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2. In the Logon name field, enter the sign in (user) name of the user for whom you want to set
donation data permissions. If you don't know the user name, use the User Lookup.

3. In the Donation section, set the read-only view and create/modify options.

Manage Users |
User Information

Larry Meyer

LMeyerfpacialan.com

Supervisor | Katie Chuatal -

Global

Dosie A T r——

4. Click the Save and new button.

Editing Outlook Email Addresses for Users

If you are using Paciolan CRM with integrated Outlook, CRM requires your users' Outlook email
addresses to synchronize the CRM and Outlook inboxes. This is normally done automatically the
first time they sign in to CRM after the Paciolan client and Outlook add-in have been installed. How-
ever, if one of your user's Outlook email address changes for some reason, you can change it any
time. When you change the email address, the CRM Inbox and the Outlook Inbox of the new email
address will synchronize the next time the user signs in to CRM.

To change a user's Outlook email address
1. Inthe navigation pane, click Setup, and then click Manage Users.

CRM

Activities 53 pportunities Donation Opportunities Service C:

Activities

[] Create activity

&3 Creste sales opportunity view | Al activities v | Dust

i} Create donation cpportunity

9 Create service case Status Due date Acthy

4, Create patron Cpen Aug 2, 2011
(Due in 27 days)

» Inquiry Cpen Aug 10, 2011
(Due in more than 30 days)

» Processes -
Open Aug 31, 2011 =

v Setup (Due in more than 30 days)

4 Manage teams

Open Aug 31, 2011 r '3
(Due in more than 30 days)

Open Aug 31, 2011 y 'y
(Due in more than 30 days)

% Manage source campaigns

4 Manage sales milestones

Open Sep 9, 2011 4
(Due in more than 30 days)

4% Manage donation milestones

%% Manage categories

Cloze activity Edit activity

9% Manage sub categories

4% Manage list categories

Minan Mo e anae

4% Manage lost reason codes

Opportunity / Service Case
» Calendar

CRM displays the Manage Users form.
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Disabling User Access to CRM

Manage Users

User

Outlook username

Supervisor -

Global

CAM Admin user

Tickating

Allow this user & re: 4 all appos

Al this user to create/modify opportunities and activities

Donation
Allow this user a read-only view of all opportunities and activites

Bllcvw this user to crasta/modéy opportunities and activites

User - Direct Reports

Lesgon name. Faest nume Last naime

In the Logon name field, enter the sign in (user) name of the user whose Outlook email

address you want to change. If you don't know the user name, use the User Lookup.
In the Outlook username field, enter the user's Outlook email address.

Manage Users

User Information

* Logon name gite L im Otto
ST [l—l
Supervisor | Larry Meyer -3
Global

Click the Save and new button.

Irs
Manage Users ¢
User
* Logon name | Ato 4 5im otto
Outiock username | jottoBpacician.coml
Suparviser | Larry Mayar &
Global

CRM Admin user

Allow access to restricted data

Ticketing

Allow this uper o creste/modfy opportunities and activities

Denation

Allow this user 8 read-only view of all cpportunities and sctivities

[wa]
(o]
Allow this user a read-only view o all opportunities and sctivites [IRRNO |
s
o)
 ves B

Allow this user to create/modify opportunities and activities

CRM saves the new email address.

You can prevent a CRM user from having access to CRM at any time. You can also re-enable user
access at any time after disabling it.

To disable user access to CRM

1. Inthe navigation pane, click Setup, and then click Manage Users.
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Activities

[] Create activity

&3 Create sales opportunity
i} Create donation opp i

4, Creste service case

&, Create patron

» Inquiry
b Processes

¥ Setup
9% Manage teams
4% Manage source campaigns
4 Manage sales milestones
% Manage donation milestones Open
4% Manage categories
9% Manage sub categories
4% Manage list categories

Minan

4% Manage lost reason codes

view  All activities ~ Duet
Due date Activ
Aug 2, 2011 e

(Due in 27 days)

Aug 10, 2011
(Due in more than 30 days)

Aug 31, 2011 2
(Due in more than 30 days)
Aug 31, 2011 e
(Due in more than 30 days)
Aug 31, 2011 2

(Due in more than 30 days)

Sep 9, 2011 A
(Due in more than 30 days)

Mo e anae =)

» Calendar

Opportunity / Service Case

CRM displays the Manage Users form.

Name

Manage Users

User

Outlook username

Supervisor -

Global

Tickating
Allaw this uses &

ko this user

Donation

Allow this user & re:

User - Direct Reports

o al opportunities and sctivities (I NO ]
[we]

Bllorw this user o creste/modfy oppertunities and act

vitees

Lesgon name. Faest nume Last naime

2. In the Logon name field, enter the sign in (user) name of the user whose access you want

to disable. If you don't know the user name, use the User Lookup.
3. Click the Disable CRM Access button.

Manage Users &

User Information
* Lagon mame | jotte Q| 3im otto
Outlook usemame | jottogpaciolan.com

o | Larmy Meyer -

Glabal

Ticketing

Danatian
Ao this user 3 read-caly vie

Allow this user t create/modify coportunities and activties

User - Direct Reports

Logon name First namee Lt e

Dot bt o = e
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CRM displays a confirmation dialog box.

Information

'.Q/ Are you sure you wish to inactivate this user?

4. Click the Inactivate button. CRM disables the user's access.

To re-enable user access to CRM

1. Inthe navigation pane, click Setup, and then click Manage Users.

-

CRM

Activities Sales Opportunities Donation Opportunities

Activities

[] Create activity

£ Creste sales opportunity View | Al sctivities - Duet

i Create donation

9, Create service case Status Due date Activ
4, Create patron Aug 2, 2011 o
(Due in 27 days)
» Inguiry Aug 10, 2011
(Due in more than 30 days)
» Processes o
Open Aug 31, 2011 =
¥ Setup (Due in more than 30 days)
& Manage teams {Due in more than 30 days)
4% Manage source campaigns Open Aug 31, 2011 -
Due in more than 30 days
4 Manage sales milestones (e i ¥3)
4% Manage donation milestones Open Sep 9, 2011 4

Due i than 30 d.
e (Due in more than 30 days)

S Manage sub categories
4% Manage list categories

Finan At e A
4% Manage lost reason codes

Opportunity / Service Case
» Calendar

Name

CRM displays the Manage Users form.

Manage Users

User Information -

Global

User - Direct Reports

Leggon name. Fiest name Last name

2. In the Logon name field, enter the sign in (user) name of the user whose access you want
to re-enable. If you don't know the user name, use the User Lookup.

3. Click the Enable CRM Access button.
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Hanage Users

User Information

B — P

Outlook usermame

Supervisor | Lary Meyer -

Glabal

CAM Admin user

Allerm acenss to restricted data

Ticketing

Allow this user & read-cnly view of l copantunities and activities

Allow this user to create/modify cpportunties and activities

Danation

Al this user & reac-onby veew of all apportunities and activities

Allow this user to create/modify apportunties and activities

User - Direct Reports

CRM enables the user's access.
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Chapter 5 Configuring CRM Form Options

Many of the drop-down list options on CRM forms are customizable in CRM or the back office. The
options you configure in CRM are most often used to organize and report on CRM opportunities and
service cases or for bulk processes. To customize these options in CRM, you must be a CRM user
with administrative permissions.

The options set in the back office are mostly used to configure selections for individual patrons
when using the Patron Detail form. Back office options are configured by the people in your organ-
ization who set up patron options in tRes and tPatron.

The table below contains the form options that are configurable in CRM and the back office.

CRM

form

options Description of use

Teams Groups of CRM users that are used for reporting with data views, bulk processing, and
manual creation and editing of opportunities and activities. This option is configured
in CRM.

Source Categories for sales opportunities based on your sales processes or marketing cam-

campaigns paigns. Source campaigns are used for reporting with data views. This option is con-
figured in CRM.

Sales mile- Categories of sales opportunities based on your sales processes and the progress of
stones sales representatives. Sales milestones are used for reporting with data views. This
option is configured in CRM.

Donation  Categories of donation opportunities based on your fundraising processes and the
milestones progress of donation representatives. Donation milestones are used for reporting with
data views. This option is configured in CRM.

Service Service case categories and subcategories used to organize customer support cases
case cat- based on your customer support process. Service case categories are used for report-
egories ing with data views. This option is configured in CRM.

List cat- Categories of the patron lists that are used during the bulk creation process for oppor-
egories tunities or activities. This option is configured in CRM.

Lost rea- Categories that sales and donation representatives use to report the reasons why
son codes they lose their opportunities. Lost reason codes are used for reporting with data
views. This option is configured in CRM.

Patron Patron Detail form options with selections that can be configured in tRes and tPatron.
Detail
Options
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Managing Teams

CRM teams are groups of CRM users that are used for reporting with data views and as part of bulk
opportunity and activity processing. During bulk processing, opportunities and activities can auto-
matically be assigned to teams of users. In addition, users can assign teams to opportunities and
activities when manually creating or editing them.

A team is composed of a name, description, and member list. CRM users can belong to more than
one team at a time. However, multiple teams cannot be assigned to a single opportunity or activ-
ity. When manually creating or editing an opportunity or service case, users can only assign teams
of which they are members. The team management procedures below can only be done by users
with administrative privileges.

To create a team

1. Inthe navigation pane, click Setup, and then click Manage teams.

CRM

Activities Sales Opportunities Donation Opportunities Service C:

Activities

[ Create activity
£3 Creste sales opportunity R Al activitics — |
"} Create donation opportunity

9 Create service case Status Due date Acthy

&, Create patron Open Aug 2, 2011 r 'y
(Due in 27 days)

» Inquiry Cpen Aug 10, 2011
(Due in more than 30 days)

» Processes -
Open Aug 31, 2011 =

¥ Setup (Due in more than 30 days)

Cpen Aug 31, 2011 -
(Due in more than 30 days)

Manage users

& Mansge teams

4% Manage source campaigns Cpen Aug 31, 2011 'y

in han 30 d
4 Manage sales milestones {Due in more than 30 days)

Cpen Sep 9, 2011 i
(Due in more than 30 days)

4% Manage donation milestones

%% Manage categories

Cloze activity Edit activity

9% Manage sub categories
4% Manage list categories
Finan fes e ne

4% Manage lost reason codes

Opportunity / Service Case
» Calendar

CRM displays the Manage Teams form.

Manage Teams

Hanage Teams

“ Team mame |- Seiect a team - - Add new

* Team description

Available CRM wsers Team members

2. In the Manage Teams section, click the Add new button.
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CRM displays the New Team dialog box.

New Team

Team Inf

* Team name l

* Team description

In the Team name text box, enter a short descriptive name for the team. This is the item
name that displays in the Team drop-down list when creating batch activities, assigning
batch activities, and manually creating or editing opportunities and activities. You cannot
change the team name once the new team is saved. In the example image below, the Team
drop-down list is displayed during manual sales opportunity creation.

Create Sales Opportunity |
LELTEY  Additional Information

* Opportunity name | New Sales Lead

>

* Patron Id | 257352 * Contact person | Mr. John Smith

* Estimated close date | 9/15/2011 1

i

Friority | # Normal -

Yol

* Owner | Imeyer Team

Expected revenue Source cafpaign

Team Jazzie

Description
. New Season Drive

“

In the Team description text box, enter a useful description of the team. This description is
only displayed on the Manage Teams form. You can edit this description at any time after cre-
ating the team.

Click the Save button. CRM redisplays the Manage Teams form with the new team name and
description in Team name and Team description. CRM also displays all active, enabled
CRM users in the Available CRM users list.
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Manage Teams |
Manage Teams
* Team name  Green = Add new
* Team description | The Green team is responsible for the green opportunities.
Available CRM users Team members
Jason Bunger
Jason Evans
Jeff Clark
Add
Jim Cordova
Jim Otto Add all
Joan Sullivan
Joe Admin
Remove
Joe Sslesman
John Donorrep Remove all
Katie Chvatal
Kelly SalesManager
Kurt Hasenbalg
o s e

6. Move team members from the Available CRM users list to the Team members list. To do
this, you can drag them or use the add and remove buttons.

See a table describing how to move users between lists.

Method Usage information

Drag users To move one user, drag the user from one list to the other list. To move more
than one user at a time, hold down the ctr1 key, select each user, and then
drag the selected users to the other list. The selected users will be dragged
together. To move a group of sequential users quickly, select the first user in
the sequence, press the shift key while selecting the last user in the
sequence, and then drag the selected users to the other list.

To add a user to the Team members list, select the user in the Available
CRM users list and then click this button. To add more than one user at a
time, hold down the ctrl key, select each user, and then click this button. To
add a group of sequential users quickly, select the first user in the sequence,
press the shift key while selecting the last user in the sequence, and then
click this button.

Click this button to add all the users from the Available CRM users list to the
team. If most of the available users are on the team, you can save time by
clicking this button and then removing the users who are not on the team.

Add

| Addall |

To remove a user from the Team members list, select the user and then
click this button. To remove more than one user at a time, hold down the ctrl
key, select each user, and then click this button. To remove a group of sequen-
tial users quickly, select the first user in the sequence, press the shift key
while selecting the last user in the sequence, and then click this button.

|Hemn'ue|

Rem Click this button to remove all the users from the Team members list.
ove all

7. Click the Save and new button. CRM saves the team and redisplays the Manage Teams
form empty.
To edit an existing team

1. Inthe navigation pane, click Setup, and then click Manage teams.
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[] Create activity

£ Creste sales opportunity View | Al sctivities - Duet

i} Create donation opp

4, Creste service case Due date Activ
4 Create patron Aug 2, 2011 o

(Due in 27 days)

» Inquiry Aug 10, 2011
(Due in more than 30 days)

> Processes

Open Aug 31, 2011 2
¥ Setup (Due in more than 30 days)
Manage users Open Aug 31, 2011 *
(Due in more than 30 days)
4% Manage source campaigns Open Aug 31, 2011 k3
J& Manage sales milestones (Due in more than 30 days)
Open Sep 9, 2011 4

% Manage donation milestones

(Due in more than 30 days)

4% Manage categories

9% Manage sub categories
4% Manage list categories

Finan P —
4% Manage lost reason codes

Opportunity / Service Case
» Calendar

Name

CRM displays the Manage Teams form.

Manage Teams

Hanage Teams

* Team name v | | Addnew

* Team description

Available CRM wsers Team members

2. From the Team name drop-down list, select the name of the team you want to edit.

Manage Teams

Manage Teargg

* Team name

* Team description

Available CRM users Team members

CRM displays the team information.

User Guide

297



Paciolan

CRM 1.0

3. To edit the team description, modify the text in the Team description text box.

4. To change the team members, move them between the Available CRM users list and the
Team members list. To do this, you can drag them or use the add and remove buttons.

See a table describing how to move users between lists.

Method

Usage information

Drag users

Add

| Addall |

| Remowve |

Remowe all

To move one user, drag the user from one list to the other list. To move more
than one user at a time, hold down the ctrl key, select each user, and then
drag the selected users to the other list. The selected users will be dragged
together. To move a group of sequential users quickly, select the first user in
the sequence, press the shift key while selecting the last user in the
sequence, and then drag the selected users to the other list.

To add a user to the Team members list, select the user in the Available
CRM users list and then click this button. To add more than one user at a
time, hold down the ctr1 key, select each user, and then click this button. To
add a group of sequential users quickly, select the first user in the sequence,
press the shift key while selecting the last user in the sequence, and then
click this button.

Click this button to add all the users from the Available CRM users list to the
team. If most of the available users are on the team, you can save time by
clicking this button and then removing the users who are not on the team.

To remove a user from the Team members list, select the user and then
click this button. To remove more than one user at a time, hold down the ctrl
key, select each user, and then click this button. To remove a group of sequen-
tial users quickly, select the first user in the sequence, press the shift key
while selecting the last user in the sequence, and then click this button.

Click this button to remove all the users from the Team members list.

5. Click the Save and new button. CRM saves the team and redisplays the Manage Teams

form empty.

To delete a team

1. In the navigation pane, click Setup, and then click Manage teams.
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[] Create activity

£ Creste sales opportunity View | Al sctivities - Duet

i} Create donation opp

4, Creste service case Due date Activ
4 Create patron Aug 2, 2011 o

(Due in 27 days)

» Inquiry Aug 10, 2011
(Due in more than 30 days)

> Processes

Open Aug 31, 2011 2
¥ Setup (Due in more than 30 days)
Manage users Open Aug 31, 2011 *
(Due in more than 30 days)
4% Manage source campaigns Open Aug 31, 2011 k3
J& Manage sales milestones (Due in more than 30 days)
Open Sep 9, 2011 4

% Manage donation milestones

(Due in more than 30 days)

4% Manage categories

9% Manage sub categories
4% Manage list categories

Finan P —
4% Manage lost reason codes

Opportunity / Service Case
» Calendar

Name

CRM displays the Manage Teams form.

Manage Teams

Hanage Teams

* Team name v | | Addnew

* Team description

Available CRM wsers Team members

2. From the Team name drop-down list, select the name of the team you want to delete.

Manage Teams

Manage Teargg

* Team name

* Team description

CRM displays the team information.

Available CRM users Team members
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Hanage Teans

Manasge Taams
* Team name | Green - Add new

* Team description | The Green team is responsible for the green opportunities.

Avsilable CRM users Team members

saron Jchnson lim cttn
Anes Noonan Joan Sullran

Beth Megerie S Joe Admin

Betty Salesrep Joe Salesman
Carly Reger Add all John Donorrep
Deana Itow Katie Chatal
Gloria Kane 2 Kelly SalesMansger
3Jmson Bunger Hurt Hasenbaig
Jas0n Evans Remove all Larry Meyer

et Clark
3 Cordovs
Lebette Haostetler

3. Click the Delete team button.

Manage Teams
Manage Teams
*Team name | Green ';I Add new
* Team description | The Green team is responsible for the green opportunities.
Available CRM users Team members
10 Test Jim Otto
11 Test Joan Sullivan
12 Test Adi Joe Admin
13 Test Joe Salesman
14 Test Add all John Donorrep
15 Test Katie Chvatal
1 Test R kelly SalesManager
2 test Kurt Hasenbalg
3 Test Remove all Larry Meyer
4 Test
5 Test
6 Test

CRM displays the Attention! confirmation dialog box. The dialog box will warn you if there are
open opportunities or activities assigned to the team. However, you can still delete teams
with open assignments.

4. Click the OK button. CRM deletes the team and redisplays the Manage Teams form with the
team removed from the Team name drop-down list.

Managing Source Campaigns

Source campaigns allow sales organizations to categorize their sales opportunities based on their
own sales process and the marketing campaigns used to generate those opportunities. The source
campaign can be set during batch activity creation and when manually creating or editing sales
opportunities. In the sales opportunity data view, sales opportunities can be filtered or sorted by
the source campaign. The source campaign management procedures below can only be done by
users with administrative privileges.

To add a source campaign

1. Inthe navigation pane, click Setup, and then click Manage source campaigns.
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-

CRM

Activities Sal tunities Donation Opportunities

Activities

[] Create activity

£ Creste sales opportunity View | Al sctivities - Duet

i} Create donation opp

4, Creste service case Due date Activ
2 Create patron Aug 2, 2011 P

(Due in 27 days)

» Inquiry Aug 10, 2011
(Due in more than 30 days)

> Processes

]

Open Aug 31, 2011

v Setup (Due in more than 30 days)

[

Open Aug 31, 2011
(Due in more than 30 days)

4 Manage users
& Manage teams

4% Manage source campaigns

4% Manage sales milestones

[

Open Aug 31, 2011
(Due in more than 30 days)

Open Sep 9, 2011 4
(Due in more than 30 days)

% Manage donation milestones

4% Manage categories

Cloze activity Edit activity

9% Manage sub categories
4% Manage list categories

Oinan fes e ane e
4% Manage lost reason codes

Opportunity / Service Case
» Calendar

Name

CRM displays the Manage Source Campaigns form.

Manage Source Campaigns
Source campaign Description
Spring Fling Sales thru the month of May
2012 Football New New Season Sales for Football 2012

2012 Football Renewals Renew current Football Season Ticket Holders

2012 Football Groups  Groups Sales for all Home Football Games

2. In the Source campaign column, double-click in an empty cell. The cursor will display in
the cell.

Manage Source Campaigns 1

Source campaign Description
Spring Fling Sales thru the month of May
2012 Football New New Season Sales for Football 2012

2012 Football Renewals Renew current Football Season Ticket Holders

20 ootball Group roups Sales for all Home Football Games

3. Enter a short descriptive name for the source campaign. This is the name that displays in the
Source campaign drop-down list when creating batch activities and manually creating or
editing sales opportunities. You can change this name at any time. In the example image
below, the Source campaign drop-down list is displayed during manual sales opportunity
creation.
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Create Sales Opportunity §
[ETE Addibonal Information
* Opportunity name | Fall Campaign
* Patron Id | 257352 Lo} * Contact person | Mr. John Smith -
* Estimated close date 5] Pricrity | P Normal -
* Owner | Imeyer Q Team -
Expected revenue Source caMpaign -
Descripbion
So Spring Fling Campaign
2012 Football New
2012 Football Renewals
2012 Football Groups
Next Step
* Activity | & Phone call - * Phone number | (281)555-1234 (BUSINESS) =
* Subject

4. In the Description column, enter a brief description of the source campaign. This descrip-
tion is only displayed on the Manage Source Campaigns form. You can edit this description at
any time.

5. If you want to change the order in which the source campaigns display in the Source cam-
paign drop-down list, drag their rows up or down in the table.

6. Click the Save button. CRM saves the new source campaign and displays the Activities form.

To edit a source campaign

1. Inthe navigation pane, click Setup, and then click Manage source campaigns.

-

CRM

Activities Sales Opportunities Donation Opportunities Service C

Activities

[] Create activity

£ Creste sales opportunity View | Al sctivities - Duet

i Create donation

J_,_ Creste service case Status. Due date Activ
&, Create patron Open Aug 2, 2011 s

(Due in 27 days)
» Inquiry Cpen Aug 10, 2011

(Due in more than 30 days)
» Processes _
Open Aug 31, 2011 =
¥ Setup (Due in more than 30 days)
Open Aug 31, 2011 2
(Due in more than 30 days)

4 Manage users
Manage teams

4% Manage source campaigns

4% Manage sales milestones

Open Aug 31, 2011 -
(Due in more than 30 days)

Open Sep 9, 2011 4
(Due in mare than 30 days)

% Manage donation milestones
4% Manage categories

S Manage sub categories

4% Manage list categories

Minan fes e A

4% Manage lost reason codes

Opportunity / Service Case
» Calendar

Name

CRM displays the Manage Source Campaigns form.

Manage Source Campaigns
Source campaign Description
Spring Fling Sales thru the month of May
2012 Football New New Season Sales for Football 2012

2012 Football Renewals Renew current Football Season Ticket Holders

2012 Football Groups  Groups Sales for all Home Football Games

2. Inthe source campaign's row, select the source campaign name or description and make
changes. Click once on a cell to select and replace all the text in the cell. Double-click a cell
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3.

4,

5.

to make changes to the existing text. Once saved, changes to the source campaign name will
be immediately reflected in the Source campaign drop-down list of sales opportunities with
that source campaign selected.

Click on other rows to make changes to additional source campaigns and to activate the
Save button.

If you want to change the order in which the source campaigns display in the Source cam-
paign drop-down list, drag their rows up or down in the table.

Click the Save button. CRM saves the changes and displays the Activities form.

To delete a source campaign

1.

In the navigation pane, click Setup, and then click Manage source campaigns.

CRM

Activities Sales Opportunities Donation Opportunities Service C:

Activities

[] Create activity

&3 Creste sales opportunity view | Al activities v | Dust

i} Create donation cpportunity

9 Create service case Status Due date Acthy

4, Creste patron Open Aug 2, 2011 =
(Due in 27 days)
» Inquiry Cpen Aug 10, 2011
(Due in more than 30 days)
P Processes
Open Aug 31, 2011 =
- (Due in more than 30 days)
Open Aug 31, 2011 -
(Due in more than 30 days)

%% Manage users
Manage teams

4% Manage source campaigns

4% Manage sales milestones

Open Aug 31, 2011 r 3
(Due in more than 30 days)

Open Sep 9, 2011 i
(Due in mare than 30 days)

4% Manage donation milestones

4% Manage categories

Cloze activity Edit activity

9% Manage sub categories

4% Manage list categories

Minan Mo e anae

4% Manage lost reason codes

Opportunity / Service Case
» Calendar

CRM displays the Manage Source Campaigns form.

Manage Source Campaigns
Source campaign Description
Spring Fling Sales thru the month of May
2012 Football New New Season Sales for Football 2012

2012 Football Renewals Renew current Football Season Ticket Holders

2012 Football Groups  Groups Sales for all Home Football Games

Select the source campaign that you want to delete by clicking its row. If you want to select
more than one source campaign at the same time, you can ctrl + click each row. You can
also select a sequential group of rows by clicking the first row in the sequence, and then
shift + clicking the last row in the sequence.

Click the Delete campaign button. The selected rows are removed from the source cam-
paign table.
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Manage Source Campaigns

Source campaign Description
2012 Football New MNew Season Sales for Football 2012
2012 Football Renewals  Renew current Football Season Ticket Holders

2012 Football Groups Groups Sales for all Home Football Games

2012 Basketball Renewals Renew current Basketball Season Ticket Holders

Note: There is no warning if there are sales opportunities that have already been assigned
the source campaigns you are deleting. For those sales opportunities, there will no longer be
a campaign selected in the Source campaign drop-down list.

4. Click the Save button. CRM deletes the source campaigns and displays the Activities form.

Managing Sales Milestones

Sales milestones allow you to categorize sales opportunities based on your sales process and your
sales representatives' progress toward winning the opportunities. Milestones for sales oppor-
tunities can be set during batch activity creation and when manually creating or editing sales oppor-
tunities. In the sales opportunity data view, sales opportunities can be filtered or sorted by sales
milestone. The sales milestone management procedures below can only be done by users with
administrative privileges.

To add a sales milestone

1. Inthe navigation pane, click Setup, and then click Manage sales milestones.

CRM

Activities Sales Opportunities Donation Opportunities Sarvice (

Activities

[] Create activity

&3 Creste sales opportunity view | Al activities v | Dust

i} Create donation cpportunity

9 Create service case Status Due date Acthy

&, Create patron Open Aug 2, 2011 r 'y

(Due in 27 days)

» Inquiry Cpen Aug 10, 2011
(Due in more than 30 days)

P Processes
Open Aug 31, 2011 -

v Setup (Due in more than 30 days)

Cpen Aug 31, 2011 -
(Due in more than 30 days)

%% Manage users

& Manage teams

Open Aug 31, 2011 y 'y
(Due in more than 30 days)

Manage source campaigns

4 Manage sales milestones

4% Manage donation milestones Open Sep 9, 2011 Y

(Due in more than 30 days)

%% Manage categories
9% Manage sub categories

4% Manage list categories

Minan

4% Manage lost reason codes

Opportunity / Service Case
» Calendar

CRM displays the Manage Sales Milestones form.
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6.

Manage Sales Milestones

Milestone  Description
.Milestanel Prospect

Milestone 2 Patron has shown interest
Milestone 3 Work in progress
Milestone 4 Promise to buy

Milestone 5 Sold

. In the Milestone column, double-click in an empty cell. The cursor will display in the cell.

Manage Sales Milestones |
i Drescrip
Milestone 1 Prospect

Milestone 2 Patron has shown interest
Milestone 3 Work in progress

Milestone 4 Promise to buy

Old

Enter a short descriptive name for the sales milestone. This is the name that displays in the
Milestone drop-down list when creating batch activities and manually creating or editing
sales opportunities. You can change this name at any time. In the example image below, the
Milestone drop-down list is displayed during manual sales opportunity creation.

Create Sales Opportunity |

=clE Additional Information

Probability to dose - Milestone hd

Attachment

== ) Milestone 2
L Restricted Milestone 3

Milestone 4
Milestone 5

In the Description column, enter a brief description of the sales milestone. This description
is only displayed on the Manage Sales Milestones form. You can edit this description at any
time.

If you want to change the order in which the sales milestones display in the Milestone drop-
down list, drag their rows up or down in the table.

Click the Save button. CRM saves the new sales milestone and displays the Activities form.

To edit a sales milestone

1.

In the navigation pane, click Setup, and then click Manage sales milestones.

User Guide 305



Paciolan

CRM 1.0

pportunities Donation Opportunities Service C:

[] Create activity

Activities

£ Creste sales opportunity View

i} Create donation cpportunity

All activities * Dust

4, Creste service case Status

&, Create patron Open

» Inquiry Cpen

» Processes Open
¥ Setup

4% Manage users Open
& Manage teams

4% Manage source campaigns Open

4 Manage sales milestones

4% Manage donation milestones Open

4% Manage categories

Due date Activ
Aug 2, 2011 £y
(Due in 27 days)

Aug 10, 2011

(Due in more than 30 days)
Aug 31, 2011 -
(Due in more than 30 days)
Aug 31, 2011 -
(Due in more than 30 days)
Aug 31, 2011 £y
(Due in more than 30 days)
Sep 9, 2011 -
(Due in more than 30 days)

Cloze activity Edit activity

9% Manage sub categories

4% Manage list categories

Minan Mo e anae

4% Manage lost reason codes

Opportunity / Service Case
» Calendar

CRM displays the Manage Sales Milestones form.

Manage Sales Milestones

Milestone | Description

Milestone 1 Prospect

Milestane 2 Patron has shown interest
Milestone 3 Wark in progress
Milestone 4 Promise to buy

Milestone 5 Sold

2. Inthe sales milestone's row, select the sales milestone name or description and make
changes. Click once on a cell to select and replace all the text in the cell. Double-click a cell
to make changes to the existing text. Once saved, changes to the sales milestone name will
be immediately reflected in the Milestone drop-down list of sales opportunities with that
milestone selected.

3. Click on other rows to make changes to additional sales milestones and to activate the Save
button.

4. If you want to change the order in which the sales milestones display in the Milestone drop-
down list, drag their rows up or down in the table.

5. Click the Save button. CRM saves the changes and displays the Activities form.

To delete a sales milestone

1. Inthe navigation pane, click Setup, and then click Manage sales milestones.
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5 Opportunities Donation Opportunities

[] Create activity

£ Creste sales opportunity

i} Create donation opp

9, Create service case Status

&, Create patron Open

» Inquiry Cpen

» Processes open
¥ Setup

4% Manage users Open
% Manage teams

% Manage source campaigns Open

4 Manage sales milestones

% Manage donation milestones

Open
4% Manage categories

& Manage sub categories
4% Manage list categories

Minan

4% Manage lost reason codes

(Due in 27 days)

Aug 10, 2011
(Due in more than 30 days)

Aug 31, 2011
(Due in more than 30 days)

Aug 31, 2011
(Due in more than 30 days)

Aug 31, 2011
(Due in more than 30 days)

Sep 9, 2011
(Due in more than 30 days)

Mo e anae

Activities

View | Al activities + Duet
Due date Activ
Aug 2, 2011 '3

» Calendar

Opportunity / Service Case

CRM displays the Manage Sales Milestones form.

Name

Manage Sales Milestones

Milestone | Description

Milestone 1 Prospect

Milestane 2 Patron has shown interest
Milestone 3 Wark in progress
Milestone 4 Promise to buy

Milestone 5 Sold

2. Select the sales milestone that you want to delete by clicking its row. If you want to select
more than one sales milestone at the same time, you can ctrl + click each row. You can
also select a sequential group of rows by clicking the first row in the sequence, and then

Shift + clicking the last row in the sequence.

3. Click the Delete milestone button. The selected rows are removed from the sales mile-

stone table.

Manage Sales Milestones

Milestone | Description
Prospect

Milestone 2 | Patron has shown interest
Milestone 3 | Work in progress

Milestone 4 | Promise to buy

Milestone 5 | Seld

Note: There is no warning if there are sales opportunities that have already been assigned
the sales milestones you are deleting. For those sales opportunities, there will no longer be

a milestone selected in the Milestone drop-down list.

4. Click the Save button. CRM deletes the sales milestones and displays the Activities form.
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Managing Donation Milestones

Donation milestones allow you to categorize donation opportunities based on your donation process
and your donation representatives' progress toward winning the opportunities. Milestones for dona-
tion opportunities can be set during batch activity creation and when manually creating or editing
donation opportunities. In the donation opportunity data view, donation opportunities can be fil-
tered or sorted by donation milestone. The donation milestone management procedures below can
only be done by users with administrative privileges.

To add a donation milestone

1. Inthe navigation pane, click Setup, and then click Manage donation milestones.

-

CRM

Activities Sales Opportunities Donation Opportunities Service C

Activities

[] Create activity

£ Creste sales opportunity View | Al sctivities - Duet

i} Create donation opp

d___ Creste service case Status. Due date Activ

&, Create patron Open Aug 2, 2011

(Due in 27 days)

» Inquiry Cpen Aug 10, 2011
(Due in more than 30 days)
» Processes

Open Aug 31, 2011 b

¥ Setup (Due in more than 30 days)

Open Aug 31, 2011 2
(Due in more than 30 days)

4 Manage users
4 Manage teams

Open Aug 31, 2011
(Due in more than 30 days)

4% Manage source campaigns

Manage sales milestones

% Manage donation milestones

4% Manage categories

Open Sep 9, 2011 4
(Due in more than 30 days)

& Manage sub categories

4% Manage list categories
Finan fes e ne

4% Manage lost reason codes

Opportunity / Service Case
» Calendar

Name

CRM displays the Manage Donation Milestones form.

Manage Donation Milestones

Milestone | Description
Milestone 1| Prospect Identified
Milestone 2 | Research Completed
Milestone 3 Assigned to a Sclicitor
Milestone 4 Cultivation Underway
Milestone 5 Ask

Milestane 6 Closed

2. Inthe Milestone column, double-click in an empty cell. The cursor will display in the cell.

Manage Donation Milestones

Milestone  Desaription

Milestone 1 Prospect Identified
Milestone 2 Research Completed
Milestone 3 Assigned to a Solicitor
Milestone 4 Cultivation Underway
Milestone 5 Ask

Milestone & Closed
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3. Enter a short descriptive name for the donation milestone. This is the name that displays in
the Milestone drop-down list when creating batch activities and manually creating or editing
donation opportunities. You can change this name at any time. In the example image below,
the Milestone drop-down list is displayed during manual donation opportunity creation.

Create Donation Opportunity |

LT Additional Information

Probability to dose = Milestone =

Description
DRt
Milestone 2
Milestone 3
| Milestone 4
Attachment Milestone 5
| Milestone 6

[] Restricted

4. In the Description column, enter a brief description of the donation milestone. This descrip-
tion is only displayed on the Manage Donation Milestones form. You can edit this description
at any time.

5. If you want to change the order in which the donation milestones display in the Milestone
drop-down list, drag their rows up or down in the table.

6. Click the Save button. CRM saves the new donation milestone and displays the Activities
form.

To edit a donation milestone

1. Inthe navigation pane, click Setup, and then click Manage donation milestones.

-

CRM

Activities Sales Opportunities Donation Opportunities Service C

Activities

[] Create activity
£ Creste sales opportunity

View  All sctivities - Duet
i} Create donation opp

9, Create service case Status Due date Activ

&, Create patron Open Aug 2, 2011

(Due in 27 days)

» Inquiry Cpen Aug 10, 2011
(Due in more than 30 days)

P Processes
Open Aug 31, 2011 =

v Setup (Due in more than 30 days)

Cpen Aug 31, 2011
(Due in more than 30 days)

45 Manage users
% Manage teams

Open Aug 31, 2011
(Due in more than 30 days)

4% Manage source campaigns

Manage sales milestones

% Manage donation milestones

4% Manage categories

Open Sep 9, 2011 4
(Due in more than 30 days)

S Manage sub categories

4% Manage list categories

Finan At e A
4% Manage lost reason codes

Opportunity / Service Case
» Calendar

Name

CRM displays the Manage Donation Milestones form.

Manage Donation Milestones

Milestone | Description
Milestone 1| Prospect Identified
Milestone 2 | Research Completed
Milestone 3 Assigned to a Sclicitor
Milestone 4 | Cultivation Underway
Milestone 5 Ask

Milestane 6 Closed
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2. Inthe donation milestone's row, select the donation milestone name or description and
make changes. Click once on a cell to select and replace all the text in the cell. Double-click a
cell to make changes to the existing text. Once saved, changes to the donation milestone
name will be immediately reflected in the Milestone drop-down list of donation oppor-
tunities with that milestone selected.

3. Click on other rows to make changes to additional donation milestones and to activate the
Save button.

4. If you want to change the order in which the donation milestones display in the Milestone
drop-down list, drag their rows up or down in the table.

5. Click the Save button. CRM saves the changes and displays the Activities form.
To delete a donation milestone

1. Inthe navigation pane, click Setup, and then click Manage donation milestones.

CRM

Activities Sales Opportunities Donation Opportunities Service C:

[] Create activity Activities

L3 Creste sales opportunity view | Al activities v | Dust

i} Create donation cpportunity

4, Creste service case Status Due date Activ

&, Create patron Open Aug 2, 2011 r "y

(Due in 27 days)

» Inquiry Cpen Aug 10, 2011
(Due in more than 30 days)
» Processes -
Open Aug 31, 2011 =
- (Due in more than 30 days)

Cpen Aug 31, 2011 =
(Due in more than 30 days)

%% Manage users

& Manage teams

Open Aug 31, 2011 y 'y
(Due in mere than 30 days)

4% Manage source campaigns

Manage sales milestones

Open Sep 9, 2011 i
(Due in more than 30 days)

4% Manage donation milestones

4% Manage categories

Cloze activity Edit activity

9% Manage sub categories

4% Manage list categories

Minan Mo e anae

4% Manage lost reason codes

Opportunity / Service Case

» Calendar

CRM displays the Manage Donation Milestones form.

Manage Donation Milestones

Milestone | Description

Milestone 1 | Prospect Identified
Milestone 2 | Research Completed
Milestane 3 Assigned to a Solicitor
Milestone 4 | Cultivation Underway
Milestone 5 Ask

Milestane 6 Closed

2. Select the donation milestone that you want to delete by clicking its row. If you want to
select more than one donation milestone at the same time, you can ctrl + click each row.
You can also select a sequential group of rows by clicking the first row in the sequence, and
then shift + clicking the last row in the sequence.

3. Click the Delete milestone button. The selected rows are removed from the donation mile-
stone table.
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Manage Donation Milestones

Milestone | Description

Prospect Identified
Milestone 2 | Research Completed
Milestone 3 | Assigned to a Solicitor
Milestone 4 | Cultivation Underway
Milestone 5 | Ask

Milestone 6 | Closed

e

Note: There is no warning if there are donation opportunities that have already been
assigned the donation milestones you are deleting. For those donation opportunities, there
will no longer be a milestone selected in the Milestone drop-down list.

4. Click the Save button. CRM deletes the donation milestones and displays the Activities form.

Managing Service Case Categories

Service case categories and subcategories allow you to organize customer support cases based on
your customer support process. You can assign categories and subcategories when you create or
edit a CRM service case. By making these assignments, you can better analyze customer support
issues and ultimately provide better customer service. This analysis is accomplished using a serv-
ice case data view. In a data view, service cases can be filtered or sorted by category and sub-
category.

Before you begin configuring service case categories in CRM, you should map out the categories
and subcategories for your customer support organization. Then, in CRM, you can create a cat-
egory for each category and subcategory. Lastly, you set up subcategories by assigning groups of
categories to individual (parent) categories. Once you have set up your service case categories and
subcategories, you can edit or delete them at any time.

To set up service case categories and subcategories, do the following:

1. Add the categories and subcategories.
2. Configure the subcategories.

Configuring Service Case Categories

Service case categories and subcategories allow you to organize customer support cases based on
your customer support process. You can assign categories and subcategories when you create or
edit a CRM service case. By making these assignments, you can better analyze customer support
issues and ultimately provide better customer service. This analysis is accomplished using a serv-
ice case data view. In a data view, service cases can be filtered or sorted by category and sub-
category.

To make service case categories and subcategories available to your customer support rep-
resentatives, you first need to add them in CRM as categories. Once you've added the categories,
you can configure the subcategories. You can also edit and delete the categories at any time after
you add them.

To add a service case category

1. Inthe navigation pane, click Setup, and then click Manage categories.
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[] Create activity

£} Create sales opportunity All activities
W} Create donation opportunity

4, Creste service case Due date

2, Create patron Aug 2, 2011 e
(Due in 27 days)
» Inquiry Aug 10, 2011
(Due in more than 30 days)
» Processes
Open Aug 31, 2011 2
- (Due in more than 30 days)
38 Manage users Open  Aug 31,2011 e
38 Manage teams (Due in more than 30 days)
P
4% Manage source campaigns Open Aug 31, 2011 -
e (Due in more than 30 days)
P
4% Manage donati lestones il 0P Sep 9, 2011 -4

(Due in more than 30 days)

4 Manage categories
9% Manage sub categories
4% Manage list categories

Finan Aok e anaa =0
4% Manage lost reason codes

Opportunity / Service Case
» Calendar

Name

CRM displays the Manage Categories form.

Manage Categories
C Descripti
Door open Admittance issues

s )
and p

Late seating
Football Coaches Football coaching complaint

Sraff feedback Customer appreciation and complaints
PA System Volume too high or low

MEB Coaches MBB coaching complaint

Long Lines Lines too long

Baseball Coaches BSE coaching complaint

Weather Maother nature

Hot Room too hot

Parking Time-consuming process; poor condition of lots
Vertigo Can't sit high

Cold Room too cold

Ticket Prices Price too high
VIP Food Food in VIP lounge

View View from seat obstructed

2. In the Category column, double-click in an empty cell. The cursor will display in the cell.

Manage Categories 1
Category Description
|Cola Room too cold
Tickst Prices Price too high
VIP Food Food in VIP lounge
View View from seat obstructed
Condiments Unfilled ar messy
Railings Railings/Plexiglass
Concessions Lang Lines at Concessions
Fan Behavior Behavior Around Seating Area
Vendors Issues with Vendors
Lines Long Lines
Gates Long Lines at Gates
Bath Long Lines at Bathroom
Food Food [ssues
Productions Performances
eating lssues
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3. Enter a short descriptive name for the service case category. This is the name that displays
in the Category drop-down list when creating or editing service cases. You can change this
name at any time. In the example image below, the Category drop-down list is displayed
during service case creation.

Create Service Case |
Lo T Next Step

* Patron Id | 257352 Q * Contact person | Mr. John Smith =

* Name | Mrs. Smith

* Category = Sub category -

Description J| | Lines
Food
Productions

Ticket & WC Windows
Seating issus
Temperature
Baseball

Coaching Staff

oM

Policies =
mokor homes
tailgating
Hard Tickets

Case Details

* Dwner Pricrity | ™ Mormal -

Attachment

4. In the Description column, enter a brief description of the service case category. This
description is displayed when you select the category on the Manage Sub Categories form
(see Configuring Service Case Subcategories). You can edit this description at any time.

5. If you want to change the order in which the service case categories display in the Category
drop-down list, drag their rows up or down in the table.

6. Click the Save button. CRM saves the new service case category and displays the Activities
form. If you've used this procedure to add subcategories as well as categories, you can now
configure the subcategories.

To edit a service case category

1. Inthe navigation pane, click Setup, and then click Manage categories.

-

CRM

Activities Sales Opportunities Donation Opportunities Service C

Activities

[] Create activity

&3 Creste sales opportunity

i Create donation

View &l sctivities * Dus¢

41__ Creste service case Status. Due date Activ

&, Create patron Open Aug 2, 2011 ;.
(Due in 27 days)
ERn Y Open  Aug 10, 2011
(Due in more than 30 days)
» Processes o
Open Aug 31, 2011 =
¥ Setup (Due in more than 30 days)
4% Manage users Open Aug 31, 2011 2
% Manage teams {Due in more than 30 days)
9% Manage source campaigns Open Aug 31, 2011 K
Due in more than 30 days
4 Manage sales milestones (e i ¥3)
48 Manage donation milestones Open Sep 9, 2011 A4

Due i than 30 d.
T (Due in more than 30 days)

9% Manage sub categories

4% Manage list categories
Finan fes e ne

4% Manage lost reason codes

Opportunity / Service Case
» Calendar

Name

CRM displays the Manage Categories form.
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4,

5.

Manage Categories
Category Description
Door open Admittance issues

Late seating ion and non-ad [
Football Coaches Football coaching complaint

Staff feedback  Customer appreciation and complaints
PA System Veolume too high or low

MEB Coaches MBB coaching complaint

Long Lines Lines too long

Baseball Coaches BSE coaching complaint

Weather Maother nature

Hot Room too hot

Parlang Time-consuming process; poor condition of lots
Vertigo Can't sit high

Cold Room too cold

Ticket Prices Price too high

VIP Food Food in VIP lounge

View View from seat obstructed

In the service case category's row, select the service case category name or description and
make changes. Click once on a cell to select and replace all the text in the cell. Double-click a
cell to make changes to the existing text. Once saved, changes to the service case category
name will be immediately reflected in the Category drop-down list of service cases with
that category selected.

Click on other rows to make changes to additional service case categories and to activate
the Save button.

If you want to change the order in which the service case categories display in the Category
drop-down list, drag their rows up or down in the table.

Click the Save button. CRM saves the changes and displays the Activities form.

To delete a service case category

1.

In the navigation pane, click Setup, and then click Manage categories.

CRM

Activities Sales Opportunities Donation Opportunities Service C

Activities

[] Create activity

&3 Creste sales opportunity view | Al activities v | Dust

i} Create donation cpportunity

9, Create service case Status Due date Activ

4, Creste patron Open Aug 2, 2011 =
(Due in 27 days)

» Inquiry Cpen Aug 10, 2011
(Due in more than 30 days)

» Processes
Open Aug 31, 2011 =
v Setup (Due in more than 30 days)
Open Aug 31, 2011 £
(Due in more than 30 days)

4 Manage users

& Manage teams

Open Aug 31, 2011 r 3
(Due in more than 30 days)

4% Manage source campaigns

4 Manage sales milestones

Open Sep 9, 2011 A4
(Due in more than 30 days)

4% Manage donation milestones

4 Manage categories

& Manage sub categories

4% Manage list categories
Finan fes e ne

4% Manage lost reason codes

Opportunity / Service Case
» Calendar

CRM displays the Manage Categories form.
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Manage Categories
Category Description
Door open Admittance issues
Late seating dmission and non-adi probl

Football Coaches Football coaching complaint

Staff feedback  Customer appreciation and complaints
PA System Veolume too high or low

MEB Coaches MBB coaching complaint

Long Lines Lines too long

Baseball Coaches BSE coaching complaint

Weather Maother nature

Hot Room too hot

Parlang Time-consuming process; poor condition of lots
Vertigo Can't sit high

Cold Room too cold

Ticket Prices Price too high
VIP Food Food in VIP lounge

View View from seat obstructed

2. Select the service case category that you want to delete by clicking its row. If you want to
select more than one service case category at the same time, you can ctrl + click each row.
You can also select a sequential group of rows by clicking the first row in the sequence, and
then shift + clicking the last row in the sequence.

3. Click the Delete category button. The selected rows are removed from the service case cat-
egory table.

Manage Categories
Category Description
Door open Admittance issues
Late seating Admission and non-admission problems

Football Coaches Football coaching complaint

Staff feedback  Customer appreciation and complaints
Volume too high or low

MEB Coaches MBE coaching complaint

Long Lines Lines too long

Baseball Coaches B5B coaching complaint

Weather Maother nature

Hot Room too hot

Parking Time-consuming process; poor condition of lots
Vertigo Can't sit high

Cold Room too cold

Ticket Prices Price too high
VIP Food Food in VIP lounge

View View from seat obstructed

Delete category

Note: There is no warning if there are service cases that have already been assigned the
service case categories you are deleting. For those service cases, there will no longer be a
category selected in the Category drop-down list.

4. Click the Save button. CRM deletes the service case categories and displays the Activities
form.

Configuring Service Case Subcategories

Service case categories and subcategories allow you to organize customer support cases based on
your customer support process. You can assign categories and subcategories when you create or
edit a CRM service case. By making these assignments, you can better analyze customer support
issues and ultimately provide better customer service. This analysis is accomplished using a serv-

User Guide 315



Paciolan CRM 1.0

ice case data view. In a data view, service cases can be filtered or sorted by category and sub-
category.

Once you have added both categories and subcategories, you need to assign the subcategories to
parent categories. When a category is assigned to be a subcategory, it will display in the Sub cat-
egory drop-down list when its parent category is selected in the Category drop-down list. In the
example image below, the parent category Seating has the subcategories View, Railings, Fan
Behavior, and Vendors. One of those subcategories can be selected for the service case being
created.

Create Service Case |
Details S0

*Patron Id | Id or Keyword Q * Contact person -
* Name

* Category I Seating - I Sub category -

Description
Railings
Fan Behavior
Vendors

Case Details

* Dwner | meyer Q Pririty | ™ Normal -

Attachment

You cannot assign a subcategory to another subcategory. There are only two levels of categories--
parent category and subcategory. Once a category becomes a parent category, it cannot also be a
subcategory. After you configure your subcategories, you can change the subcategory assignments
at any time.

To configure subcategories for a parent category

1. Inthe navigation pane, click Setup, and then click Manage sub categories.

-

CRM

Activities Sales Opportunities Donation Opportunities Service C

Activities

[] Create activity

£ Creste sales opportunity View | Al sctivities ~ Duet

i} Create donation opp

41__ Creste service case Status. Due date Activ

&, Create patron Open Aug 2, 2011 r "y

(Due in 27 days)

» Inquiry Cpen Aug 10, 2011
(Due in more than 30 days)

» Processes _
Open Aug 31, 2011 *
¥ Setup (Due in more than 30 days)
Open Aug 31, 2011 2
{Due in more than 30 days)

4 Manage users
4 Manage teams

Open Aug 31, 2011 -
(Due in more than 30 days)

4% Manage source campaigns

4 Manage sales milestones
Open Sep 9, 2011 4

% Manage donation milestones
(Due in more than 30 days)

4% Manage categories

9% Manage sub categories

& Manage list categories
Finan fes e ne

4% Manage lost reason codes

Opportunity / Service Case
» Calendar

Name

CRM displays the Manage Sub Categories form.
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Manage Sub Categories

Category | - Select a Category - =

Available Sub Categories — Assigned Sub Categories

2. In the Category drop-down list, select the parent category for which you want to add sub-
categories. In the Available Sub Categories list, CRM displays all the categories that are
available as subcategories. Only categories that are not already configured as parent cat-
egories are in the Available Sub Categories list.

Manage Sub Categories

e— |Temperabure ——

iv ] Room Temp

Hot

Cold
Productions
oM

maotor homes
tailgating
Hard Tickets

Available Sub Categories

d Sub Categorie:

Add all

Remaove all

3. Move subcategories from the Available Sub Categories list to the Assigned Sub Cat-
egories list. To do this, you can drag them or use the add and remove buttons.

See a table describing how to move subcategories between lists.

Method

Usage information

Drag users

To move one subcategory, drag the subcategory from one list to the other list.
To move more than one subcategory at a time, hold down the ctrl key, select
each subcategory, and then drag the selected subcategories to the other list.
The selected subcategories will be dragged together. To move a group of
sequential subcategories quickly, select the first subcategory in the sequence,
press the shift key while selecting the last subcategory in the sequence, and
then drag the selected subcategories to the other list.

To add a subcategory to the Assigned Sub Categories list, select the sub-
category in the Available Sub Categories list and then click this button. To
add more than one subcategory at a time, hold down the ctrl key, select each
subcategory, and then click this button. To add a group of sequential sub-
categories quickly, select the first subcategory in the sequence, press the
shift key while selecting the last subcategory in the sequence, and then click
this button.
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Method

Usage information

Add all

Remowve

Remowe all

In the exampl

Click this button to add all the subcategories from the Available Sub Cat-
egories list to the Assigned Sub Categories . If most of the available sub-
categories are subcategories for the selected parent category, you can save
time by clicking this button and then removing the subcategories that don't
belong.

To remove a subcategory from the Assigned Sub Categories list, select the
subcategory and then click this button. To remove more than one subcategory
at a time, hold down the ctr1 key, select each subcategory, and then click this
button. To remove a group of sequential subcategories quickly, select the first
subcategory in the sequence, press the shift key while selecting the last sub-
category in the sequence, and then click this button.

Click this button to remove all the subcategories from the Assigned Sub Cat-
egories list.

e image below, the Temperature parent category has been assigned the Hot

and Cold subcategories.

Manage Sub Categories |

I-' ategory - Temperature

= I Room Temp

Available Sub Categories

Productions
oM

miotor homes
tailgating
Hard Tickets

Assigned Sub Categories | ——

Hot
Celd

[ Aw |

Add all

Remove

Remaove all

4. Click the Save and new button. CRM saves the subcategory configuration and redisplays
the Manage Sub Categories form empty.

To change the subcategories that are assigned to a parent category

1. Inthe navigation pane, click Setup, and then click Manage sub categories.
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CRM

Activities 53 pportunities Donation Opportunities Service C:

[ Create activity
£3 Creste sales opportunit
©} Create donation opport
9, Creste service case
4, Creste patron

» Inquiry

> Processes

¥ Setup
%% Manage users

& Manage teams

4% Manage categories

& Manage list categories

» Calendar

CRM displays

4% Manage source campaigns
4 Manage sales milestones

4% Manage donation milestones

9% Manage sub categories

4% Manage lost reason codes

Activities

¥
unity

view | All sctivities * | Duet

Status Due date Activ

Open Aug 2, 2011 r 3

(Due in 27 days)

Open Aug 10, 2011

(Due in more than 30 days)

Open Aug 31, 2011 =
(Due in more than 30 days)

Open Aug 31, 2011 £
(Due in more than 30 days)

Open Aug 31, 2011 r 3
(Due in more than 30 days)

Open Sep 9, 2011 i
(Due in mare than 30 days)

Cloze activity Edit activity

Minan Mo e anae

Opportunity / Service Case

the Manage Sub Categories form.

Manage Sub Categories

Available Sub Categories

Category | - Select a Category - =

Assigned Sub Categories

2. Inthe Category drop-down list, select the parent category whose subcategories you want to
change. CRM displays the available and assigned subcategories for the parent category. The
Available Sub Categories list only contains categories that are not already configured as
parent categories and are not currently assigned as subcategories.

3. Change the assigned subcategories by moving them between the Available Sub Cat-
egories list and the Assigned Sub Categories list. To do this, you can drag them or use
the add and remove buttons.

See a table describing how to move subcategories between lists.

Method

Usage information

Drag users

To move one subcategory, drag the subcategory from one list to the other list.
To move more than one subcategory at a time, hold down the ctrl key, select
each subcategory, and then drag the selected subcategories to the other list.
The selected subcategories will be dragged together. To move a group of
sequential subcategories quickly, select the first subcategory in the sequence,
press the shift key while selecting the last subcategory in the sequence, and
then drag the selected subcategories to the other list.
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Method

Usage information

Add

Add all

Remowve

Remowe all

To add a subcategory to the Assigned Sub Categories list, select the sub-
category in the Available Sub Categories list and then click this button. To
add more than one subcategory at a time, hold down the ctrl key, select each
subcategory, and then click this button. To add a group of sequential sub-
categories quickly, select the first subcategory in the sequence, press the
shift key while selecting the last subcategory in the sequence, and then click
this button.

Click this button to add all the subcategories from the Available Sub Cat-
egories list to the Assigned Sub Categories . If most of the available sub-
categories are subcategories for the selected parent category, you can save
time by clicking this button and then removing the subcategories that don't
belong.

To remove a subcategory from the Assigned Sub Categories list, select the
subcategory and then click this button. To remove more than one subcategory
at a time, hold down the ctr1 key, select each subcategory, and then click this
button. To remove a group of sequential subcategories quickly, select the first
subcategory in the sequence, press the shift key while selecting the last sub-
category in the sequence, and then click this button.

Click this button to remove all the subcategories from the Assigned Sub Cat-
egories list.

4. Click the Save and new button. CRM saves the subcategory configuration and redisplays
the Manage Sub Categories form empty.

Managing List Categories

List categories allow your fundraising or sales organization to organize the lists that are used dur-
ing the bulk creation process for opportunities or activities. You can use these categories to help
you search for and select these lists for bulk processing.

To add a list category

1. Inthe navigation pane, click Setup, and then click Manage list categories.

CRM

Activities

[] Create activity

4, Create service case

&, Create patron

¥ Setup
%% Manage users

9% Manage teams

%% Manage categories

& Manage sub categories

9% Manage list categories

» Calendar

Sales Opportunities

£ Creste sales opportunity

i} Create donation cpportunity

4% Manage source campaigns
4% Manage sales milestones

4% Manage donation milestones

#& Manage lost reason codes

Donation Opportunities Service C3
Activities

view | All sctivities * | Duet

Status Due date Activ

Aug 2, 2011

(Due in 27 days)

Aug 10, 2011

(Due in more than 30 days)

Aug 31, 2011
{Due in more than 30 days)

Aug 31, 2011
(Due in more than 30 days)

Aug 31, 2011

(Due in more than 30 days)

Sep 9, 2011
(Due in more than 30 days)

Close activity

Edit activity

Opportunity / Service Case
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5.

6.

CRM displays the Manage List Categories form.

Manage List Categories

Category | Description

vIP VIP List from Donations
Renewals Renewal Lists

5GB
MBENR
DNC
ERENEW
GK
MLW

Single Game Buyers
MEB Non-Renewals
Do Mot Call List
Online Renewal Only
GK List

MLW

. In the Category column, double-click in an empty cell. The cursor will display in the cell.

Manage List Categories |

Category | Description

vIP VIP List from Donations
Renewals Renewal Lists

5GB
MEBNR  MBE MNon-Renewals
DNC Do Mot Call List
ERENEW | Online Renewal Only
GK GK List

N'EW :

Enter a short descriptive name for the list category. This is the name that displays in the List
category drop-down list when creating or editing lists. You can change this name at any
time. In the example image below, the List category drop-down list is displayed during list
maintenance.

Single Game Buyers

ALW

Maintain Lists

List Infi

* List ID * List name | Mew Sale List

* List category

* Purge date

Usage Detail

DNC

ERENEW
O GK

Da

Last batch created

from list

Batch type

Last updated by
Last updated
atches created from this list

List count

Jeff Clark (jclark)
6/22/2011 4:25 PM

1

In the Description column, enter a brief description of the list category. This description is
only displayed on the Manage List Categories form. You can edit this description at any time.

If you want to change the order in which the list categories display in the List category
drop-down list, drag their rows up or down in the table.

Click the Save button. CRM saves the new list category and displays the Activities form.

To edit a list category

1.

In the navigation pane, click Setup, and then click Manage list categories.
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4,

5.

pportunities Donation Opportunities Service C

[] Create activity

Activities

£ Creste sales opportunity

i} Create donation cpportunity

9, Create service case Status

&, Create patron Open

» Inquiry Cpen

» Processes Open
¥ Setup

4% Manage users Open
J& Mansge teams
4% Manage source campaigns Open
4 Manage sales milestones
4% Manage donation milestones Open
& Manage categories

Manage sub categories

4% Manage list categories

4 Manage lost reason codes

Minan

view | All sctivities * | Duet
Due date Activ
Aug 2, 2011 '3

(Due in 27 days)

Aug 10, 2011

(Due in more than 30 days)
Aug 31, 2011 -
(Due in more than 30 days)
Aug 31, 2011 -
(Due in more than 30 days)
Aug 31, 2011 £y
(Due in more than 30 days)
Sep 9, 2011 A4
(Due in mare than 30 days)

Cloze activity Edit activity

Mo e anae

» Calendar

Opportunity / Service Case

CRM displays the Manage List Categories form.

Manage List Categories

Category | Description
vIP VIP List from Donations
Renewals Renewal Lists

5GB Single Game Buyers
MBENR | MBE Mon-Renewals
DNC Do Mot Call List
ERENEW | Online Renewal Only
GK GK List

MLW MLW

In the list category's row, select the list category nhame or description and make changes.
Click once on a cell to select and replace all the text in the cell. Double-click a cell to make
changes to the existing text. Once saved, changes to the list category name will be imme-
diately reflected in the List category drop-down list of lists with that category selected.

Click on other rows to make changes to additional list categories and to activate the Save

button.

If you want to change the order in which the list categories display in the List category

drop-down list, drag their rows up or down in the table.
Click the Save button. CRM saves the changes and displays the Activities form.

To delete a list category

1. Inthe navigation pane, click Setup, and then click Manage list categories.

User Guide

322



Paciolan

CRM 1.0

[] Create activity
&3 Creste sales opportunity

i} Create donation opp

Activities

Donation Opportunities

View &l sctivities * Dus¢

9, Create service case

&, Create patron

» Inquiry
b Processes

¥ Setup
4 Manage users
& Manage teams
4% Manage source campaigns
4 Manage sales milestones
% Manage donation milestones

4% Manage categories

Open Aug 2, 2011 r 3

Open Aug 31, 2011 -

Status Due date Activ

(Due in 27 days)

Cpen Aug 10, 2011

(Due in more than 30 days)

Open Aug 31, 2011 2

(Due in more than 30 days)

Open Aug 31, 2011 k3

(Due in more than 30 days)

(Due in more than 30 days)

Open Sep 9, 2011 4

(Due in more than 30 days)

Manage sub categories

4% Manage list categories

4 Manage lost reason codes

Minan Mo e anae

Opportunity / Service Case
» Calendar

Name

CRM displays the Manage List Categories form.

Manage List Categories

Category | Description
vIP VIP List from Donations
Renewals Renewal Lists

5GB Single Game Buyers
MBENR | MBE Mon-Renewals
DNC Do Mot Call List
ERENEW | Online Renewal Only
GK GK List

MLW MLW

2. Select the list category that you want to delete by clicking its row. If you want to select more
than one list category at the same time, you can ctrl + click each row. You can also select a
sequential group of rows by clicking the first row in the sequence, and then shift + clicking
the last row in the sequence.

3. Click the Delete category button. The selected rows are removed from the list category
table.

Manage List Categories

Category | Description
Renewals Renewal Lists

Single Game Buyers
MBENR | MBE Mon-Renewals
DNC Do Mot Call List
ERENEW | Online Renewal Only
GK GK List

MLW MLW

Delete category

Note: There is no warning if there are lists that have already been assigned the list cat-
egories you are deleting. For those lists, there will no longer be a category selected in the
List category drop-down list.

4. Click the Save button. CRM deletes the list categories and displays the Activities form.
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Managing Lost Reason Codes

Lost reason codes allow you to categorize the reasons why sales or donation representatives lose
their sales or donation opportunities. The lost reason codes are chosen when representatives close
sales or donation opportunities and mark them as lost. You can use lost reason codes to filter or
sort opportunities using data views.

To add a lost reason code

1. Inthe navigation pane, click Setup, and then click Manage lost reason codes.

-

CRM

Activities Donation Opportunities

Activities

[] Create activity

£ Creste sales opportunity Vi Al activities . 1
@ Create donation opp

4, Create service case Status. Due date Activ
&, Create patron Open Aug 2, 2011 ;.

(Due in 27 days)

» Inquiry Cpen Aug 10, 2011
(Due in more than 30 days)

> Processes

Open Aug 31, 2011

v Setup (Due in more than 30 days)

Open

B

Aug 31, 2011
(Due in more than 30 days)

4 Manage users

& Manage teams
Open Aug 31, 2011 -

(Due in more than 30 days)

9% Manage source campaigns
4 Manage sales milestones
Open Sep 9, 2011 4

% Manage donation milestones
(Due in more than 30 days)

4% Manage categories
S Manage sub categories
4% Manage list categories

4% Manage lost reason codes

» Calendar

Minan Mo e anae

Opportunity / Service Case

Name

CRM displays the Manage Lost Reasons form.

Manage Lost Reasons

Reason
Unable to contact

Descriph
Left 4 consecutive messages with no response

Mo longer interested Verbally indicated that they are not interested

Cancelled Customer no longer interested in package
Irvalid Patran Wrong information

Uniforms Complained about colors

Relocated Na langer living in area

Pricing Priced too high

Job Loss Change in financial situation

Team Perf Team performance

Lineup Dioesn't care for this season’'s show choices

2. In the Reason column, double-click in an empty cell

. The cursor will display in the cell.
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Manage Lost Reasons |

Reason Description

Unable to contact  Left 4 consecutive messages with no response
Mo longer interested Verbally indicated that they are not interested
Cancelled Customer no longer interested in package
Irwalid Patron Wrong information

Relocated No langer living in area

Pricing Priced too high

Job Loss Change in financial situation

Team Perf Team performance

Lineuf Doesn't care for this season's show choices

3. Enter a short descriptive name for the lost reason code. This is the name that displays in the
Reason drop-down list when closing opportunities. You can change this name at any time. In
the example image below, the Reason drop-down list is displayed when closing an oppor-
tunity.

Close Opportunity

Outcome

) won

Actual revenue amount

3|

Unable to contact
Mo longer interested
Cancelled

Invalid Patron
Uniforms

Relocated

Pricing

Job Loss

Team Perf

Lineup

4. In the Description column, enter a brief description of the lost reason code. This description
is only displayed on the Manage Lost Reasons form. You can edit this description at any time.

5. If you want to change the order in which the lost reason codes display in the Reason drop-
down list, drag their rows up or down in the table.

6. Click the Save button. CRM saves the new lost reason code and displays the Activities form.
To edit a lost reason code

1. Inthe navigation pane, click Setup, and then click Manage lost reason codes.
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CRM

Activities Sales Opportunibies Donation Opport

[] Create activity

Activities

£ Creste sales opportunity

i} Create donation cpportunity

9, Create service case Status

&, Create patron Open

» Inquiry Cpen

» Processes
Open
¥ Setup

4% Manage users Open

J& Mansge teams
4% Manage source campaigns Open
4 Manage sales milestones
4% Manage donation milestones Open
& Manage categories
4 Manage sub categories

4% Manage list categories

4% Manage lost reason codes

Minan

view | All sctivities * | Duet
Due date Activ
Aug 2, 2011 '3

(Due in 27 days)

Aug 10, 2011

(Due in more than 30 days)
Aug 31, 2011 -
(Due in more than 30 days)
Aug 31, 2011 -
(Due in more than 30 days)
Aug 31, 2011 £y
(Due in more than 30 days)
Sep 9, 2011 A4
(Due in mare than 30 days)

Cloze activity Edit activity

Mo e anae

» Calendar

Opportunity / Service Case

CRM displays the Manage Lost Reasons form.

Manage Lost Reasons

Reason Description

Unable to contact

Mo longer interested

Left 4 consecutive messages with no response

Verbally indicated that they are not interested

4,

5.

Cancelled Customer no longer interested in package
Irvalid Patran Wrong information

Uniforms Complained about colors

Relocated Na langer living in area

Pricing Priced too high

Job Loss Change in financial situation

Team Perf Team performance

Lineup Dioesn't care for this season’'s show choices

In the lost reason code's row, select the lost reason code name or description and make
changes. Click once on a cell to select and replace all the text in the cell. Double-click a cell
to make changes to the existing text. Once saved, changes to the lost reason code name will
be immediately reflected in the Reason drop-down list of the Close Opportunity dialog box .

Click on other rows to make changes to additional lost reason codes and to activate the

Save button.

If you want to change the order in which the lost reason codes display in the Reason drop-

down list, drag their rows up or down in the table.
Click the Save button. CRM saves the changes and displays the Activities form.

To delete a lost reason code

1. In the navigation pane, click Setup, and then click Manage lost reason codes.
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-

CRM

Activities

[] Create activity

£ Creste sales opportunity View | Al sctivities - Duet

i} Create donation opp

4, Creste service case Due date Activ
2 Create patron Aug 2, 2011 P
(Due in 27 days)

» Inquiry Aug 10, 2011
(Due in more than 30 days)

> Processes

(3]

Open Aug 31, 2011

v Setup (Due in more than 30 days)

[

Open Aug 31, 2011
(Due in more than 30 days)

4 Manage users
4 Manage teams

[

Open Aug 31, 2011
(Due in more than 30 days)

4% Manage source campaigns

4 Manage sales milestones

Le
[

Open Sep 9, 2011
(Due in more than 30 days)

% Manage donation milestones

4% Manage categories

9% Manage sub categories
4% Manage list categories

4% Manage lost reason codes

» Calendar

Minan Mo e anae

Opportunity / Service Case

Name

CRM displays the Manage Lost Reasons form.

Manage Lost Reasons

R Descripti
Unable to contact  Left 4 consecutive messages with no response
Mo longer interested Verbally indicated that they are not interested

Cancelled Customer no longer interested in package
Irvalid Patran Wrong information

Uniforms Complained about colors

Relocated Na langer living in area

Pricing Priced too high

Job Loss Change in financial situation

Team Perf Team performance

Lineup Dioesn't care for this season’'s show choices

2. Select the lost reason code that you want to delete by clicking its row. If you want to select
more than one lost reason code at the same time, you can ctrl + click each row. You can
also select a sequential group of rows by clicking the first row in the sequence, and then
Shift + clicking the last row in the sequence.

3. Click the Delete reason button. The selected rows are removed from the lost reason code
table.

Manage Lost Heasons

Reason Description

No lenger interested Verbally indicated that they are not interested
Cancelled Customer nc longer interested in package
Irvvalid Patron Wrong information

Uniforms Complained about colors

Relocated No longer living in area

Pricing Priced too high

Job Loss Change in financial situation

Team Perf Team performance

Lineup Doesn't care for this season’s show choices

e
fea] ]
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Note: There is no warning if there are opportunities that have already been assigned the
lost reason codes you are deleting. For those opportunities, there will no longer be a reason
selected in the Reason drop-down list.

4. Click the Save button. CRM deletes the lost reason codes and displays the Activities form.

Configuring Patron Detail Form Options

In CRM you can edit or add patron information using the Patron Detail form. The selections for

many of the options on this form are configured outside of CRM using tRes or tPatron. You can use
this back office software to configure the drop-down list selections for these options. The example
image below shows the patron options on the Ticketing tab that are configurable in the back office.

Mr. John Smith (257352) Customer, Donor

Name Phone/Address Biographic Institutions R{T33TNE E-Ticketing Development

I Customer type [1 - INDIVIDUAL j* ] I Sales representative | Imeyer
Customer st

urce | Online Il tomer status | A - ACTIVE = I

External ID | 0987654321 Department | Sales Group A

Ib| ng address B - BUSINESS ADDRESS v I IS"‘ pping address H - HOME ADDRESS v I

Customer comments | Customer loves our salespeople

Credit Status Ticketing Tags

- Limit Tags
. 07NCOA
Comments

LINKED

JSMITH

Ticketing M k hips Ticketing Activities

YOP| Wait list priority
2001 H

G - GALA 2005 65

Created by
Last updated by PSI 8/8/2011 2:21 AM

The tables below contain the patron options that can be configured in the back office, as well as the
back office processes used for their configurations. Each table contains the configurable options for
one of the tabs of the Patron Detail form. For some of the options, you can also configure the WBST
patron policies (TK.PPOLICY.E) that limit the availability of list selections by operator code.

Name tab

List Back Office Proc-

Option on ess Used for Patron Policy (TK.PPOLICY.E) Setup**

the tab Setup*

VIP code PD.VIP.E Set the available list items by entering the codes in the Acces-
sible VIP Codes table on the Other Patron Attributes sub-
screen.

Status PD.STATUS.E Set the default selection by entering the code in Patron Status
field.

Source PD.SOURCE.E Set the default selection by entering the code in Patron Source
field.

Marital PD.MSTATUS.E None. The list items entered in PD.MSTATUS.E are all available

status in the Marital status drop-down list.

Type - Sal- PD.STYPE.E Set the available list items by entering the codes in the Acces-

utation sible Salutation Types table on the Other Patron Attributes
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List Back Office Proc-
Option on ess Used for Patron Policy (TK.PPOLICY.E) Setup**
the tab Setup*
subscreen.
Mail Code PD.MTYPE.E None. The list items entered in PD.MTYPE.E are all available in

the Mail Code table drop-down list.

* These are the processes used to enter the items that display or can be configured to display in
the drop-down lists of the Patron Detail form in CRM.

** In some cases the Patron Policy process (TK.PPOLICY.E) is used to limit the available option
selections by operator code on this tab. This limits the available list items to a subset of the items
in the entered in the back office process.

Phone/Address tab

List Back Office Patron Policy (TK.PPOLICY.E) Setup**

Option Process
on the Used for
tab Setup*

Phone PD.PTYPE.E Set the available list items by entering the codes in the Accessible
Type Phone/Email Types table on the Additional Settings subscreen.

Email PD.PTYPE.E Set the available list items by entering the codes in the Accessible
Type Phone/Email Types table on the Additional Settings subscreen.

Address PD.ATYPE.E Set the available list items by entering the codes in the Accessible
Type Address Types table on the Additional Settings subscreen. The address
types on the Phone/Address, Ticketing, and Development tabs all use this

setting.

* These are the processes used to enter the items that display or can be configured to display in
the drop-down lists of the Patron Detail form in CRM.

** In some cases the Patron Policy process (TK.PPOLICY.E) is used to limit the available option
selections by operator code on this tab. This limits the available list items to a subset of the items

in the entered in the back office process.
Biographic tab

List Option on the tab Back Office Process Used for Setup*

Relationship PD.RTYPE.E
Other Relationship PD.RTYPE.E
Ethnicity PD.ETHNIC.E
Religion PD.RELIGION.E
Household income PD.INCOME.E
Attributes PD.ATTRIBUTE.E
Interest PD.INTEREST.E
Language PD.LANGUAGE.E

* These are the processes used to enter the items that display in the drop-down lists of the Patron
Detail form in CRM.

Institutions tab - Add Institution dialog box
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List Option on the tab Back Office Process Used for Setup*

Institution PD.INST.E
Status PD.INST.STAT.E

* These are the processes used to enter the items that display in the drop-down lists of the Patron
Detail form in CRM.

Ticketing tab
List Back Office Patron Policy (TK.PPOLICY.E) Setup**

Option on Process
the tab Used for

Setup*
Customer TK.CTYPE.E None. The list items entered in TK.CTYPE.E are all available in the
type Customer type drop-down list.
Customer TK.STATUS.E None. The list items entered in TK.CTYPE.E are all available in the
status Customer status drop-down list.
Billing PD.ATYPE.E Set the available list items by entering the codes in the Accessible
address Address Types table on the Additional Settings subscreen. The

address types on the Phone/Address, Ticketing, and Development
tabs all use this setting.
Shipping PD.ATYPE.E  Set the available list items by entering the codes in the Accessible
address Address Types table on the Additional Settings subscreen. The
address types on the Phone/Address, Ticketing, and Development
tabs all use this setting.

Credit List items can- None. The credit status selection is either Warn, Deny, or nothing is
Status not be selected.
changed

Membership TK.MEMBER.E None. The list items entered in TK.MEMBER.E are all available in the
Membership drop-down list.

Activity TK.ACTIVITY.E None. The list items entered in TK.ACTIVITY.E are all available in the
Activity drop-down list.

* These are the processes used to enter the items that display or can be configured to display in
the drop-down lists of the Patron Detail form in CRM.

** In some cases the Patron Policy process (TK.PPOLICY.E) is used to limit the available option
selections by operator code on this tab. This limits the available list items to a subset of the items
in the entered in the back office process.

E-Ticketing tab

List Option on the tab Back Office Process Used for Setup*

Internet profile PD.IPROFILE.E
Email preferences EPD.PREF.E

* These are the processes used to enter the items that display in the drop-down lists of the Patron
Detail form in CRM.

Development tab
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List Back Office Patron Policy (TK.PPOLICY.E) Setup**
Option Process

on the Used for

tab Setup*

Donor FD.TYPE.E None. The list items entered in FD.TYPE.E are all available in the Donor

type type drop-down list.

Billing PD.ATYPE.E Set the available list items by entering the codes in the Accessible

address Address Types table on the Additional Settings subscreen. The address
types on the Phone/Address, Ticketing, and Development tabs all use this
setting.

Shipping PD.ATYPE.E Set the available list items by entering the codes in the Accessible

address Address Types table on the Additional Settings subscreen. The address
types on the Phone/Address, Ticketing, and Development tabs all use this
setting.

Mail FD.MCODE.E None. The list items entered in FD.MCODE.E are all available in the Mail

Code Code drop-down list.

Credit Listitems can-None. The credit status selection is either WP - Warning with pass-

Status not be word or nothing is selected.

changed

* These are the processes used to enter the items that display or can be configured to display in
the drop-down lists of the Patron Detail form in CRM.

** In some cases the Patron Policy process (TK.PPOLICY.E) is used to limit the available option
selections by operator code on this tab. This limits the available list items to a subset of the items

in the entered in the back office process.
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Chapter 6 Bulk Processing CRM Items

CRM allows you to create opportunities and activities (items) individually for patrons. However,
this isn't practical when you have a large number of patrons for which you want to create items.
For this reason, CRM also includes a bulk process that allows you to create items from a large list
of patrons with just a few steps. During this process, you can also assign the items to your rep-
resentatives and add due dates.

To create opportunities or standalone activities in bulk, you generally complete the following steps:

1. Import a list of patrons.
2. Create a batch of CRM items for the list of patrons.
3. Assign the batch to CRM users.

If you want the all the CRM items to be assigned to the batch creator, you can skip the batch assign-
ment step. Once you've created a batch, you can also view batch details and edit batch attributes.
If you decide that a batch you've created is incorrect or unnecessary, you can delete the batch and
its batch items at any time.
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Patron Lists Overview

Patron lists are required to create CRM opportunities and activities in bulk. A patron list is a set of
patron record ID numbers generated from your back office account. Patron lists must be imported
into CRM before you can use them for bulk processing.

Once you have imported patron lists, you can combine them or split them up to create other patron
lists for bulk processing. You can also update the attributes that describe a list, including the list
name, its description and category, and the purge date.

You can also view details of how a list has been used for bulk processing. When you're finished
working with a list, you can export or delete it. CRM automatically deletes lists after 90 days.
Patron list management is normally done by supervisors in CRM, although administrative per-
missions are required (see Setting Up User Permissions). Make sure to delete lists you are no
longer using to make current lists easier to locate.

Reference the following procedures to use patron list features:

e Import patron lists.

e Use the List Lookup.

e Create patron lists from other patron lists.
o Edit patron list attributes.

e Export patron lists.

e Delete patron lists.

Importing Patron Lists

Patron lists are used to associate patrons with opportunities and activities during bulk processing.
Patron lists are composed of patron record ID numbers that are generated from your back office
account. The patrons in patron lists must be entered and active in the back office before they can
be imported. Each patron list must be in a comma separated values (.csv) format file and contain
no more than 5000 records.

CRM validates each patron record during the import process. Each record must exist in the back
office and be a unique humber no more than 32 characters long. Patron record ID numbers cannot
contain non-numerical characters.

Once CRM begins importing a patron list, you can stop the import process at any time until it is com-
plete. If you stop the process, CRM will automatically un-import all the records that have been
imported.

Once the import is complete, you can choose to accept the import results or cancel the entire oper-
ation. If you cancel the process, the imported patron records will not be written to the CRM data-
base. If you accept the results, they are written to the database. CRM automatically deletes lists
after 90 days.

To import a patron list

1. Generate the list of patron record ID numbers from the back office. The list must be .csv file
with a single column of patron ID numbers only. Any other data will be ignored or cause
invalid entries.

2. Signinto CRM. You must have admin user permissions to import lists. For more information,
see Setting Up User Permissions.

3. Inthe navigation pane, click Processes, and then click Maintain lists.
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[] creste activity Activities

£} Create sales opportunity R ) o ctivities -
o Create donation opportunity

4, Creste service case Status Due date Activ
&, Creatn patron Open  Jul22,2011 =

(Due in 3 days)

» Ingquiry

¥ Processes

Open Jul 22, 2011 -
04 Maintain lists (Due in 3 days)
L Manage lists Open Jul 29, 2011 =
€4 Create batch activities (Due in 10 days)
£}, Assign batch activities Open Jul 29, 2011 T
€} Manage batches (Due in 10 days)
Open Jul 29, 2011 -
b Setup .
(Due in 10 days)
» Calendar Open Jul 29, 2011 o

(Due in 10 days)

CRM displays the Maintain Lists form.

Maintain Lists (%]
List Information
*Lstio || * List name Import new list
* List category | Renewals »| Description
* Purge date |10/17/2011 fis]

Usage Detail

Last updated by

Created by
Date created Last updated
Last batch created from list Batches created from this hist

Batch type List count

List Detail

Imported file name
original file count
Duplicate count

Invahd count

Current list cou

Do not enter anything in the List ID field. CRM will automatically assign an ID number to the
imported list.

In List category, select the category associated with the new list. Categories are used to
help you search for and select patron lists during bulk processing. For more information, see
Managing List Categories.

In Purge date, either enter a date in the field or click @ to select the date from a popup cal-
endar. The list will be automatically purged from the CRM database on this date. Contact Paci-
olan to set up the automatic purge process.

In List name, enter a descriptive name for the new list (up to 256 characters). Once the list
is imported, the name will display when your are searching for and working with the list.

If you want to enter a more detailed description of the list's contents or its purpose, enter

the text in the Description field (up to 4000 characters).

Note: The patron list . csv file must be closed before you begin the import process.

Click the Import new list button. CRM displays the Import List dialog box.
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Import List

Details

* Import file name ||

List name  Patron Renewals
List Category  Renewals
Purge date  10/17/2011
Description  List for creating a batch of opportunities,

Import Results

Import Status

Imported file name
Original import file count
Duplicate count

Invalid count

Successfully imported count

9. In Import file name, enter the path of the patron list . csv file, or click = to select the file
using the Open dialog box.

10. Click the Begin import button.

Import List

* Import file name | C:\Users\larry meyer\Desktop\Flare Projects\Patron List.csv

List name  Patron Renewals
List Category Renewals
Purge date  10/17/2011

Description  List for creating a batch of opportunities.

Import Results
Import Status
Imported file name
©nginal import file count
Duplicate count
Invalid count

Successfully imported count

CRM begins the import process. During import, CRM displays a Processing bar with an X. If
you click the X, the import process is stopped and imported records are un-imported. No rec-
ords are written to the database.

If any errors are encountered during the import process, CRM displays an Attention dialog
box that gives you the option of viewing the errors.

Purge date  10/17/2011

Attention!

A

20N

Tmpd
The file provided was imported with errors. Do you wish you view the errors found?

If the Attention dialog box displays, click here for instructions.

o If you do not want to view the errors, click the No thanks button.
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o If do want to view the errors, do the following:

a. Click the View errors button. CRM displays the Export to CSV dialog box.

B Export To C5V ]

Il s ParePrcjects » — [ .| Secrch Piae Precs =

Organice = Hew folder =« B |

ir Favorites
I Deskiop b erm /92001 29 4

& Dowrdcads

£ Recent Places

Wy Decuman 4

I Plare Projects

)i RHA Projects

L. prodmgmt

L tech writer

L Prjeets

& Libraries

File neme: | -

Seveastype om x

= Hide Folders s (SRR

b. Navigate to the location where you want to save the error file.

c. In File name, enter a name for the error file, and then click the Save button. CRM saves

the error file. To view the error details, open the .csv file in MS Excel.

QE FILEEE Errors - Microsoft Excel =8
- Home | [Insert Page Layout  Formulas Data  Review  View  Adddns  Acobat & - 7 X
== % ||caibn -l - | = omm | S| Geneal - Genset~ | E - %r L?&
P%& R 3_I§Q' Sl Styles S Detete - | (@l sort & Find &
- BR[O A iE iE)| 2| b 48 - | [EdFormat= | 0 Figer- Select~
Clipboard & Font i Alignment i Mumber & Celis Editing
B6 -3 2
\ < B8 & D E F G H I
| 1 Patronld ErrorCode ErrorMessage
| 2 B1233 940030  Non-numeric patron record. Record not imported.
| 3 1286 940029  Duplicate patron record. Duplicate not imported.
| 4 |1287 940029  Duplicate patron record. Duplicate not imported.
| 5
{7
a8
E"“".I’.rmrs.“J L0 m
| Ready (O —

When the import process is complete, CRM redisplays the Import List dialog box with the

results in the Import Results section.

Import List

Details

* Import file name

List name
List Category
Purge date

Description

C:\Users\larry meyer!\Desktop!\Flare Projects\Patron List.csv

Fatron Renewals
Renewals
10/17/2011

List for creating a batch of opportunities. @

Import Results

Imported file

Onginal import file

Import Status  Completed with errors

name C:\ \larry meyer\D p\Flare Projects\P; List.csv
count 762

Duplicate count
Invalid count

Successfully imported count

2
1
759

Click here for descriptions of each of the Import Results section fields.
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Import
Results

Description

Import
Status

Imported
file name

Original
import file
count

Duplicate
count

Invalid
count

Successfully

imported
count

The status of the list import process. The import status is Successfully com-
pleted if there are no errors. The import status is Completed with errors if
the process is completed but validation errors occurred, causing some records
to not be imported. The import status is Import failed if the import process
could not be completed. Any processing that was complete before the import
failed will be displayed in the fields below.

The path and filename of the imported .csv file. For example, c:\data-
\import.csv.

The total number of records (rows with data) in the . csv file. The humber of
successfully imported records will always be equal to or less than this
number, depending on whether any records cause errors. CRM ignores any
data that is not in the first column of the .csv file.

If the same patron ID number is included more than once, only the first occur-
rence is imported. Each extra occurrence is counted as a duplicate. Since CRM
removes duplicates before validating records, some records counted as dupli-
cates may also be invalid. However, these invalid records are only counted as
duplicates.

Each record in the .csv file must be a number, no greater than 32 characters,
and match a patron ID in the back office. Records that do not meet those qual-
ifications are invalid. A record is also invalid if it has been merged into
another patron record. Since CRM removes duplicates before validating rec-
ords, some invalid records may be counted as duplicates instead.

The number of the original import records that were successfully imported.
The sum of this count, the duplicate count, and the invalid count will always
equal the original import file count. This is because records are only counted
as duplicate, invalid, or successfully imported. A record that is both duplicate
and invalid will only count as a duplicate, since CRM removes duplicate rec-
ords before validating them.

11. Inthe Import List dialog box, do one of the following:

o If you want to add the imported patron records to CRM, click the Done button.

o If you do not want to add the records to CRM, click the Cancel button. If you cancel the
process, the imported patron records will not be written to the CRM database.

Using the List Lookup

When working with patron lists in CRM, you will periodically need to select an existing list. For
example, you will need to select a list to edit its attributes and to create new lists. Of course, you
can just enter the list ID number if you know it.

However, if you don't know the list ID number, you can launch the List Lookup to search for and
select the correct list. The List Lookup allows you to search for lists by creator, list category, list
ID, and list name. You can also limit the search to lists that have not yet been used to create

batches.

To select a list with the List Lookup

1. In the List ID field, click the -

icon. In the example image below, you are looking for an

existing patron list so you can view or edit it on the Maintain Lists form.
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Maintain Lists (%]
List Information

* List ID t name Import new list
* List category | Renewals ¥ Description
* Purge date |1017/2011 fis]
Usage Detail
Created by Last updated by
Date created Las
CRM displays the List Lookup.

List Lookup (%]
Enter Search Criteria
Created by | imeyer = | List category | =All = = | [[] Only show me new lists

List 1D || List name Reset Search
Search Results

List ID | List name Description Category Created by List count | Date created ‘

2. Enter some information on which to base the search in the Enter Search Criteria fields.

Click here for descriptions of the search criteria fields

Search

field Description

Created Select the sign in name of the user who imported/created the list for which you

by are searching. The selection defaults to your sign in name, but all CRM users are
available, regardless of their place in the CRM hierarchy.

ListID  Enter the list ID.

List cat- Select the list category of the patron list for which you are searching. For more

egory information, see Managing List Categories.

List Enter all or part of the list name. This search criteria is not case sensitive. For

name example, if the list name for which you are searching is vip patron, you could
enter vIp, VIP Patron, vip, Patron, etc. to return the list in your search results.

Only Select this option if you only want to find lists that have not yet been used to

show create batches.

me new

lists

Reset Click this button to clear your search criteria and start a new search.

Search Click this button to begin a search based on your search criteria.

3. Click the Search button. CRM displays all patron lists that meet your search criteria in the
table in the Search Results section.
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List Lookup B
Enter Search Criteria
Created by | Imeyer L - all - * | [C] Only show me new lists
. — Py | e
Search Results
List D | List name .Daulphon .Categnry .C.realzeclby List count | Date created
101 New VIP Patrons These patrons have become VIPs sin VIP Imeyer 26 7/20/2011
102 Updated VIP Patron List This list is the product of a merge be VIP Imeyer 406 7/20/2011
94 VIP Patron List ViP Imeyer 3B0 7/20/2011
100 VIP Patron List This is a copy of the VIP Patron List. VIP Imeyer 739 7/20/2011
98 VIP Patron List 2 This is a copy of the VIP Patron List. VIP Imeyer 739 7/20/2011

You can sort the lists by column by clicking the column header. You can also change the col-
umn order in the list results by dragging the column headers. The columns will remain in the
new order for all your user sessions until you change the order. In addition, you can change
a column's width by dragging the column borders. If there are too many items in the list to

display in the list area, a scroll bar appears on the right side of the list.

4. Select the row that contains the correct list, and then click the Select list button. You can

also just double-click the list's row. CRM redisplays the form with the list selected.

Creating Patron Lists from Other Patron Lists

Once you've imported patron lists into CRM, you can use them to create other patron lists as
needed. You may do this to split a list so you can use two lists to create two smaller batches for
bulk processing opportunities and activities. Or you may have two lists with duplicate patrons and

need to create a single list with no duplicates.

You can also create a list from the common elements of two lists or by subtracting the duplicate
patrons of one list from a larger list. To set up one of these procedures, you may want to create a
backup copy of a list first. To create patron lists, you must have administrative permissions (see
Setting Up User Permissions).

To copy a patron list

1. Inthe navigation pane, click Processes, and then click Manage lists.

pportunities

[] creste activity

£} Create sales opportunity

o Create donation opportunity
9, Create service case

4, Create patron

» Ingquiry

¥ Processes

£ Maintain lists

£}, Manage lists

T} Create batch activities
£}, Assign batch activities
€} Manage batches

b Setup

» Calendar

Donation Opportunities
Activities
View Al activities * Duecg
Status Due date Activ
Open  Jul 22, 2011 '

Open

Open

Open

Open

Open

(Due in 3 days)

Close activity

Jul 22, 2011
(Due in 2 days)

Jul 29, 2011

(Due in 10 days)

Jul 29, 2011

(Due in 10 days)

Jul 29, 2011

(Due in 10 days)

Jul 28, 2011

(Due in 10 days)

CRM displays the Manage Lists form.
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| e e |

2. From the I want to drop-down list, select Copy.

3. In the this list box, enter the list ID number, or click qQ and use the List Lookup to search
for and select the list.

Manage Lists (%]

My New List

1 want to [ Copy

New List Details
* New list name

* List category » | Description

* Purge date | 10/18/2011 EI

4. In the New List Details section, do the following:

New List Details
* New list name

* List category  yIp = | Description

* Purge date  1p718/2011 E:

a. Inthe New list name box, enter a name for the new list.

b. If you want the new list under a different list category, select the new category from List
category. For more information, see Managing List Categories.

c. If you want to change the date that the new list is purged from CRM, enter the new date in
the Purge date box, or click &= to select the date from a popup calendar.

d. If you want to include a description of the new list, enter it in the Description box.
5. Click the Create this list button.

Manage Lists | (%]

My New List

to | Copy » | 100 IR Fatron List

New List Details

* Mew list name  VIP Patron List 2

List category  yip teon | This is & copy of the VIP Patron List|

El |+

* Purge date 107182001

List Counts

stname  VIF Patron List List count. 759

ne  VIP Patron List 2

CRM creates the list, saves it to the database, and then displays the new list details in the
List Counts section. Note that the patron list is saved by the Create this list command.
The Save and Save and new buttons at the bottom of the form are used to save any
changes you make to the fields in the New List Details section after creating the list.
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Manage Lists (%]

My New List

want to v 94 VIP Patron List

New List Details
* New list name | VIP Patron List 2

* List category | yip ~ | Description | This is & copy of the VIP Patron List.

* Purge date | 10/18/2011

List Counts

First list name VIP Patron List List count 759

= VIP Patron List 2 Mew list count 759 Mew listID 95

Click here for a table with descriptions of the List Counts section fields

Field Description

Firstlist The name of the first list being used to create a new list.
name

List The total number of records in the first list.

count

New list The name you entered in New list name above.
name

New list The number of patron records in the new copy of the list. This number = (# in the

count original list) — (# of invalid records in the new list). Invalid records may occur in
previously imported lists, even though all lists are validated during the import
process. This is because patron records may be merged or become inactive after
the list has been imported.

New list The unique number that CRM has automatically assigned to the new list. Even if
ID you delete the new list to which it is assigned, this number will not be used again.

Duplicate Any duplicates in the original list were removed during the import process. For
count this reason, the new list created by copying the original list will never have dupli-
cates. This count is always 0.

Invalid  The number of invalid records. Invalid records are not copied into new lists. An

count imported record becomes invalid if it is merged with another record in the back
office or if the patron's status becomes inactive. Although invalid records are not
imported with patron lists, a record may become invalid after it has been
imported.

6. Do one of the following:

o If you do not want to keep the new list, click the Delete new list button. When CRM dis-
plays the List Warning dialog box, click the Delete this list button. CRM deletes the list
and clears the Manage Lists form.

o If you do not want to create another list, click the Save button. CRM saves any changes
you made to the attributes in the New List Details section after creating the list and
then displays the Activities hub. The list itself was saved when you clicked the Create
this list button above.

o If you want to create another list, click the Save and new button. CRM saves any
changes you made to the attributes in the New List Details section after creating the list
and then clears the Manage Lists form. The list itself was saved when you clicked the
Create this list button above.
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To split a patron list

1. Inthe navigation pane, click Processes, and then click Manage lists.

CRM

Activities  Sales Opportunities  Donation Opportunities

» Ingquiry
¥ Processes Open
£ Maintain lists
open
T} Create batch activities
£}, Assign batch activities Open
€} Manage batches
Open
» Setup i
» Calendar Open

(Due in 3 days)

Close activity

Jul 22, 2011
(Due in 2 days)

Jul 29, 2011

(Due in 10 days)

Jul 29, 2011

(Due in 10 days)

Jul 29, 2011

(Due in 10 days)

Jul 28, 2011

(Due in 10 days)

[] creste activity Activities

£} Create sales opportunity B A ociivities Dusid
] Create donation opportunity

4. Create service case Status Due date Activ
&, Creatn patma Open  Jul 22, 2011 '

CRM displays the Manage Lists form.

Manage Lists

Hy Maw List

to | copy = | | this kst

Mew List Details
* Mew list name

* List category

* purge date | 10152001 [m

List Counts

|

|

2. From the I want to drop-down list, select Split. CRM redisplays the Manage Lists form with

split-specific fields.

3. Inthe this list box, enter the list ID number, or click Q and use the List Lookup to search

for and select the list.

Manage Lists |

(%]

My New List

Iwantto |{Spiit

* Number of items to keep in first list

New List Details
* New list name

* List category

* Purge date |10/18/2011 fisl

4. In the Number of items to keep in first list box, enter the number of records. The rest
of the records will be used to create the new list. The total number of records in the list is
shown in the List count field for the first list. In the example image below, there are 759 rec-
ords in the first list and the first 380 will be kept in the first file. The new file will have the
remaining 379 (759 minus 380) records.
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Manage Lists & B
My Mew List

Iwantto | Split | |94 (C VIP Patron List

* Number of items to keep in first list | 380 Ttems in new list 379

New List Details
* New list name

* List category | vip v | Description

* Purge date [10718/2011 |

List Counts

VIP Patron List

5. In the New List Details section, do the following:

New List Details

* New list name
* List category  yIp w» | Description

* Purge date | 10718/7011 lE;

a. Inthe New list name box, enter a name for the new list.

b. If you want the new list under a different list category, select the new category from List
category. For more information, see Managing List Categories.

c. If you want to change the date that the new list is purged from CRM, enter the new date in
the Purge date box, or click = to select the date from a popup calendar.

d. If you want to include a description of the new list, enter it in the Description box.
6. Click the Create this list button.

Manage Lists | [%]

My New List

ant to | Spit > |3 TP Fatron List

* Number of items to keep in first list | 380 tems in new st 379

4
a
El

W] ron List 2 Naw lat cou w ligt 1D
Dupleca Lt
Invakd count
= = e

CRM creates the list, saves it to the database, and then displays the new list details in the
List Counts section. Note that the patron list is saved by the Create this list command.
The Save and Save and new buttons at the bottom of the form are used to save any
changes you make to the fields in the New List Details section after creating the list.
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New List Details

* Number of items to keep in first list 380 Items in new list 379

94 WVIP Patron List

List Counts

* New list name | VIP Patron List 2
* List category | vIp = Descrighion | This list was split off of VIP Patron List,

* Purge date | 10/18/2011

me  VIP Patron List nt 380

st name  VIP Patron List 2 Mew list count 379 NewlistID 99

Click here for a table with descriptions of the List Counts section fields

Field Description

Firstlist The name of the first list being used to create a new list.

name

List The total number of records in the first list.

count

New list The name you entered in New list name above.

name

New list The number of patron records in the new split list. Number of records = (# in

count first list) — (# keptin first list) — (# of invalid records in the new list). Invalid rec-
ords may occur in previously imported lists, even though all lists are validated
during the import process. This is because patron records may be merged or
become inactive after the list has been imported.

New list The unique number that CRM has automatically assigned to the new list. Even if

ID you delete the new list to which it is assigned, this number will not be used again.

Duplicate Any duplicates in the original list were removed during the import process. For

count this reason, the new lists created by splitting the original list will never have
duplicates. This count is always 0.

Invalid  The number of invalid records. Invalid records are not copied into new split lists.

count An imported record becomes invalid if it is merged with another record in the

back office or if the patron's status becomes inactive. Although invalid records
are not imported with patron lists, a record may become invalid after it has been
imported.

7. Do one of the following:

o If you do not want to keep the new list, click the Delete new list button. When CRM dis-
plays the List Warning dialog box, click the Delete this list button. CRM deletes the list
and clears the Manage Lists form.

o If you do not want to create another list, click the Save button. CRM saves any changes
you made to the attributes in the New List Details section after creating the list and
then displays the Activities hub. The list itself was saved when you clicked the Create
this list button above.

o If you want to create another list, click the Save and new button. CRM saves any
changes you made to the attributes in the New List Details section after creating the list
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and then clears the Manage Lists form. The list itself was saved when you clicked the
Create this list button above.

To merge two patron lists

1. Inthe navigation pane, click Processes, and then click Manage lists.

CRM

Activities Sales Oppaortunities Donation Opportunities

[] creste activity Activities

£} Create sales opportunity BN Al activitics - B
] Create donation opportunity

4, Create service case Status Due date Activ
4 Create patron Open  Jul 22, 2011 *

(Due in 3 days)

» Inquiry Close activity
¥ Processes Open Jul 22, 2011 -
€, Maintain lists (Due in 3 days)
G} Create batch activities (Due in 10 days)
£}, Assign batch activities Open Jul 29, 2011 =
€} Manage batches (Due in 10 days)
Open -
e P Jul 29, 2011 -

(Due in 10 days)

» Calendar Open Jul 29, 2011 o
(Due in 10 days)

Copy = | | this kst

Mew List Details

* Mew list name

* List category

* Purge date | 10132010 [

N T T )

2. From the I want to drop-down list, select Merge. CRM redisplays the Manage Lists form
with merge-specific fields.

3. Inthe first this list box, enter the ID number of one of the lists, or click qQ and use the List
Lookup to search for and select the list. This is one of the two lists you're merging.

Manage Lists Q

My New List

I want to | Merge

New List Details

* New list name

* List category - Description
* Purge date | 10/18/2011 'ﬁ‘

4. In the second this list box, enter the other list's ID number, or click Q and use the List
Lookup to search for and select the list. This is the other list you're merging.

5. In the New List Details section, do the following:
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New List Details
* New list name
* List category  yIp » | Description

* Purge date | 10718/7011 lE;

a. Inthe New list name box, enter a name for the new list.

b. If you want the new list under a different list category, select the new category from List
category. For more information, see Managing List Categories.

c. If you want to change the date that the new list is purged from CRM, enter the new date in
the Purge date box, or click = to select the date from a popup calendar.

d. If you want to include a description of the new list, enter it in the Description box.

6. Click the Create this list button.

Manage Lists & (%]

My Mew List
Iwarttn | Mege R 4| VaF Patron List

h 101 T, New VIP Patrens

M List Details

* New list name | Updated VIP Patron List

* List category | vIp @ oeon | The s e prodee of & merge between VIF Fatron
Ui an dw i s
* Purge date | 10/78/2001
List Counts.
@ WIP Patron List ¢ count 380

& New VIP Fatrens

= Updated VIF Patron List Hew lit count siaw list 1

N EE e

CRM creates the list, saves it to the database, and then displays the new list details in the
List Counts section. Note that the patron list is saved by the Create this list command.
The Save and Save and new buttons at the bottom of the form are used to save any
changes you make to the fields in the New List Details section after creating the list.

Manage Lists (%]
My New List
Iwantto | Merge - 94 VIP Patron List
with 101 New VIP Patrons

New List Details

* New list name | Updated VIP Patron List

* List category | vip = | Descnption | This kst is the product of a merge between VIP Patron
List and New VIP Patrons.
* Purge date | 1071872011 E
List Counts
First list name VIP Patron List List count 380
Second list name  New VIP Patrons 26
New list name  Updated VIP Patron List New list count 406 New list ID 102
Duplicate count o

Invahd count 0

Click here for a table with descriptions of the List Counts section fields

Field Description
First list The name of the first list being used to create a new list.
name
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Field Description

List The total number of records in the first list.

count

Second The name of the second list being used to create a new list.

list name

List The total number of records in the second list.

count

New list The name you entered in New list name above.

name

New list The number of patron records in the new merged list. Number of records = (# in

count first list) + (# in second list) — (# of duplicates) - (# of invalid record in the new
list). Invalid records may occur in previously imported lists, even though all lists
are validated during the import process. This is because patron records may be
merged or become inactive after the list has been imported.

New list The unique number that CRM has automatically assigned to the new list. Even if

ID you delete the new list to which it is assigned, this number will not be used again.

Duplicate The number of records that are in both of the patron lists being merged. Only one

count copy of each record is included in the merged list.

Invalid  The number of invalid records. Invalid records are not copied into new merged

count lists. An imported record becomes invalid if it is merged with another record in

the back office or if the patron's status becomes inactive. Although invalid rec-
ords are not imported with patron lists, a record may become invalid after it has
been imported.

7. Do one of the following:

o If you do not want to keep the new list, click the Delete new list button. When CRM dis-
plays the List Warning dialog box, click the Delete this list button. CRM deletes the list
and clears the Manage Lists form.

o If you do not want to create another list, click the Save button. CRM saves any changes
you made to the attributes in the New List Details section after creating the list and
then displays the Activities hub. The list itself was saved when you clicked the Create
this list button above.

o If you want to create another list, click the Save and new button. CRM saves any
changes you made to the attributes in the New List Details section after creating the list
and then clears the Manage Lists form. The list itself was saved when you clicked the
Create this list button above.

To create a patron list with the common elements of two lists

1. Inthe navigation pane, click Processes, and then click Manage lists.
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[] creste activity i
£} Create sales opportunity view Al activities ~ Duet
o Create donation opportunity
9. Create service case Status | Due date Activ
4, Create patron Open Jul 22, 2011 'y
(Due in 3 days)
» Ingquiry
¥ Processes Open Jul 22, 2011 o
0, Maintain lists (Due in 3 days)
Open Jul 29, 2011 3
€ Create batch activities (Due in 10 days)
€}, Assign batch activities Open Jul 29, 2011 0
€4 Manage batches (Due in 10 days)
> Setup Open Jul 29, 2011 ) =
(Due in 10 days)
» Calendar Open Jul 29, 2011 o
(Due in 10 days)

CRM displays the Manage Lists form.

Manage Lists a

Mew List Details

* Mew list name
* List category =] D

* Purge date | 101372001 [}

List Counts

| e e |

2. From the I want to drop-down list, select Find the common elements of. CRM redis-
plays the Manage Lists form with the fields that are used to find common elements of two
lists.

3. Inthe first this list box, enter the ID number of one of the lists, or click Q and use the List
Lookup to search for and select the list. This is one of the two lists for which you are finding
common records.

Manage Lists | (%]

My New List
Iwantto  Find the common elements of
With | thisTee

New List Details

* New list name
* List category = Description

* Purge date  10710/2011 15)

4. In the second this list box, enter the other list's ID number, or click Q and use the List
Lookup to search for and select the list. This is the other list for which you are finding com-
mon records.

5. In the New List Details section, do the following:

New List Details

* New list name
* List category  yIp » | Description

* Purge date | 10718/7011 lE:

a. In the New list name box, enter a name for the new list.
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b. If you want the new list under a different list category, select the new category from List
category. For more information, see Managing List Categories.

c. If you want to change the date that the new list is purged from CRM, enter the new date in
the Purge date box, or click = to select the date from a popup calendar.

d. If you want to include a description of the new list, enter it in the Description box.

6. Click the Create this list button.

Manage Lists |

My New List

Iwant to | Find the common elements of ~ | | 103

MNew List Details
* New list name

* List category

* Purge date

with 104

Patron List 1

Patron List 2

Patron List 3

Renewals

10/19/2011

This list contains the common patron records of Patron
List 1 and Patron List 2]

List Counts
First list name
Second st name
New list name
Duplicate count

Invalid count

Patron List 1
Patron List 2

Patron List 3

List count
List count

New list count New list 1D

CRM creates the list, saves it to the database, and then displays the new list details in the

List Counts section. Note that the patron list is saved by the Create this list command.

The Save and Save and new buttons at the bottom of the form are used to save any
changes you make to the fields in the New List Details section after creating the list.

Manage Lists (%]
My New List
I want to 2 - 103 Patron List 1
With 104 Patron List 2
New List Details
* New list name | Patron List 3
* List category  Renewals w»  Description | This list contains the common patron records of Patron
List 1 and Patron List 2.
* Purge date | 10719/2011 EI
List Counts
First list name  Patron List 1 List count 239
Second list name  Patron List 2 List count 759
Mew list name  Patron List 3 New list count 213 New listID 105

Duplicate count

Invalid count

]

0

Click here for a table with descriptions of the List Counts section fields

Field

Description

First list The name of the first list being used to create a new list.

name

List
count

The total number of records in the first list.
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Field Description

Second The name of the second list being used to create a new list.

list name

List The total number of records in the second list.

count

New list The name you entered in New list name above.

name

New list The number of patron records in the new list of common elements. Number of

count records = (# of duplicates) — (# of invalid records in the new list). Invalid rec-
ords may occur in previously imported lists, even though all lists are validated
during the import process. This is because patron records may be merged or
become inactive after the list has been imported.

New list The unique number that CRM has automatically assigned to the new list. Even if

ID you delete the new list to which it is assigned, this number will not be used again.

Duplicate Finding the common elements of two lists generates a new list from their dupli-

count cates, so the duplicates are counted in the New list count. For this reason, this
count will always be 0.

Invalid  The number of invalid records. Invalid records are not copied into new lists. An

count imported record becomes invalid if it is merged with another record in the back

office or if the patron's status becomes inactive. Although invalid records are not
imported with patron lists, a record may become invalid after it has been
imported.

7. Do one of the following:

o If you do not want to keep the new list, click the Delete new list button. When CRM dis-
plays the List Warning dialog box, click the Delete this list button. CRM deletes the list
and clears the Manage Lists form.

o If you do not want to create another list, click the Save button. CRM saves any changes
you made to the attributes in the New List Details section after creating the list and
then displays the Activities hub. The list itself was saved when you clicked the Create
this list button above.

o If you want to create another list, click the Save and new button. CRM saves any
changes you made to the attributes in the New List Details section after creating the list
and then clears the Manage Lists form. The list itself was saved when you clicked the
Create this list button above.

To create a patron list by subtracting the patrons in one list from another list

1. Inthe navigation pane, click Processes, and then click Manage lists.
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[] creste activity fctivities
£} Create sales opportunity view Al activities ~ Duet
o Create donation opportunity
4, Create service case Status Due date Activ
4, Create patron Open Jul 22, 2011 *
(Due in 3 days)
» Ingquiry
¥ Processes Open  Jul 22, 2011 £
&k, Maintain lists (Due in 3 days)
Open Jul 29, 2011 3
€ Create batch activities (Due in 10 days)
€}, Assign batch activities Open Jul 29, 2011 0
€4 Manage batches (Due in 10 days)
Open Jul 29, 2011 =
B Setup .
(Due in 10 days)
» Calendar Open Jul 29, 2011 o
(Due in 10 days)

CRM displays the Manage Lists form.

Manage Lists a

Mew List Details

* Mew list name
* List category =] D

* Purge date | 101372001 [}

List Counts

| e e |

2. From the I want to drop-down list, select Subtract the items of. CRM redisplays the Man-
age Lists form with the fields that are used to find difference between two lists.

3. Inthe first this list box, enter the ID number of the smaller list, or click qQ and use the List
Lookup to search for and select the list. This is the list whose records you will be subtracting
from the other list.

Manage Lists | (%]

My New List

1 want to [ Subtract the items of

New List Details

* New list name
* List category = | Description

* Purge date 1971972011 E

4. In the second this list box, enter the larger list's ID number, or click Q and use the List
Lookup to search for and select the list. This is the list from which you will be subtracting the
records in the first list.

5. In the New List Details section, do the following:

New List Details
* New list name
* List category  yIp » | Description

* Purge date | 10718/7011 lE:

a. In the New list name box, enter a name for the new list.
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b. If you want the new list under a different list category, select the new category from List

category. For more information, see Managing List Categories.

c. If you want to change the date that the new list is purged from CRM, enter the new date in

the Purge date box, or click = to select the date from a popup calendar.
d. If you want to include a description of the new list, enter it in the Description box.

6. Click the Create this list button.

Manage Lists §

My New List

Iwant to | Subtract the items of

New List Details
* New list name
* List category

* Purge date

List Counts
First list name
Second list name
New list name
Duplicate count

Invalid count

CRM creates the list, saves it to the database, and then displays the new list details in the
List Counts section. Note that the patron list is saved by the Create this list command.
The Save and Save and new buttons at the bottom of the form are used to save any
changes you make to the fields in the New List Details section after creating the list.

Patron List 1

C,| Patron List 2

Unigue Records in Patron List 2

Renewals

= | Description | These are the records from Patron List 2 that are not

included in Patron List 1.

o

Patron List 1 List count
Patron List 2 List count

Unique Records in Patron List 2 New list count

239
759

Mew list D

T e o]

Manage Lists

a

My New List

1 want to

New List Details

* New list name

* List category

act the items of - 103 Patron List 1

104 Patron List 2

Unique Records in Patron List 2

Renewsls = | Description

These are the records from Patron List 2 that are not
included in Patron List 1.

* Purge date | 10/19/2011 E
List Counts
First list name  Patron List 1 List count 239
Second list name  Patron List 2 List count 759
Mew list name  Unigue Records in Patron List 2 MNew list count 546 MNew listID 106

Duplicate count

Invalid count

o

o

Click here for a table with descriptions of the List Counts section fields

Field

Description

First list The name of the first list being used to create a new list.

name

List
count

The total number of records in the first list.
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Field Description

Second The name of the second list being used to create a new list.

list name

List The total number of records in the second list.

count

New list The name you entered in New list name above.

name

New list The number of patron records in the new subtracted list. Number of records = (#

count in second list) — (# in the first list) — (# of invalid records in the new list). Invalid
records may occur in previously imported lists, even though all lists are validated
during the import process. This is because patron records may be merged or
become inactive after the list has been imported.

New list The unique number that CRM has automatically assigned to the new list. Even if

ID you delete the new list to which it is assigned, this number will not be used again.

Duplicate Finding the difference between two lists generates the new list by removing their

count duplicates. For this reason, this count will always be 0.

Invalid  The number of invalid records. Invalid records are not copied into new subtracted

count lists. An imported record becomes invalid if it is merged with another record in
the back office or if the patron's status becomes inactive. Although invalid rec-
ords are not imported with patron lists, a record may become invalid after it has
been imported.

7. Do one of the following:

o If you do not want to keep the new list, click the Delete new list button. When CRM dis-
plays the List Warning dialog box, click the Delete this list button. CRM deletes the list
and clears the Manage Lists form.

o If you do not want to create another list, click the Save button. CRM saves any changes
you made to the attributes in the New List Details section after creating the list and
then displays the Activities hub. The list itself was saved when you clicked the Create
this list button above.

o If you want to create another list, click the Save and new button. CRM saves any
changes you made to the attributes in the New List Details section after creating the list
and then clears the Manage Lists form. The list itself was saved when you clicked the
Create this list button above.

Editing Patron List Attributes

Once you've imported a list, you can edit its attributes at any time. List attributes include the
name, description, categorization, and purge date of a list. You can also view details of how a list
has been used for bulk processing. You cannot change the list ID of an imported list. You also can-
not modify the patron records in an imported list.

To edit the attributes of a patron list

1. In the navigation pane, click Processes, and then click Maintain lists.
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rt

unities

[] creste activity

4, Create service case

4, Create patron

» Inguiry

¥ Processes

T Maintain lists

L) Manage lists

€ Create batch activities
€}, Assign batch activities
€ Manage batches

» Setup

» Calendar

3 Create sales opportunity
9 Create donation opportunity

View Al activities

Status | Duedate

Open Jul 22, 2011
(Due in 3 days)

Open Jul 22, 2011
(Due in 3 days)

Open Jul 28, 2011
(Due in 10 days)

Open Jul 29, 2011
(Due in 10 days)

Open Jul 29, 2011
(Due in 10 days)

Open Jul 29, 2011
(Due in 10 days)

CRM displays the Maintain Lists form.

Maintain Lists

List Infi

* List ID
* List category | Renewals

* Purge date

2011

* List name

iption

Impart new list |

Usage Detail
Created by

Date created

Last batch created from list

Batch type

Last updated by
Last updated
Batches created from this hist

List count

List Detail

Imported file name
Original file count
Duplicate count
Invalid count

Current list ¢

2. Inthe List ID box, enter the list ID number, or click Q and use the List Lookup to search for
and select the list.

Maintain Lists
List Tof i
* List category | Renewals = | Descnption
* Purge date | 10/19/2001 E
Usage Detail
Crested by

CRM displays the Maintain Lists form with the list attributes displayed in the List Infor-
mation section.

Ina-tzanuns [%]

List Infi

*ListID 103 * List name | Patron List 1

* List category iption

* Purge date

Usage Detail

Created by  Larry Meyer (Imeyer) Last updated by Larry Meyer (Imeyer)
Date created  7/21/2011 9:32 AM Last updated 7/21/2011 9:32 AM
Last batch created from list Batches created from this list

Batch type List count 239
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3. Do one or more of the following:

¢ Inthe List name box, edit the name of the list. The list name is displayed when you use
the list on the Manage Lists form and when creating batches. You can also search for the
list by this name when using the List Lookup.

o If you want the list to be assigned a different list category, select the new category from
List category. For more information, see Managing List Categories.

o If you want to change the date that the list will be purged from CRM, enter the new date in
the Purge date box, or click = to select the date from a popup calendar. CRM will auto-
matically delete the list on this date. Contact Paciolan for information about setting up
automatic list purging.

o If you want to add or edit the description of the new list, enter or edit it in the Descrip-
tion box.

4. Do one of the following:

e To save your changes and close the form, click the Save button. CRM displays the Activ-
ities hub.

e To save your changes and edit or import a new list, click the Save and new button. CRM
clears the Maintain Lists form.

e To clear the form without making any changes to the list, click the New button. CRM
clears the Maintain Lists form.

Exporting Patron Lists

Once a patron list is imported into CRM, you can export the list to a.csv file at any time. However,
CRM will only export the records from the original list that it successfully imported. For this reason,
invalid and duplicate patron records that were in the list before it was imported into CRM will not be
included in the export file. The exported file does not include any header or footer information.

To export a patron list

1. Inthe navigation pane, click Processes, and then click Maintain lists.

CRM

Activities Sales Oppartunities Donation Opportunities Service C

[0 create activity Activities

43 Create sales opportunity Miew | All activities - Duet

] Create donation opportunity
9, Create service case Status Due date Activ

&, Create patron Open Jul 22, 2011 =
(Due in 3 days)

rocesses Open Jul 22, 2011 -
(Due in 3 days)

L) Manage lists Open Jul 29, 2011
€4 Create batch activities (Due in 10 days
€ Assign batch activities Open Jul 29, 2011
€} Manage batches (Due in 10 days|

Open Jul 29, 2011 =

b Setup i
(Due in 10 days)

» Calendar Open Jul 29, 2011
(Due in 10 days)

CRM displays the Maintain Lists form.
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Maintain Lists (%]
List Inf
*ListID || 4, | * List name Import new list
* List category | Renewals v | Description
* Purge date | 10/17/2011 E

Usage Detail

Created by Last updated by

Date created Last updated

Last batch created from list Batches created from this hist
Batch type List esunt

List Detail

Imported file name
Original file count
Cuplicate count
Invalid count

Current list count

2. In the List ID box, enter the list ID number, or click qQ and use the List Lookup to search for

and select the list.

Maintain Lists
List Tgk L
* List category | Renewals _ Bl
* Purge date | 10/19/2011 EI
Usage Detail
Created by

CRM displays the list attributes and usage information on the form.

3. Click the Export this list button.

Maintain Lists

List Information

*ListID 94 * List name | VIP Patron List

* List category | vIP = | Description

* Purge date | 10/18/2011 E

Usage Detail

Created by  Larry Meyer (Imeyer) Last updated by  Larry Meyer (Imeyer)
Date created 7/20/2011 10:13 AM Last updated 7/20/2011 3:26 PM
Last batch created from list Batches created from this list

Batch type List count 380

List Detail

Imported file name  C:\Users\larry meyer\Desktop'\Flare Projects\Patron List.csv
Original file count 380
Duplicate count o
Invalid count o

Current list count 380

CRM displays the Windows Save As dialog box. Leave the Save as type set to csv files

(*.csv). CRM only exports to the .csv file format.
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o

iw Save As ﬂ

@-.\_/-v' . % My Documents » Export Files - |y Search Export Files 02

Organize Mew folder = (7]

' Favorites
B Desktop S
# Downloads . )
., Recent Places
My Decuments
Flare Projects
RHE Projects
. prodmgmt
. tech writer

. Projects

A Libraries

Ao -VIP Patron Export] -

Save as type: |esv files (*.csv) Ml |

= Hide Folders Save | Cancel | I

Navigate to the Windows folder where you want to export the file.

In File name, enter a name for the export file, and then click the Save button. CRM exports

the.csv file. To work with the exported list, open the .csv file in MS Excel.

AN : s VIP Patron Export - Microsoft Excel (= [ = [t
—/ Heme | Insert  Page layout Formulas Data Review View  Adddns  Acobat & - & X
== 4 || calibn i - |= =S¢ | Geneal - A || Gemsen-  E - §7-
g [mzaax==a=- s I Delete - || (3] B4~
Faste Styles |
" 7 |[E[o=TA = = - i 8 IEE | 1 Format - || 2 -

Cliphoard & Font ] Alignment 5| Mumber & Cells Editing |

Al - fe| 739 ¥
A B c D E F G H |

1 ?39!

2 746

3 751

4 753

5 756

6 762

7 765

B 766

3 1277

10 1278

W 4 b W | VIP Patron Export < ©J [ m

Resey [EEE Yo——c

Deleting Patron Lists

If you no longer need a patron list, you can delete it from CRM at any time. It is good practice to

delete lists you are no longer using to make current lists easier to locate. Once deleted, the listis
removed from the database and is not recoverable. Deleting a patron list has no affect on batches
you have already created from the list. If you do not delete a list, CRM will automatically delete it
after 90 days.

To delete a patron list

1. In the navigation pane, click Processes, and then click Maintain lists.
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[] creste activity

SRR View Al activities * Duec
9 Create donation opportunity

9. Create service case Status | Duedate Activ
4, Create patron Open Jul 22, 2011 *

(Due in 3 days)

» Inguiry

¥ Processes Open Jul 22, 2011 o
€, Maintain lists (Due in 3 days)
Wy Manage lists Open Jul 29, 2011 2
€ Create batch activities (Due in 10 days)
€}, Assign batch activities Open Jul 29, 2011 ‘;'
€ Manage batches (Due in 10 days)

Open  Jul 29, 2011 =
5
Lt (Due in 10 days)
» Calendar Open Jul 29, 2011 C

(Due in 10 days)

CRM displays the Maintain Lists form.

Maintain Lists (%]
List Inf
*Listip || | * List name Hﬂﬂmiﬁ|
* List category | Renewals v | Description
* Purge date | 10/17/2011 5

Usage Detail

Created by Last updated by

Date created Last updated

Last batch created from list Batches created from this hist
Batch type List esunt

List Detail

Imported file name
Original file count
Duplicate count

Invalid count

Current list count

2. Inthe List ID box, enter the list ID number, or click Q and use the List Lookup to search for
and select the list.

Maintain Lists
List Tof i
* List category | Renewals = | Descnption
* Purge date | 10/19/2001 E
Usage Detail
Crested by

CRM displays the list attributes and usage information on the form.

3. Click the Delete button.
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Maintain Lists

List Information

* List ID 98 * List name | VIP Patron List 2
* List category | yIP - Descripbion | This is a copy of the VIP Patron List.

* purge date | 10/18/2011 [i5)

Usage Detail

Created by Larmry Meyer (Imeyer) Last updated by Larry Meyer (Imeyer)
Date created  7/20/2011 10:58 AM Last updated 7/20/2011 10:59 AM

from list

Batch type

CRM displays the List Warning dialog box.

List Warning!

! 5 Are you sure you wish to delete this list?
b,

4. Click the Delete this list button. CRM deletes the list and clears the Maintain Lists form.

Creating Batches of CRM Items

In CRM, sales and donation opportunities, their associated activities, and stand-alone activities can
be created individually or in bulk. To create the opportunities and activities in bulk, you use an
imported list of patrons. The bulk process creates an opportunity or activity for each patron in the
list. Only supervisors with administrator permissions can create opportunities and activities in
bulk.

When setting up the bulk process, you enter some default information that is applied to all the
opportunities and activities that are created. Each opportunity and activity in a batch will be
created using these defaults, and every opportunity and activity generated from the settings will be
part of a single batch.

If you are creating opportunities, an associated next step activity is also generated for each oppor-
tunity. If you are creating stand-alone activities, only activities are created. In an optional second
step, you can assign the generated opportunities or activities to a group of sales or donation rep-
resentatives and set the due dates for the created tasks.

If the optional batch assignment step is not done, the tasks generated during batch creation will be
assigned to the owner of the batch. You can also choose to assign any team to which the owner
belongs. All the tasks in the created batch will have a single due date.

When creating batches in CRM, do one or more of the following:

o Create a batch of sales opportunities.
e Create a batch of donation opportunities.
o Create a batch of standalone activities.
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Note: To create batches of sales or donation opportunities, you must have access to ticketing or
donation data, as well as administrative permissions. For more information, see Setting Up User
Permissions.

Creating Batches of Sales Opportunities

You can create a batch of sales opportunities based on an imported list of patrons. An opportunity
is created for each patron in the list. When the batch process is complete, you will be given the
option to save an error listin a .csv format file. You can then view the errors in MS Excel. The
newly created sales opportunities are available on the Sales Opportunities hub. They can also be
assigned as a batch to other CRM users.

To set up a batch of opportunities, you must assign an owner and enter a name for the batch. You
can also assign the opportunities to a team, but only if the owner is a team member. If you don't
choose to batch assign the opportunities after batch creation, they will remain assigned to the
owner and team you select.

To set up the activities that are associated with the opportunities, you specify the activity type (for
example, a phone call), the phone or address type, the due date, and the subject line. The phone or
address type determines the contact information that will be pulled from the patron record for the
individual activities. Once the batch of associated activities is created, the activities are available
on the Activities hub.

Note: To create batches of sales opportunities, you must have administrative and ticketing data
user permissions.

To create a batch of sales opportunities

1. Inthe navigation pane, click Processes, and then click Create batch activities.

CRM

Activities Sales Oppartunities Donation Opportunities Service C
[] creste activity Activities
i3 Creste sales opportunity R ) o ctivities i
@ Create donation opportunity
9, Create service case Status Due date Activ
R e Open  Jul22, 2011 2

(Due in 3 days)

¥ Processes Open Jul 22, 2011 =
G Maintain lists (Due in 3 days)
), Manage lists Open Jul 29, 2011
Ll Assign batch activities Open Jul 29, 2011
Q Manage batches (Due in 10 days

Open Jul 29, 2011 =

b Setup i
(Due in 10 days)

» Calendar Open Jul 29, 2011
(Due in 10 days)

CRM displays the Create Batch Activities form.
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Create Batch Activities (%]
(7= W Sales Opportunity Details  Activity
Type | Sales opportunity -
* Source list

*Owner | Imeyer | Larry Meyer

Team -

* Batch name

Description

=0 N

2. From the Type drop-down list, select Sales opportunity.

3. Inthe Source List field, enter the patron list ID number, or click Q and use the List Lookup
to search for and select the list. This is the list of patrons that CRM will use to generate the
batch of opportunities. The selected source list is locked (unavailable to other users creating
batches) until you are finished creating the batch.

Create Batch Activities (%]
UGN Sales Opportunity Details  Activity

Type | Sales opportunity - Batch ID created

I" Source list I Total items in list

* Owner | Imeyer qQ Larry Meyer Total items not created
* Batch name

Description

4. In the Owner field, enter the sign in (user name) of the user who will be the owner of the
batch of opportunities. If you don't know the user name, use the User Lookup. Ownership
defaults to you, but you may choose to assign the batch to one of your subordinates in the
user hierarchy. If you choose to assign the batch to a group of users during batch assign-
ment, ownership will be changed to those users at that time.

5. If you want a team assigned to all the opportunities created in the batch, select the team
name from the Team drop-down list. Only teams to which the owner belongs can be
selected. You can change the team during batch assignment.

6. In the Batch name field, enter a short, descriptive name. You can use the batch name to
help identify the batch during batch assignment and when editing batch attributes.

7. If you want to keep a more detailed description of the batch, enter the text in the Descrip-
tion field. The description can also help identify the batch when editing batch attributes.

8. Set up the batch opportunities by doing the following:

a. Click the Sales Opportunity Details tab. CRM redisplays the form with the Sales Oppor-

tunity Details tab fields. These are the settings used to define the opportunities that will
be created for the patrons.
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Create Batch fcius (%]

RV Sales Opportunity Details ST

* Opportunity name | |

* Estimated close date E Pricrity ™ Neemal

__| Restricted

[ et now b oo oo ]

b. Set values for each field with an asterisk (required), and optionally enter values for any

of the remaining fields.

Click to see a list of the fields with usage information

Field

Usage Information

Opportunity
name

Enter the name to use for all the opportunities in the batch. This name can
be used to identify the opportunities on the Sales Opportunities hub and the
Patron Summary form.

Estimated Either enter a date in the field or click the calendar icon to select one from

close date the popup calendar.

Priority (Optional) Select Low, Medium, Normal, or High from the priority list.
Your organization can decide what these priority levels mean. The priority
setting has no effect on CRM functionality, but you can use priority assign-
ments for reporting.

Expected (Optional) Enter the amount of money that you expect to be generated from

revenue the sales opportunity. The entry must be numeric and can include a decimal
point and commas.

Source cam- (Optional) Select one of the predefined source campaigns from the drop-

paign down list. CRM campaigns are used to group opportunities for reporting.
They allow you to measure campaigns against each other or report on a sin-
gle campaign with opportunities created from different patron lists. See
Managing Source Campaigns.

Probability (Optional) The likelihood that an opportunity will be successfully closed

to close (won). This field is used for reporting only. The available values are: 0%,
10%, 20%, 30%, 40%, 50%, 60%, 70%, 80%, 90%, 100%. When you close
an opportunity and mark it as won or lost, this value is automatically
changed to 100% for won or 0% for lost. For more information, see Closing
Sales Opportunities.

Milestone

(Optional) This a customizable field that is used for reporting. The default
names are: Milestone 1, Milestone 2, Milestone 3, Milestone 4, Milestone 5,
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Field Usage Information

and Milestone 6. Donation opportunities and sales opportunities each have
their own set of milestone names. Contact Paciolan for assistance with cus-
tomization.

Description (Optional) You can use this field to enter a more detailed description of the
opportunities.

Restricted Select this option to limit viewing of the opportunity to users with per-
missions that allow them access to restricted data. For more information,
see Setting Up User Permissions. You can only set this option if you or one
of your subordinates is the owner of the opportunity.

9. Set up the batch activities by doing the following:

a. Click the Activity tab. CRM redisplays the form with the Activity tab fields. These are the
settings used to define the activities that will be created for the patrons.

Create Batch Activities | [%]
Batch  Sales Opportunity Det: 5

* Activity | Phone call »| *Phonetype |BUSINESS -
* Due date E eriority | * Normal -

* Subject

Descripbion

If this type of address or phone doesn't exist for a patron
'@ Create the opportunity or activity anyway
{_) Do not create it. Add patron to an error list

b. From the Activity drop-down list, select the type of activities that you want to create. For
batch creation, only the Phone call, Email, Letter, and Other activity types are avail-
able.

c. Setvalues for each field with an asterisk (required), and optionally enter values for any of
the remaining fields.

Click to see a list of the fields with usage information

Field Usage Information

Activity Select the type of activities you want to create for the batch. Only the phone
call, email, and letter types are available. You cannot batch create meeting
or fax activities. If you are using an unavailable activity type, select Other.
This selection determines the type of contact information (phone, email, or
address type) that will be included for the patron in each activity. The infor-
mation is pulled from each patron record (the Phone/Address tab of the
Patron Detail form). See Editing Patron Information for the locations and
descriptions of this information on the Patron Detail form.
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Phone type This displays only when Phone call is selected in the Activity drop-down
list. Select the phone type to pull from the patron's record for each activity.
Some common examples include home, business, or cellular. Phone types
are configured by your organization in the Paciolan back office. Phone
numbers are entered for one or more phone types in each patron record.
See Editing Patron Information for the locations and descriptions of this
information on the Patron Detail form.

Email type This displays only when Email is selected in the Activity drop-down list.
Select the email type to pull from the patron's record for each activity.
Some common examples include primary, alternate, or default. Email types
are configured by your organization in the Paciolan back office. Email
addresses are entered for one or more email types in each patron record.
See Editing Patron Information for the locations and descriptions of this
information on the Patron Detail form.

Address This displays only when Letter is selected in the Activity drop-down list.

type Select the address type to pull from the patron's record for each activity.
Some common examples include home, business, or billing. Address types
are configured by your organization in the Paciolan back office. Addresses
are entered for one or more address types in each patron record. See Edit-
ing Patron Information for the locations and descriptions of this information
on the Patron Detail form.

Due date Either enter a date in the field or click the calendar icon to select one from
the popup calendar.

Priority (Optional) Select Low, Medium, Normal, or High from the priority list.
Your organization can decide what these priority levels mean. The priority
setting has no effect on CRM functionality, but you can use priority assign-
ments for reporting.

Subject Enter a short description of the purpose of the activity. This will help you
identify activities from the batch on the Activities hub and on the Patron
Summary.

Description (Optional) This field displays if the activity type is a phone call, letter, or
other communication type. You can use this field to enter a description of
the phone call script or the message to be included in the letter.

Message (Optional) This field displays if the activity type is an email message. You
can use this field to enter the body of the message to be sent.

d. For If this type of address or phone doesn't exist for a patron, select one of the
following:
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Create Batch Activities | (%]
Batch  Sales Opportunity Details Y0¥

* Activity | Phone call i * Phone type | HOME -
* Due date | 9/23/2011 & priority |  Normal

* Subject | Fall Drive

Description | Use the standard script.

If this type of address or phone doesn't exist for a patron
@) Create the opportunity or activity anyway
() Do not create it. Add patron to an error list

[ otete bt = N "

o Create the opportunity or activity anyway. This will create the activities with the
Address or Phone number field empty for patron records that do not have the
address or phone number type information. To complete the activity CRM users will
have to change the activity type or enter the address or phone number in the Patron
Detail (see Editing Patron Information).

o Do not create it. Add patron to an error list. This will not create activities for
patrons that do not have the address or phone nhumber type information. In this case,
CRM will add the patron record and the reason it was not created to an error list. You
will have the option to view the error list at the end of batch processing.

10. Click the Create new batch button. CRM begins processing the batch. During batch proc-
essing, CRM displays a Processing bar with an X. If you click the X, the process is stopped
and no opportunities or associated activities are created. The Processing bar will close when
the process is complete.

If you chose Do not create it. Add patron to an error list on the Activity tab and some
patrons did not have the required address or phone type information, CRM will display an
Attention dialog box that allows you to save a .csv error file. You can view the patron errors
by opening the file in MS Excel.
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Patronid _lEnarCude ErrorMessage
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When the process is complete, CRM displays the details of the new batch on the Batch tab of

the Create Batch Activities form. Click here for field descriptions.

Field Usage Information

Batch  The batch ID number is automatically assigned by CRM as part of batch processing.
ID This number is unique for all batches.

created

Total The number of patrons in the imported patron list used to create the batch.

items
in list

Total The number of patrons for which no opportunity was created. This happens if you
items chose Do not create it. Add patron to an error list on the Activity tab, and the
not patrons do not have the required address or phone type information. Opportunities
created will also not be created for invalid patrons (for example, patrons with merged or

inactive records). The .csv error file contains an entry for each patron that

describes why no opportunity was created. CRM gives you the option of creating

this file when batch processing is complete.
Batch The number of opportunities successfully created for the new batch.

items
created

Create Batch Activities

Bt W Sales Opportunity Details  Activity

Type | Sales opportunity =

* Batch name  New Season Drive

Description

Batch ID created

* Source list | 101 L New VIF Patrons Total items in list
*Owner  Imeyer L Larry Meyer Total items not created
Team  Sales Team = Batch items created

42

26

14

12

The opportunities that have been successfully created are now available on the Sales Oppor-
tunities hub. The activities that were created for the opportunities are available on the Activ-
ities hub. If you want to reassign the opportunities in bulk, see Assigning Batches to Users.
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11. If you decide that you don't want the batch that you've setup or created, click one of the fol-

Note: You cannot save and reuse the settings to create another batch. However, the settings
will be available for reference during batch management.

lowing buttons:

¢ New. This will clear the batch settings on all of the Create Batch Activities form tabs so

that you can begin creating a new batch. The cleared form remains displayed. If you have
already processed a new batch by clicking the Create new batch button, clicking the
New button does not delete any of the opportunities or associated activities that were
created.

Create Batch Activities (%]
Batch  Sales Opportunity Details [ at]

* Activity  FPhone call * Phone type | BUSINESS

“ Duwe date | 8/10/2011 15 Friority | f* Nermal

* Subject  [nitial Phore Call

@ stardard sengt.

it for a patron
k|

[ = T T

e Cancel. This will clear the current batch settings and close the Create Batch Activities

form. If you have already processed a new batch by clicking the Create new batch but-
ton, clicking Cancel will not delete any of the opportunities or associated activities that
were created. You can also cancel by clicking the X on the upper-right of the form.

Create Batch Activities m

BTSN Sales Opportunity Details  Activity

Type | Sales opportunity -
* Source list
* Owner Imeyer Larry Meyer Total items not

Team -

* Batch name

Description

o Delete new batch. If you have just processed a new batch by clicking the Create new

batch button, clicking Delete new batch will delete the new opportunities and asso-
ciated activities that were created and clear all of the Create Batch Activities form tabs.
Once you click the Cancel or New buttons, or navigate to a hub or another form, you can
no longer delete a newly created batch on this form. For information about deleting pre-
viously run batches of opportunities and associated activities, see Deleting Batches.
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Craate Batch Activitins a

* Phone bype | BUSINESS

v | % Normal

Creating Batches of Donation Opportunities

You can create a batch of donation opportunities based on an imported list of patrons. An oppor-
tunity is created for each patron in the list. When the batch process is complete, you will be given
the option to save an error listin a . csv format file. You can then view the errors in MS Excel. The
newly created donation opportunities are available on the Donation Opportunities hub. They can
also be assigned as a batch to other CRM users.

To set up a batch of opportunities, you must assign an owner and enter a name for the batch. You
can also assign the opportunities to a team, but only if the owner is a team member. If you don't
choose to batch assign the opportunities after batch creation, they will remain assigned to the
owner and team you select.

To set up the activities that are associated with the opportunities, you specify the activity type (for
example, a phone call), the phone or address type, the due date, and the subject line. The phone or
address type determines the contact information that will be pulled from the patron record for the
individual activities. Once the batch of associated activities is created, the activities are available
on the Activities hub.

Note: To create batches of donation opportunities, you must have administrative and donation
data user permissions.

To create a batch of donation opportunities
1. Inthe navigation pane, click Processes, and then click Create batch activities.

CRM

Activities  Sales Opportunities  Donation Opportunities

[l creste activity Activities

i3 Create sales opportunity REN o o ciivitics - Louek
] Create donation opportunity
4, Create service case Status Due date Activ

4, Create patron Open Jul 22, 2011 *
(Due in 3 days)

» Ingquiry

¥ Processes Open Jul 22, 2011 -
£ Maintain lists (Due in 3 days)

b Manage lists Open Jul 29, 2011 =

€4 Create batch activities (Due in 10 days)
b Assign batch activities Open Jul 29, 2011 o
€} Manage batches (Due in 10 days)

Open Jul 29, 2011 =

b Setup
(Due in 10 days)

» Calendar Open Jul 29, 2011 o
(Due in 10 days)
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CRM displays the Create Batch Activities form.

Create Batch Activities (%]
(7= W Sales Opportunity Details  Activity
Type | Sales opportunity -
* Source list Q

*Owner | Imeyer ( Larry Meyer

Team -

* Batch name

Description

=0 N

2. From the Type drop-down list, select Donation opportunity.

3. Inthe Source List field, enter the patron list ID number, or click “4 and use the List Lookup
to search for and select the list. This is the list of patrons that CRM will use to generate the
batch of opportunities. The selected source list is locked (unavailable to other users creating
batches) until you are finished creating the batch.

Create Batch Activities | (%]
B\l Donation Opportunity Details  Activity

Type  Donation opportunity -

I' Source list 3 I

* Dwner meyer L Larry Meyer Tota

Team - Batch items created

* Batch name

Description

4. In the Owner field, enter the sign in (user name) of the user who will be the owner of the
batch of opportunities. If you don't know the user name, use the User Lookup. Ownership
defaults to you, but you may choose to assign the batch to one of your subordinates in the
user hierarchy. If you choose to assign the batch to a group of users during batch assign-
ment, ownership will be changed to those users at that time.

5. If you want a team assigned to all the opportunities created in the batch, select the team
name from the Team drop-down list. Only teams to which the owner belongs can be
selected. You can change the team during batch assignment.

6. In the Batch name field, enter a short, descriptive name. You can use the batch name to
help identify the batch during batch assignment and when editing batch attributes.

7. If you want to keep a more detailed description of the batch, enter the text in the Descrip-
tion field. The description can also help identify the batch when editing batch attributes.

8. Set up the batch opportunities by doing the following:

a. Click the Donation Opportunity Details tab. CRM redisplays the form with the Donation

Opportunity Details tab fields. These are the settings used to define the opportunities that
will be created for the patrons.
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* Estimated close date E Priority ™ Normal -

* Drive | Code or name Donation type | Outright donation -

Goal amount Target
Probability to close v Milestone A
Description
| Restricted
[ octte v et | e
b. Set values for each field with an asterisk (required), and optionally enter values for any

of the remaining fields.

Click to see a list of the fields with usage information

Field Usage Information

Opportunity Enter the name to use for all the opportunities in the batch. This name can
name be used to identify the opportunities on the Donation Opportunities hub and
the Patron Summary form.

Estimated Either enter a date in the field or click the calendar icon to select one from
close date the popup calendar.

Priority (Optional) Select Low, Medium, Normal, or High from the priority list.
Your organization can decide what these priority levels mean. The priority
setting has no effect on CRM functionality, but you can use priority assign-
ments for reporting.

Drive Drives and campaigns are defined in the back office using tFund. Enter the

drive or campaign name or click X to use the Drive Lookup. If you don't
remember the exact drive or campaign name, you can select one from a list
by leaving the Drive search field empty and clicking the Search button.

Donation The donation type options include outright donation, pledge, and gift in kind.

type Donation types are not configurable.

Goal Enter the amount of money you hope to collect from the donor for this dona-

amount tion opportunity. The entry must be humeric and can include a decimal point
and commas.

Target If the drive you select has targets associated with it, select a target from
this list. A target is used in the tFund system to represent a group of donors
or patrons.

Probability (Optional) The likelihood that an opportunity will be successfully closed
to close (won). This field is used for reporting only. The available values are: 0%,
10%, 20%, 30%, 40%, 50%, 60%, 70%, 80%, 90%, 100%. When you close
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Field

Usage Information

Milestone

Description

Restricted

an opportunity and mark it as won or lost, this value is automatically
changed to 100% for won or 0% for lost. For more information, see Closing
Donation Opportunities.

(Optional) This a customizable field that is used for reporting. The default
names are: Milestone 1, Milestone 2, Milestone 3, Milestone 4, Milestone 5,
and Milestone 6. Donation opportunities and sales opportunities each have
their own set of milestone names. Contact Paciolan for assistance with cus-
tomization.

(Optional) You can use this field to enter a more detailed description of the
opportunities.

Select this option to limit viewing of the opportunity to users with per-
missions that allow them access to restricted data. For more information,
see Setting Up User Permissions. You can only set this option if you or one
of your subordinates is the owner of the opportunity.

9. Set up the batch activities by doing the following:
a. Click the Activity tab. CRM redisplays the form with the Activity tab fields. These are the

settings used

to define the activities that will be created for the patrons.

Create Batch Activities

* Activity | Phone call
* Due date
* Subject

Description

Batch Dmﬂinq'uhnilyndal

If this type of address or phone doesn't exis
@) Create the opportunity or activity anyway
) Do not create it. Add patron to an error list

| *Phonetype |BUSINESS -

Z1] «

Priorty | T Normal b

t exist for a patron

Dol o b =N N

b. From the Activity drop-down list, select the type of activities that you want to create. For
batch creation, only the Phone call, Email, Letter, and Other activity types are avail-

able.

c. Setvalues for each field with an asterisk (required), and optionally enter values for any of
the remaining fields.

Click to see a list of the fields with usage information

Field

Usage Information

Activity

Select the type of activities you want to create for the batch. Only the phone
call, email, and letter types are available. You cannot batch create meeting
or fax activities. If you are using an unavailable activity type, select Other.
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Field Usage Information

This selection determines the type of contact information (phone, email, or
address type) that will be included for the patron in each activity. The infor-
mation is pulled from each patron record (the Phone/Address tab of the
Patron Detail form). See Editing Patron Information for the locations and
descriptions of this information on the Patron Detail form.

Phone type This displays only when Phone call is selected in the Activity drop-down
list. Select the phone type to pull from the patron's record for each activity.
Some common examples include home, business, or cellular. Phone types
are configured by your organization in the Paciolan back office. Phone
numbers are entered for one or more phone types in each patron record.
See Editing Patron Information for the locations and descriptions of this
information on the Patron Detail form.

Email type This displays only when Email is selected in the Activity drop-down list.
Select the email type to pull from the patron's record for each activity.
Some common examples include primary, alternate, or default. Email types
are configured by your organization in the Paciolan back office. Email
addresses are entered for one or more email types in each patron record.
See Editing Patron Information for the locations and descriptions of this
information on the Patron Detail form.

Address This displays only when Letter is selected in the Activity drop-down list.

type Select the address type to pull from the patron's record for each activity.
Some common examples include home, business, or billing. Address types
are configured by your organization in the Paciolan back office. Addresses
are entered for one or more address types in each patron record. See Edit-
ing Patron Information for the locations and descriptions of this information
on the Patron Detail form.

Due date Either enter a date in the field or click the calendar icon to select one from
the popup calendar.

Priority (Optional) Select Low, Medium, Normal, or High from the priority list.
Your organization can decide what these priority levels mean. The priority
setting has no effect on CRM functionality, but you can use priority assign-
ments for reporting.

Subject Enter a short description of the purpose of the activity. This will help you
identify activities from the batch on the Activities hub and on the Patron
Summary.

Description (Optional) This field displays if the activity type is a phone call, letter, or
other communication type. You can use this field to enter a description of
the phone call script or the message to be included in the letter.

Message (Optional) This field displays if the activity type is an email message. You
can use this field to enter the body of the message to be sent.

d. For If this type of address or phone doesn't exist for a patron, select one of the
following:
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Create Batch Activities | (%]
Batch Denation Opportunity Details s B00Y

* Activity | Phone call = * Phone type | HOME -
* Due date |5/23/2011 | Friority | Normal -

* Subject | Fall Drive

Description | Use the standard script.

If this type of address or phone doesn't exist for a patron
@ Create the opportunity or activity anyway
() Do not create it. Add patron to an error list]

o Create the opportunity or activity anyway. This will create the activities with the
Address or Phone number field empty for patron records that do not have the
address or phone number type information. To complete the activity CRM users will
have to change the activity type or enter the address or phone number in the Patron
Detail (see Editing Patron Information).

o Do not create it. Add patron to an error list. This will not create activities for
patrons that do not have the address or phone nhumber type information. In this case,
CRM will add the patron record and the reason it was not created to an error list. You
will have the option to view the error list at the end of batch processing.

10. Click the Create new batch button. CRM begins processing the batch. During batch proc-
essing, CRM displays a Processing bar with an X. If you click the X, the process is stopped
and no opportunities or associated activities are created. The Processing bar will close when
the process is complete.

If you chose Do not create it. Add patron to an error list on the Activity tab and some
patrons did not have the required address or phone type information, CRM will display an
Attention dialog box that allows you to save a .csv error file. You can view the patron errors
by opening the file in MS Excel.
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When the process is complete, CRM displays the details of the new batch on the Batch tab of

the Create Batch Activities form. Click here for field descriptions.

Field Usage Informati

on

Batch  The batch ID number is automatically assigned by CRM as part of batch processing.
ID This number is unique for all batches.

created

Total The number of patrons in the imported patron list used to create the batch.

items
in list

Total The number of patrons for which no opportunity was created. This happens if you
items chose Do not create it. Add patron to an error list on the Activity tab, and the
not patrons do not have the required address or phone type information. Opportunities
created will also not be created for invalid patrons (for example, patrons with merged or

inactive records). The .csv error file contains an entry for each patron that

describes why no opportunity was created. CRM gives you the option of creating

this file when batch processing is complete.
Batch The number of opportunities successfully created for the new batch.

items
created

Create Batch Activities

[:B% W Donation Opportunity Details  Activity

41

26

26

Type | Denation opportunity - Batch 1D created
* Source list 101 4 New VIP Patrons Total items in list
* Owner | Imeyer b Larry Meyer Total items not created
Team | New Season Drive - Batch items created
* Batch name  New Season Drive
Description

The opportunities that have been successfully created are now available on the Donation
Opportunities hub. The activities that were created for the opportunities are available on the
Activities hub. If you want to reassign the opportunities in bulk, see Assigning Batches to

Users.
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11. If you decide that you don't want the batch that you've setup or created, click one of the fol-

Note: You cannot save and reuse the settings to create another batch. However, the settings
will be available for reference during batch management.

lowing buttons:

¢ New. This will clear the batch settings on all of the Create Batch Activities form tabs so

that you can begin creating a new batch. The cleared form remains displayed. If you have
already processed a new batch by clicking the Create new batch button, clicking the
New button does not delete any of the opportunities or associated activities that were
created.

Create Batch Activities (%]
Batch  Sales Opportunity Details [ at]

* Activity  FPhone call * Phone type | BUSINESS

“ Duwe date | 8/10/2011 15 Friority | f* Nermal

* Subject  [nitial Phore Call

@ stardard sengt.

it for a patron
k|

[ = T T

e Cancel. This will clear the current batch settings and close the Create Batch Activities

form. If you have already processed a new batch by clicking the Create new batch but-
ton, clicking Cancel will not delete any of the opportunities or associated activities that
were created. You can also cancel by clicking the X on the upper-right of the form.

Create Batch Activities m

BTSN Sales Opportunity Details  Activity

Type | Sales opportunity -
* Source list
* Owner Imeyer Larry Meyer Total items not

Team -

* Batch name

Description

o Delete new batch. If you have just processed a new batch by clicking the Create new

batch button, clicking Delete new batch will delete the new opportunities and asso-
ciated activities that were created and clear all of the Create Batch Activities form tabs.
Once you click the Cancel or New buttons, or navigate to a hub or another form, you can
no longer delete a newly created batch on this form. For information about deleting pre-
viously run batches of opportunities and associated activities, see Deleting Batches.
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Craate Batch Activitins a

* Activity | Fhone call * Phone type | BUSINESS

El |«

* Due date | 8/10/2011 v [ normal
* Subject | Initisl 5

Use standard seript.

If this type of address or phone dossn't exist for & patron
8 Crente the onportunity o activity anymay |
Do not create it. Add patron to an error list|

Creating Batches of Standalone Activities

You can create a batch of standalone activities based on an imported list of patrons. An activity is
created for each patron in the list. When the batch process is complete, you will be given the option
to save an error listin a . csv format file. You can then view the errors in MS Excel. The newly
created standalone activities are available on the Activities hub. They can also be assigned as a
batch to other CRM users.

To set up the activities in a batch, you specify the activity type (for example, a phone call), the
phone or address type, the due date, and the subject line. The phone or address type determines
the contact information that will be pulled from the patron record for the individual activities.

Note: To create batches of activities, you must have administrative user permissions.
To create a batch of standalone activities
1. Inthe navigation pane, click Processes, and then click Create batch activities.

-

CRM

Activities Sales Oppaortunities Donation Opportunities

[] creste activity i
£} Create sales opportunity view Al activities ~ Duet
o Create donation opportunity
9. Create service case Status | Due date Activ
4, Create patron Open Jul 22, 2011 'y
(Due in 3 days)
» Inquiry Close activity
¥ Processes Open Jul 22, 2011 o
€}, Maintain lists (Due in 3 days)
£}, Manage lists Open Jul 29, 2011 ®
(Due in 10 days)
Lk Assign batch activities Open Jul 29, 2011 b
€4 Manage batches (Due in 10 days)
> Setup Open Jul 29, 2011 =
(Due in 10 days)
» Calendar Open Jul 29, 2011 o
(Due in 10 days)

CRM displays the Create Batch Activities form.
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Create Batch Activities (%]

(7= W Sales Opportunity Details  Activity
Type Batch 1D created
* Source list L& Total items in list
* Owner  Imeyer Q Larry Meyer Total items not created
Team - Batch items created
* Batch name

Description

[ Dutete e bt =0 N

2. From the Type drop-down list, select Activity.

3. Inthe Source List field, enter the patron list ID number, or click Q and use the List Lookup
to search for and select the list. This is the list of patrons that CRM will use to generate the
batch of activities. The selected source list is locked (unavailable to other users creating
batches) until you are finished creating the batch.

Create Batch Activities |

Type l Actvity X Batch ID created

I' Source list Q I Total items in list

*Owner  Imeyer .| Larry Meyer otal items not crested

Team - ems created
* Batch name

Description

4. In the Owner field, enter the sign in (user name) of the user who will be the owner of the
batch of activities. If you don't know the user name, use the User Lookup. Ownership
defaults to you, but you may choose to assign the batch to one of your subordinates in the
user hierarchy. If you choose to assign the batch to a group of users during batch assign-
ment, ownership will be changed to those users at that time.

5. If you want a team assigned to all the activities created in the batch, select the team name
from the Team drop-down list. Only teams to which the owner belongs can be selected. You
can change the team during batch assignment.

6. In the Batch name field, enter a short, descriptive name. You can use the batch name to
help identify the batch during batch assignment and when editing batch attributes.

7. If you want to keep a more detailed description of the batch, enter the text in the Descrip-
tion field. The description can also help identify the batch when editing batch attributes.

8. Set up the batch activities by doing the following:

a. Click the Activity tab. CRM redisplays the form with the Activity tab fields. These are the
settings used to define the activities that will be created for the patrons.
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-EUR Activity

* Due date
* Subject

Description

* Activity | Phone call

: or phone doesi't exist for & patron
@ Create the opportunity or activity anyway
Do not create it. Add patron to an error list

> | * Phone type | BUSINESS -

[is] priority | £ Normal v

[l e bt | = N

b. From the Activity drop-down list, select the type of activities that you want to create. For
batch creation, only the Phone call, Email, Letter, and Other activity types are avail-

able.

c. Setvalues for each field with an asterisk (required), and optionally enter values for any of
the remaining fields.

Click to see

Field

a list of the fields with usage information

Usage Information

Activity

Phone type

Email type

Address

Select the type of activities you want to create for the batch. Only the phone
call, email, and letter types are available. You cannot batch create meeting
or fax activities. If you are using an unavailable activity type, select Other.
This selection determines the type of contact information (phone, email, or
address type) that will be included for the patron in each activity. The infor-
mation is pulled from each patron record (the Phone/Address tab of the
Patron Detail form). See Editing Patron Information for the locations and
descriptions of this information on the Patron Detail form.

This displays only when Phone call is selected in the Activity drop-down
list. Select the phone type to pull from the patron's record for each activity.
Some common examples include home, business, or cellular. Phone types
are configured by your organization in the Paciolan back office. Phone
numbers are entered for one or more phone types in each patron record.
See Editing Patron Information for the locations and descriptions of this
information on the Patron Detail form.

This displays only when Email is selected in the Activity drop-down list.
Select the email type to pull from the patron's record for each activity.
Some common examples include primary, alternate, or default. Email types
are configured by your organization in the Paciolan back office. Email
addresses are entered for one or more email types in each patron record.
See Editing Patron Information for the locations and descriptions of this
information on the Patron Detail form.

This displays only when Letter is selected in the Activity drop-down list.
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Field

Usage Information

type

Due date

Priority

Subject

Description

Message

Select the address type to pull from the patron's record for each activity.
Some common examples include home, business, or billing. Address types
are configured by your organization in the Paciolan back office. Addresses
are entered for one or more address types in each patron record. See Edit-
ing Patron Information for the locations and descriptions of this information
on the Patron Detail form.

Either enter a date in the field or click the calendar icon to select one from
the popup calendar.

(Optional) Select Low, Medium, Normal, or High from the priority list.
Your organization can decide what these priority levels mean. The priority
setting has no effect on CRM functionality, but you can use priority assign-
ments for reporting.

Enter a short description of the purpose of the activity. This will help you
identify activities from the batch on the Activities hub and on the Patron
Summary.

(Optional) This field displays if the activity type is a phone call, letter, or
other communication type. You can use this field to enter a description of
the phone call script or the message to be included in the letter.

(Optional) This field displays if the activity type is an email message. You
can use this field to enter the body of the message to be sent.

d. For If this type of address or phone doesn't exist for a patron, select one of the

following:

Create Batch Activities &

o Create the opportunity or activity anyway. This will create the activities with the
Address or Phone number field empty for patron records that do not have the
address or phone number type information. To complete the activity CRM users will
have to change the activity type or enter the address or phone number in the Patron
Detail (see Editing Patron Information).

o Do not create it. Add patron to an error list. This will not create activities for
patrons that do not have the address or phone humber type information. In this case,
CRM will add the patron record and the reason it was not created to an error list. You
will have the option to view the error list at the end of batch processing.

9. Click the Create new batch button. CRM begins processing the batch. During batch proc-
essing, CRM displays a Processing bar with an X. If you click the X, the process is stopped
and no activities are created. The Processing bar will close when the process is complete.
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If you chose Do not create it. Add patron to an error list on the Activity tab and some
patrons did not have the required address or phone type information, CRM will display an
Attention dialog box that allows you to save a .csv error file. You can view the patron errors
by opening the file in MS Excel.

I B

&/

—" | Home Insert Pagelayout Formulas Data Review \View Addins Acobat W& - & X
== & caibn - - |Bmam| 5 General d| P Salnset - | E - §7-
— D |B L U-||A A | EEBEE (S % F* Delete - || 3]~ #-

Paste = Styles | ..
- O A iE iE|| - | by P~ | - | [EIFormat - || 2

Clipboa,.. Font & alignment 5 Mumber 5 Cells Editing

Al -0 fe | Patronid ¥
[ a B G D E : G H I
Patronid !Elmr&ade ErrorMessage

1

2 6369 350102 Phone number for phone type "H" is missing for Patron 6369,
3 3566 350102 Phone number for phone type "H" is missing for Patron 3566.
4 4657 350102 Phone number for phone type "H" is missing for Patron 4657,
5 500 350102 Phone number for phone type "
6
7
8
g

is missing for Patron 500.
5269 350102 Phone number for phone type "

300 350102 Phone number for phone type "
3333 350102 Phone number for phone type "
1336 350102 Phone number for phone type "

is missing for Patron 5263.

" is missing for Patron 300.
is missing for Patron 3333,
is missing for Patron 1336.

10 13256 350102 Phone number for phone type "H" is missing for Patron 13256.
11 1 350102 Phone number for phone type "H" is missing for Patron 1.

12 50 350102 Phone number for phone type "H" is missing for Patron 50.

13 3666 350102 Phone number for phone type "H" is missing for Patron 3666.
14 7457 350102 Phone number for phone type "H" is missing for Patron 7457,
15 200 350102 Phone number for phone type "H" is missing for Patron 200.
16

{17
4 4 » M| ErrorsDuringBatchCreation101 <% [ L 1
| Ready [ O Eja00(-) 0] o

When the process is complete, CRM displays the details of the new batch on the Batch tab of
the Create Batch Activities form. Click here for field descriptions.

Field Usage Information

Batch  The batch ID number is automatically assigned by CRM as part of batch processing.

ID This number is unique for all batches.

created

Total The number of patrons in the imported patron list used to create the batch.
items

in list

Total The number of patrons for which no activity was created. This happens if you chose

items Do not create it. Add patron to an error list on the Activity tab, and the

not patrons do not have the required address or phone type information. Activities will

created also not be created for invalid patrons (for example, patrons with merged or inac-
tive records). The .csv error file contains an entry for each patron that describes
why no activity was created. CRM gives you the option of creating this file when
batch processing is complete.

Batch The number of activities successfully created for the new batch.
items
created

User Guide 380



Paciolan CRM 1.0

Create Batch Activities (%]

Batch

Type | Ackivity = Batch ID created 43
* Source list 101 Q New VIF Patrons Total items in list 26
*Owner | Imeyer O, Larry Meyer Total items not created 14

Team | Team Jazzie > Batch items created 12

* Batch name  New Dog Collar

Description

The activities that have been successfully created are now available on the Activities hub. If
you want to reassign the activities in bulk, see Assigning Batches to Users.

Note: You cannot save and reuse the settings to create another batch. However, the settings
will be available for reference during batch management.

10. If you decide that you don't want the batch that you've setup or created, click one of the fol-
lowing buttons:

o New. This will clear the batch settings on all of the Create Batch Activities form tabs so
that you can begin creating a new batch. The cleared form remains displayed. If you have
already processed a new batch by clicking the Create new batch button, clicking the
New button does not delete any of the activities that were created.

Create Batch Activities (%]
Batch  Sales Opportunity Details [ at]

* Activity | Phone cal v| *Phonetype |BUSINESS
* Due date | 8/10/2011 || Eriorty | [ Normal

* Subject | Initial Phors Call

ption | Use standard sengt.

if e fi 2tron
[ = T T

o Cancel. This will clear the current batch settings and close the Create Batch Activities
form. If you have already processed a new batch by clicking the Create new batch but-
ton, clicking Cancel will not delete any of the activities that were created. You can also
cancel by clicking the X on the upper-right of the form.

Create Batch Activities E
Batch R
Type | Sales opportunity = Batch ID created
* Source list q Total items in list
* Owner  Imeyer | Larry Meyer Total ite

Team = Batch
* Batch name

Description

o Delete new batch. If you have just processed a new batch by clicking the Create new
batch button, clicking Delete new batch will delete the new activities that were created
and clear all of the Create Batch Activities form tabs. Once you click the Cancel or New
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buttons, or navigate to a hub or another form, you can no longer delete a newly created
batch on this form. For information about deleting previously run batches of activities, see
Deleting Batches.

* Activity | Fhane cal

= *Phonetype BUSINESS

* Due date | 8/10/2011 |m| ericity | {* Normal -

| Init

IF this type of address or phone doesn't exist for & patron
@) Cregte the opporturity or activity anymay
_ Do not create it. Add patron to an esror list

Using the Batch Lookup

When working with batches of opportunities and activities in CRM, you will periodically need to
select an existing batch. For example, you may need to select a batch to assign the opportunities in
the batch to users. Of course, you can just enter the batch ID number if you know it.

However, if you don't know the batch ID number, you can launch the Batch Lookup to search for
and select the correct batch. The Batch Lookup allows you to search for batches by creator, batch
name, batch type, source list name, and batch ID. A source list is a list of patrons that has been

used to create batches.

To select a batch with the Batch Lookup

1. In the Batch ID field, click theq icon. In the example image below, you are looking for the
batch whose items you want to assign to users.

Assign Batch Activities

(%]

Type ource list

Batch created Status

Created by

Assign by | User

Select from Users Selected Users

CRM displays the Batch Lookup.

[ ERLETL PR LT PRI Advanced Assignments  Assignment Scheduling

Batch items

Activity

Batch Lookup (%]
Enter Search Criteria
Batch created by Batch name
Batch type | — All - = Source list name
Batch ID Reset Search
Search Results
‘ Batch 1D Type Batch name Created by Batch count | Date created | First name Last name Description ‘
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2. Enter some information on which to base the search in the Enter Search Criteria fields.

Click here for descriptions of the search criteria fields

Search

field Description

Batch  Select the sign in name of the user who created the batch for which you are search-
created ing. The selection defaults to your sign in name, but all CRM users are available,

by regardless of their place in the CRM hierarchy.
Batch  Enter the batch ID.
ID

Batch  Enter all or part of the batch name. This search criteria is not case sensitive. For

name example, if the batch name for which you are searching is vIp Patron, you could
enter vIP, VIP Patron, vip, Patron, etc. to return the batch in your search
results.

Batch  Select Sales opportunity, Donation opportunity, or Activity to limit the
type search to batches of one of those types.

Source Enter all or part of the patron list that was used to create the batch for which you
list are searching. For example, if the source list is vIp Patron, you could enter vip,
name VIP Patron, vip, Patron, etc. to search for batches with that source list.

Reset Click this button to clear your search criteria and start a new search.
Search Click this button to begin a search based on your search criteria.

3. Click the Search button. CRM displays all batches that meet your search criteria in the table
in the Search Results section.

T (X}

Enter Search Criteria -

Batch cre Imeyer h Batch name

Batch type | — All - =  Source list name
Batch ID Reset

Search Results

Batch ID | Type Batch name Created by Batch count | Date created First name Last name Description
40 Sales opportunity Fall Sales Drive Imeyer 26 1/27/2011 Larry Meyer Use the 2011 Fal

41 Donation opportunity Mew Season Drive Imeyer

42 Sales opportunity MNew Season Drive Imeyer Larry Meyer
43 Actnaty MNew Dog Collar Imeyer Larry Meyer
44 Sales opportunity VIP Fall Sales Drive Imeyer Larry Meyer This batch inclu
46 Sales opportunity Fall Sales Drive Imeyer Larry Meyer

You can sort the batches by column by clicking the column header. You can also change the
column order in the batch results by dragging the column headers. The columns will remain
in the new order for all your user sessions until you change the order. In addition, you can
change a column's width by dragging the column borders. If there are too many batches in
the list to display in the list area, a scroll bar appears on the right side of the list.

4, Select the row that contains the correct batch, and then click the Select list button. You can
also just double-click the list's row. CRM redisplays the form with the batch selected.
Viewing Batch Details

Once a batch is created, you can view details about the batch at any time until it is deleted. Batch
details include the number of items in the batch and its source list, dates associated with its
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creation and use, and users that have worked with the batch.

To view batch details

1. Inthe navigation pane, click Processes, and then click Manage batches.

CRM

Activities Sales Opportunit

Bs Donation Opportunities

[] creste activity

3 Create sales opportunity

9 Create donation opportunity
4, Create service case

4, Create patron

» Inguiry

¥ Processes
€, Maintain lists
€, Manage lists
€ Create batch activities

Gk Assign batch activities
€ Manage batches
» Setup

» Calendar

Activiti

WView Al activities

Status | Duedate

Open Jul 22, 2011
(Due in 3 days)

Open Jul 22, 2011
(Due in 3 days)

Open Jul 28, 2011
(Due in 10 days)

Open Jul 29, 2011
(Due in 10 days)

Open Jul 29, 2011
(Due in 10 days)

Open Jul 29, 2011
(Due in 10 days)

CRM displays the Manage Batches form.

Manage Batches

Batch Inf

Batch type
Activity

Source list name

Description

Batch Detail

Items in source list

Created by

Batch items not created

Batch items crested

Date created
Last updated by

Last updated

Batch assigned by

Date assigned

2. In the Batch ID field, enter the ID number of the batch whose details you want to view. If

you do not know the number, click Q to use the Batch Lookup to locate the batch. CRM dis-
plays the batch details.

Manage Batches

Batch Inf

* Batch ID 40

Activity  Phone call

Batch Detail

* Batch name

Batch type  Sales opportunity

Source list name  New VIP Patrons

Fall Sales Drive

Description | Use the 2011 Fall Sales Drive script.

Items in source list 26
Batch items not created 14

Batch items crested 12

Click here for descriptions of each of the Manage Batches form fields.

Form
field

Created by
Date created
Last updated by

Last updated

Larry Meyer (Imeyer)
7/27/2011 1:56 PM
Brijendra Singh (bsingh)
8/3/2011 2:10 PM

Description

Batch assigned by  Larry Meyer (Imeyer)
Date assigned  7/29/2011 3:48 PM

e e

Batch ID This is the numeric ID of the batch. This key humber was automatically
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Form I

field Description
assigned when the batch was created and cannot be modified.

Batch type The only available batch types are Sales opportunity, Donation oppor-
tunity, and Activity. The activity batch type is used to create standalone activ-
ities. The opportunity batch types create their own first step activities.

Activity The activity type of the first step activity for opportunity batch types or, for
standalone activity batches, the standalone activity type. The available activity
types for batches include Phone call, Email, Letter, and Other.

Source list The name of the patron list that was used to create the batch.

name

Batch The batch name is entered by a user when creating or editing the batch. The

name batch name displays in the Name field on the Assign Batch Activities form. The
batch name also displays in the Batch name column of the Search Results
table when using the Batch Lookup.

Description The batch description is entered by a user when creating or editing the batch.
The batch description displays in the Description column of the Search
Results table when using the Batch Lookup.

Items in The number of patron IDs that were in the source list at the time of batch cre-

source list ation.

Batch The number of opportunities or activities (batch items) that could not be

items not created at the time of batch creation. A batch item can't be created when the

created patron ID represents an invalid patron or the patron record does not include the
necessary contact information.

Batch The number of opportunities or activities (batch items) that were created at the

items time of batch creation.

created

Created by The first name, last name, and user name of the user who created the batch.

Date The date and time that the batch was created.

created

Last The first name, last name, and user name of the user who last updated the

updated by batch attributes.

Last The date and time that the batch attributes were last updated.

updated

Batch The first name, last name, and user name of the user who assigned the batch

assigned items to users using the Assign Batch Activities form (batch assignment proc-

by ess). This field is clear if the batch items were assigned manually instead of
using the batch assignment process.

Date The date and time the batch items were assigned to users using the Assign

assigned Batch Activities form (batch assignment process). This field is clear if the batch

items were assigned manually instead of using the batch assignment process.

Assigning Batch Items to Users

Opportunities and activities that are created in batches are assigned to a single owner. You can
change the ownership of these batch items by individually editing them. However, CRM provides a
better way by allowing you to distribute ownership of the items across users and teams in bulk with

a single operation.

items.

The open opportunities and activities in a batch are referred to as a pool of
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When setting up the bulk assignment of a pool of items, you can choose to simply distribute the
items evenly among a group of users. CRM also allows you to distribute the pool of items by assign-
ing them using different percentages or numbers of items for each user.

While you're assigning the pool to users, you can optionally schedule due dates for the items in the
pool. CRM allows you to schedule the items evenly across due dates that you select or by using a
daily or weekly frequency.

When assigning items to users in CRM, you can use the following methods:

e Standard user assignment. This is the most basic method, where you assign an equal number
of items to each user in a selected group of users. By default, CRM will assign the due date
set during batch creation to all of the items in the pool. You can also schedule multiple due
dates for the pool of items.

e Advanced user assignment. Distribute a pool of items by assigning them to individual users
by percentage, by number, or by equally distributing them. CRM will assign the due date set
during batch creation to all of the items in the pool. You can also schedule multiple due dates
for the pool of items.

Once you run item (task) assignment for the selected users, by default CRM assigns the pool of
items the due date entered during batch creation or the current date, whichever is later. You can
also choose to schedule the due dates of the items. If you want to schedule due dates, you have the
following options:

e Enter a set of due dates. CRM will assign the due dates evenly across the pool of items.

e Set up daily due date assignments. You can choose the number of items to which due dates
must be assigned on each day, or you can choose an end date by which due date assignment
must be complete. If you choose an end date, CRM will evenly assign enough due dates to
items each day so that due date assignments are complete on that date.

e Set up due date assignments based on weekly intervals. You can choose the days of the week
and the weekly interval on which due dates are assigned to items. For example, you can
choose to assign due dates to items on Monday and Wednesday every two weeks.

Use one of the following procedures to make batch item assignments
To assign items using standard user assignment

1. Inthe navigation pane, click Processes, and then click Assign batch activities.

CRM

Activities Sales Oppartunities Donation Opportunities Service C

[0 create activity Activities

43 Create sales opportunity Miew | All activities - Duet

@ Create donation opportunity
9, Create service case Status Due date Activ

4, Create patron Open Jul 22, 2011 -
(Due in 3 days)

¥ Processes Open Jul 22, 2011 -
€4 Maintain lists (Due in 3 days)
), Manage lists Open Jul 29, 2011 -
€}, Create batch activities (Due in 10 days

e Open Jul 29, 2011 =
Ty Manage batches (Due in 10 days;

Open Jul 29, 2011 =
(Due in 10 days)

> Setup

» Calendar Open Jul 29, 2011

(Due in 10 days)

CRM displays the Assign Batch Activities form.
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Assign Batch Activities 2

a0 s

Trpe Source fist Activity

Batch crested Status

standard Assignments [T e e

amign by | User -

Select from Users Selected Users

2. In the Batch ID field, enter the ID number of the batch that contains the pool of items you
want to assign to users. If you do not know the number, click Q to use the Batch Lookup to

locate the batch. Once you select a batch, CRM displays the batch information.

Assign Batch Activities (%]
* Batch ID 44 Name  VIP Fall Sales Drive Batch items 380
Type Seles opportunity Source list  VIP Patron List Activity  Phone call
Batch created  7/27/2011 4:39 PM Status  No batch assignments made.
Created by Larry Meyer

fo e LU ELL W L LD el Advanced Assignments  Assignment Scheduling

Assign by | User =

Select from Users ———— Selected Users

10 Test
11 Test

12 Test — -
13 Test

14 Test
1 Test
2 test
3 Test
4 Test Remave all
5 Test ———
6 Test

7 Test
A Taet

3. Select the users to which you want to assign tasks by doing one or both of the following:

e To add individual users, change the Assign by drop-down list selection to User, and then

move users from the Select from Users list to the Selected Users list.

(%]

Standard Assignments [CUELLLEESE TR

Select from Users

Aaron Johnson
Anne Noonan

Assignment Scheduling

Selected Users

Add
Beth Megerle
Brijendra Singh all
Deana Ttow a R —

Assign Batch Activities 1
* Batch ID 44 Name  VIP Fall Sales Drive Batch items 380
Type  Sales opportunity Source list VP Patron List Activity  Phone call
Batch created  7/27/2011 4:33 PM Status Mo batch assignments made,
Created by Larry Meyer
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The users included in the Select from Users box are determined by batch type.

Assign Batch Activities (%]

*Batch ID 44 Name V1P Fall Sales Drive Batch items 380

Type  Sales cpportunity Source list  VIP Patron List Activity  Phone call

Batch created 7 11 4:39 PM Status  No batch assignments made.

Seclect from Users ———————— Selected Users

Aaron Johnson
Anne Noonan
Beth Megerle
Brijendra Singh Add all
Deans Ttow
Gloria Kane
Jason Bunger ———
Jason Evans
Jeff Clark
Joan Sullivan

Remove all

Katie Chvatal
Kurt Hasenbalg

| mrre Mawar

If the value in the Type field is Sales opportunity, only users with access to ticketing
data are included. If the value in the Type field is Donation opportunity, only users
with access to donation data are included. If the value in the Type field is Activity, all
CRM users are included.

e To add users in teams, change the Assign by drop-down list selection to Team, and then
move teams from the Select from Teams list to the Selected Users list. If you add a
team to the Selected Users list, the users on the team are added to the list as individ-
uals, although the items assigned to each user will be associated with the team.

See a table describing how to move users and teams between lists.

Method Usage information

Drag users To move one user, drag the user from one list to the other list. To move more
than one user at a time, hold down the ctrl key, select each user, and then
drag the selected users to the other list. The selected users will be dragged
together. To move a group of sequential users quickly, select the first user in
the sequence, press the shift key while selecting the last user in the
sequence, and then drag the selected users to the other list.

Drag teams To select all the users on a team, change the Assign by drop-down list selec-
tion to Team, and then drag the team from the Select from Teams list to the
Selected Users list. The users on the team are added individually to the
Selected Users list. You cannot select more than one team at a time. Users
who are on more than one team are associated with the first team dragged to
the Selected Users list. To remove the users on a team from the Selected
Users list, you must change the Assign by drop-down list selection to User.
You can then move the users to the Select from Users list with the methods
for dragging users described above.

Add To add a user to the Selected Users list, select the user in the Select from
Users list and then click this button. To add more than one user at a time,
hold down the ctrl key, select each user, and then click this button. To add a
group of sequential users quickly, select the first user in the sequence, press

User Guide 388



Paciolan CRM 1.0

Method Usage information

the shift key while selecting the last user in the sequence, and then click this
button.

To add a team of users to the Selected Users list, change the Assign by
drop-down list selection to Team, select a team Select from Teams list, and
then click the Add button. The users on the team are added individually to the
Selected Users list. Users who are on more than one team are associated
with the first team added to the Selected Users list.

Click this button to add all the users from the Select from Users list to the
Selected Users list. If most of the available users need to be selected, you
can save time by clicking this button and then removing the users that don't
belong.

| Addall

To add all the users from all CRM teams to the Selected Users list, change
the Assign by drop-down list selection to Team, select any one of the teams
from the Select from Teams list, and then click the Add button. The users on
the teams are added individually to the Selected Users list.

To remove a user from the Selected Users list, select the user and then click
this button. To remove more than one user at a time, hold down the ctrl key,
select each user, and then click this button. To remove a group of sequential
users quickly, select the first user in the sequence, press the shift key while
selecting the last user in the sequence, and then click this button. You cannot
remove users by team.

Remowve

Click this button to remove all the users from the Selected Users list. You

Remove all
———""""1 cannot remove users by team.

4. Do one of the following:

e To assign the pool of items to the selected users with the default item due date you set
during batch creation, click the Assign tasks button. CRM assigns the pool of items
evenly among the selected users and sets the item due date.

o If you want use multiple item due dates while assigning items to users, proceed to one of
the due date assignment procedures below.

To assign items using advanced user assignment

1. Inthe navigation pane, click Processes, and then click Assign batch activities.

CRM

Activities Sales Oppartunities Donation Opportunities Service C

[0 create activity Activities

43 Create sales opportunity Miew | All activities - Duet

@ Create donation opportunity
9, Create service case Status Due date Activ

&, Create patron Open Jul 22, 2011 =
(Due in 3 days)

¥ Processes Open Jul 22, 2011 -
£ Maintain lists (Due in 3 days)
), Manage lists Open Jul 29, 2011

L4 Create batch activities (Due in 10 days,

e Open Jul 29, 2011 =
Ty Manage batches (Due in 10 days;

Open Jul 29, 2011 =
(Due in 10 days)

> Setup

» Calendar Open Jul 29, 2011

(Due in 10 days)

CRM displays the Assign Batch Activities form.
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Assign Batch Activities 2

a0 s

Trpe Source fist Activity

Batch crested Status

standard Assignments [T e e

amign by | User -

Select from Users Selected Users

2. In the Batch ID field, enter the ID number of the batch that contains the pool of items you
want to assign to users. If you do not know the number, click Q to use the Batch Lookup to

locate the batch. Once you select a batch, CRM displays the batch information.

Assign Batch Activities (%]
* Batch ID 44 Name  VIP Fall Sales Drive Batch items 380
Type Seles opportunity Source list  VIP Patron List Activity  Phone call
Batch created  7/27/2011 4:39 PM Status  No batch assignments made.
Created by Larry Meyer

fo e LU ELL W L LD el Advanced Assignments  Assignment Scheduling

Assign by | User =

Select from Users ———— Selected Users

10 Test
11 Test

12 Test — -
13 Test

14 Test
1 Test
2 test
3 Test
4 Test Remave all
5 Test ———
6 Test

7 Test
A Taet

3. Select the users to which you want to assign tasks by doing one or both of the following:

e To add individual users, change the Assign by drop-down list selection to User, and then

move users from the Select from Users list to the Selected Users list.

(%]

Standard Assignments [CUELLLEESE TR

Select from Users

Aaron Johnson
Anne Noonan

Assignment Scheduling

Selected Users

Add
Beth Megerle
Brijendra Singh all
Deana Ttow a R —

Assign Batch Activities 1
* Batch ID 44 Name  VIP Fall Sales Drive Batch items 380
Type  Sales opportunity Source list VP Patron List Activity  Phone call
Batch created  7/27/2011 4:33 PM Status Mo batch assignments made,
Created by Larry Meyer
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The users included in the Select from Users box are determined by batch type.

Assign Batch Activities (%]

*Batch ID 44 Name V1P Fall Sales Drive Batch items 380

Type  Sales cpportunity Source list  VIP Patron List Activity  Phone call

Batch created 7 11 4:39 PM Status  No batch assignments made.

Seclect from Users ———————— Selected Users

Aaron Johnson
Anne Noonan
Beth Megerle
Brijendra Singh Add all
Deans Ttow
Gloria Kane
Jason Bunger ———
Jason Evans
Jeff Clark
Joan Sullivan

Remove all

Katie Chvatal
Kurt Hasenbalg

| mrre Mawar

If the value in the Type field is Sales opportunity, only users with access to ticketing
data are included. If the value in the Type field is Donation opportunity, only users
with access to donation data are included. If the value in the Type field is Activity, all
CRM users are included.

e To add users in teams, change the Assign by drop-down list selection to Team, and then
move teams from the Select from Teams list to the Selected Users list. If you add a
team to the Selected Users list, the users on the team are added to the list as individ-
uals, although the items assigned to each user will be associated with the team.

See a table describing how to move users and teams between lists.

Method Usage information

Drag users To move one user, drag the user from one list to the other list. To move more
than one user at a time, hold down the ctrl key, select each user, and then
drag the selected users to the other list. The selected users will be dragged
together. To move a group of sequential users quickly, select the first user in
the sequence, press the shift key while selecting the last user in the
sequence, and then drag the selected users to the other list.

Drag teams To select all the users on a team, change the Assign by drop-down list selec-
tion to Team, and then drag the team from the Select from Teams list to the
Selected Users list. The users on the team are added individually to the
Selected Users list. You cannot select more than one team at a time. Users
who are on more than one team are associated with the first team dragged to
the Selected Users list. To remove the users on a team from the Selected
Users list, you must change the Assign by drop-down list selection to User.
You can then move the users to the Select from Users list with the methods
for dragging users described above.

Add To add a user to the Selected Users list, select the user in the Select from
Users list and then click this button. To add more than one user at a time,
hold down the ctrl key, select each user, and then click this button. To add a
group of sequential users quickly, select the first user in the sequence, press

User Guide 391



Paciolan CRM 1.0
Method Usage information
the shift key while selecting the last user in the sequence, and then click this
button.
To add a team of users to the Selected Users list, change the Assign by
drop-down list selection to Team, select a team Select from Teams list, and
then click the Add button. The users on the team are added individually to the
Selected Users list. Users who are on more than one team are associated
with the first team added to the Selected Users list.
Add all Click this button to add all the users from the Select from Users list to the
" Selected Users list. If most of the available users need to be selected, you
can save time by clicking this button and then removing the users that don't
belong.
To add all the users from all CRM teams to the Selected Users list, change
the Assign by drop-down list selection to Team, select any one of the teams
from the Select from Teams list, and then click the Add button. The users on
the teams are added individually to the Selected Users list.
Remove To remove a user from the Selected Users list, select the user and then click
""" this button. To remove more than one user at a time, hold down the ctrl key,
select each user, and then click this button. To remove a group of sequential
users quickly, select the first user in the sequence, press the shift key while
selecting the last user in the sequence, and then click this button. You cannot
remove users by team.
| Click this button to remove all the users from the Selected Users list. You
Remove all
""" cannot remove users by team.
4. Click the Advanced Assignments tab. CRM displays the tab.
I\SSIQIII“EIIIS b\l User
@ Assign o percentage of tasks to selected users
() Assign a number of tasks to selected users
(_) Assign task to patron's rep first then distribute the rest by percent
Distribute tasks evenly Total percent distnbuted 0
.user First name | Last name Receives this total % of tasks| Team
jotto  Jim Otho 0.0 Spun Team
lchen  Laurie Chen 0.0 Spun Team
lbank Lucretia Bank 0.0 Spun Team
swarsi Sagib Warsi 0.0 Spun Team
5. If you want to change the teams that users are assigned to when working on the batch items,
change the team in the Team column.
Assi by User
| Assign a percentage of tasks to selected users
@) Assign 8 number of tasks to selected users
) Assign task to patron's rep first then distribute the rest by percent
Distribute tasks evenly Total quantity distributed 26
User | First name | Last name Receives this total number of tasky| Team
jotto  Jim Otto Spun Team vI
Ichen Laune Chen Green Team
Ibank Lucretia Bank R
swarsi Sagib Warsi Spun Team
6. Assign batch items to the users using one the following options:
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e To assign the items to the selected users by entering a percentage for each, select the

Assign a percentage of tasks to selected users option. Then, enter a percentage for
each user in the Receives this total % of tasks column of the user table.

Standard Assignments JEVILTTEL RS DT TNICY  Assignment Scheduling

Assignments by User

@) Assign a percentage of tasks to selected users
_) Assign & number of tasks to selected users
Assign task to patron's rep first then distribute the rest by percent

Distribute tasks evenly Total percent distributed 100

User First name  Last name Receives this total % of tasks Team
jotto  Jim Otto 30.0 fpun Team
Ichen Laurie Chen 20.0 fpun Tea
Ibank Lucretia Bank 25.0 Fpu

swarsi Sagib Warsi 25.0

CRM displays the percentage you have assigned next to Total percent distributed. You
cannot assign items until the number is 100. You can also have CRM set the percentage
equally for the users by clicking the Distribute tasks evenly button.

To assign the items to the selected users by entering the number of items for each user,
select the Assign a number of tasks to selected users option. Then, enter a number
for each user in the Receives this total humber of tasks column of the user table.

Assign Batch Activities | (%]

* Batch ID 45 Mame  Fall Sales Drive Batct '.:--.:
Type  Sales opportunity Source list  New VIP Patrons Activity  Phone call

d  7/27/2011 6:33 PM Status  No batch assignments made.

Batch

Created by  Larry Meyer

Standard Assignments LR IERFELFEERBLENISY  Assignment Scheduling

ts by User

(_) Assign a percentage of tasks to selected users
@) Assign a number of tasks to selected users
{_) Assign task to patron’s rep first then distribute the rest by percent

Distribute tasks evenly Total quantity distributed

User | First name Last name Receives this total number of tasks
jotto  Jim Otto )
Ichen  Laurie Chen 6
Ibank  Lucretia Bank 8

-]

swarsi Sagib Warsi

CRM displays the number of items you have assigned next to Total quantity
distributed. You cannot assign items until the number matches the number of Batch
items. You can also have CRM distribute the number of items equally for the users by
clicking the Distribute tasks evenly button. If the number of items is not divisible by
the number of the selected users, CRM assigns the remainder to the last user in the table.
For example, if there are 3 selected users and 10 items, the first and second users in the
table are assigned 3 items, and the third (last) user is assigned 4 items.

If you assign dedicated representatives to patrons, select the Assign task to patron's
rep first then distribute the rest by percent option. This option first distributes
items for patrons with dedicated representatives to those representatives. Once that is
done, CRM distributes the remaining items automatically by percentage.

7. Do one of the following:

e To assign the pool of items to users with the default item due date you set during batch

creation, click the Assign tasks button. CRM assigns the pool of items to the users and
sets the item due date.
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¢ If you want use multiple item due dates while assigning items to users, proceed to one of
the due date assignment procedures below.

To assign due dates for a pool of items on a set of dates

1. Select the users who will be assigned items using the standard or advanced assignment pro-
cedure above.

2. Click the Assignment Scheduling tab.The pool of items will be assigned due dates based on
the settings on this tab.

Assign Batch Activities | (%]

* Batch ID 48 Name  AAMASS Batch items 21
Type  Sales opportunity Source list  AAAA Drive Activity  Phone call
Batch created  7/29/2011 4:06 PM Status  No batch assignments made.

¥ Larry Meyer

Standard Assignments  Advanced Assignment * JEST LT TR LE T LT

Assi

ent Due Dates

ute items across these dates

Scheduled Due Dates
Bf18/2011

3. Inthe Schedule frequency drop-down list, select I'll pick the days myself. CRM dis-
plays an editable version of the Scheduled Due Dates table.

Standard Assignments  Advanced Assignments JEESRIT RIS P IHTEE]

8/18/2011 [15]

Reset Delete date

4. Inthe Scheduled Due Dates table, click in the top row, and then enter the date or click &= to
select one from the popup calendar.

5. Click to create another row, add another date, and then repeat for each date on which you
want items due. To delete a date, click in its row and then click the Delete date button.
Click the Reset button to clear all the dates you've entered.

6. Click the Assign tasks button. CRM assigns the pool of items to the selected users and
assigns due dates evenly across the items based on the due dates you entered.

To assign daily due dates for a pool of items

1. Select the users who will be assigned items using the standard or advanced assignment pro-
cedure above.

2. Click the Assignment Scheduling tab.The pool of items will be assigned due dates based on
the settings on this tab.
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Assign Batch Activities | (%]
* Batch ID 48 Name  AAMASS Batch items 21
Type  Sales opportunity Source list  AAAA Drive Activity  Phone call
Batch created  7/29/2011 4:06 PM Status  No batch assignments made.

Created by  Larry Meyer

Standard Assignments  Advanced Assignment * JEST LT TR LE T LT

Assignment Due Dates Schedule the Due Dates

Distribute items across these dates Schedule frequency Il pick the days myself -

Scheduled Due Dates
B/18/2011

|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|

3. Inthe Schedule frequency drop-down list, select Assign daily due dates. CRM displays
the Distribution Method and Select Daily Intervals sections.

Standard Assignments  Advanced Assignments JEETNUTUEN RS BRI

Assignment Due Dates Schedule the Due Dates

Distribute items across these dates Schedule frequency | Assign daily due dates -

Scheduled Due Dates Distribution Method

Start date | g/1/2011 @
@ Number of items per day | 50

© End date

Select Daily Intervals

@ Assign tasks every day
() Assign tasks every wesk day

4. In the Start date field of the Distribution Method section, enter the date or click @ to
select one from the popup calendar. Use the first due date that you want CRM to assign to the
pool of items. You configure the number of items in the pool to which CRM assigns the start
due date in the following steps.

5. Do one of the following:

e To assign due dates to a predetermined number of items every day until all the items are
assigned, select Number of items per day, and then enter the number in the adjacent
field. In the example image below, CRM will assign a due date to 50 items per day on
every work day until all the items in the batch are assigned, starting on August 1, 2011.
The last due date assigned is affected by whether you choose to include weekends as
work days in the next step.

Standard Assignments  Advanced Assignments IEEETL LTSS L]

Due Dates Schedule the Due Dates
Distribute items across these dates Schedule frequency | Assign daily due dates ~
Scheduled Due Dates Distribution Method
Start date | g/1/2011 E
I @ Number of items per day | 50 I
7 End date
Select Daily Intervals

® Assign tasks every day
() assign tasks every week day
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e To set the last due date on which you want CRM to assign items, select End date, and
then enter the date or click @ to select one from the popup calendar. In the example
image below, CRM will assign daily due dates to the number of the 380 batch items nec-
essary to make the last due date be 9/1/2011, beginning with the 8/1/11 due date. The
number of assignments per day is also affected by whether you choose to include week-

ends as work days in the next step.

Assign Batch Activities §

* Batch ID 44 Name  VIP Fall Sales Drive
Type  Sales opportunity t  VIP Patron List
Batch created  7/27/2011 4:39 PM tatus  No batch assignments made.
Created by  Larry Meyer

Batch items 380

Activity  Phone call

Standard Assignments  Advanced Assignments JEESTTL SIS Y]

Due Dates

Schedule the Due Dates

Distribute items across these dates Schedule frequency | Assign daily due dates -
Scheduled Due Dates Distribution Method
Start date |8/1/2011
() Number of items per day
I'ﬁ End date | /172011 |I

Select Daily Intervals

(@ Assign tasks every day
) Assign tasks every week day

6. In the Select Daily Intervals section, do one of the following:

select the Assign tasks every day option.

the Assign tasks every week day option.

Standard Assignments  Advanced Assignments ETUE LT TR TR TS I

e To assign due dates to items every day of the week, including Saturdays and Sundays,

e To assign due dates to items on each work day, excluding Saturdays and Sundays, select

Assignment Due Dates

Schedule the Due Dates

Distribute items across these dates Schedule frequency | Assign daily due dates ~

Scheduled Due Dates l Distribution Method

@ Number of items per day | 50

7 End date

Il Select Daily Intervals

@) Assign tasks every day
) Assign tasks every week day

7. Click the Assign tasks button. CRM assigns the pool of items to the selected users and
assigns due dates to the items based on the settings above.

To assign due dates for a pool of items based on weekly intervals

1. Select the users who will be assigned items using the standard or advanced assignment pro-

cedure above.

2. Click the Assignment Scheduling tab.The pool of items will be assigned due dates based on

the settings on this tab.
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Assign Batch Activities | (%]
* Batch ID 48 Name  AAMASS Batch items 21
Type  Sales opportunity Source list  AAAA Drive sctivity  Phone call
Batch created  7/29/2011 4:06 PM Status  No batch assignments made.

Created by Larry Meyer

Standard Assignments  Advanced Assignment * JEST LT TR LE T LT

Assignment Due Dates Schedule the Due Dates

Distribute items across these dates Schedule frequency Il pick the days myself -

Scheduled Due Dates
i? B/18/2011
|

3. Inthe Schedule frequency drop-down list, select Assign weekly due dates. CRM dis-
plays the Distribution Method and Select Weekly Intervals sections.

f=e N EL EEET T R L AL AL P Assignment Scheduling

Due Dates Schedule the Due Dates
e ————

Distribute items across these dates Schedule frequency | Assign weekly due dates =

Scheduled Due Dates Distribution Method |

Start date | g/1/2011 E
® Number of items per day 50

) End date

| Select Weekly Intervals

Assign tasks every | 1 week(s) on
(¥ menday [ Tuesday [¥] wednesday
[ Thursday [#] Friday [C] Saturday  [T] Sunday

4. In the Start date field of the Distribution Method section, enter the date or click @ to
select one from the popup calendar. This is the first due date that CRM will assign to the pool
of items. You configure the number of items in the pool to which CRM assigns the start due
date in the following steps.

5. Do one of the following:

e To assign a predetermined number of items to the group of selected users on each weekly
interval day until all the items are assigned, select Number of items per day, and then
enter the number in the adjacent field. In the example image below, CRM will assign a
due date to 50 items per weekly interval day until all the items in the batch are assigned,
starting on August 1, 2011. The number of assignments per weekly interval day is also
affected by how many interval days you select in the next step.
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e B EEET T TR R EEEL T R Tl Assignment Scheduling
Assis Due Dates Schedule the Due Dates

Distribute items across these dates Schedule frequency | Assign weekly due dates =

Scheduled Due Dates | Distribution Method |

Start date  g/1/2011 E
I @ Number of items per day 50 I

) End date

| Select Weekly Intervals |

Assign tasks every | 1 week(s) on

[ Monday [V Tuesday [ wednesday
[ Thursday [¥] Friday [C] Saturday  [C] Sunday

e To set the last due date on which you want CRM to assign items, select End date, and
then enter the date or click @ to select one from the popup calendar. In the example
image below, CRM will assign due dates to the 380 batch items necessary to make the last
due date be 10/1/2011, beginning with the 8/2/11 starting due date. The number of assign-
ments per weekly interval day is also determined the by the number of interval days you
select in the next step.

Assign Batch Activities | (%]
* Batch ID 44 Mame V1P Fall Sales Drive Batch items 380
Type  Sales opportunity Source list  VIP Patron List Activity  Phone call
Batch created  7/27/2011 4:39 PM Status  No batch assignments made.

Created by Larry Meyer

Standard Assignments  Advanced Assignments JEESTRT TS T TR

Due Dates Schedule the Due Dates
Distribute items across these dates Schedule frequency | Assign weekly due dates «
Scheduled Due Dates Distribution Method
Start date | g/2/2011 E

) Number of items per day

& End date 10/1/2011 Li5]

Select Weekly Intervals

Assign tasks every | 1 week(s) on
[¥ monday [¥] Tuesday [¥] Wednesday
[ Thursday [ Fridey [l Saturdey [ Sunday

6. In the Assign tasks every n week(s) on field of the Select Weekly Intervals section,
enter the number weeks between due date assignments for each interval day. You can enter
1 for weekly assignments, 2 for bi-weekly assignments, etc.
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Assign Batch Activities 1 (%]
* Batch ID 44 Name  VIP Fall Sales Drive Batch items 380
Type  Sales opportunity Source ist  VIP Patron List Activity  Phone call
Batch created  7/27/2011 4:39 PM Status  No batch assignments made.

Created by Larry Meyer

Standard Assignments  Advanced Assignments JEESTRT TS T TR

Assignment Due Dates Schedule the Due Dates

Distribute items across these dates Schedule frequency | Assign weekly due dates «
Scheduled Due Dates Distribution Method
Start date | g/2/2011 E

(O Number of items per day

@ End date 10/1/2011 l15]

Select Weekly Intervals
IAssign rasks every | L week(s) on I
GEEET uesday (¥ Wednesday
[#] Thursday [#] Fridey [l saturday [ Sunday

7. In the Select Weekly Intervals section, select each day of the week on which you want
items assigned due dates. In the example image below, due dates are assigned to items on
Monday, Tuesday, Wednesday, and Thursday every two weeks.

Standard Assignments  Advanced Assignments JEEULLT TR S B ML)

Due Dates Schedule the Due Dates
Distribute items across these dates Schedule frequency | Assign weekly due dates ~
Scheduled Due Dates Distribution Method
Start date | 8/2/2011 E

@ Number of items per day | 30

© End date

Select Weekly Intervals

Assign tasks every | 2 week(z) on
[¥] Monday [ Tuesday (] Wednesday
[#] Thursday [C] Friday ] Saturdey ] Sundey

8. Click the Assign tasks button. CRM assigns the pool of items to the selected users and
assigns due dates to the items based on the settings above.

The following are some examples of batch assignment configurations
See an example of a standard item assignment setup with no due date scheduling

In the example image below, the 380 sales opportunities in the batch will be assigned equally to
the 4 selected users. In other words, each user is assigned 95 of the items.

Assign Batch Activities 1 0

*Batch ID 44 Name  VIP Fall Sales Drive
Type  Sales opportunity Source list  VIP Patron List
Batch created  7/27/2011 4:39 PM Status  No batch assignments made.

Created by  Larry Meyer

L LI LT L Advanced Assignments  Assignment Scheduling
Assign by

Select from Teams

Bunger's Team Larry Meyer
Donor Team Add. Tina Mohindra
Green Team | 4 Tom Meylor
LindaT's 2012 BWY Team Add all Wayne Han
Liz's Team B )

LW's Team
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Since no due date scheduling has been configured, the due date will default to the due date entered
during the creation of batch 44 or the current date, whichever is later. No other setup is required
before assigning the items (clicking the Assign tasks button).

See an example of an advanced item assignment setup with no due date scheduling

In the example image below, the 380 sales opportunities in the batch will be assigned to the 4
selected users.

Assign Batch Activities 1

* Batch ID 44 Name  VIP Fall Sales Drive
Type  Sales opportunity Source list  VIP Patron List
Batch created  7/27/2011 4:39 PM Status  No batch assignments made.

Created by  Larry Meyer

L LI LT L Advanced Assignments  Assignment Scheduling

Assign by i Team i

Select from Teams

Bunger's Team
Donor Team
Green Team

Selected Users

Larry Meyer
Tina Mohindra
Tom Meylor

LindaT's 2012 BWY Team Add all Wayne Han

Liz's Team
LW's Team

The distribution of the items is determined on the Advanced Assignments tab. In the example
image below, the assignments will be done as a percentage of the total number of tasks, since the
Assign a percentage of tasks to selected users option is selected. In the assignment table
user Imeyer is assigned 10% or 38 of the 380 items, while the other 3 users are each assigned 30%
or 114 of the 380 items.

Standard Assignments JERIERILL REELLLLISY  Assignment Scheduling

Assi by User

(@) Assign a percentage of tasks to selected users
() Assign & number of tasks to selected users
() Assign task to patron's rep first then distribute the rest by percent

Distribute tasks evenly Total percent distributed 100

User First name  Last name Receives this total % of tasks fleam
Imeyer  Larry Meyer 10.0 fales Team
tmiohindra Tina Mohindra 30.0 fales Team

tmeylor  Tom Meylor 30.0 fales Team

whan Wayne Han I 30,0' ales Team

Since no due date scheduling has been configured, the due date will default to the due date entered
during the creation of batch 44 or the current date, whichever is later. No other setup is required
before assigning the items (clicking the Assign tasks button).

See an example of standard item assignment with item due date scheduling

In the example image below, the 380 sales opportunities in the batch will be assigned to the 4
selected users.
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Assign Batch Activities | (%]

* Batch ID 44 Name  VIP Fall Sales Drive
ype  Sales opportunity Source list  VIP Patron List
Batch created  7/27/2011 4:39 PM Status  No batch assignments made.

Created by  Larry Meyer

Select from Teams

Selected Users

Bunger's Team Larry Meyer
Donor Team Tina Mohindra
Green Team Tom Meylor
LindaT's 2012 BWY Team Add all Wayne Han
Liz's Team

LW's Team

The item due date schedule is set up on the Assignment Scheduling tab. In the example image
below, item due date assignments will begin on the Start date of 8/2/2011. The Number of
items per day is 10, which means that, for each user, 10 items will be assigned per day selected
in the Select Weekly Intervals section. The due date assignment days selected are Monday,
Tuesday, Wednesday, and Thursday, and the Assign tasks every n week(s) onis 1, so 10 items
are assigned due dates on each of those days once every week.

Standard Assignments  Advanced Assignments [LESRLT TR TSN T TR

Assignment Due Dates Schedule the Due Dates

Distribute items across these dates Schedule frequency | Assign weekly due dates -

Scheduled Due Dates Distribution Method
k

Start date | 8/2/2011 :ﬁ‘
@ Number of items per day | 10

7 End date

Select Weekly Intervals
|

Assign tasks every | 1 week(s) on
[# Monday [#] Tuesday [¥] wednesday
¥ Thursday [C] Fridey  [T] saturday  [C] Sunday

Item due date assignment begins on the Start date of 8/2/2011, which is a Tuesday, and con-
tinues for each user's items until all of the items have due dates. This configuration generates the
following item due date assignment schedule for the selected users:

Day of the week Date Imeyer tmohindra tmeylor whan

Tuesday 8/2/11 10 10 10 10
Wednesday 8/3/11 10 10 10 10
Thursday 8/4/11 10 10 10 10
Monday 8/8/11 10 10 10 10
Tuesday 8/9/11 10 10 10 10
Wednesday 8/10/11 10 10 10 10
Thursday 8/11/11 10 10 10 10
Monday 8/15/11 10 10 10 10
Tuesday 8/16/11 10 10 10 10
Wednesday 8/17/11 5 5 5 5

Total 95 95 95 95

See an example of an advanced item assignment setup with item due date scheduling
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In the example image below, the 380 sales opportunities in the batch will be assigned to the 4
selected users.

Assign Batch Activities | (%]

*Batch ID 44 Name  VIP Fall Sales Drive

ype  Sales opportunity Source list  VIP Patron List
Batch created  7/27/2011 4:39 PM Status  No batch assignments made.
Created by  Larry Meyer
B PO RSN IV Advanced Assignments  Assignment Scheduling
Assign by [ Tei

Select from Teams Selected Users

Bunger's Team
Donor Team
Green Team

Larry Meyer
Tina Mohindra

Tom Meylor

LindaT's 2012 BWY Team Add all Wayne Han
Liz's Team

LW's Team

The distribution of the items is determined on the Advanced Assignments tab. In the example
image below, the assignments will be done as a percentage of the total number of tasks, since the
Assign a percentage of tasks to selected users option is selected. In the assignment table
user Imeyer is assigned 10% or 38 of the 380 items, while the other 3 users are each assigned 30%
or 114 of the 380 items.

Standard Assignments EVPEDLILLEESRLT LIS Assignment Scheduling

by User

(@) Assign a percentage of tasks to selected users
() Assign & number of tasks to selected users
() Assign task to patron's rep first then distribute the rest by percent

| Distribute tasks evenly Total percent distributed 100
User First name  Last name Receives this total % of tasks fleam
Imeyer  Larry Meyer 10.0 fales Team
tmohindra Tina Mohindra 30.0 gales Team
tmeylor  Tom Meylor 30.0 fales Team
whan Wayne Han I 30,0' ales Team

The item due date schedule is set up on the Assignment Scheduling tab. In the example image
below, item due date assignments will begin on the Start date of 8/2/2011. The Number of
items per day is 10, which means that, for each user, 10 items will be assigned per day selected
in the Select Weekly Intervals section. The due date assignment days selected are Monday,
Tuesday, Wednesday, and Thursday, and the Assign tasks every n week(s) onis 1, so 10 items
are assigned due dates on each of those days once every week.

Standard Assignments  Advanced Assignments EESTLT T DT

Schedule the Due Dates

Assignment Due Dates

Distribute items across these dates Schedule frequency | Assign weekly due dates -

Scheduled Due Dates Distribution Method

Start date | 8/2/2011 (L]
@ Number of items per day | 10

7 End date

Select Weekly Intervals

Assign tasks every | 1 week(s) on
[¥] Monday  [¥] Tuesday [¥] Wednesday
¥ Thursday [C] Friday [7] Saturday  [[] Sunday

Item due date assignment begins on the Start date of 8/2/2011, which is a Tuesday, and con-
tinues for each user's items until all of the items have due dates. This configuration generates the
following item due date assignment schedule for the selected users:
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Day of the week Date Imeyer tmohindra tmeylor whan

Tuesday 8/2/11 10 10 10 10
Wednesday 8/3/11 10 10 10 10
Thursday 8/4/11 10 10 10 10
Monday 8/8/11 8 10 10 10
Tuesday 8/9/11 0 10 10 10
Wednesday 8/10/11 0 10 10 10
Thursday 8/11/11 0 10 10 10
Monday 8/15/11 0 10 10 10
Tuesday 8/16/11 0 10 10 10
Wednesday 8/17/11 0 10 10 10
Thursday 8/18/11 0 10 10 10
Monday 8/22/11 0 4 4 4
Total 38 114 114 114

Editing Batch Attributes

Once you've created a batch of CRM opportunities or activities, you can edit the attributes, includ-
ing batch name and description, at any time. These attributes help you identify batches when they
are used in CRM. You cannot use this process to edit the attributes of the opportunities and activ-
ities (batch items) created by the batch. To change batch item properties, you need to edit the
items individually on the Edit Sales Opportunity, Edit Donation Opportunity, and Edit Activity forms.

To edit batch attributes
1. Inthe navigation pane, click Processes, and then click Manage batches.

CRM

Activities Sales Oppartunities Donation Opportunities Service C

[ create activity Activities
£} Create sales opportunity wiew | Al activities * Duec
@ Create donation opportunity
9. Create service case Status R——— w2
&, Create patron Open Jul 22, 2011 -
(Due in 3 days)

» Inguiry

¥ Processes Open Jul 22, 2011 -
€} Maintain lists (Due in 3 days)
£, Manage lists Open Jul 29, 2011 -

€4 Create batch activities {Due in 10 days)

€4, Assign batch activities Open Jul 29, 2011 b
€4 Manage batches (Due in 10 days

Open Jul 29, 2011 =

b Setup .
(Due in 10 days)

» Calendar Open Jul 29, 2011
(Due in 10 days)

CRM displays the Manage Batches form.
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Activity

Source list name

Manage Batches (%]
Batch Inf ti
Batch type Description

Batch Detail
Items in source list Created by
Batch items not created Date created
Batch items crested Last updated by

Last updated

Batch assigned by

Date assigned

2. In the Batch ID field, enter the ID number of the batch whose attributes you want to

change. If you do not know the number, click 4 to use the Batch Lookup to locate the batch.
3. Edit the text in the Batch name and Description fields as required. The name of the batch

displays in the Name field on the Assign Batch Activities form.

Batch created  7/27/2011 4:39 PM

Created by  Larry Meyer

Assign by | User -

Assign Batch Activities (%]
* Batch ID 44 Name  VIP Fall Sales Drive Batch items 380
Type  Sales opportunity Source list  VIP Patron List Activity  Phone call

Status  No bstch assignments made.

R 2L BTG R LT T LY Advanced Assignments  Assignment Scheduling

The batch name and the batch description display in the Batch name and Description col-

umns of the Search Results table when using the Batch Lookup.

Batch Lookup (%]
Enter Search Criteria
Batch created by | Imeyer hd Batch name

Batch type | Sales opportunity = | Source list name

Batch 1D Reset | Search J
Search Results
Batch name Created by Batch count  Date created First name Last name Description

portunity Fall Sales Drive Imeyer 26 772772011 Larry Meyer Use the 2011 Fall Sales Drive script,
portunity Mew Season Drive Imeyer 26 7201 Larry Meyer
portunity VIP Fall Sales Drive Imeyer 380 7/27/2011 Larry Meyer This batch includes VIP patrons who
partunity Fall Sales Drive Imeyer 26 7/28/2011 Larry Meyer
portunity AALA Batch Imeyer 21 7wl Larry Meyer
portunity ALA S5 Imeyer 21 7wl Larry Meyer

4. Do one of the following:

e To save your changes and close the form, click the Save button. CRM saves the changes
and displays the Activities hub.

e To save your changes and edit another batch's attributes, click the Save and new button.

CRM saves the changes and clears the Manage Batches form.

e To clear the form without making any changes to the batch attributes, click the New but-
ton. CRM clears the Manage Batches form.

Deleting Batches

If you have created a batch of unneeded opportunities or activities, you can delete them from CRM
at any time. Deleting the batch automatically deletes all the opportunities and activities created by
that batch, including those that have already been assigned.
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If you are deleting a batch of opportunities, CRM also deletes all activities created from the oppor-
tunities (first step, next step, follow up step etc.), including both open or closed items. Once
deleted, the batch and all the opportunities and activities created from it are removed from the
database and are not recoverable.

To delete a batch

1. Inthe navigation pane, click Processes, and then click Manage batches.

[] creste activity
3 Create sales opportunity

4.; Create service case

4, Create patron

9 Create donation opportunity

p—
Wiew Al activities > Due¢
Status | Duedate Activ
Open  Jul22,2011 2

(Due in 3 days)

» Inguiry
ikt Open  Jul 22, 2011 e
€}, Maintain lists (Due in 3 days)
Ty Manage lists Open Jul 28, 2011 2
€ Create batch activities (Due in 10 days)
Gk Assign batch activities Open Jul 29, 2011 ‘:..
€4 Manage batches (Due in 10 days)
o &
» Setup pen Jul 2.9. 2011 i -
(Due in 10 days)
» Calendar Open Jul 29, 2011 C

(Due in 10 days)

CRM displays the Manage Batches form.

Manage Batches (%]

Batch Information

* Batch ID l:' * Batch name

Batch type Description

Activity

Source list name

Batch Detail

Items in source list Created by Batch assigned by
Batch items not created Date created Date assigned
Batch items created Last updated by

Last updated

2. In the Batch ID field, enter the ID number of the batch that you want to delete. If you do not

know the number, click Q to use the Batch Lookup to locate the batch.
3. Click the Delete button.

Manage Batches

Batch Information

* Batch ID 40 * Batch name | Fall Sales

Batch type  Sales opportunity Description | Use the 2
Activity  Phone call

Source list name New VIP Patrons

Batch Detail

Items in source list 26 Created by Larry Meyer (Imeyer)
Batch items not created 14 Date created  7/27/2011 1:56 PM

Batch items created 12 Last updated by Brijendra Singh (bsingh]
8/3/2011 2:10 PM

Last updated

CRM will display a confirmation dialog box.
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Fa\
4 ! '\!\ Are you sure you wish to delete this batch and 12 activities?
&

@ Delete this batch

4. Click the Delete this batch button. CRM deletes the batch and its associated items.
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Glossary

A

Action

A change to an opportunity, activity, or service case effected by a CRM user, for example editing, closing, or
deleting.

Activity
A CRM operator task. Activities capture and track all communications between the CRM user and the
patrons. Activities can exist as standalone entities or be associated with an opportunity or a service case.

Activity Due Date

The approximate date that an activity will be completed. This date is set during activity creation and may be
changed at any time until the activity is closed.

Activity History
For standalone activities, the details of a single activity over time. For opportunities and service cases, the
details of a set of associated activities over time. The history of each activity displays the status, due date,
results, and comments for the activity. It also includes when and by whom the activity was added, updated,
or closed.

Activity List
The set of activities that is displayed on the Activities hub. The activity list can be filtered by due date,
status, owner, and by its relationship to other CRM items.

Activity Priority
The importance of an activity relative to other activities. An activity's priority can be Low, Normal, Medium,
or High. Priority assignments do not affect status of activities in CRM, but they can be included in data views.
The same priority values are used for opportunities and service cases.

Activity Status

The status of an activity is either open or closed. CRM users close activities when they have finished with
action required by the activity.

Activity Type
The type of communication between a user and a patron. Possible types include Phone Call, Email, Fax,
Letter, Meeting, and Other.

Actual Donation Amount

The amount of money donated by a patron as a result of pursuing a donation opportunity. The user enters
this amount when closing an opportunity as won.

Actual Revenue Amount

The amount of money generated from a patron as a result of pursuing a sales opportunity. The user enters
this amount when closing an opportunity as won. See also Expected Revenue.

Administrator

A CRM user with access to more CRM functionality than a basic user or supervisor. An administrator is the
only user type who can create and modify users in the CRM system.

Advanced Assignment
An optional step when setting up the bulk assignment of CRM items. Sets up how to allocate the tasks from
the pool of tasks to be distributed. You can assign a percentage of tasks to selected users, a number of
tasks to selected users, or task based on each patron’s dedictated representative. To divide batch items
evenly among users, you can skip this step and just use standard assignment.

All Day Event

A meeting which is scheduled to take all of the business hours in a day. This is an MS Outlook meeting func-
tion.
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Assign Batch in Bulk
The process of assigning a previously created batch of opportunities or standalone activities to CRM users.

Assign Bulk Process
The process of creating and then assigning a batch of opportunities or standalone activities to CRM users.

Assignment

Making a user the owner of an activity, opportunity, or service case. Assignments can be made manually or
using batch processing.

Assignment Due Dates

A set of due dates over which batch items are evenly distributed. This is set along with user assignments as
part of batch assignment.

Assignment Interval
The daily or weekly increments used to schedule item due dates during bulk processing.

Assignment Scheduling
A schedule of item due dates configured during bulk processing.

Associated File
See File Attachment.

Attachment
See File Attachment.

Batch
A group of opportunities or activities that can be assigned users and due dates during bulk processing.

Batch Assignment

The assignment a batch of opportunities or activities to users during bulk processing. You can also assign
due dates to the batch items during this process.

Batch ID

The numeric ID or key of a batch. This number is automatically assigned during batch creation and is not
modifiable by users.

Batch Items

The open opportunities and activities that make up batches. During batch assignment, batch items are dis-
tributed among a group of CRM users.

Batch Lookup

A dialog box used to search for a batch by batch creator, name, type, or number. This dialog box can be dis-
played from the Batch ID field if you don't know the number.

Batch Management

A set of CRM features that allow you to view and edit batch attributes, as well as to delete batches of oppor-
tunities or activities that were created by mistake.

Batch Source List

The list of patrons to which the activities or opportunities in a batch are assigned. The list of patrons is gen-
erated by your ticketing or development system and then imported into CRM.

Batch Status

The status of a batch in the bulk assignment process. The batch status can be that no assignments have
been made or that assignments have previously been made.
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Batch Template

The settings on the Assign Batch Activities form that are used to assign a batch of opportunities or activities
to users, along with due date assignment. This template cannot be saved for reuse.

Batch Type

The type of CRM items created by a batch. The item types are sales opportunity, donation opportunity, and
standalone activity.

Bulk Creation

The process of creating opportunities or standalone activities for each patron on a list. When opportunities
are created in bulk, an activity is created for each opportunity.

Bulk Processing

Creating and assigning a group of sales opportunities, donation opportunities, or standalone activities in
bulk. To accomplish this process, a patron list is imported and used to create a batch of opportunities and
activities. The batch is then bulk assigned to a group of CRM users. Due dates for batch items may also be
set. Only supervisors and administrators can perform bulk processing.

Business Account

A WBST account that represents a segment of a tRes data account. A business account allows an organ-
ization to designate a set of inventory available to sell by external parties, such as outlets and out-sourced
sales teams. Each CRM installation is configured to work with one business account.

C

Campaign
An organized fund raising effort composed of drives. A campaign is normally annual and may be part of a
multi-year program.

Category
See List Category or Service Case Category.

Closed
A status that users assign to opportunities, activities, and service cases when they have been completed.

Contact Information

The patron contact information required for an activity type. For example, a phone call activity requires a
phone number.

Contact Person
The patron who should be contacted regarding an opportunity, activity, or service case.

Create Bulk Process

A process that uses patron lists to create batches of donation opportunities, sales opportunities, or stand-
alone activities in bulk.

Create/Modify Opportunities

A level of permissions that allows users full access (create/edit/delete) to ticketing or donation opportunities
and all their related activities.

CRM

Customer Relationship Management. Generically speaking, processes implemented by a company to han-
dle contact with its customers. Paciolan CRM is used to carry out and track processes that are specific to
ticket sales and fund development.

CRM Data

The data recorded by Paciolan CRM during use. This includes data from standard CRM activities involved in
sales and fund development, service case management, and individual status reporting. Some CRM data
can be viewed and manipulated using Data Views.

CRM Item
The representation of an opportunity, activity, service case, or note in CRM.
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CRM User

CRM users include basic users, supervisors, and administrators. Basic users are salespeople, fund raisers,
or customer service representatives. Basic users have limited access to CRM functionality and no other
users reporting to them. Supervisors have basic users reporting to them. Administrators have access to all
CRM functionality.

D

Data Account

An inventory of patrons, events, items, etc. In most situations, an organization using tRes, such as a uni-
versity, has one tRes data account.

Data Filters

Data fields that are configured to generate data view inquiries. CRM users create filters to limit the data
included in a data view.

Data Inquiry

The type of CRM items to which the data view is applied. Inquiry types include Sales Opportunity, Donation
Opportunity, Service Case, and Activity.

Data View

A function that allows users quick access to CRM data. Users can create new views, run existing views, and
share views. From the data view, data can displayed on screen or exported to Excel for offline manipulation.

Dedicated Representative

The representative that normally communicates with a specific patron. You can choose to assign oppor-
tunities or activities created for patrons to their dedicated representatives.

Development
The process of establishing relationships with donors.

Development Campaign
See Campaign.

Development Data
See Donation Data.

Development Program
See Program.

Direct Reports
CRM users that report to a CRM supervisor.

Donation Data
CRM data generated by the fund development activities tracked in CRM.

Donation Milestone

A function in CRM that allows fundraising organizations to categorize donation opportunities for reporting.
This categorization is based on fundraising processes and the progress that fundraisers make on their dona-
tion opportunities. Donation milestones are used for reporting.

Donation Opportunity

An item in CRM that tracks activities, communication, and information (target amount, campaign/drive,
usage, etc.) related to a potential donation or pledge. Each donation opportunity is assigned to a user.

Donation Representative

A CRM user who solicits donations from patrons based on donation opportunities and their associated activ-
ities. Also called a solicitor.

Donation Type
In CRM, outright donation, pledge, or gift in kind.
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Donor

A patron whose information is stored in a record in Paciolan CRM and the back office patron database. A
donor can be an individual or an organization.

Donor List
A list of donors that has been exported from your patron database to bulk assign items in CRM.

Drive

In tFund, a drive is an organized fund raising effort. Each donation and pledge solicted by a representative
using CRM is associated with a drive. Drives are usually part of a campaign.

Drive Lookup
A CRM function that allows users to search for open drives when working with a donation opportunity.

Due Date Schedule
The schedule by which representatives should complete CRM items assigned to them during bulk proc-

essing.

E

Email
In CRM, an email message in a user's MS Outlook Inbox that is also in the CRM Inbox because of Outlook
integration.

Email Conversion

The conversion of an email message in the CRM Inbox into a new CRM sales opportunity, donation oppor-
tunity, service case, or email activity.

Error List

A list of undesirable events that occurred during the creation of a batch. Errors include invalid patrons, dupli-
cate patrons in the list, patrons without contact information, etc.

Estimated Close Date

The approximate amount of time it will take a user to complete an opportunity. These dates are entered dur-
ing opportunity creation. You can use these dates to filter the opportunity list on the Sales Opportunities and
Donation Opportunities hubs.

E-ticketing
A tab of the Patron Detail form thatis used to view and modify a patron’s eVenue and magnetic stripe ID
information.

Expected Donation
See Goal Amount.

Expected Revenue

The amount of money that is expected to be generated from a sales opportunity. See also Actual Revenue
Amount.

External ID
A record locator key that is used to identify a patron in an external (non-Paciolan) system.

F

File Attachment

A document attached to an opportunity, activity, or service call. Supported file types include .doc, .pdf, .jpg,
.bmp.

Follow-Up Activity
An activity created when closing an existing activity.
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G

Goal Amount
The amount of money that is expected to be donated or pledged from working a donation opportunity.

I

Inactive User
A user whose access to CRM has been disabled using the CRM Manage Users form.

Inbound Email

An email message received at a user’s Outlook account. All Outlook messages in a CRM user’s Outlook
account that have been received in the last 30 days are synchronized with the user’s CRM inbox.

Inbox

Either the CRM or Outlook Inbox. The CRM Ibox is a collection of the current user's Outlook email messages
and meeting invitations from the last 30 days. The inbox is updated from the Outlook inbox automatically.
The users’ opportunities and service cases can also be displayed at the bottom of the Inbox. This allows
users to link email messages with CRM tasks.

Incoming Activity
An activity that is created in response to communication from a patron.

Inquiry
A view of activity, opportunity, or service case data as set up on the CRM Manage Data Views form.

Item
See CRM Item. Also used when refering to events set up in the back office.

L

List Category

Used to categorize the patron lists that are used for the bulk creation of opportunities or activities. List cat-
egories are used to organize and report on these lists.

List Export
Used to export patron lists to a comma delimited CSV files.

List ID

The numeric key to a patron list. This key is automatically assigned by the system on initial list save and is
not modifiable by users.

List Import

The process of importing patron lists into CRM After being imported, lists are used to create batches of CRM
items for bulk processing.

List Lookup

A CRM dialog box that allows you to search for lists by entering the list creator, category, ID, or name. You
can also choose to only find new lists (lists that have not been used to create a batch yet).

List Maintenance

Using the Maintain Lists form to import, update attributes, delete, or export patron lists. This does not
include maintaining the information of the patrons in a list.

List Management

The process of creating new lists by copying other lists, using the intersection of two lists, merging two lists
into a single new list, subtracting the contents of one list from another, splitting one list into two lists, etc.

Log In / Log On
See Sign In/ Sign Out.
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Loss
Donation and sales opportunities are considered lost if no revenue or donation is realized.

Lost Reason Codes

Used to categorize the reasons why sales representatives and solicitors lose their sales and donation oppor-
tunities. You can configure lost reason codes on the Manage Lost Reasons form in CRM.

M

Maintain User

The process of maintaining CRM user profiles. User profiles are created in WBST, and the CRM priviledges
are defined in CRM.

Manager

A person within a sales or fundraising organization who generates and analyzes operational, pipeline, and
service case reports. In CRM, a manager is assigned the Supervisor role.

Meeting

MS Outlook meeting invitations are automatically synchronized and displayed in the CRM inbox. From the
CRM Inbox you can open the meeting invitation in Outlook.

Membership Data

Back office ticketing membership information is displayed on the Patron Summary and Patron Detail forms
in CRM.

Milestone
See Donation Milestone or Sales Milestone.

Next Step Activity

When creating an opportunity or a service case, you can simultaneously create the next activity required to
win or resolve the item.

Note

A CRM note is free form text used to capture information about individual patrons. CRM users can view,
create, and edit notes from the Patron Summary form. They can also attach documents and set expiration
dates for notes.

o)

Operator
See CRM User.

Operator Queue
A pool of available opportunities and activities for a team of CRM users.

Opportunity
A potential sale or donation. An opportunity is created to track all activities, communication, and information
related to a potential sale to or donation from a patron. Opportunities are assigned to CRM users individually
or in bulk by a CRM supervisor or administrator.

Opportunity List
A CRM user's set of open opportunities. The Sales Opportunities and Donation Opportunities hubs each have
their own opportunity list.

Opportunity Priority
The importance of an opportunity relative to other opportunities. An opportunity's priority is set to Low, Nor-
mal, Medium, or High. The same priority settings are used by service cases and activities.
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Outcome
The status of an opportunity when closed by a CRM user. An opportunity's outcome is either won or lost.

Outgoing Activity
An activity that is initiated by a CRM user to when communicating with a patron.

Outlook

A Microsoft email generation and management program. Outlook is integrated into CRM to facilitate com-
munication between CRM users and their customers or donors.

Outlook Integration
The integration of CRM users' MS Outlook and CRM inboxes.

Owner
The user who is assigned an opportunity, activity, or service case.

Owner Lookup

A CRM form that allows users to search for an owner for an opportunity, activity, or service case. The owner
lookup will only search active CRM users.

P

Parent Category
A service case category that has subcategories.

Password
The alphanumeric character string required, along with the user name, for users to sign in to CRM.

Patron

A customer or donor whose information is stored in a record in Paciolan CRM and the back office patron data-
base. A patron can be an individual or an organization.

Patron Account
See Patron Record.

Patron Data
The patron information stored in the back office and used in CRM.

Patron Detail Form

A form on the Patron hub that allows users to edit a patron's name, phone, address, biographical, insti-
tutional, ticketing, and development information in one place.

Patron Edit
A function used on the Patron Summary form to edit patron information on the Patron Detail form.

Patron Entry

The creation of a patron in CRM. The information entered includes whether the patron is an individual or
organization, as well as the patron name, phone numbers, email address, shipping address, and donor
type, if applicable.

Patron ID

An identification number that is unique for each patron. This number is generated in the back office and can-
not be changed by CRM users.

Patron List
A list used during bulk processing to create an opportunity or standalone activity for each patron in the list.

Patron Lookup

A method of searching for patrons by name, ID number, keyword, phone number, email address, or organ-
ization.
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Patron Management Control

WBST functionality for setting the patron data access rights of users. You can define one or more patron
management policies per data account. Patron management controls are set up in tRes.

Patron Policy

Used to define patron permissions for WBST and CRM users. A patron policy may be shared and assigned to
one or more WBST or patron management controls. Conversely, each WBST and patron management con-
trol must be linked to only one patron policy. Patron policies are set up in tRes.

Patron Record
All the information stored in the back office for an individual patron.

Patron Rep
The CRM user to which a patron has been assigned. Also called primary salesperson or primary solicitor.

Patron Search
Locating an individual patron record using the CRM Patron Lookup function.

Patron Source

The channel through which a patron was first entered into the system (for example, donations, internet
sales, or walk up sales).

Patron Summary

A comprehensive view of a patron used by CRM users when working with activities, sales opportunities,
donation opportunities, and service cases.

Patron Type
A patron must be either the individual or organization type.

Patron View
See Patron Summary.

Permissions

Controls that limit user access to the various CRM functions. User permissions are set by CRM admin-
istrators.

Personnel Hierarchy
See User Hierarchy.

Pipeline
The path through which sales or donation information flows.

Pledge
The dollar amount that a patron promises to donate.

Pool
The group of open opportunities or standalone activities in a batch.

Priority
The importance of one CRM entity relative to another. An entity's priority is set to Low, Normal, Medium, or
High. The same priority settings are used by all CRM entity types, including sales opportunities, donation
opportunities, activities, and service cases.

Privileges
See Permissions.

Probability to Close

The percent probability that an opportunity will be successfully closed. Values in CRM menus are cus-
tomizable, but the default values are: 0%, 10%, 20%, 30%, 40%, 50%, 60%, 70%, 80%, 90%, 100%
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Profile View
See Patron Summary.

Program
In tFund, a program is an organized fund raising effort composed of campaigns. A program normally runs
for multiple years.

Prospect
See Opportunity.

R

Read-Only View

A CRM view that limits users to read-only access to sales/donation opportunities, activities, and service
cases.

Reason Code

The code for the reason an opportunity was not won. Reason codes are customizable in the CRM setup.
Default values include Unable to Contact, No Longer Interested, and Cancelled.

Related Activity
An activity that is related to a sales opportunity, donation opportunity, or service case.

Release to Mailing List
Patron information that can be used in a mailing list.

Renewable
Tickets purchased for the previous year that the patron has the right to repurchase for the current year.

Resolution

A text description of the action taken to resolve a service case. This text is entered as part of closing a serv-
ice case.

Restricted Data
Any opportunities, service cases, or stand-alone activities that cannot be seen by all users. The ability to
view restricted data is set by users with permission to mark data as restricted.

Revenue Projection
See Expected Revenue.

S

Sales Milestone

A function in CRM that allows sales organizations to categorize sales opportunities. This categorization is
based on sales processes and the progress that sales representatives make on their opportunities. Sales
milestones are used for reporting.

Sales Opportunity

An opportunity that is created to track all activities, communication, and information (forecast revenue,
potential close date, and probability of closing) related to a potential sale. An opportunity is assigned to a
sales representative. While creating a new sales opportunity, the sales rep will be able to create the oppor-
tunity’s first activity at the same time. When closing a sale, the representative may add one or more activity
records to the opportunity to track all actions and communications.

Sales Representative
A CRM user that sells tickets using sales opportunities.

Schedule Due Date
The due date assigned to an opportunity or standalone activity during bulk processing.
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Schedule Frequency

A method of due date assignment that is available during bulk processing of activities and opportunities. You
can allow users to pick dates themselves, assign daily due dates, or assign weekly due dates.

Search
Searches for batches, drives, lists, owners, users, and patrons are done using CRM lookup forms.

Service Case

Created when customers report issues with the service they received. Service cases are used to track all
related activities, communication, and information needed to resolve the issue. When the issue is resolved,
the service case is closed.

Service Case Category

A type of issue for which a service case can be created. Categories are used to group similar service cases
for reporting purposes. Users assign categories to incoming service cases. Categories may be further organ-
ized using parent categories and subcategories.

Service Case Priority

The importance of a service case relative to other service cases. The priority can be set to Low, Normal,
Medium, or High. The same priority settings are used by opportunities and activities.

Service Case Record
Contains all the information that has been collected about an individual service case.

Sign In / Sign Out
The process users must complete to access CRM. CRM applies user permissions as part of this process.

Solicitor
See Donation Representative.

Source Campaign

CRM uses source campaigns to group sales opportunities for reporting. Source campaigns are created and
editied using the Manage Source Campaigns form.

Source List
The list used to assign patrons to opportunities or standalone activities during batch creation.

Standalone Activity
An activity that is not associated with an opportunity or a service case.

Standard Assignments

A method of distributing ownership of a batch of opportunities or standalone activities evenly among a
group of users during batch assignment.

Subcategory
See Category.

Supervisor

A CRM user with one or more direct reports. Supervisors can have both operators and other supervisors
reporting to them. Supervisors can assign or reassign opportunities and service cases individually or in bulk
to any of their reports.

System Administrator

A CRM user who is responsible for the setup and maintenance of CRM software and hardware, including the
network, Outlook server, and Paciolan back office.

T

Target

A group of donors or patrons that are used to create donation opportunities. Targets are setup and gen-
erated in tFund.
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Task
A generic term for opportunities and activities during bulk processing. Tasks are also called CRM items.

Task Allocation
See Task Distribution.

Task Assignment
Assignment of opportunities or standalone activities to users during bulk processing.

Task Distribution

In bulk processing, allocating the entire open quantity of opportunities or standalone activities in the batch
to selected users or teams.

Task Distribution Method

The type of configuration used to distribute opportunities or standalone activities during batch assignment.
CRM items can be distributed evenly, by percentages, or by number to CRM users.

Task Pool
The opportunities or activities that need to be assigned and scheduled during bulk processing.

Team
A set of CRM users to which tasks can be assigned in bulk. Team assignments allow all users on the team to
work from the same pool of tasks.

Ticketing Data
CRM data generated by the ticket sales activities tracked in CRM.

U

Unrestricted Data
Data that is accessible by all CRM users.

User
See CRM User.

User Hierarchy

The user reporting structure defined in CRM. Basic users do not have other users reporting to them. Super-
visors have one or more direct reports. Those reports can include both basic users and other supervisors.

User Lookup
A CRM form that allows users to search all CRM users, both active and inactive.

User Name
The name that CRM users use, along with a password, to sign in to the CRM system.

User Profile

The user name and access information of a CRM user. Created within WBST and further defined in CRM to
include restrictions within the CRM system.

w

WBST User

A user profile created in WBST for access to the system. CRM user profiles are created in WBST, but further
defined in CRM.

Won

If the goal of a donation or sales opportunity is acheived, the resolution of the opportunity is considered
won.
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Access settingsSee Permissions
ACTIVIEIES O .
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CalendarSee Outlook calendar
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CampaignsSee Source campaigns
Categories Bl 1, 320
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Categories B0 .
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Changing PassWOIrAS 7 il
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deleting emails 219
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meeting invitations 190 ..
navigating the INboxX 148 ...
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Reason codesSee Lost reason codes
Replying to email 186 il
ReportingSee Data views
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Service Case List 94
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categories Bl il
CloSING 115
creating 100 L.
deleting 116
editing 108 il
fIEEriNg The [t O e
navigating the hub O .
OVEIVIEW Ol il
selecting patrons for 105 il
VieWiNg details 05 ...
Service Cases hUD 02 .
Session information 8
SIgN N OUL B il
Source campaigns 300
Subcategories 315

T

Team configuration 294
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User permissionsSee Permissions
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