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CRM (Customer Relationship Management Module)

This document walks you through how to configure and use the CRM module. The CRM
provides the ability capture potential and existing customers along with individuals at the
customer who represent your main contacts. As well, you will learn how to configure and move
potential customers through a well-defined and controlled process using an “Opportunity
Pipeline” to manage the process of taking your customers from lead to revenue producing
customers.

Create New Customer(s) and Contacts

This section describes how to create new customers using the CRM module.

1. First select the CRM module and then click on the Create button as follows:

Sqes Point of S:

Customers

o2
Import

2. This will display the customer entry screen as follows:

*) Individual Company * 0 0 0
Opportunities % Meetings $ Sales
Name -— — 000
I Actve I Invoiced
Company -
VAT e.q. BE0477472701 Job Position e.g. Sales Director
Address Street Phone
Street 2 Mobile
City State  «| | ZIP Email
Country - Website o .
Tags ans i
Tags e Title -
Language English j
Contacts & Addresses Internal Notes Sales & Purchases Invoicing
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3. You can choose to create either an individual or company using the radio buttons at the
top of the page:

*) Individual () Company

4. Complete the fields with the data associated with the Individual or Company you are
entering in the following areas of the page highlighted in red:

Individual (®’ Company

Company Name

* 0 % 0 $ 0
Opportunities Meetings Sales

» 0.00

— .
- Active

Invoiced
VAT e.g. BE0477472701 Phone 403-555-1212 =
Address Suite 102 Mobile 403-555-1212 =
123 Any Street NE Email me@company.com
Calgary Alberta ~ ZIF
Website WWw.company.com
Canada h
Language -
Tags Tags - Enaten _]
Contacts & Addresses Intermnal Notes Sales & Purchases Invoicing

5. Forindividuals, you are also able to associate or create a company using the Company

dropdown list. In this case, the address does not need to be entered as it will default to
the company’s address:
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' Individual Company
. * (())pponunities % :Aeeﬁngs $ gales
John Smith — + 0.00
[ -] Active Invoiced
My Company -&'| selecta company
VAT e.9. BE0477472701 Job Position e.g. Sales Director
Address it Phone 403-555-1212 =]
address defaults to.company sox
Canada does not need to be entered.
Tags Tags -
: Website www.company.com
Title -
Language English j
Contacts & Addresses Internal Notes Sales & Purchases Invoicing

6. If you want to create additional Contacts/Addresses for this company then Click on
Create in the Contacts & Addresses tab. This will display a page that allows you to
optionally enter Contacts:

Create Contacts

(o) contact () Invoice address () Shipping address | ) Other address

Contact Name Jane Director

Title Ms -

Job Position Sales Director

Email joe@mycompany.com
Phone 403-555-1212

Mobile 403-555-1212

Notes

internal note...

7. or other types of Addresses such as Invoice, Shipping or Other addresses to associate
with this new Customer:
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Create Contacts

* Contact Invoice address Shipping address Other address

Note that any reference dropdown entry field allows you to create new reference data
values. For example, to create a new entry for the Title field on this page such as “Ms”
enter the value as follows:

Msl v
Create "Ms"

Create and Edit...
You can use this dropdown option to create the new entry (and edit it if you desire).
With this optional “Create Contacts” page, you can either “Save & Close” a single entry,
“Save & New” to add this entry and then start a new entry or “Discard” to complete the

creation of Contacts/Addresses.

8. When you are done entering Contacts/Addresses you will be returned to the original
Customers screen. Click on the Save button to save the Customer:

CRM Sales Paoint of Sale
Customers / New
Save Discard

9. You can Edit this customer, scroll through all your existing customers and for each
Customer view the audit history as annotated here:
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Point ¢ le  Purchase Inventor Invoicing A S Administrat

Customers / My Company, John Smith

o Create another customer Scroll to
Create Print~ | Action v viewother —= |, ¢ | 5
Customers
Edit this customer H 0 0 0
JOhn Smlth Opportunities % Meetings $ Sales
My Company — » 000§
W Active B Invoiced
VAT Job Position
Address Canada Phone 403-555-1212 &
Tags Mobile 403-555-1212 B4
Email
Website http:
Title
Language English
Contacts & Addresses Internal Notes Sales & Purchases Invoicing

Jane Director
Sales Director

— joe@mycompany.com
Phone: 403-555-1212

Mobile: 403-555-1212

Send message  Lognote @ Schedule activity + Following &1

Audit history for this Customer

\ Today

Note by Administrator - 23 minutes ago

Contact created

Building Your Opportunity Pipeline

Once you've created a Customer, you can build your opportunity pipeline for all your entered
Customers. This section describes how to build the opportunity pipeline.

1. Select the Pipeline command as follows:

Pipeline

Quotations

2. Onthe Pipeline page that is displayed, create a new Opportunity by clicking on the
Create button:
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CRM

Pipeline

Import

3. You can now enter the details for the Opportunity including a description, the Customer,
expected revenue and the Priority for this opportunity (between 1 and 3 stars):

Create an Opportunity

Opportunity Title Sell 1000 widgets

Customer My Company, John Smith =
Expected Revenue 5000
Priority

4. Finally click on the Create button to save this opportunity to the Pipeline:

Pipeline A d My Pipeline % | Scarct Q
Import 2= u fA B
New + Qualified + Proposition Won
5,000 §
T

Sell 1000 widgets _* __4 _—4 =

5,000.00 $, My Company, John . V

Smith

You can move this opportunity through the various stages of the Pipeline (red arrows)
by dragging it as it moves from New to Qualified to a Proposition and finally to Won.



Solgistic Solutions Inc.

solg%stlc

SOLUTIONS INC

Using the CRM (Customer Relationship Management) Module

Pipeline K vy Piine ] Q
New Qualified Proposition Won
5,000
Sell 1000 widgels _— > ———
5,000.00 $, My Company, John o
smith

Here this opportunity has been dragged into the Qualified column:

Pipeline R4 My Pipeline x|
Import HoE owog B
New Qualified Proposition Won

5,000 §

Sell 1000 widgets
5,000.00 §, My Company, John

Smith

Customizing the Opportunity Pipeline

The most important aspect of your Opportunity Pipeline are the steps that define the stages
that your potential Customers are taken through to get them to the final stage where you have
acquired their business. The Default Opportunity Pipeline is very simple:

New -> Qualified -> Proposition -> Won

Each stage describes a milestone and state of the Customers assigned to that stage that is
important the process of moving your potential Customers (Leads) forward. As well, each stage
implies a set of Activities that are performed with Customers who have reached that milestone
to attempt to move them to the next stage (milestone).

It is important to consider defining stages of your Opportunity pipeline with stages that align to
your sales process and ensure that those stages align to the key steps and people who are
responsible for that stage. The names for stage should reflect the business process and state of
your Customer within your lead generation and qualification business processes.

For example, the Proposition stage in this default Opportunity Pipeline would involve those
business activities and people responsible for creating and presenting your business proposals
for new business to the Customers who are assigned to this stage. All with the goal to move
them to the next stage “Won”.

Spend some time defining what these key stages are in your business — this will provide you
with the information you need to customize the Opportunity Pipeline in the CRM. The stages
are also important to provide you with metrics of how your Opportunity Pipeline looks at any
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point in time — at a glance you can view the number of Customers and the potential revenue
present in each stage. This allows you to understand how your Opportunity Pipeline is
performing at any point in time.

Once you have your Stages defined, you can add or change the default Opportunity Pipeline as
described in the following sections.

Modify an Opportunity Pipeline Stage

To modify an existing Opportunity Pipeline Stage, click on the Gear icon to the right of the Stage

as follows and select the “Edit Stage” command:
—

Qualified D Proposition

. 5.000 6

Fold
Sell 1000 widgets Edit Stage
5,000.00 §, My Company, Johr  Delete

Smith
mith Archive Records

©

Restore Records

Modify the name and other information associated with the Stage in the dialog that is displayed
as follows:

Edit Column

Stage Name Qualified Ch:ngetProbability =4
Automatically

Team - Probability (%) 30.00

Folded in Pipeline

Requirements

m Discard

Once you have made your required changes, click on the “Save” button to save those changes.
You will be returned to the Opportunity Pipeline view.

10
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Adding an Opportunity Pipeline Stage

To add a new Opportunity Pipeline stage, click on the plus (+) Add new Column icon to the right
of the last Stage currently defined.

==

This will display the dialog as shown which allows you to enter the name of the new Stage:

New Stage| Add

Enter the new name and click on the “Add” button. “Add” will return you to the Opportunity
Pipeline page with the new Stage added as the last Stage of the Opportunity Pipeline. To move
that new Stage to a different location in the Opportunity Pipeline, hover your mouse over the
name of the Stage in the Opportunity Pipeline and click and drag it to its new location.

Deleting an Opportunity Pipeline Stage

To delete an existing Opportunity Pipeline Stage, click on the Gear icon to the right of the Stage
as follows and select the “Delete” command:

—

Qualified D Proposition

I 5.000 %
Fold

Sell 1000 widgets Edit Stage
5,000.00 $, My Company, Johr
Smith

©

Archive Records

Restore Records

11
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Adding Opportunity Activity

Opportunities in the Pipeline can have activity created to schedule activities that manage that
opportunity through the pipeline as follows.

1. Click on the Activity Icon and from the dropdown menu select “Schedule an activity”:

New Qualified
5,000 §

Sell 1000 widgets

5,000.00 §, My Company, ‘::""'Activity lcon
Smith O

No activities planned.

| Schedule an activity

2. In the Activity page, you can select the type of activity and enter both a summary and
detailed description, due date and who the activity is assigned to:

Activity - Due Date 11/18/2017 <
Summary e.g. Discuss proposal Assigned to Administrator > &
P B I U = 13+« B~ = = E- H % M > I

Schedule Discard

3. Once you’ve entered the Activity, click on the Schedule button to save it to the
opportunity:

12
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Activity Call - Due Date 11/21/2017

Summary Discuss proposal Assigned to Administrator
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e

~ | B I U =+ 13+ B |~ = =

v By % | @ D C

Schedule a call to discuss the widgets that this company wants.\

4. The Activity icon on the associated Opportunity will turn green as follows to indicate

O

there are active Activities present:

5. You can view the Activities by clicking on this Activity Icon as shown here:

Qualified + Proposition
S 5,000%

Sell 1000 widgets

5,000.00 §, My Company, John
Smith

o

Planned (1)

. call
@ Duein 2days

Schedule an activity

From this dropdown list, you can also mark the Activity as Done — click on the checkmark

icon that appears when you hover over the Activity to do this.

13



