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Maximizer

Introducing Maximizer CRM

In this chapter...

“From Prospects to Leads to Repeat Customers” on page 2
“Maximizer Modules” on page 5

“Maximizer Companion Applications” on page 6
“Maximizer on the Web"” on page 8

“Maximizer CRM Editions” on page 9
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From Prospects to Leads to Repeat Customers

You are a growing company, looking to take your organization to
the next level. To reach this goal and create long-term, profitable
relationships with your customers, you need a cost-effective, flexible
Customer Relationship Management solution to keep all your
departments working together effectively.

Designed for small- and medium-sized businesses, Maximizer CRM 11
integrates sales, marketing, and customer service tools, enabling all
customer touch points in your organization to face customers and
prospects professionally through one voice.

Throughout the customer life cycle, as prospects from marketing are
turned over to the sales department, and customers are passed onto
service departments, Maximizer CRM makes it easy for your staff to
share information, communicate with customers through multiple
channels, and organize individual and team efforts. Making your
customers feel like king, and giving you an edge over your
competitors. After all, gaining new customers and retaining satisfied
ones is what improving the bottom line and growing your business is
all about.

Sales—Save Time, Close More Sales

Maximizer CRM enables your sales staff to manage, track,
communicate, and report through all phases of the sales cycle to help
them work more efficiently and close more sales. Only Maximizer
CRM enables you to view the big picture of your customers, as well as
the details of each one, so you can leverage each customer
opportunity and maximize your total revenue. It is the only solution
in its class to offer extensive flexibility, workgroup security, and
advanced sales automation and collaboration features. Further,
Maximizer CRM is easy to use for sales people so they spend less time
on administrative tasks and more time on selling.

Marketing—Reduce Costs, Generate More Leads

Attracting attention and generating leads for the sales department is
the foundation of marketing. Now Maximizer CRM integrates
marketing in its total CRM solution to enable marketing departments
to manage, track, and measure cost-effective marketing campaigns
that deliver more qualified leads to your sales people. Using the
Campaigns window, you can create highly targeted campaigns
through profiling and qualifying to retain customers and increase
business.
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Customer Service—Increase Efficiency, Improve Customer Satisfaction

Anywhere Access

Attracting attention to your products and services is the foundation
of Sales and Marketing, but consistent, high-quality customer service
is the foundation for keeping your customers for life. After all, it is
far more expensive to gain a new customer than it is to retain an
existing one. Maximizer CRM enables you to cultivate and maintain
long-term, profitable relationships by recording and quickly recalling
every form of past contact with your customers, so you can exceed
your customers’ expectations and recommend the right solutions, at
the right time. Cross-selling and up-selling are easy when you know
your customer's history better than they can remember it
themselves!

Your staff is spread out around the continent or around the world,
they're on the go at client locations, but you can't afford to have any
downtime or inaccurate customer information. Maximizer CRM's
strength is in its capability to give your staff access to critical data
from anywhere, at any time, on any device—at a remote office,
through the web, or on a BlackBerry device.

Remote Access Through MaxExchange

For users in remote offices to effectively team-sell and face clients
and prospects with accurate information, they need to have access to
up-to-the-minute data. MaxExchange enables Maximizer CRM users
to work from a single database that is regularly synchronized to keep
everyone current.

BlackBerry Access Through MaxMobile

Web Access

For the mobile sales force, MaxMobile enables you to easily access
your Maximizer CRM information from a BlackBerry device. You can
then update or add information while out of the office.

Refer to the MaxMobile online manual for more information.

Maximizer's web access sites are browser-based tools that improve
your organization’s efficiency by enabling you and your staff to carry
out everyday tasks, from wherever you are, with any computer. See
the Maximizer on the Web chapter for more information.



4 | Maximizer CRM 11
User’s Guide

Extend Maximizer CRM to Fit Your Needs

The Maximizer CRM Customization Suite includes additional guides
for integrating with Maximizer. The Customization Suite enables
customers and business partners to customize the Maximizer
interface and to integrate with other front-office and back-office
solutions.
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Maximizer Modules

Maximizer

Administrator

Maximizer CRM is a robust customer relationship management
solution that tightly integrates your contact manager, customer
service, and sales requirements.

Maximizer's customer service, knowledge base, and order
management features allow you to track and retrieve all customer
queries, issues, resolutions, and purchases. Opportunities provide
customizable sales strategies that can be used by your sales team to
track, communicate, and report through all phases of the sales cycle,
with the probability of close being calculated at every stage.

With the creation of meaningful graphs and charts, companies
benefit from complete, detailed intelligence to fully understand
their audience and evaluate the performance of their business.

The Campaigns window provides you with a tool to set up
automated campaigns—a series of highly-targeted automated email,
fax, or print documents—that introduce services, encourage product
purchases, promote website visits, or distribute electronic
newsletters. Once you have defined the various campaign pieces, and
launched the campaign, the process is entirely automated. You can
also create “traditional” marketing campaigns that coordinate the
activities of marketing team members.

Administrator is typically used by a system administrator or other
technically-proficient staff to configure and manage the entire
Maximizer application. Among other administrative tasks,
Administrator is used to create and manage Maximizer users, apply
licensing, and create new databases (or “Address Books").

You can also do tasks that are common to both Maximizer and
Administrator such as back up data, import and export data, produce
system reports, and set up and manage sales/marketing teams and
security groups.



6 | Maximizer CRM 11
User’s Guide

Maximizer Companion Applications

MaxMobile

Accounting Link

There's more to Maximizer CRM than just the main modules. See the
following descriptions of our Maximizer companion products.

Combined with Maximizer, MaxMobile forms a powerful suite of
tools offering you all of the contact management features of
Maximizer with the portability and convenience of a BlackBerry
device. Whether at work or on the road, you always have access to
current information about your clients or customers—names,
addresses, appointments, tasks, and notes, as well as opportunities
and customer service cases. Simply use either application to record
additions, changes, and deletions between the two products.

Maximizer offers the following accounting integrations: Accounting
Link Designed for Use with QuickBooks®, Accounting Link for
Microsoft Dynamics™ GP, and Accounting Link for Sage 50 Accounts.
Accounting Link enables you to create estimates, invoices, and
purchase orders from within Maximizer and share them with your
QuickBooks, Microsoft Dynamics GP, or Sage 50 Accounts software.

Microsoft SQL Server Reporting Service Viewer

@ For more information on
configuring Maximizer for use
with Microsoft SQL Server
Reporting Services, see the
Administrator's Guide.

MaxExchange

Maximizer CRM includes a Microsoft Report Viewer in the
installation. Microsoft Reporting Services is a comprehensive
reporting tool that integrates with a diverse set of data sources. The
full installation for the SQL Server Reporting Services is available
from the Microsoft SQL Server CD.

MaxExchange is a separate Maximizer application that is opened
from the Start menu. It allows you to synchronize Maximizer data
between a server and remote computers.

For administrators of MaxExchange, refer to the MaxExchange
Administrator’s Guide.



Chapter 1 7
Welcome to Maximizer

Workflow Automation Powered by KnowledgeSync

MaxAlarm

Workflow Automation Powered by KnowledgeSync is a separate
Maximizer application that allows you to monitor business data
within the Maximizer database and other systems. Potential issues
are identified before they create problems so that the people who
need to know can act on the information. With Workflow
Automation, you can apply business rules to all of your data—no
matter where it resides—and learn of potential issues while there is
still time to act.

Using Workflow Automation, you can send flexible real-time alert
messages via email, fax, pager, PDA (such as Palm or Handspring),
and webcast. It's easy to schedule and deliver reports. Lead
qualification, lead assignment, and lead tracking are completely
automated. Powerful and flexible, the Workflow Automation Suite is
quickly deployed, simple to use, and easy to administer so you can
focus on building successful, profitable customer relationships.

MaxAlarm is a Maximizer companion application that automatically
monitors appointments for one or more people in any number of
Address Books. MaxAlarm automatically starts when you start your
computer, and you can leave it running with or without running
Maximizer, and still be notified of appointments. You will know if
MaxAlarm is running because its icon appears in your Windows
System Tray, which is in the lower right corner of your screen.

MaxAlarm is easy to use. Simply add one or more Address Books to
MaxAlarm, minimize it and then forget about it—until the Alarm
dialog pops up to remind you of an appointment. With MaxAlarm's
Review feature, you can review today's appointments without
opening an Address Book in Maximizer.
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Maximizer on the Web

Maximizer Web Access

Partner Access

Customer Access

Wireless Access

Maximizer's web access sites give remote users access to the central
Maximizer database via the web.

Maximizer Web Access is a browser-based application providing you
with the functionality of Maximizer from anywhere in the world.
You can work with Address Book entry information, notes, calendar
appointments, Hotlist tasks, user-defined fields, opportunities,
automated campaigns, customer service cases, knowledge base
articles, and Company Library documents.

* Reporter improves your marketing and selling campaigns by
reporting on the success of your current and past strategies.
Reporter provides you with several report templates allowing
you to produce impressive results in just a few seconds.

e Dashboards are part of Maximizer and Maximizer Web Access
and can be used for monitoring the activity occurring in your
company. The information you see in dashboards is generated in
“real-time”, so you have an up-to-date view of the activities
taking place in Sales and Marketing. Information such as how
many opportunities are in the funnel and your daily revenue
from online purchases can be accessed instantaneously.

Partner Access is a browser-based application providing a two-way
flow of information between your organization and its business
partners. This allows for a multi-tier distribution group to effectively
distribute sales opportunities and leads, and to keep all involved
parties informed about the latest news and customer service issues.

Customer Access is similar to Partner Access. It's a browser-based
application providing a two-way flow of information between your
organization and its customers. Customers have access to news,
events, and customer service issues.

Wireless Access provides access to Maximizer through any wireless
Internet-enabled device.
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Maximizer CRM Editions

There are two Maximizer CRM Editions:
e Maximizer CRM Group Edition
e Maximizer CRM Enterprise Edition
The availability of some functionality varies, depending on the edition you are running.

Functionality Module Group Enterprise
Territory Management Sales ¥

Sales Quotas Sales [x] ¥
Fax/Print Campaigns Marketing [x] 1

Web Reporting Business Intelligence [x] 1
Workflow Events N/A ™
Dashboards N/A M ¥
Enable/Disable Security® Security M
Advanced Securityb Sales [x] ¥
Global/Local option® N/A M See footnote 9
Web access sites N/A M 1
Microsoft SQL Server Analytics N/A [Z[
Microsoft SQL Server Reporting N/A ¥

a. Setin Administrator. (Select File > Preferences > System Options.) If security is disabled, you cannot set
the following options: Read Access, Full Access, and Creator.

b. This option lets users select multiple users and groups for Full Access and Read Access in Address Book
entries.

c. This option gives you access to Global and Local Address Book lists. Global Address Books are stored on
the Maximizer server application. Local Address Books are stored locally on your computer.

d. Pertains only if MaxExchange Remote is installed.
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CHAPTER

Getting Started

Start working in Maximizer CRM

In this chapter...

“Maximizer CRM” on page 12
“Maximizer Interface” on page 13
“Opening an Address Book” on page 19
“Lists of Entries” on page 22

“My Work Day"” on page 25

"Getting Help” on page 27
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Maximizer CRM

@ Throughout this document,
Maximizer CRM is referred to
as Maximizer.

Maximizer CRM is specifically designed for small and medium-sized
businesses and corporate divisions of large companies. By integrating
sales, marketing, and customer service tools into one affordable
solution, Maximizer CRM helps organizations realize their primary
customer management goal of having many profitable and satisfied
customers.

Throughout the customer life cycle, as prospects move from the
marketing department to the sales department, and as customers are
passed onto service departments, Maximizer CRM enables an
organization to communicate with its customers through multiple
channels, to share information, and to organize individual and team
efforts.

Maximizer CRM is a complete software solution that brings together
elements of CRM, enterprise contact management, marketing
automation, rapid website development, wireless access, and other
related applications to meet the sales, marketing, and customer
service challenges of modern businesses.

e Managing your company’s lists of Companies, Individuals
(people not associated with a Company), and Contacts (people
associated with a Company or Individual).

e Keeping track of your scheduled appointments and tasks.

e Pursuing a sale using a structured sales strategy and team-based
selling.

e Managing customer service and your knowledge base
operations.

*  Promoting your product through traditional and automated
campaigns.

e Sending letters, faxes, or email messages to one or many
recipients.

e Managing incoming orders and inquiries from your online
catalog—payment, refunds, shipping, and reporting.

e Organizing and accessing your sales and marketing literature in
a shared library.

e Generating reports from any of the lists—Address Book entries,
opportunities, customer service cases, Hotlist tasks, and
additional information you keep on your entries.
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Maximizer Interface

Information in Maximizer is displayed in lists, which means that it can
be sorted and arranged in rows and columns. Lists make it easy to see
many entries at once and customize your views. Different types of
information are viewed in different windows in Maximizer. You can
easily move from window to window to access different types of
entries.

Keep the following points in mind when working with the Maximizer
windows.

n Select or open entries in the list to view information and
perform tasks on the entries.

E View information and attached entries for the current entry in
the tabbed following windows.

ﬂ Use the tabs at the top of the window to access all tasks that are
available in the current window. Each tab organizes tasks into
groups. Select an icon to perform the task. You can also
right-click to select common tasks from the shortcut menu.

ﬂ Select an icon in the icon bar to move to a different window.

E At the top of the icon bar, use the button with the pin graphic
on it to hide or display the icon bar view.

E In the Recent Entries area, select an Address Book entry that
you have recently viewed to add it to the current list quickly.

Use the view bars in a window or following window to filter
your list and access common tasks and the column setup. You
can also use the arrow buttons to move from one entry to the
next.

E’ In the top-left corner of the window, select the Maximizer icon
to access additional tasks, such as opening and closing an
Address Book, printing reports, and viewing the online help.
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E Watch the status bar to see the current user, date, and time.
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The main Maximizer window is the Address Book window, which lists
the Companies, Individuals, and Contacts in your Maximizer database
(Address Book). The following list provides a brief description of each
main window accessible from Maximizer.

The My Work Day view is an area where everyone in your company
using Maximizer can view Hotlist tasks, appointments, and company
announcements, as well as access to dashboards.

The Address Book window contains all the information about your
prospects, customers, business and professional associates, or any
other group of people you deal with on a regular basis. It links you to
related information about each Address Book entry, such as
Contacts, Hotlist tasks, customer service cases, opportunities,
campaigns, documents, user-defined fields, and orders and inquiries.

The Opportunities window helps you and your colleagues manage
complex sales that involve the participation of more than one person
in the buying decision and require the support of a sales team.

Use the Opportunities following window to view the opportunities
associated with the entries selected in the Address Book window.

The Quotas window allows you to keep track of your sales quotas.
You can view the forecast, weighted, and won revenue of your
opportunities compared to your quota for each month, quarter, or
year.

The Campaigns window allows you to create and manage both
traditional and automated campaigns. Marketing efforts are easily
coordinated amongst your marketing teams. And, through the use of
campaign templates, you can create campaigns quickly by modifying
the campaign elements.

The Automated Campaigns following window displays all automated
campaigns for the current entry in the Address Book window.
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Customer Service
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The Customer Service window supports and enhances your existing
customer service business processes. All Address Book entry issues can
be recorded, categorized, and escalated appropriately to ensure
issues are dealt with in a timely manner. The Customer Service
window is tightly integrated with the Knowledge Base window.
When a case is resolved, you can enter an explanation of how the
case was resolved and save the article in the Maximizer Knowledge
Base.

The Customer Service following window displays the customer
service cases associated with the current entry in the Address Book
window. You can add and modify cases for the selected entry only.

The Knowledge Base window provides you with a library-style tool to
manage your customer service solutions. The window is tightly
integrated with the Customer Service window. An article is typically
created for each case solution, answered question, or guideline
relating to your products or services.

The Hotlist is a to-do list of tasks and reminders that are usually
timeless. The Hotlist is where you record actions and follow-up
activities related to your interactions with Companies, Individuals,
and Contacts. For example, you can use the Hotlist to schedule a
phone call to a Contact who is out of town for a week. When the
week is up, the Hotlist will remind you to call again.

The Calendar window allows you to schedule, print, and view your
appointments with Maximizer users or Address Book entries. Because
the calendar works with the Peg Board feature, you can make sure
that when you have an appointment, others can see when you are
busy or out of the office. If you need to be reminded of an
appointment, Maximizer can sound an alarm in advance of the
appointment or task.
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The Email window provides you with the ability to send, receive, and
preview email within Maximizer using your existing email system.
Maximizer allows email file attachments and supports the vCard
standard for virtual business cards. You can send files, mail-merge
documents, and vCards quickly and easily. Additionally, you can
transfer data files by email.

The Company Library stores vital sales and marketing information for
everyone to access. The Company Library window allows you to
preview and open any note and many types of files in the preview
pane.

The Personal window contains the Journal and Expenses windows,
which provide a location to keep notes and financial records that are
not associated with Address Book entries.

When you receive orders or inquiries from your website, you can
manage them using the OrderDesk window. You can use the same
OrderDesk window to enter a new order, capture a payment for an
order, pre-authorize a payment for an order, complete a
pre-authorized payment for an order, and refund a payment for
orders that come to you by telephone, mail, or other methods.
OrderDesk allows you to track the status of your inquiries and orders,
whether your customers have received a response or had their order
fulfilled.

Use the Address Book OrderDesk following window to view the
orders and inquiries associated with the entries selected in the
Address Book, Opportunities, or Customer Service window.

The Contacts window displays the current Contacts for the Company
or Individual selected in the Address Book, Customer Service,
Campaigns, Hotlist, or Opportunities window. You can use this
window to add, update, or delete a Contact.
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Notes
User-Defined Fields
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The Notes window records your Address Book activities and displays
only those notes that belong to the selected Address Book entry,
customer service case, campaign, or opportunity.

The User-Defined Fields window displays the custom fields for the
selected Address Book entry, customer service case, campaign, or
opportunity. You assign values to these fields, and, if your system
administrator has given you the access rights, you can add, change,
or delete user-defined fields.

The Documents window displays the document entries for the
selected Address Book entry, customer service case, campaign, or
opportunity. You can add new documents, as well as files not created
in Maximizer, modify documents, or delete documents.

You can access this window if you have the Accounting Link
Designed for use with QuickBooks®, the Accounting Link for
Microsoft Dynamics™ GP, or the Accounting Link for Sage 50
Accounts add-on component installed. This window contains all your
invoices, estimates, and purchase orders for your Address Book
entries. You can create these items in Maximizer and the transactions
are automatically shared with your accounting application.

For information on using Accounting Link, see the online manual.
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Opening an Address Book

Address Books can be opened in Administrator or Maximizer. There
are no conflicts if you open an Address Book while it is being used by
other users.

If you are running Maximizer CRM Group Edition (or MaxExchange
Remote is installed), you must specify whether to access local or
global Address Books in the drop-down list that is provided. A local
Address Book is located on your own computer, while a global
Address Book is located on a server computer other than yours. Use
the global setting to access shared Address Books.

Under certain operating system configurations, your password may
expire after a period of time. In this case, Maximizer will prompt you
to change it. See your system administrator for more information.

» To open an Address Book

n In the top-left corner of the window, click the Maximizer
button, and select Open Address Book.

The Open Address Book dialog box opens.
E If the option is available, select Local List or Global List.

Open Address Book ==
Available Address Books:
Commerdial Real Estate
B i
Cancel
Remove
N

Location of Address Book:

SQL Server: 98765
DSN:MAS_EsconaTutorial

B Select the Address Book to open, and click Open.
The Login dialog box opens.

@ The default password for new n Type your password and click OK.
users and for the users in the . . .
sample Address Books is The name of the Address Book appears in the application title
“maximizer”. bar.
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» To log in to the current Address Book as another
user

n In the top-left corner of the window, click the Maximizer
button, and select Login.

—or —

At the bottom of the window, double-click in the User section of
the Maximizer status bar.

The Login dialog box opens.
E Enter a user ID and password.
El ciick ok

Connecting to an Address Book

@ You can perform this
procedure only if you have
Maximizer CRM Group Edition
installed.

Maximizer allows you to connect to any shared Address Book on
another computer. The computer can be a Maximizer workstation or
a server. Once you have connected to an Address Book, you can
access the Address Book from the Open Address Book dialog box.

Once the connection to an Address Book is established, it appears in
the Open Address Book dialog box. You can use the Remove button
in the Open Address Book dialog box to remove it from the available
Address Book list.

» To connect to an Address Book
n In the top-left corner of the window, click the Maximizer
button, and select Connect to Address Book.

The Connect to Address Book dialog box opens.

E Select the computer that hosts the Address Book to which you
would like to connect.

B Select an Address Book from the Available Address Books list
and click Open.
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Connect to Address Book ==

Server: [98765 =]

Available Address Books:

Open
Cancel

Create new Address Book in: Global -

Once you connect to the Address Book, you are prompted with a
message saying the connection was successful.

n Click OK to close the message.
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Lists of Entries

@ After selecting the column to
sort by, you can quickly move
to an entry by typing the
character(s) with which the
entry starts. For example, to
reach an entry called “Seismic
Explorations”, type “se”.

Types of Entries

Maximizer is list-based. You can customize the information listed by
changing the column setup, saving a Favorite List, or using a view
filter. In some windows, you can tell how many entries and what
types of entries are displayed in the current list by reading the title
bar.

An important part of viewing information in a list-based window is
sorting your list by different columns. By clicking on a column title,
you can re-sort your list by that column. If you click the column title
again, the list sorts in reverse order. Sorting entries by column works
from left to right. For example, if you sort by a column that contains
the City/Town field, entries with the same city/town will be sorted by
the next column to the right. If you wish to change the order of the
columns, change the column setup.

Filters are available for every window that has a View bar. Filters
control the type and amount of data you want to see at any given
time. Filters contain options that are specific to the type of data that
is displayed in each window.

The following sections contain additional information on working
with lists in Maximizer:

e "Types of Entries” on page 22
e “Selecting Entries” on page 23
e "Displaying Entries” on page 24

Almost all of the information displayed in Maximizer is displayed in a
list, including notes and documents attached to entries, email
messages, and Calendar appointments. Maximizer contains main
modules that list the following types of entries.

e Address Book entries - The main type of entry in Maximizer,
they include Companies, Individuals, and Contacts that are
attached to Companies or Individuals.

e Opportunities - Entries to keep track of sales opportunities,
they are associated with Address Book entries.

e Customer service cases — Entries to keep track of customer
service information, they are associated with Address Book
entries.

e Campaigns - Entries to keep track of traditional and
automated campaigns.



Selecting Entries

@ You can customize the color of
current and selected entries.
On the Setup tab, select
Window > Window Settings >
Set Color > Current/All
Window from the Workspace

group.
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When you click on an entry, it becomes the current entry, marked
with an arrow to the left of the entry. Most commands are
performed on the current entry. The entries listed in the following
windows depend on the current entry.

You can also select multiple entries to perform commands on many
entries at the same time. The current entry may or may not be one of
the selected entries. The current entry is shaded with a different
color than the selected entries.

» To select entries

e Click on the gray box to the left of an entry.

e Toselect multiple entries, click on the entries one at a time while
holding down the Control key.

e To select all entries between two entries, select an entry and,
while holding down the Shift key, select another entry.

e Toselect or clear all entries in the current list, click the gray box
in the top-left corner of the list. Or on the Edit tab, select Select
All from the List group.

Columns: *Default Address Book View - @
Name & Phone Number
= | ABCWine Shop inc. (604) 601-8000
| AggassiCold Beer & Wine Store (504} 601-8000
| Albert's Steak House (604) 601-8000
| AlThe Best Spiiits (604) 601-8000
% Amelia Liquors South (604) 601-8000

¢ To clear selected entries, on the Edit tab, select De-select All
from the List group.

e To reverse which entries in the list are selected, on the Edit tab,
select Invert Selection from the List group.



24 | Maximizer CRM 11
User’s Guide

Displaying Entries

Some actions can be performed on the entire list of entries in a
window There are some ways to quickly display and remove entries
in a list.

» To display only selected entries

n Select the entries that you want to display.

E On the Edit tab, select Make List Current from the List group.
The other entries are removed from the list.

» To remove all entries from a list

¢ On the View tab, select Clear List from the Filter group.
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My Work Day

My Work Day is an area where everyone in your company using
Maximizer can see Hotlist tasks, appointments, company
announcements, and Dashboards.

n Select the My Work Day icon to open the My Work Day
window.

E Click on an appointment or a Hotlist task to view details of
the activity.

E Select a company announcement from the drop-down list to
display it in the page.

To add an announcement to the list, insert the announcement as
a note, or as a text or an HTML document in the Company
Announcements folder in the Company Library. You must
refresh the window for the announcement to be visible in the
list. (On the View tab, select Refresh from the Window group.)

®You must be part of the n Click Settings to show or hide company announcements, tasks

Company Announcement and appointments, or dashboards.
Authors security group for your

documents to display in the s . -
announcements list. I select the Print icons to print activities or company

announcements for the day.

E Select the Calendar icon and select a date to display tasks and
appointments for a different day.
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Select the Dashboards tab to view your dashboards.

Address Book

Opportunities

Quotas

Campaigns

Customer Service

Knowledge Base

Haotlist

Calendar

Email

Company Library

(B
w
)
M:-
@
&
&
=

Personal

OrderDesk

Recent Entries
& Powell, Darin

& Sloan, Deana Josefina

Activities  Thursday, March 18, 2010 ] ‘ =

Appointments

@ 3/18/2010 10:00 AM - 11:00 AM
Forecast meeting
4! 3/18/2010 12:00 PM - 1:30 PM
Lunch with California Wine Commissioner
& 3/18/2010 2:00 PM - 4:30 PM, Priority:
HI
Finalize proposal and email to customer
With: Michelle Torrance - Atlas Food Inc
Tasks

@ 3/18/2010, Priority: A ﬂ
Prepare and present contract d tation
to prospect for signing
With: Darin Powell - Bayville Package Store

§ 3/18/2010, Priority: A
Explain terms and conditions to customer
With: Darin Powell - Bayville Package Store

3/18/2010, Priority: A

Get prospect to agree with the
implementaticn plan.

With: Darin Powell - Bayville Package Store

3/18/2010, Priority: A

Initiate implementation checklist
With: Darin Powell - Bayville Package Store

¢ 3/18/2010 5:18 PM

s Falln

Aazdling ic annrnachina

@ T N DR Maximizer CRM [Escona Tutorial] - [My Work Day] - = x
. Home | Edit  View  Search  Tools  Reports  Setup -7 X
- =
o Letter PN i Insert a File
D = AR D %
g Fax 3 Phone Gall Print an Envelope
Email  Nete Make Receive || Meeting Time
B Document | acall acall ) Action Plan || 2 Print a Label 3 Task
Write Phone Schedule Insert / Print Track
7 x
J My Work Day ‘ | Dashboards ‘ Settings
My Work Day

]
h ‘Company Announcements

H-

My Work Day Announcement for
Maximizer CRM 11

| Welcome to Maximizer CRM

Date: January 14, 2010 12:45 PM

Subject: Welcome to Maximizer CRM

Welcome to Maximizer CRM 11!
Congratulations on selecting the leading, easy-to-
use customer relationship management (CRM)
software solution for companies like yours.
Whether you're in management, sales, marketing,
or customer service — Maximizer CRM is
designed to help you maximize revenues, maximize
customer satisfaction, and maximize every single
day.

m

To get the most out of your Maximizer CRM
experience, below are some helpful links:
+ Online Documentation
» On-Demand Online Training
+ Customization, Integration, Other Service
Information -

Nl

User: JNAPOLL

Press F1 for Help




Getting Help

F1 Help
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Maximizer Help is your comprehensive guide to working with the
Maximizer modules. As you work with Maximizer, you probably
already know what business task you want to accomplish—such as
sending a fax to many recipients, building and publishing your online
catalog, and recording your contact management information.
Maximizer’s help and guides have the answers you are looking for.

The types of documentation you can expect to find to help you with
Maximizer include:

¢ F1 Help - Context-sensitive help for all windows and dialog
boxes.

¢ Contents Help - Online step-by-step instructions with a table of
contents, an index, and search.

¢ Online manuals - On-screen versions of the printed
documentation that you can read using Adobe Acrobat Reader.

Whether you are looking for help using a particular dialog box or
looking for instructions on how to perform an activity, you can
always find what you are looking for in the Help. Maximizer Help
provides not only step-by-step instructions for each module, but also
detailed descriptions of every control in every dialog box and
window.

The following sections contain additional information on getting
Help in Maximizer:

e "“F1 Help” on page 27
e “Contents Help” on page 28
e “Online Manuals” on page 29

e  “Sample Address Books” on page 29

If you come across a window or dialog box you don’t know how to
use, press the F1 key to see brief descriptions of the window or dialog
box options. Frequently, F1 Help topics have convenient links to
related step-by-step instructions.

From the F1 Help window you can search the module’s F1 Help for
information on other windows, dialog boxes, or features—simply
enter a keyword.

Keep the following points in mind when using the F1 help:

n Enter a keyword and click List Topics to search for topics
containing the keyword.

E Topics containing your search keyword are displayed in the list.
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E Click Display to open the selected topic. You can also open a
topic by double-clicking it.

n Shortcuts link you directly to more information about what you
are doing in the Contents Help.

%) Maximizer CRM (=5 EoR (=]
] &

Hide Back Cortents Help

Type inthe keyword to find Calendar (Weekly View)

[appointmerts

The Calendar window's weekly view displays a

List Topics calendar of your time-sensitive for the
week. You can add a new EFffnan=44, update an

Select Topic to display: EFFTIENEG, or delete a range of ETelIalnte.

Activities Fiter &~ To quickly navigate from one week to the next in the |=
Add Follow-Up Task daily calendar view, use the calendar arrow buttons

Add Plan Template located in the upper-left section of the window. You
Add/Modify Plan Appointment can also navigate from day to day and month to

Address Book Entries - Add/Modify Appairtr, month using these buttons when in the daily or
Appointment - Add/Modify Appointment monthly calendar views.

Appointment Alam "

Appointment Options @ |eamn more about the Calendar window.

Assign Address Book Entry to Appointment

Available Resources sist you with scheduling, color bars indicate the

Calendar (Daily View) idees and booked resources/locations for the
Calendar (Monthly View) E EFFEMEGERE. Note that this includes each of the
Calendar (Weekdy List View) users and resources/locations you have selected for

Calendar (Weekly View) 2 your Calendar window (these users and resource are
Calendar Book Forts shown in the Calendar Users section).

Calendar/Hotlist - Preferences
Convert Contacts to Individuals View Bar
Delste Address Book Entry Information
Delete Appointmerts

Previous/Next
Delete Recuming Appointment /

Email Service Navigates to the previous or following week.
Email Window

Find Free Time/View Free Time Switch to Today's Date

General - Add/Modify Group "

Hotlist Task Opens the daily view for the current date.
Hotlist Window

Logging - Preferences Go to Calendar Date

Macro Properties

Marketing Plans - Activities
Maximizer Wizards

Modify Recurring Appointment
My Work Day = Switches the view displayed in the Calendar
d W B window.

E’ Display Open Address Book Entry i

Opens the daily view for a specific date.

Calendar Views

Contents Help

You can look up Help topics the same way you would in a book—the
table of contents lists the topics in a logical order, and the index lets
you look up topics by keyword. Maximizer Help also lets you perform
a search for any word or words in any topic.

You can access the Contents Help locally on your computer or online
from the Internet. The local Contents Help opens as a separate
application in its own window. The online Contents Help opens in a
browser window.

» To open the Contents Help from Maximizer

* In the top-left corner of the window, click the Maximizer
button, and select Help > Local/Online Contents.



Online Manuals

Sample Address Books
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» To open the Contents Help from another module

e Select Help > Local/Online Contents.

A typical installation of Maximizer includes manuals in .PDF format
that you can read online using Adobe Acrobat or Acrobat Reader.
Having the Maximizer manuals in this format offers the advantage of
full-text search, as well as hyperlinks on the table of contents, index,
and any cross-references.

» To open an online manual

¢ In Maximizer, click the Maximizer button, and select Help.
Then, under Documents, select the guide that you want to
open.

¢ In another module, select Help, and select the guide that you
want to open.

*  From the Start menu, select Programs > Maximizer CRM >
Documentation and Help, and select the guide that you want
to open.

In a typical server installation of Maximizer, the Maximizer setup
program creates several complete sample Address Books, one of
which is named “Escona Tutorial”. This Address Book is designed to
be used as an environment in which you can learn how to use
Maximizer.

Using the example of Escona Estate Wines, a fictitious vintner in
California’s Sonoma Valley, the Escona Address Book provides
realistic examples of how Maximizer might be used to improve your
customer relationship management.

The Escona Address Book includes detailed data related to all areas
of Maximizer including the following:

e List of Address Book entries (Companies, Individuals, and
Contacts)

e Sample sales opportunities and marketing campaigns
e Sample customer service cases

e  Appointments and Hotlist tasks

¢ Sample Company Library files

¢  Fully enabled web access sites
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CHAPTER

Address Book Entries

Keep Track of Companies and Contacts

In this chapter...

“About Address Book Entries” on page 32

“Adding Address Book Entries” on page 36
“Modifying Address Book Entries” on page 41
“Territory Management” on page 44

“Drawing Maps of Address Book Entries” on page 49
“Phoning Address Book Entries” on page 50
“Organizational Charts” on page 54
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About Address Book Entries

Maximizer's focus is on Address Book entries—Companies,
Individuals, and Contacts. Address Book entries can also be
designated as sales leads to help you organize your information.

The Address Book window gives you the ability to manage your daily
activities with companies, and the people who work for them. In
addition to the basic Address Book information, including addresses,
phone numbers, and email addresses, you can record other
important information, such as relationships between companies or
extra details, like the business type.

As you work with the Address Book entries in your Maximizer
Address Book, you can keep notes on your activities, so you can
always have a history of your activities with your customers.

Company and Individual
type Address Book A Company represents a
entries contain Contacts company or organization. . .
(people associated with Comoan An Individual & a person
a Company or pany not affiliated with any

Individual). You can company or organization.
attach notes, user- 1 indvidual
defined fields, and navidual
documents to Address
Book entries. Contacts
Contacts

The following sections contain information on working with Address
Book entries:

e "Address Book Window"” on page 33
e “Choosing an Address Book List” on page 34
e “Viewing Address Book Entries” on page 35
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Address Book Window

Typically, most of the activities on your Address Book entries are
completed in the Address Book window. Keep the following points
in mind when working in the Address Book window.

Select the Address Book icon to open the Address Book
window.

E Differentiate the types of entries with the icons representing
Companies, Individuals, Contacts, Company Sales Leads,
Individual Sales Leads, and Contact Sales Leads.

E Use the Columns drop-down list to select a column setup and
change the fields displayed in the window.

n Double-click on an Address Book entry to open it.

E Use the tabbed following windows to view more information
and attached entries for the current entry in the main window.

é ) L R Maximizer CRM [Escona Tutorial] - [Address Book 25 Displayed [10 Companies, 15 Contacts]] - = x
. Home | Edit  View  Search  Tools  Reports  Setup -7 X
N - sssah.  desen =Y B
= — ¢ 7y Letter 2 To-do & -
cd & a8 (ta S W 587 . B %
=l 22 Fax [ Phone call =
Address  Case Opportunity | Email MNote .o Make Receive | Meeting — Time || Assignto
Book Entry~ | Document || g can acan (@) Action Plan = aTask || Campaign
Create Write Phone Schedule Insert/Print | Track || Subscribe
2 X Columns: *DEfauItAddEuleEw - @
E_-:l/ My Work Day Name & Phone Number Email Address City State ¢
lfé Address Bool] 8 Adams, Dante (604)601-8000  escona@maximizercom  Chicago [ B
- [] AggassiCold Beer & Wine Store  (804)601-8000  escona@maximizer.com  Alice Spring BC
[ opportunities [] Alberts Steak House (804) 601-8000 com querg N
- =L I -
B ouet [#% Ameia Liguors South (604)601-8000  escona@maximzercom  Amela sland FL
@4 quotas
= [] Ansley Wine Merchants (604)601-8000  escona@maximizer.com  Aflanta GA
HE_‘ Campaians -_
= [] Astor Wines & Spirits (604)601-8000  escona@maximizer.com  New York Ny
LE Customer Service [] Atlas Food Inc (604) 601-8000 escona@maximizer. com San Francisco cA
- & Bennington, Albert (604)601-8000 com querg NI
@ Knowledge Base E § Cash, Jefferey Reid (604) 601-3000 escona@maximizer.com Dayton OH
& Chen, Melanie (604)601-8000  escona@maximzercom  Amela lsland FL
[ Hotit = e e srosscas nen | o B .
H < m ] v
| calendar B conta... [l custom . [9) Autom _ [¥}opport [[ZRelste . [] MNotes | = UserDefine. |- Documents [d3)Address Boo.
Columns: *Default Contact View - B 3 Riter <Al> ~ @ % [¥]shov
!
Emall Name and Phone Numbers Company and Address 4 v Date Time Type  Text
= [] AllThe Best Spirts Al The Best Spirts o 1 February25,2010 3:25PM History Joe Napoli ha »
=} Company Library = (604)501-8000 1155 E Putnam Ave Spirits "escol
(604) 601-8001 Riverside,CT,06878 March 18, 2010 31T P Task Appointment M
==l personal Kiine, Winifred,Marketil All The Best Spirts Conference ca
~ (604) 601-8000 1155 E Putnam Ave March , 2010 417PI Customer Case HQ-0004 =
(604)601-8001 Riverside,CT,06878 Service  refund request
OrderDesk E February 25,2010 3:25PM History  Joe Napoli has
- The Best Spirt]
E ey February 18,2010 3:16 PM  Customer Case HQ-0003
& Powell, Darin Service  defect
@ Sloan, Deans Josefina January 15,2010 2:01PM Task  Scheduled Ger
N lanuand 16 20
= < 0 (| I —
D e oo | murscay warcn15, 200 1zz0em -+
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Choosing an Address Book List

When you first open the Address Book window, you are prompted to
choose an Address Book list to view.

Choose an Address Book List ==
Options
¢ View all Comparies and Individuals

€ View all Companies and Individuals that are not Leads

" view all Companies and Individuals that are Leads

" View empty list

€ View Fayorite List:

" View Saved Search: [+

I Make this my default and do not sk again

The following options are available for viewing an Address Book:

All Companies and Individuals in the Address Book

All non-lead Companies and Individuals in the Address Book
All lead Companies and Individuals in the Address Book

An empty list (no Address book entries displayed)

The list from your last Maximizer session

A Favorite List

A saved search

If you want the list you select to be displayed every time you open
the Address Book window, select the “Make this my default and do
not ask again” option. If you later decide that you don’t want the list
to display by default, select the “Ask at Address Book startup which
list to view” option in your preferences. (On the Setup tab, select
Preferences.)
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Viewing Address Book Entries

You can view and edit details of Address Book entries at any time.
You can access an entry from the Address Book page or from a
customer service case or opportunity attached to the entry.

» To view an Address Book entry
n In the Address Book window, double-click on the entry to open
it.

The Address Book entry opens showing the information in the
entry.

To modify the details of the entry, click Edit.

To view and modify other information related to the entry,
select the User-Defined Fields and Activities tabs.

If necessary, click OK to save changes made to the Address Book
entry.

All The Best Spirits ==
=1 % [y Copy [E] Favorite List v [E] | [ Actions v [] Preferences .4,

View Basic Information | User-Defined Fields | Activities |

Mame and address Other information

All The Best Spirits Phone numbers

1155 E Putnam Ave Main: (604) 501-8000
Riverside CT 06878

USA Fax: (604) 501-8001

Cell:

Email addresses / Website

Main: £scons @maximizer.com
Email 2:
Email 3:
Website: Wi, maximizer.com
Key Fields for: | General Customer 7] |Company details i
Do not solicit by
Primary Interest Category
Last Visit Territory
Annual Sales E 0.00 Territory Status E
Retall Wine Cost Account Manager
Region Full Access
Industry Read Access
Size of Client Partner
First Contacted Date Sales Lead

et | [ ok ][ canedl
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Adding Address Book Entries

You can add Companies, Individuals, and Contacts to your Address
Book. Typically, “Company” entries represent a corporate entity you
would like included in your Address Book. “Individuals” represent a
person who is not affiliated with a company or organization.
“Contacts” are entries that are always associated with Companies or
Individuals. “Address Book entries” refers to all Companies,
Individuals, and Contacts in your Address Book.

If you need to add people to your Address Book, add them as
Individuals or as Contacts of an Individual or Company. If you need to
delete a Contact, its associated notes and documents are
automatically transferred to the “parent” Company or Individual,
which ensures you maintain a record of all interactions with a
company, even during changes.

The following sections contain information on adding Address Book
entries.

e “Adding Companies and Individuals” on page 36

e "Adding Contacts” on page 37

e “Adding Address Book Entries from Email” on page 38
e "Access Rights for Address Book Entries” on page 39

Adding Companies and Individuals

When you add entries for Companies and Individuals, you must
specify all of the details on the entry. You can add Companies and
Individuals as regular entries or as sales leads.

» To add a Company or an Individual

n Select the Address Book icon to open the Address Book
window.

E On the Home tab, select Address Book Entry >
Company/Iindividual or Company/Individual Lead from the
Create group.

Right-click and select Add > Company/individual or
Company/Individual Lead.

The Add Company or Add Individual dialog box opens.
ﬂ Enter the basic information for the Company or Individual

including name, address, phone numbers, and email
addresses.



Adding Contacts
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ﬂ Select a Key Fields list and then select the appropriate fields for
the entry.

Key Fields are important user-defined fields specific to the
various types of Address Book entries. They are defined by your
system administrator in the Key Fields preferences in
Administrator. (Select File > Preferences, and select the Key
Fields tab.) An unlimited number of Key Fields lists can be set up
using up to eight user-defined fields for each list.

E In the Company/individual details area, enter the entry’s
details such as the category. Click in the field, then click the
ellipsis button to access possible values.

If this entry is marked as a Sales Lead, and you would like the
entry accessible to a partner, make sure you set the category to
partner.

E Select the User-Defined Fields tab and specify values for any
additional user-defined fields. Make sure you select the field and
then click inside the field on the right to access the possible
values for the field.

If necessary, select the Show blank fields option to display all
fields in the Address Book, not only the fields with values
defined in the entry.

Click OK to save the entry to the Address Book.

You can add Contact entries attached to existing Companies and
Individuals. When you add a new Contact to the Address Book, you
need to specify only fields that are different than the Company or
Individual entry. You can add Contacts as regular entries or as sales
leads.

» To add a Contact

n In the Address Book window, select the Company or Individual
entry.

E On the Home tab, select Address Book Entry > Contact or
Contact Lead from the Create group.

In the Contacts following window, right-click and select Add >
Contact or Contact Lead.

The dialog box for the new Contact opens. Some fields are
populated with values from the Company or Individual entry.
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B Enter the basic information about the Contact, including the
name, position, and department. And specify any additional
information that differs from the Company or Individual entry.

n Click OK to save the entry.

Adding Address Book Entries from Email

@ The document name cannot
contain the following
characters:\/: * 7 <> |

You can create Address Book entries from email messages in the
Email window. Email messages are automatically saved as documents
for the new Address Book entries. You can create Companies,
Individuals, or Contacts with Companies from email messages. You
can also create entries as sales leads.

» To add an Address Book entry from an email
message

n In the Email window, select the email message.

E On the Home tab, select Address Book Entry from the Create
group.
Right-click, and select Create a New > Address Book Entry.
ﬂ Select the type of Address Book entry, and click OK.

n Enter the details for the new entry, and click OK to save the
entry.

The Save Document dialog box opens.

E Enter properties of the document including the name, owner,
category, and description.

E Click OK to save the email message with the Address Book entry.
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Access Rights for Address Book Entries

@ The Select Users for Full or
Read Access dialog box is
available only in Maximizer
CRM Enterprise Edition.

For each Address Book entry, you can specify full access and read
access rights for any Maximizer users or groups, or you can specify
public access to grant access to all Maximizer users. Access rights to
specific entries are shown in the Company/Individual/Contact details
area of the Basic Information tab in the entry.

You can specify access rights while adding or modifying an entry. If
you are using Maximizer CRM Group Edition, you can select a user, a
group, or public from the Full Access and Read Access drop-down
lists. If you are using Maximizer CRM Enterprise Edition, you can click
the ellipsis button next to the Full Access or Read Access fields to
select multiple users for full or read access rights.

Access rights for specific entries are granted in the Select Users for
Full or Read Access dialog box. Keep the following points in mind
when working in this dialog box:

n In the Available users and groups area, select a user or group
to add to the list of users and groups with access to the entry.

Users are grouped by the departments, divisions, groups, and
teams to which they belong if you have the “Display users by
groups” option enabled in your preferences. (On the Setup tab,
select Preferences.)

Click the arrows to expand or collapse groups of users.

Click Add to move the user or group to the Selected users and
groups list.

If you accessed the dialog box from the Read Access field, the
user or group is automatically assigned read access. If you
accessed the dialog box from the Full Access field, the user or
group is automatically assigned full access.

n In the Selected users and groups area, select a user or group
to modify the access rights for the user or group.

E Select or clear the Full Access or Read Access checkbox to
modify the access rights for the selected user or group.

E Click Remove to remove the selected user or group from the list,
stripping all access rights for the user or group.
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Public cannot be removed from the list. Public access rights are
automatically changed when users or groups are given access
rights to the entry.

Select users for Full or Read Access ==l

Available users and security groups: Selected users and security groups:

All Users - Name Permission
& Celine Dancer 23 public No Access

Daniel Brow S Full Access
8 Lucy Gardia Full Access
Jon Bowser W Accounting Full Access
& sales Read Access

Lou Jones
Lucy Garcia
Mark Bertolli
Matt Graham
Miranda Corell
Wonda White

m

€0 R0 €0 R0 €0 R0 B0 RO RO

|

W Accounting

Company Announcement Authors E
Crystal Reports Users

Customer Portal Administration Users
Customer Portal Configuration Users
Customer Service Permissions for selected user(s) or security group(s)

Dashboard Users [ Full Access
Employee Portal Administration Users E
Marketing Read Access

CCCCCCCC

Partner Pnrtal Administratinn llsers

s
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Modifying Address Book Entries

When you open an Address Book entry, you can click Edit to modify
the details of the entry. You can perform a number of other tasks to
change the properties of Address Book entries, including adding
alternate addresses to entries, converting Individuals to Companies
and Contacts to Individuals, and recording relationships between
Address Book entries.

The following sections contain information on modifying Address
Book entries:

e “Adding Alternate Addresses for Address Book Entries” on
page 41

e  “Converting Individuals to Companies and Contacts to
Individuals” on page 42

e "“Recording Relationships with Related Entries” on page 42

Adding Alternate Addresses for Address Book Entries

While the main address is specified in the Basic Information tab of an
Address Book entry, you can also add alternate addresses for entries
from the same tab.

» To add an alternate address for an Address Book
entry

n Open the Address Book entry.
H ciick Edit.

ﬂ Click the Address button next to the Address 2 field.
The Mailing Address dialog box opens.

ﬂ Click Add to enter a new address.

You can also click Modify to change an existing alternate
address.

E Specify the new address, and click OK.

E To set the address as the default (or main) address, select the
address and click Select.

Click OK to return to the Address Book entry.
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Converting Individuals to Companies and Contacts to Individuals

If you originally created an entry as an Individual and now decide the
entry is more appropriate as a Company with Contacts, you can
convert the entry.

In the conversion, Maximizer copies the entire contents of the
Individual to a new Company entry with the Individual converted to
a Contact for the Company. All data is converted, including the
Individual’s Contacts. The original Individual is automatically deleted
in the process.

Additionally, you can convert Contacts to Individuals. You are asked
to confirm if you want the new Individual to inherit the Contact’s
address. All data is transferred to the new Individual entry and the
original Contact is automatically deleted.

Any number of Contacts or Individuals can be converted at once.

» To convert Address Book entries

n Select the Individuals or Contacts that you want to convert.

E On the Edit tab, select Convert Individuals to Companies or
Convert Contacts to Individuals from the Relate & Convert
group.

Right click and select Convert Individuals to Companies or
Convert Contacts to Individuals.

B Click OK to confirm the change.

Recording Relationships with Related Entries

In the course of business, it's common to have people and companies
who are somehow related or connected to each other. For example,
one of your contacts might be another’s accountant. Maximizer
allows you to view these types of relationships in the Related Entries
window.

Any Address Book entry can be related to another. All notes,
user-defined fields, and documents associated with a related entry
are then linked to the relationship. If an Address Book entry has
entries related to it, these are displayed in the Related Entries
following window.
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82 contacts [ customer Servi . (M} Automated Ca.. [¥ Opportunities [{3[Related Entried
Columns: *Default Related Entries View = [ | 4 #

Name 4 Position Relationship Type Phone 1

- Vi (604) 601-8000
[ For All Dccasions Distributor (604) 601-8000
[§if Keystone, Patricia President Legal Counsel (604) 601-8000
@ Tulley, Jennifer Writer Contractor (604) 801-8000

Occasionally, relationships that you set up between two Address
Book entries change, and you may want to remove relationships
between entries. You can unlink two entries to remove the
relationship.

» To relate two entries

n Select the two Address Book entries you wish to relate to each
other. Then, on the Edit tab, select Relate Entries from the
Relate & Convert group.

—or —

Drag an entry and drop it on to another entry. Then, select
Relate the source entry to the target entry, and click OK.

Drag and Drop in Address Book ==

Source entries: [ Foster Wine oK
Targetentry: | George Town Package Stre Cancel

Select the action you want to perform

 Relate the source entries to the target entry’

" Combine the source entries and the target entry into a single entry
(" Move the source entries to the target entry

E Specify the details of the relationship between the two entries,
and click OK.

Related Entry Description

These Address Book entries are linked

(=]
The Address Book entry

| George Town Package stre Cancel

isrelated to

[ Foster wine Spelling

Details of linked Address Book entries

Relationship type: Distributor ~|
George Town Packsge Stre is one of Foster Wine's B
distributors,

["" These entries are also related in reverse order
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» To unlink Address Book entries

n In the Related Entries following window, select the entry to
unlink.

E On the Edit tab, select Unlink Selected Entry from the Relate
& Convert group.

Territory Management

@ Territory Management is
available only in Maximizer
CRM Enterprise Edition.

@You cannot set up or align
territories on MaxExchange
Remotes and Remote Servers.
You can, however, assign
territories manually.

Setting Up Territories

Use Territory Management to set up territories and assign them to
Company and Individual Address Book entries. You can assign the
territories manually, or automatically through the application of
territory rules.

To use Territory Management, you must be assigned the Sales
Manager user role.

Once territories are created and assigned, any Maximizer user can
use the Territory and Territory Status fields in everyday tasks such as
searching for entries, adding column setups, inserting merge fields,
and creating reports.

Users who are not Sales Managers can manually assign territories
while creating a new Address Book entry. They can also assign a
territory to an existing entry if a territory is not assigned and the
Account Manager field is blank. When a user assigns a territory, “Set
by user” is displayed in the Territory Status field.

The following sections contain additional information on Territory
Management.

e  “Setting Up Territories” on page 44
e  “Assigning Territories” on page 46
e "Aligning Territories” on page 47

When you set up a territory, you can define rules that an Address
Book entry must match to be assigned to the territory during an
alignment. To build the rules, use fields such as City, Country,
State/Province and Zip/Postal Code. You can also use user-defined
fields.

During an alignment, entries are tested against territories in the
order the territories appear in the Territory list. If an entry matches
the rules of more than one territory, the territory appearing higher
in the list is assigned to the entry.



@ The Territory Management
command is available only to
users with the Sales Manager
role.
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All entries match a territory that does not contain any rules. So if you
create such a territory, it is placed by default at the bottom of the
Territory list. Otherwise, entries matching the rules of territories
appearing after it would not be matched to these territories. Instead
they would be matched to the territory without rules.

» To set up a territory

n On the Setup tab, select Territory Management from the

Territory group.

The Territory Management dialog box opens.

Territory Management

Setup \ Aignmert |

[ 7errivory

Account Mansger |

=

Add..

= west - Urhan
Morth West
South \wWest

Description:

Bilie Holly
Bilic Hally
Bilie Hally

Large urban areas in CA and NV, primariy around SF and LA

Madfy

Down

Close

H ciick Add.

The Add/Modify Territory dialog box opens.

E Enter a territory name and a description of the territory.

ﬂ From the Account Manager drop-down list, select an account

manager.

E Click Add to select the fields you need to define territory rules.
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@ If an Address Book entry
matches the rules of more than
one territory, the territory
appearing higher in the
Territory list is assigned to the
entry.

Assigning Territories

Add\Modify Territory ==

Territory Details

“Mame: | West - Urban

Deseription: | Large urban areas in CA and NV, primarily around S and LA

*Account Manager: |Billie Holly -

Match Address Book entries using the following fields

ip { Postal Code

='98001' TO '38999' OR '94001' TO '94999

Search condition ‘

Add... Change... Remove ‘ Not Equal |
# Mustmatch i

" Match one or more

*Denotes required field

E Specify whether Address Book entries must match all, or one or
more of the territory rules.

Click OK.

The new territory is added to the Territory list.

B If required, use the Move Up and Move Down buttons to move
the territory in the list.

Users can manually assign territories and account managers to
Address Book Entries on the Edit Basic Information tab of open
entries.

Changes to territory status are logged to an entry’s notes.

» To assign a territory to an Address Book entry

n Open the Address Book entry to which you want to assign a
territory.

E From the Territory drop-down list in the Company details
area, select the territory you want to assign to the entry.

The Territory status field now indicates that the territory is “Set
by manager”.



Aligning Territories

@ Territories set by users are
always overwritten by territory
alignments.

Chapter3 | 47

B From the Account Manager drop-down list, select a user as the
account manager.

1 click ok.

Users with the Sales Manager role can automatically assign territories
in the Alignment tab of the Territory Management dialog box.
Changes made when you align territories override territories set by
Sales Managers only if you select the “Overwrite territories set by
manager” option.

If the alignment assigns a territory to an entry, the name of the
territory is displayed in the Territory field, and the value “Set by rule”
is displayed in the Territory Status field. If no territory is assigned to
an entry (and one has not been set manually), the value in the
Territory Status field is “Unassigned”.

The value “Set by rule (unaligned)” is displayed in the Territory
Status field when:

e Anentry previously assigned to a territory no longer matches the
territory rules. (The rules or the entry have changed.) However, if
the entry matches the rules of another territory, it will be
aligned to that territory.

e Aterritory that was set by a user at the time of the entry’s
creation does not match the rules of the territory it was assigned
to or the rules of any other territory.

e A territory that was assigned to an entry by a Sales Manager
does not match any territory rules, and the “Overwrite territories
set by manager” option is selected.

> To align territories

n On the Setup tab, select Territory Management from the
Territory group.

E Select the Alignment tab.

B Specify the territory alignment conditions.
For example, if you want territories aligned for all Address Book
entries, select the All Address Book entries option.

ﬂ Specify the alignment options.

¢ Select Unassign territories to unassign territories from
Address Book entries.

e Select Overwrite territories set by manager to overwrite
territories that were set by Sales Managers.
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E Click Align Territories.

Territory Management
Setup  Alignment

Tertory alignmert condtions

(+ iAddress Book entries created/modified since,  |March 19, 2007

€ Al Address Book entries
€ Al griies in Address Book window

(" Selected entries in Address Book window

Options

[ Unassign temtories Align teritories

I~ Ovenwris tertories sst by manager

Status of realignment

Address Book entries retrieved: 0
Aigned: D Unassigned: 0 Skipped: 0 Failed: 0
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Drawing Maps of Address Book Entries

You can quickly draw a map showing the location of an Address
Book entry or of the Address Book entry associated with an
opportunity or customer service case. You can choose to view only
the location of the entry, or you can view directions to or from the
Address Book entry and your current address.

» To draw a map of an Address Book entry

n Select an Address Book entry, opportunity, or customer service
case.

E On the View tab, select Map from the Show group.

The Draw a Map dialog box opens displaying the address of the
current Address Book entry.

B Under Draw this type of map, select the type of map that you
want to view.

You can choose the following types of maps:

¢ Map of selected entry only.

e Map of travel route from current address to selected entry.
e Map of travel route from selected entry to current address.

n If necessary, enter your address in the Current address fields.

B ciick ok.

A new browser window opens to a page displaying the address
for the map.

E Choose an online map site and click OK.
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Phoning Address Book Entries

@ You can enable logging for
phone calls in your logging

preferences. (On the Setup tab,

select Preferences, and select
the Logging tab.)

With Maximizer, you can quickly dial an Address Book entry, make a
series of phone calls, receive calls, and record incoming and outgoing
phone call activities in the Phone Log. Depending on your logging
preferences, notes are automatically saved to the entries associated
with the calls.

Users can transfer incoming calls to any other phone extension in the
phone company’s system. If a note is logged for the phone call
transfer, the logged note includes the transfer information.

Use the Previous and Next buttons in the Phone dialog box to work
through the current Address Book entry list.

If you are using TAPI, you can phone entries directly from Maximizer.
Otherwise, you can still use Maximizer to log phone calls with
Address Book entries.

The following sections contain additional information on phoning
Address Book entries:

e "“Logging Phone Calls with Address Book Entries” on page 50
e "Setting Up Automatic Dialing” on page 53

Logging Phone Calls with Address Book Entries

You can use Maximizer to log phone calls with Address Book entries.
When you phone an Address Book entry or receive a phone call from
an Address Book entry, you can take notes while the call is timed.

Depending on your logging preferences, notes are automatically
saved to the Address Book entries, customer service cases, or
opportunities associated with the calls.

After completing a phone call, you have the option of scheduling a
follow-up activity saved to your Hotlist.

If you are using TAPI, follow this procedure to phone Address Book
entries directly from Maximizer.

» To phone an Address Book entry

n Select the Address Book entry to call.
E On the Tools tab, select Phone from the Other group.

—or —

On the Home tab, select Make a Call from the Phone group. Or
right-click and select Phone > Make a Call. Then, skip to Step 5.

The first phone number associated with the Address Book entry
is automatically selected as the number to dial.



@ In order for the Phone notes
dialog box to appear
automatically, logging must be
enabled for Phone Calls in your
logging preferences. (On the
Setup tab, select Preferences,
and select the Logging tab.)
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E Specify the phone number and subject of the phone call.
¢ In the Subject field, select or type the subject of the call.

¢ In the Select a phone number to dial area, select the
phone number to dial.

¢ Inthe Dial as field, select the format of the phone number.

Phone number formats are set up in your dialing preferences.
(On the Setup tab, select Preferences, and select the Dialing
tab.)

‘B Phone ==

Subject: | Conference cal -

i

Name: | ABC Wine Shop Inc. Incoming
Select phone number to dial Dial

Main % 1 (504) 601-8000

Fax (" 2 (604) 601-8001

Cell 3 (504) 6018002

Pager ( 4(144) 564-7778

Hext

Close

Dial gs: [ 1604 6018000 =l

e Bl

3 ciick pial.

E In the Phone Call dialog box, choose a response.

For example, if the call is answered, choose Answered.

Phone Call ==

Liftreceiver and dial Cancel

Main ‘1604 601-8000"

{Answered ||  Message | MNo Answer | Busy

The Phone dialog box appears.
E Record notes on your call as you talk.

When you are finished, click Hang Up, and then click Save.
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@ In order for the Phone notes
dialog box to appear
automatically, logging must be
enabled for phone calls in your
logging preferences. (On the
Setup tab, select Preferences,
and select the Logging tab.)

‘B 0045 - Phone == [ |
Subject: | Discuss Spring/Summer Product Line Agreement | Hang Up
Name: | Duran, Bryce for opportunity with BridgeHead Winery =
Greetings, ~ Reget
Mary-Beth says BridgeHead is very interested in the new Hold
Spring/Summer product lineup and is eager to proceed with
the order. She will finalize the details with the CEO and get Transfer
back to us early next week.
Cancel
i Spelling

B Optionally, record the result of the outgoing call in the Phone
Call Result dialog box, and click OK.

Phone Call Result ==

Arranged meeting
Away from desk
Away from office
Busy

Call back
Closed od

Discussed opportunities

In & meeting 2

» To receive a phone call

n Select the Address Book entry.

E On the Tools tab, select Phone from the Other group. Then,
click the Incoming button in the Phone dialog box.

—or-
On the Home tab, select Receive a Call from the Phone group.
—or-

Right-click and select Phone > Receive a Call

E Select or type a Subject for your phone call.

n Record notes on your call as you talk.

E When you are finished, click Hang Up, and then click Save.

E Optionally, record the result of the outgoing call in the Phone
Call Result dialog box, and click OK.
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» To transfer a phone call

n When you have an incoming call that you would like to transfer,
click the Transfer button in the Phone dialog box.

E In the Display name list, select a user, or enter a valid extension
for your company’s phone system.

Note that a phone extension does not have to be associated with
a user in the current Address Book.

E Click OK to complete the transfer.

Setting Up Automatic Dialing

If you have a modem installed in your computer, you can configure
Maximizer to dial the phone for you when you make a phone call
using the Phone feature in Maximizer. Before Maximizer can use
your modem, you must first make sure that your modem functions
correctly with your computer system, then configure your modem in
your dialing preferences in Maximizer.

Your modem preferences tell Maximizer where your computer’s
modem is connected and how it performs. Some of these settings are
more critical than others. For example, if you set up your port
incorrectly, your modem will not work at all. But if you set up your
baud rate incorrectly, the modem will operate but perhaps at a
slower speed.

TAPI lets you use your Telephony Application Programming Interface
modem to identify and direct signals received by your
communications port to the appropriate application.

For more information on setting up dialing preferences, including
documentation on using TAPI, refer to the Maximizer CRM
Administrator’s Guide.

» To set up automatic dialing from Maximizer

n On the Setup tab, select Preferences.
E In the Dialing tab, select Modem or TAPI.

ﬂ If you selected TAPI, click Properties to configure the dialing
properties for the modem, and click Device to configure the
Device properties for the modem.

If you selected Modem, fill in the remaining fields.

ﬂ Click OK.
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Organizational Charts

Organizational charts display the hierarchical structure of a Company
or an Individual entry. The chart shows the entry’s associated
Contacts in a hierarchical format. The Company'’s organization is
based on values in the Reports to field for each Contact.

Keep the following points in mind when working with an
organizational chart:
n Use the Print button to print the organizational chart.

E Use the Previous entry and Next entry buttons to view the
organizational chart for the previous or next entry in the
Address Book list.

B Select or clear the Show details option to show or hide details
or the Contacts.

n Select the Fit in window option to fit the entire organizational
chart into the dialog box.

E Private Entry displays in place of the entry details if users do
not have rights to view a particular Address Book entry.

Iz 0rga al Chart for ABC Wine Shop Inc. o |[Er]=
& | v @ | [ Show details DFitinwinduwn

= ABC Wine Shop Inc.
1006 West 10th
‘Vancouver BC 2R3 5Y5

Canada

[1Phone: {604) 667-8500
Email: escona@maximizer.com
Web:  wiviw.maxi
Category: 7
Account Manager: Bille Holly

= Ed Johnson Martha Torres
iiion: Hyer Bosition: Bay lianager
1006 West 10th 1006 Viest 10th

& Vancouver BC 2R3 5Y5 & Vancouver BC 2R3 5Y5
Canada Canada

Phone: (604) 801-8000
com

3 Private Entry E

Close

» To view an organizational chart for an Address Book
entry

n Select the Address Book entry.

E On the View tab, select Organization Chart from the Show
group.
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Modifying Organizational Charts

You can modify the structure of organizational charts in two ways:

e Change the value in the Reports to field in the Contact details
section of the Edit Basic Information tab in an open Contact or in
the user’s general properties.

e Dragand drop an entry to the another entry the Contact or user
reports to.

The Reports to field automatically updates showing the new
value.

Organizational Charts for Maximizer Users

You can view Maximizer users within an organizational chart. As
with organizational charts for Address Book entries, the hierarchy of
the organizational chart shows users based on values in the Reports
to field in the user properties. Organizational charts include disabled
users along with all fully enabled Maximizer users.

» To view an organizational chart of Maximizer users

n On the Setup tab, select Manage Users from the User
Management group.

E Click Org Chart.
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The Organizational Chart dialog box opens displaying the chart
for all Maximizer users.

Organizational Chart for Escona Tutorial users

= + |3

Show details [ Fit in window

= Miranda Corell
Position: _ifarketing Hianager
1344 Eastside Road

Position:

President

1344 Eastside Road
Petaluma CA 94354 USA

Phone:

(855) 775.0682

Email: jnapoli@maximizer.com

= Matt Graham
Position: Customer Service Manager
1344 Eastside Road

mgraham@maximizer.com

Lucy Garcia = Jon Bowser = Mark Bertolli = Celine Dancer
Bosition: Marketing Assistant Bosition: Regional Sales Manager Position: Regional Saies ianager Position: _ Customer Service
¢p 1344 Esstside Road g 154 Eosisice Road @ 1344 Eastaide Road Representative
Petaluma CA 94854 USA Petaluma CA 94954 USA Petaluma CA 94954 USA 2 1344 Eastside Road
Bhon (555) 7750681 Bhone: (555} 775-0083 Phone: (855) 775-0978 Petaluma CA 94854 USA
Email: Igarcia@maximizer.com Email: jpowser@maximizer.com Email: mbertoli@maximizer.com Bhone: (855) 7750689
Email: cdancer@maximizer.com

@ 1344 Eastside Road
Petaluma CA 94954 USA
Phone:

3
Email: wwhite@maximizer.com

illie Holly .
Position: Regionai Sal

¢p 134 Easiside Road
Pelaluma CA 94954 USA
Bhone: (555)

Email:  bholly@maximizer.com

Lou Jones
Pasition: Sysiem Administrator
g5 134 Essisice Road
CA 94954 USA
(555) 7750587
fones@maximizer.com
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Manage All Types of Information

In this chapter...

“User-Defined Fields” on page 58

“Setting Up User-Defined Fields” on page 63
“Formula User-Defined Fields” on page 70
“Default Entries” on page 83

“Searching” on page 84

“Global Edits” on page 90

“Favorite Lists” on page 94

“Column Setups” on page 98

“Coloring Rules” on page 101
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User-Defined Fields

User-defined fields are custom fields used to record additional
information on Maximizer entries. You can set up different
user-defined fields for the different types of entries in Maximizer.
Each user-defined field can be associated with only one type of entry.
You can create user-defined fields for the following types of entries:

Address Book - Classifies Address Book entries. You can view
these fields in the Address Book window or in an open Address
Book entry.

Opportunities - Classifies opportunities. You can view these
fields in the Opportunities window or in an open opportunity.

Campaigns - Classifies campaigns. You can view these fields in
the Campaigns window or in an open campaign.

Customer Service - Classifies customer service cases. You can
view these fields in the Customer Service window or in an open
customer service case.

Users - Classifies Maximizer users. You can view these fields in
the User Properties dialog box.

The following sections contain information on using user-defined
fields:

“User-Defined Fields Following Window” on page 59
“User-Defined Fields Tab” on page 60

“Types of User-Defined Fields” on page 60

“"Working with User-Defined Fields” on page 61
“Mandatory, System, and Key Fields” on page 62
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User-Defined Fields Following Window

User-defined fields for the current Address Book entry, opportunity,
campaign, or customer service case are displayed in the User-Defined
Fields following window. The following window displays only the
user-defined fields for the type of entry, with values for the current
entry. For example, when viewing Address Book entries, the
User-Defined Fields following window contains only the user-defined
fields for Address Book entries. The values of the fields are for the
current Address Book entry in the controlling window.

] Notes \§= User-Defined Fields | |4 Documents 4] Address Book OrderDesk
Filter: Al A R 4 Show blank fields Show hidden fields
Field Value(s)
= <Escona Tutorial>
Combined Partner and Inte... 5,657,000.00
1 2010 Campaigns and Sales
1 Sales
2 Marketing
£ Partner (Retail-Reseller) Info
fH Business PartnerLevel  Silver
{H Reseller Type Reseller-Bar/Pub
@1 Customer Profile
£ Discount Levels
- Wine Preferences
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User-Defined Fields Tab

You can access user-defined fields for open Address Book entries,
opportunities, campaigns, and customer service cases from the
User-Defined Fields tab of the dialog box for the entry. The folders
and field names appear in a list on the left, and the field values
appear on the right.

All The Best Spirits ==
& Y B Favorite List v [Z] | [[] Actions v [] Preferences .4,

View Basic Information | User-Defined Fields | activities |
Field Value(s) New Field...

= user-Defined Fields -
=[] Fields for All The Best Spirits
UseAlternateForm
ombined Partner and Internal Sales | 1,153,000.00
=) 2010 Campaigns and Sales
Received 2010 Email Campaign | Yes
= sales
&5 Lead source
] Lead status
F Primary Interest As an agent/distributor
[E] First Contacted Date
Annual Sales §75,000.00
[ Last visit
- £ Marketing
- Customer Service
- Partner (Retail Reseller) Info
- Customer Profie
- Discount Levels L

m

[2] Show blank fields
[¥] Show hidden fields
[¥]New Contact inherits user-defined fields

Types of User-Defined Fields

You can create different types of user-defined fields depending on
the types of values required for the field. Maximizer defines the
following types of user-defined fields:

¢ Alphanumeric user-defined fields — These fields record any
alphanumeric text (letters and numbers) up to a specified
maximum number of characters. You can encrypt alphanumeric
fields for security protection. Note that you cannot disable or
enable encryption once you have created the field.

@ Encrypted user-defined fields
cannot be transferred,
imported, or exported. They

are also not searchable. e Formula user-defined fields - These fields calculate values
based on other basic or user-defined fields. You can set up these
fields with formulas that create alphanumeric, date, or numeric
values. Because they are calculated from values of other fields,
values for formulas fields can be viewed in entries but cannot be
set manually.

Date user-defined fields - These fields store a specific date or
an annually recurring date.
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¢ Numeric user-defined fields — These fields record numeric
values. You can specify a number of decimal places. For example,
specify two decimal places to use this type of field for monetary
values.

¢ Table user-defined fields - These fields enable you to select a
value or values from a list. This type of field is very useful for
multiple choice or multiple value fields. If you create a table
user-defined field with the “single value only” attribute, only
one value can be selected from the list.

¢ Yes/no user-defined fields — These fields record either yes or
no values. Since the fields must contain one of these values,
these user-defined fields are always mandatory.

Working with User-Defined Fields

Keep the following points in mind when working with user-defined
fields:

n By default, user-defined fields are displayed in a tree view,
where fields are nested within folders. You can also display the
fields in an alphabetical list, without their folder structure.

You can set your default user-defined field view in your
preferences. On the Setup tab, select Preferences, and select
the View User-defined fields in tree view option in the
System Defaults tab.

E Double-click on a field to add or modify a user-defined field
value.

ﬂ When you select the Show blank fields option, all user-defined
fields in the Address Book for the type of entry are displayed,
not only the fields with existing values.

ﬂ When you select the Show hidden fields option, fields and
folders that are set to hidden appear shaded. When you clear
this option, the fields and folders are completely hidden.

E Mandatory fields are denoted with an asterisk displayed after
the field name and type. System-defined fields are shown in
bold, black text.

E Opportunities and customer service cases display the
user-defined fields for the associated Address Book entries, as
well as the user-defined fields for opportunities or cases.
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Contacts display the user-defined fields for the associated

Companies or Individuals, as well as the user-defined fields for
Contacts.

Amelia Liquors South - Sell Escona Wine ==l
=5 2 | & Monitoring [5] [ Actions ~ [E5] | Probability: | 58%
Basic Information | User-Defined Fields | Sales Plans | Competitors / Partners [ status |
Field value(s) ==
= User-Defined Fields

#-[_] Fields for Amelia Liquors South E Delete

B & Fields for Chen, Melanie
=¥} Fields for this opportunity

fH Region(*) North West
i store size E Under 2,000 square feet
) wine Preference Importe
Number of Distributors
= Partner Information
n | Partner is Lead?

4]
FH Internal Resources

Show blank fields E

Show hidden fields

Mandatory, System, and Key Fields

There are a number of types of fields in Maximizer. These fields
display differently depending on some of their characteristics.

Mandatory Fields — These fields must have values. System fields
are set as mandatory in Administrator. User-defined fields are set
as mandatory when creating the user-defined fields in the Set Up
User-Defined Fields dialog box. Mandatory fields are denoted
with an asterisk displayed after the field type.

System Fields - These fields are created by default and are not
user-defined. They cannot be deleted or modified, though the
values of some of these fields can be modified in Administrator.
Some fields in the User-Defined Fields tab are system fields. They
are shown in bold, black text.

Key fields - These user-defined fields are displayed in an entry's
Basic Information tab. They are specified in the Key Fields
preferences in Administrator. (Select File > Preferences, and
select the Key Fields tab.)
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Setting Up User-Defined Fields

User-defined fields are usually set up by your system administrator
using Administrator. However, any user may be assigned permission
to create, change, or delete user-defined fields in Maximizer.

User-defined fields are created and modified in the Set Up
User-Defined Fields dialog box. You can access this dialog box from
the Setup tab.

The dialog box contains five tabs, one for each category of
user-defined field. The user-defined field structure can also be
multi-tiered with multiple levels of user-defined field folders, each of
which may contain other folders or user-defined fields. The folder
structure may contain a maximum of three folder levels.

Set Up User-Defined Fields ==
Address Book | Opportunties | Campaigns | Customer Servics | Users
Name Type Requested by Add Folder
=% ==
Add Field
[1#] *UseAlternateForm  Alphanumeric
2 Sales Folder
4 Marketing Folder
2 Customer Service Folder
4 Partner (Retail-Reselle... Folder
4 Custemer Profile Folder
2y Discount Levels Folder
Wine Preferences Folder
4 Wines of Interest Folder Joe Mapeli Q
fH Escona Roles Table Close
HH Customer Interests ~ Table
5 Partner Interests Table
* Mandatory Fields

The following sections contain information on setting up
user-defined fields:

e  “Sorting User-Defined Fields” on page 64

e  “Creating Folders for User-Defined Fields"” on page 64

e  "Creating User-Defined Fields"” on page 65

e "Modifying User-Defined Fields” on page 66

e "Adding Items to Table User-Defined Fields” on page 67
e “Modifying Items in User-Defined Fields” on page 68
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Sorting User-Defined Fields

The order that user-defined fields display in the Set Up User-Defined
Fields dialog box determines the order that user-defined fields
display for users.

Click the Move Up and Move Down buttons to move a field or folder
up or down in the list. These buttons move fields only within their
current folder level. You cannot use them to move items in or out of
folders.

You can also use the mouse to drag and drop a field or a folder to a
different position in the list. Dragging it onto a field places it
immediately below that field. Dragging it onto a folder places it at
the top of the list inside that folder. Holding the mouse on a folder
for about a second expands the folder, and then you can continue
dragging the item to a specific position in that folder.

Creating Folders for User-Defined Fields

You can group similar user-defined fields into folders and subfolders
to a maximum folder depth of three levels. Grouping user-defined
fields into folders is particularly useful if you have a large number of
user-defined fields. Grouping them makes them easier to find and
reduces the amount of scrolling needed to find the one you are
looking for.

» To create a folder for user-defined fields

n On the Setup tab, select User-Defined Fields.

In the User-Defined Fields following window, right-click and
select Set Up User-Defined Fields.

The Set Up User-Defined Fields dialog box opens.

Select the tab for the category of user-defined fields you want to
work with.

To create a top-level folder, select the Address Book name at the
top of the list.

—or —

To create a folder within an existing folder, select the existing
folder.

3 click Add Folder.

E Enter a name for the new folder, and click OK.



@ User-defined field and folder
names cannot contain forward
slash or backward slash
characters (/\).

@ If you set the folder to hidden,
it is not displayed on the
User-Defined Fields tab when
you clear the Show hidden
fields option.
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The new folder now appears in the Set Up User-Defined Fields
dialog box.

Add Mew Folder =3

Parent folder: | <Escona Tutorial>
Folder name: | Sample Folder

I~ Setto hidden

E Move the new folder to a different position in the list, if desired.

Creating User-Defined Fields

@ User-defined field and folder
names cannot contain forward
slash or backward slash
characters (/\).

You can create user-defined fields for Address Book entries,
opportunities, campaigns, customer service cases, and user accounts
in the Set Up User-Defined Fields dialog box. This dialog box is
available from the Setup tab in Maximizer or the File menu in
Administrator. Users can create user-defined fields only if they have
insert permission for User-defined field setup.

» To create a user-defined field

n On the Setup tab, select User-Defined Fields.

In the User-Defined Fields following window, right-click and
select Set Up User-Defined Fields.

The Set Up User-Defined Fields dialog box opens.

Select the tab for the category of user-defined fields you want to
work with.

Select an existing folder, inside which you want to create a new
field.

—or —

Select a user-defined field to create the new field at the same
level as the selected field.

3 ciick Add Field.
E In the Field Name field, type a name for the user-defined field.

E From the Type drop-down list, select the type of user-defined
field you want to add.
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If you are adding a formula user-defined field, select the type of
value the formula should return from the Return type
drop-down list.

E Specify the properties of the user-defined field.

For formula user-defined fields, click the ellipsis button next to
the Formula field to specify the formula. Then, click Insert
Field to add basic or user-defined fields to the formula.

El ciick ok.
The user-defined field is added to the list.

Add User-Defined Field ==
Folder Name: | <Escona Tutorial>
Field Name: |
Type Field may be added to
Table - [ Companies
¥ Individuals
V' Contacts
Attributes
I single value orly =
r =
r [ Mandatory
I~ Set to hidden
Ful access: | Public 3| [Public
Creation Detais
Joe Napo Reguested by: | 102 Napoli -]
Description:
Speling oK Cancel

Modifying User-Defined Fields

You can change most properties of existing user-defined fields.
However, you cannot change the type of user-defined field.

» To modify a user-defined field

n On the Setup tab, select User-Defined Fields.

In the User-Defined Fields following window, right-click and
select Set Up User-Defined Fields.

The Set Up User-Defined Fields dialog box opens.
E Select the user-defined field and click Properties.

Double-click the alphanumeric, date, or numeric user-defined
field.
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E Change the properties as required.
n Click OK to save the changes.

Adding Items to Table User-Defined Fields

Table user-defined fields contain a list of similar items from which a
user may select one or more items. As part of the process of creating
a new user-defined field of this type, you should add the items to the
table.

» To add items to a table user-defined field

n On the Setup tab, select User-Defined Fields.

In the User-Defined Fields following window, right-click and
select Set Up User-Defined Fields.

The Set Up User-Defined Fields dialog box opens.
E Select the table user-defined field, and click Items.

—or-

Double-click the table user-defined field.

The Set Up Items dialog box opens.

El ciick Add.
Set Up ltems ==l
Items list
Name: | Contact How? Add...
Ttem value Requested by
et | ity |
Fax Delete
Mail
Properties
Move Don

n Type a name for the item, and specify the other properties of the
item.
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@ If you set the item to hidden, E Click OK.
you can hide it from the
Available Values list by

clearing the Show hidden Add Item =
items option. ltem detais
Ttem: ‘
Creator: | Joe Napol
Reguested by: | Joe Napoi =
[™ Set to hidden

E Repeat steps 3 to 5 to add any additional items to the table
user-defined field.

Modifying Items in User-Defined Fields

You can change the properties of existing items in table or yes/no
user-defined fields. For yes/no user-defined fields, you can specify
one of the items as the default value that is automatically set for the
field in all new entries.

» To modify an item in a user-defined field

n On the Setup tab, select User-Defined Fields.

In the User-Defined Fields following window, right-click and
select Set Up User-Defined Fields.

The Set Up User-Defined Fields dialog box opens.

E Select the table or yes/no user-defined field, and click Items.
Double-click the table or yes/no user-defined field.
The Set Up Items dialog box opens.

E Double-click the item you want to modify.
Select the item and click Modify.

ﬂ Modify the properties of the item.

For yes/no user-defined fields, you can select Default value to
set this item as the default value for the field.

B ciick ok.
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» To modify an item in a table user-defined field from
the User-Defined Fields following window

n Select the User-Defined Fields following window.

E Double-click the table user-defined field that contains the item
you want to modify.

The Table Values dialog box opens.
B Select the item you want to modify and click Modify.
ﬂ Modify the properties of the item and click OK.
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Formula User-Defined Fields

When you create a new or modify an existing formula user-defined
field, you can click the ellipsis button next to the Formula field to
specify the formula for the user-defined field. You can write the
formula using existing basic and user-defined fields. Click the Insert
Field button to select fields to add to the formula.

Formula

Insert Field...

If ([Creation Date] > Date(2009, 7, 9), MNew”, "0ld7)

You can add arithmetic expressions to your formulas. You can also
add functions and conditional expressions to create more complex
formulas.

Formula user-defined fields can return alphanumeric, date, or
numeric values. You specify the type of return value while creating
the user-defined field. The functions available depend on the types
of fields that you want to manipulate.

The following sections contain information on writing formulas for
user-defined fields:

e  "Arithmetic Expressions” on page 71

e “Alphanumeric Functions” on page 72
e “Date Functions” on page 76

e “Numeric Functions” on page 79

e  "Conditional Expressions” on page 81



Arithmetic Expressions
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You can create basic arithmetic expressions for formula user-defined
fields using the basic arithmetic symbols. Multiple expressions can be
combined to create complicated arithmetic formulas.

To write arithmetic expressions for formula user-defined fields, you
can use the following symbols:

e 4+ for addition.

You can add any numeric values to each other, add integers to
date values, and add alphanumeric fields or strings separated
with quotation marks to each other.

e - for subtraction.

You can subtract any numeric values from each other, and
subtract date values from each other. Date values return integers
representing the number of days between the dates.

e * for multiplication.

You can multiple any numeric values together.
e [ for division.

You can divide any numeric values together
e () for nested operations.

You can use parentheses to create more complex operations on
several numeric values.

Example: Numeric Values

Formula: ([Numeric field] + [Numeric field]) * [Numeric field]
Return value: Numeric

Example: Date Values

Formula: [Date 1] - [Date 2]

Return value: Numeric, the number of days between the two dates.
Example: Date and Numeric Values

Formula: [Date 1] + [Numeric field]

Return value: Date

Example: Alphanumeric Values

" on

Formula: [FirstName] + “ “ + [LastName]

Return value: Alphanumeric, the two words listed together, separated by a
space (FirstName LastName).
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Alphanumeric Functions

Len

Use alphanumeric functions to manipulate alphanumeric fields.
When you use alphanumeric functions, you can insert alphanumeric
fields as the parameters for the function or you can use any text
strings. When you insert strings into functions, enclose the text of the
string in quotation marks.

You can add the following functions to formulas using alphanumeric
user-defined fields.

¢ Len - Returns the number of characters in a text string.

e Mid - Returns a specific number of characters from the text
string starting at the position you specify.

e Search - Searches for text in a string and returns the position of
the text.

e Substitute - Substitutes existing text with specified text.

¢ Text - Changes a numeric value to an alphanumeric text string.
You can manipulate the returned string using any of the other
alphanumeric functions.

¢ Value - Converts an alphanumeric value to a numeric value.
Alphanumeric values beginning with alphabetical characters
return a value of 0. You can manipulate the string using any of
the numeric functions.

Returns the length of a string.

Syntax

Len (Alphanumeric)

Parameters

Parameter Data Type Description

Alphanumeric  String The string to return the length of.
Example

Len ([Company])

This example returns the number of characters in the company’s
name.



Mid

Search
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Returns a specific number of characters from a text string starting at
a specified position.

Syntax

Mid (Alphanumeric, Startint, Lengthint)

Parameters

Parameter Data Type Description

Alphanumeric String The string that you want to search
through. Normally, this would be a
merge field.

Startint Integer The position of the first character
in the string you want to return.

Lengthint Integer (Optional) The length of the string
you want to return.

Example

Mid("First Last”, 7)

This example returns the text starting at the 7th position in the field.
In this case, it returns “Last”.

Searches a string for text and returns the position of the text in the
string.

Syntax

Search (SearchString, Alphanumeric, Startint)

Parameters

Parameter Data Type Description

SearchString String The text to search for in the string.
Alphanumeric String The string to search through.
Startint Integer (Optional) The starting character

to search.
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Example
Search (“Wine", [Company_Name])
This example searches for the text “Wine"” in the company name and
returns the place in the name where the text starts as an integer.
Substitute
Substitutes existing text with specified text. This function returns the
entire string containing the new text.
Syntax
Substitute (Alphanumeric, OldText, NewText)
Parameters
Parameter Data Type Description
Alphanumeric  String The string containing the text you
want to change.
OldText String The text you want to change.
NewText String The text substituted into the
string.
Example
Substitute([Address], “St”, “Street”)
This example returns the address with the abbreviation “St”
substituted with the text “Street”.
Text

Converts a numeric value to a string. You can then use the other
alphanumeric functions to manipulate the returned string.

Syntax

Text (Number, DecPlace)



Value

Parameters

Parameter

Number

DecPlace

Example

Text ([Revenue], 2)

Data Type

Decimal

Integer
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Description

The numeric value that you want
to convert.

(Optional) The number of decimal
places to return.

This example returns the revenue as an alphanumeric string with two
decimal places. If revenue, a numeric field, is 50000, the Text function
in the above example returns 50000.00 as an alphanumeric value.

Converts an alphanumeric value to a numeric value. If the value
contains alphabetic characters, it returns 0. You can then manipulate
the numeric value using any numeric functions.

Syntax

Value (Alphanumeric)

Parameters

Parameter

Alphanumeric

Example

Data Type

String

Value ([Contract Number])

This example returns the alphanumeric user-defined field, Contract
Number, as a numeric value. If the field contains an alphabetical
character, it returns 0.

Description

The alphanumeric string to
convert.
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Date Functions

Use date functions to manipulate date fields. When you use date
functions, you can use date fields as the parameters for the function
or you can supply date values for the functions. When you supply
date values, use the Date function to format the values as dates.

You can add the following functions to formulas using date fields.
¢ Date - Converts integers to date values.

e Day - Returns the day of the month as an integer from a date
value.

¢ Dayofweek - Returns the day of the week expressed as an
integer.

e  Month - Returns the month as an integer from a date value.

* Year - Returns the year as an integer from a date value.

Date

Converts integers to date values.

Syntax

Date (Year, Month, Day)

Parameters

Parameter Data Type Description

Year Integer The four-digit year.

Month Integer The one- or two-digit month.
Day Integer The one- or two-digit day.
Example

Date (2009, 7, 9)
This example returns July 9, 2009 as the date value.



Day

Dayofweek
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Returns the day of the month as an integer from a date value.

Syntax

Day(Date)

Parameters

Parameter Data Type Description

Date Date The date to return the day for.

Examples

Day(Date(2009, 7, 9))

This example returns 9 as the day of the month in the date value.
Day([Creation Date])

This example returns the day of the month that an entry was created.

Returns the day of the week expressed as an integer for a specified
date value, with 1 = Sunday, 2 = Monday, 3 = Tuesday, and so on.

Syntax

Dayofweek(Date)

Parameters

Parameter Data Type Description

Date Date The date value for which to return
the day of the week.

Examples

Dayofweek(Date(2009, 7, 9)

This example returns 5, for Thursday, as the day of the week for the
given date.

Dayofweek([Creation Date])
This example returns the day of the week that an entry was created.
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Month

Year

Returns the month as an integer from a date value.

Syntax
Month(Date)
Parameters
Parameter Data Type Description
Date Date The date from which to return the
month.
Examples

Month(Date(2009, 7, 9))

This example returns 7, for July, as the month in the date value.
Month([Creation Date])

This example returns the month that an entry was created.

Returns the year as an integer from a date value.

Syntax
Year(Date)
Parameters
Parameter Data Type Description
Date Date Date value for which to return the
year.
Examples

Year(Date(2009, 7, 9))
This example returns 2009 as the year for the date value.
Year([Creation Date])
This example returns the year that an entry was created.



Numeric Functions

Ceiling
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Use numeric functions to manipulate numeric fields. You can add the
following functions to formulas using numeric fields.

e Ceiling - Rounds a number up to the nearest integer or up to a
specified number of decimal points.

*  Floor - Rounds a number down to the nearest integer or down
to a specified number of decimal points.

¢ Round - Rounds a number to the nearest integer or to a
specified number of decimal points.

Rounds a number up to the nearest integer or up to a specified
number of decimal points.

Syntax

Ceiling (Number, DecPlace)

Parameters

Parameter Data Type Description

Number Decimal The numeric value to round.

DecPlace Integer (Optional) The number of decimal
places to round up to.

Example

Ceiling(2.32, 1)
This example returns 2.4.
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Floor
Rounds a number down to the nearest integer or down to a specified
number of decimal points.
Syntax
Floor(Number, DecPlace)
Parameters
Parameter Data Type Description
Number Decimal The numeric value to round.
DecPlace Integer (Optional) The number of decimal
places to round down to.
Example
Floor(2.36, 1)
This example returns 2.3
Round

Rounds a number to the nearest integer or to a specified number of
decimal points.

Syntax

Round (Number, DecPlace)

Parameters

Parameter Data Type Description

Number Decimal The numeric value to round.

DecPlace Integer (Optional) The number of decimal
places to round to.

Example

Round (2.45687, 2)
This example returns 2.46.
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Conditional Expressions

Comparison Statements

You can create conditional expressions in your formula user-defined
fields. Conditional expressions use the If expression to evaluate
comparison statements and return values based on the results of the
statements.

Conditional expressions use the following syntax:
If (Comparison Statement, True Value, False Value)

e Comparison Statement - Uses comparison operators to
compare two values. It can be combined with logical operators
(and, or, and not), as well as additional conditional expressions

¢ True Value - The value of the expression when the comparison
statement is true. It can also be combined with other
expressions.

e False Value - The value of the expression when the comparison
statement is false. You can include other conditional statements
to supply different answers for different values.

You can use symbols to create comparison statements for formula
user-defined fields. You can compare any values including
alphanumeric, date, and numeric values. Alphanumeric values are
compared by checking the alphabetical order of the string.

You can create comparison statements with the following symbols.
e ==to check that two values are equal to each other.

* > to check that the first value is greater than the next value.

e < to check that the first value is less than the next value.

¢ >=to check that the first value is greater than or equal to the
second value.

e <= to check that the first value is less than or equal to the next
value.

Comparison statements are often combined with logical operators to
add multiple statements together. They're added to conditional
expressions using If statements.
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Logical Operators

You can use logical operators to help build comparison statements
for your formula user-defined fields.

e Or - Combines two comparison statements where either one of
the statements is true.

¢ And - Combines two comparison statements where both of the
statements is true.

e Not - Negates a comparison statement.

Examples of Conditional Expressions

The following examples illustrate complex formula user-defined
fields using conditional expressions.

Example 1

If ([Creation Date] > Date(2009, 7, 9), "New", "0ld")

This example compares a date field with a constant date, using the
Date function to format the date properly. The formula returns an
alphanumeric value. If the date is later than the supplied date, the
field has a value of “New". If the date is earlier than the supplied
date, the field has a value of “Old".

Example 2

If (Dayofweek([Creation Date]) == 1, "Sunday",

If (Dayofweek([Creation Date]) == 2, "Monday",

If (Dayofweek([Creation Date]) == 3, "Tuesday",

If (Dayofweek([Creation Date]) == 4, "Wednesday",

If (Dayofweek([Creation Date]) == 5, "Thursday",

If (Dayofweek([Creation Date]) == 6, "Friday",

If (Dayofweek([Creation Date]) == 7, "Saturday", " ")))))))
This example uses the Dayofweek function to get the day of the
week expressed as an integer value for a date field. It compares the

value with integer values and outputs a string representing the day
of the week in. If it does not have a value, it outputs an empty string.
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You can set up default entries in the Address Book, Opportunities,
and Customer Service windows. When you create new entries, fields
specified in the default entry are already filled in for you. For
example, if you know all your Address Book entries will have the
same city and state, you can specify these fields in the default
Address Book entry.

Default entries are user-specific, so each user in the Address Book can
have different default entries.

» To modify a default entry

n On the Setup tab, select Default Entry from the Default Entry
group.
The Default Entry dialog box opens.

E Specify default values for fields in the Basic Information and
User-Defined Fields tabs.

For the opportunity default entry, you can also select the Sales
Plan and Competitors & Partners tabs to specify more default
fields.

For the customer service case default entry, you can also select
the Solution Information & Billing tab to specify more
default fields.

ﬂ Click OK to save the changes to the default entry.

Default Entry for Joe Napoli ==
& B ] Favorite List + [£] | [5] Actions + [3] Preferences .2,
Edit Basic Information | User-Defined Fields | Mailing Rules

Name and address Other information
Mr/Ms: First name: Middle name: Last name: Phone numbers

Default Entry Main [+]
Pasition: Salutation: Fax B
Dear < >: cel B
Department: Division: =
- Email addresses [ Website [...)
ompany: o
pany Email =
Address 1: Email 2 =
Address 2: Address... Email 3 =
City/Town: St{Co/Prov: Website:
Zip/Postal: Country:
Details -
Do not solicit by Print
Category
Territory
Territory Status Inassigned

m

Account Manager Joe Napoli
Full Access Joe Napoli
Read Access Public
Partner

Lead status

ok | [ caneel | [ appy
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Searching

Many of the actions you can perform with Address Book entries,
customer service cases, campaigns, and opportunities apply to the
entire list of entries in the active window. For instance, when you
print a report from the Address Book window, you are generally
given a choice between printing the selected entry (or entries) or
printing the entire list. When you perform a mail merge, for instance,
you generally use the entire current list.

Maximizer’s search features let you search any field for the data you
specify and modify your current list with the matching entries. If you
wanted to create a list of Address Book entries in Washington State,
for example, you would search the State/Province field for entries
with “WA" in that field.

A search retrieves any entries that match the search criteria and that
you have the rights to view.

The following sections contain additional information on searching
for Maximizer entries:

e  “Searching by Basic Fields” on page 84

e “Searching by All Fields” on page 85

e  "Saving Searches in the Search Catalog” on page 88

e "Retrieving Saved Searches from the Search Catalog” on page 89
¢ "Undoing Searches” on page 90

Searching by Basic Fields

Maximizer makes it easy to search for entries by basic field, such as
Last Name, Company, City/Town, or Email for Address Book entries or
Status, Team Leader, or Revenue for opportunities. The items in the
Search tab vary depending on what window is selected. You can
search for entries matching a single field or multiple fields.

» To search for entries by a field

n On the Search tab, select the field you are searching for from
the Search by group.

Select Other to see additional fields to search for.

For customer service cases, you can also select Basic Fields to
search for entries matching multiple basic fields.

The Search By [field] dialog box opens.
E Specify the search criteria.
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B Select how you want to update the current list with your search
results.

e Add search results to list displays the entries that match
your search criteria, without removing any currently
displayed entries from the list.

¢ Narrow list searches only selected entries (or all currently
displayed entries if none are selected), and removes any
entries that do not match your search criteria.

¢ Replace list with search results removes all entries
currently displayed in the list and replaces them with entries
that match your search criteria.

n If applicable, specify the Range of the items to search.

E Specify the Maximum entries to be returned in your search.
This number is important to note because it affects what is
displayed in your list after your search.

@ If you change the maximum E Click OK to run the search.
entries field to a value less
than the system default value,

the value will remain as your B P =
default value for subsequent ity [Toun: | =] Rence...
searches. If you change this Find matching —| Moy curren entries st Leads options

field to a value more than the

Hall W Companies " add search resuilts to list " Entries that are not leads
system default value, it will ¥ idcds | | € maronlst & Allentries
return to the system default ¥ Contacts = Replace list with search resuits ? Leads
value for subsequent searches. My leads only
The default values for the
. . Maximum gntries:| 1000 - oK Cancdl
number of entries returned in a e |

search is set in Administrator.

Searching by All Fields

Maximizer’'s Search by All Fields feature is useful when you need to
search by fields that are not listed in the Search tab or when you
want to search by more than one field. In the Search by All Fields
dialog box, you can build complex search arguments and even save
your search in the catalog for later use.

Use the Search by All Fields feature to find user-defined fields or a
combination of user-defined fields and basic fields to produce a
custom list of Address Book entries, opportunities, campaigns, and
customer service cases.

In the Opportunities or Customer Service window, you can search by
Address Book entry fields, as well as opportunity or customer service
fields. The search returns opportunities or customer service cases
associated with the Address Book entries matching the field values.
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» To search by all fields
n On the Search tab, select All Fields from the Search By group.
The Search by All Fields dialog box opens.

A ciick Add.
The Select Fields for Search dialog box opens.

E Select one or more fields and click OK.

¥ Select Fields for Search ==
Avalable fields: Selected fields for this search:
Field User-Defined Fields\20 10 Campaigns and SalesiRe

o User-Defined Fields\2010 Campaigns and Sales\Ac
= User-Defined Fields

*UseAlternateFarm
Combined Partner and Inte...
=% 2010 Campaigns and Sales
- [7[3] Received 2010 Email C...
V[ 3] Accepted Winter Promo... =
w12 Sales
=2 Marketing
promotions |
&8 Subscription
8 Heard About
fH Promo level
= Customer Service
= £ Partner (Retail-Reseller) Info s
w1 Customer Profile 2 ‘ i, ¢

| Show hidden fields

Description:

e

ﬂ For each field selected in the previous step, select or specify
values in the dialog box that is provided.

e For date fields, select Rolling date range to specify date
values relative to the current date or select Specified date
range to specify the exact values of the date.

* For alphanumeric, date, and numeric fields, specify values in
the From and To fields to return any values within the range.

¢ If applicable, indicate under Search conditions whether to
return entries that match all values, or that match one or
more values.

e Select the Search for no value checkbox to search for
entries where no value is assigned to the selected field.
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Specify Date Field Values for Search ==
Field Name: [ Contract Expiry
Description:
¢ Roling date range: Values to be searched for:
Today - “april 1, 2009' TO 'lune 30, 2009

¥ Spedified date range:

Enter or change values:

From:

\april 1, 2009 Add >>

To: Change >>

Pune 30, 2008 <« Remove

[~ Ignore Year

cl [~ search for no value

p

oK Cancel

E Specify the remaining search criteria in the Search by All Fields
dialog box.

To build a list of entries that excludes a certain group, as in a list
of all Address Book entries except those in a certain state or
province, use the Not Equal button.

E In the Modify current entries list area, select one of the
options.

¢ Add search results to list displays the entries that match
your search criteria, without removing any currently
displayed entries from the list.

¢ Narrow list searches only selected entries (or all currently
displayed entries if none are selected), and removes any
entries that do not match your search criteria.

¢ Replace list with search results removes all entries
currently displayed in the list and replaces them with entries
that match your search criteria.

You can choose to further narrow the search by specifying
options to include or omit sales leads.

@ Use Last Search and Catalog Specify the Maximum entries you would like to be returned.
for previously defined
searches.
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B Click OK to start the search.

Search by All Fields ==l

Match entries using the following fields

ontract Expiry ="April 1,2009' TO 'June 30, 2009'

Column Setup: - Add... Change... Remove Mot Equal

Search condition Find matching

Modify current entries list Leads options

+ Mustmatch all ¥ Companies " Add search results to list ¢ Entries that are not leads
* Al entries
" Matchone or more | | ¥ Individuals € Narrow list
" Leads
[¥ Contacts @+ Replace list with search results € My leads orly
Maximum entries: | 1000 - Last Search Catalog | oK Cancel

Saving Searches in the Search Catalog

You can save values in the Search by All Fields dialog box to the
search catalog to retrieve at a later time. While saving the search,
you can select a column setup to display automatically whenever the
search is retrieved.

While setting up the search criteria, you can specify generic values in
your searches to make them reusable for different users and at
different times. For fields that take Maximizer users as values, you
can specify the current user as the value of the field. For date fields,
you can specify values in relation to the current date, such as today,
next month, and current fiscal quarter. Each time the search is run,
values for the current user and values relative to the current date are
retrieved.

» To save a search in the search catalog

n On the Search tab, select All Fields from the Search By group.
E Enter your search criteria in the Search by All Fields dialog box.
E Click Catalog and click Add.

n Specify the properties of the search.

¢ In the Full Access and Read Access fields, select a
Maximizer user or group with access to the saved search.

¢ Inthe Associated Column Setup area, select an existing
column setup to display when the search is retrieved.
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B ciick ok.

The search is added to the search catalog.

Saved Search Properties ===

Details of saved search

Hame: [ Joe's Accounts

Description: | Retrieves all of Joe Napol's sccounts for the current
uarter,

[~ Erompt for values when search is retrieved

Eull access: [Joe Napoli -~
Read access: | Joe Napoli ~

Associated Column Setup

Name: [Territory/Account Manager |

speling | ok cancel |

Retrieving Saved Searches from the Search Catalog

You can quickly retrieve saved searches from the search catalog. You
can retrieve a recent search directly from the Search tab. You can
access other saved searches from the Search by All Fields dialog box.
If the saved search has a column setup associated with it, the column
setup is automatically displayed when the search is retrieved.

» To retrieve a recent search from the search catalog

¢ On the Search tab, select Recent Catalog Searches from the
Catalog group, and select the name of the saved search.

» To retrieve a search from the search catalog

n On the Search tab, select All Fields from the Search By group.
E Click Catalog.

E Select the saved search and click Retrieve.

The search criteria from the saved search is displayed in the
Search by All Fields dialog box.

ﬂ Click OK to run the search.
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Undoing Searches

Global Edits

You can quickly undo the most recent search in the Address Book,
Opportunities, and Customer Service windows.

» To undo the most recent search

e On the Search tab, select Undo Search from the Options
group.
The entries in the current list are replaced with the entries in the
previous list.

You can update a number of entries at the same time with the Global
Edit command. The changes are applied to all entries included in the
global edit. You can either select the entries to apply the edits to or
apply the edits to all entries in the current list.

When working with a global edit, keep the following points in mind:

e Specify values in most fields available for the type of entry you
are working with.

¢ Specify Remove to remove values from basic and user-defined
fields, leaving the fields blank.

e |nthe Remove column of a table user-defined field, select
specific field values to remove from the field without removing
all values.

¢ In the Global Edit Rules tab, specify how to add values to
modified user-defined fields and some basic fields, such as
category.

¢ Inthe Note tab, specify a note that is logged to all entries
included in the global edit.

Global Edit is a very powerful feature, so you might consider backing
up your Address Book before making significant changes. You can
perform global edits on Address Book entries, opportunities, and
customer service cases.

» To perform a global edit
n Create a list of entries to modify.
In the current list, select the entries you want to modify.

E On the Edit tab, select Global Edit from the Replace group.
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The Global Edit dialog box opens.

Apply your edits in the Basic Information and User-Defined
Fields tabs.

You can also apply changes to the Sales Plans,
Competitors/Partners, and Status tabs in opportunities, and
the Solution Information & Billing tab in customer service
cases.

For many basic fields, you can select Remove to remove existing
values for a field without specifying alternative values. For
user-defined fields, use the Remove column to remove all values
or specific values from a field.

Global Edit ==
= - a
&Y i =] - E ‘ [ - & =tz
Edit Basic Information | User Defined Fields | Note | Global Edit Rules |
Name and address Other information
Mr/Ms: First name: Middle name: Last name: Phone numbers
Position; Salutation: E]
Department: Division: %
Email addresses | Website
Company: E]
Address 1: B
Address 2: =
City/Town: StjCo/Prov: Website:
ZipfPostal: Country:
Details -
Da not solicit by
(Coegery | compent
Territory
Territory Status Unassigned =
Account Manager
Full Access
Read Access
Partner
Sales Lead il

n Select the Note tab and add a description for the global edit.

The note is logged to all affected entries. You can also specify
the Access Rights for the default note and a Category.
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Global Edit ==
& P ooy -8 | - [ &t
Edit Basic Information | User-Defined Fields | MNote | Global Edit Rules |
Add this note to the Notes window
Tahoma <o -|E|B ru@sEEEEE QB
Assigned this entry to the Competitor category.
Details
Full access: [Public -
Category: \ v|
ok | [ caneel || heb

B sclect the Global Edit Rules tab.

E If you are working with Address Book entries, set the mailing
address options under Mailing rules.

You can specify Do not change, Yes, or No for each of the
options.

In the Receives mail sent to Company or Individual
drop-down list, specify if you want to send mailings to the
associated Contacts when sending mail to the Company or
Individual.

This option applies only to Contacts.

In the Use Address Book entry’s name in mailing
address drop-down list, specify if you want to list the
Address Book entry name as well as the Contact name (if
applicable) in the mailing address.

Under Update options, specify how you want to use the

C

urrent list.

B In the other sections of the Global Edit Rules tab, specify how

y

ou want the edits applied to specific basic fields and table

user-defined fields.

To add the selected values to the existing values, select Add
table field values or Add user/group field values.



@ If the table user-defined field is
“single-value only”, the Add
Table Field values option does
not apply. The new value
always replaces the existing
one.
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To replace the existing values with the selected values, select
Replace table field values or Replace user/group field
values.

To remove the selected values from the existing values, select
Remove table field values or Remove user/group field
values.

This option is available only for specific basic fields. You can
specify to remove table field values from user-defined fields
in the Remove column of the User-Defined Fields tab.

Global Edit ==
& v h E JE ‘ 7] - [ P

Edit Basic Information | User Defined Fields | Note | Glbal Edit Rules |

Maiing rules

Receives mail sent to Company or Individual:

Donotchange v
Donotchange v

Use Address Book entry's name in mailing address:

*User-Defined Fields rules

@ Add table field valuss

(@) Replace table field values
Do not solcit by

@ Add table field values
) Replace table field values

) Remove table field values

Full access

@ Add userfaroup field values
) Replace user/group field values

(©) Remove userfgroup field values

*Applies to Insert/Modify action only

Update options
@) Only selected Address Book entries

(©) All Address Book entries in list
Category MaxExchange Distribution

@ Add table field values @ Add table field values

) Replacs table field values ) Replacs table field values

) Remove table field values ) Remove table field values

Read access

@) Add user/group field values
) Replace user/group field values

() Remove userfgroup field values

E Click OK to perform the global edit.

You are prompted with a message to verify that you want to
continue with the operation.
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Favorite Lists

Creating Favorite Lists

Favorite Lists keep track of lists of Address Book entries,
opportunities, and customer service cases. You can easily create new
Favorite Lists and retrieve the lists at any time. You can also add and
remove entries from existing Favorite Lists to keep track of changes
to the list.

The following sections contain additional information on Favorite
Lists:

e “Creating Favorite Lists” on page 94

e  “Retrieving Favorite Lists” on page 96

e "Adding and Removing Entries in Favorite Lists” on page 96
e  “Retrieving Favorite Lists” on page 96

You can quickly create a new Favorite List from a list of entries in the
Address Book, Opportunities, or Customer Service window. While
creating the Favorite List, you can select a column setup to display
automatically when the Favorite List is retrieved.

» To create a Favorite List

n Create a list of the entries you want saved in the Favorite List.

From the current list, select the entries to save in the Favorite
List.

E On the View tab, select All Lists from the Favorite Lists group.

The View Favorite Lists dialog box opens displaying all existing
Favorite Lists.
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View Favorite Lists ==
Available Favorite Lists:
Name Assodated Column Setup Add...
All Entries in Escona
All entries in WA Save
Allleads
All nor-eads in Califorria
MaxMobile synchronization entries
My leads Properties
Outook synchronization sniries
Delete
Close

I"" Retrieve this list when an Address Book is opened
I™ Do not apply the assodiated Column Setup this time

Number of visible entries: | 331

Description:

Quick way to retrieve al original Address Book entries in Escona 7
Tutorial

El ciick Add.
The Favorite List dialog box opens.

n Specify the properties of the Favorite List.

¢ In the Full Access and Read Access fields, select a
Maximizer user or security group with access to the Favorite
List.

If you select Public, all users can modify or retrieve the
Favorite List. If you select a group or user, only members of
that group or that particular user can perform these actions.

¢ Inthe Associated Column Setup area, select an existing
column setup to display when the Favorite List is retrieved.

Favorite List Properties ==
Details of list

Neme: | Joe's Recent Accounts

Desaiption: [Includes entries that have been recently
assigned to Joe.

Eull access: | Joe Napoli -]

Read access: | Joe Napol -

Assodiated Column Setup

Name: [Territory/Account Manager -l

Spelling ‘ OK Cancel

B ciick ok.

The new Favorite List is added to the list in the View Favorite
Lists dialog box.

E To set the Favorite List as the default Favorite List, select the
Retrieve this list when an Address Book is opened option
in the View Favorite Lists dialog box.
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The default Favorite List is retrieved automatically when you first
open the Address Book, Opportunities, or Customer Service
window.

For Address Book entry Favorite Lists, this option overrides the
“Ask at Address Book startup which list to view" setting in your
preferences.

Retrieving Favorite Lists

You can quickly retrieve an existing Favorite List and replace the
current list of entries with the entries in the Favorite List. If the
Favorite List has a column setup associated with it, the column setup
is automatically displayed when the Favorite List is retrieved.

You can retrieve Favorite Lists from the Address Book, Opportunities,
and Customer Service windows.

» To retrieve a Favorite List

n On the View tab, select All Lists, from the Favorite Lists
group.

On the View tab, select Recent Lists from the Favorite Lists
group, and select a Favorite List that you have recently accessed.

E Select the Favorite List, and click Retrieve.

Adding and Removing Entries in Favorite Lists

You can add and remove entries from existing Favorite Lists at any
time. You can select entries in the current list to add to or remove
from the Favorite List, or you can add or remove an open entry.

» To add or remove entries in a Favorite List

n In the Address Book, Opportunities, or Customer Service
window, select the entries to add to or remove from the Favorite
List.

Open an entry to add to or remove from the Favorite List.

E On the View tab, select Add to List or Remove from List from
the Favorite Lists group.

—or —

In an open entry, select Favorite List > Add to Favorite List or
Remove from Favorite List.
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The Add to Favorite List or Remove from Favorite List dialog box
opens.

E Select the Favorite List and specify the details as to what entries
you are adding or removing.

For example, to add or remove only the selected entries in the
current Address Book list, select Selected Entries.

ﬂ Click OK to save the changes to the Favorite List.

Add to Favorite List (5
Add to Favorite List
@ Sooced s
" Current entry Cancel
Al entries

Available Favorite Lists

All Entries in Escona

All entries in WA

Al leads

All non-eads in California
MaxMobile synchronization entries

Outlook synchronization entries

Details of the selected list

Mumber of visible entries: | 12

Desaription:

Allleads belonging to Joe Napoii

Viewing Favorite Lists for Entries

You can view a list of the Favorite Lists to which the current Address
Book entry, opportunity, or customer service case belongs.

» To view a list of Favorite Lists for an entry

n Open the entry.

E Select Favorite List > View Favorite Lists.

The View Favorite Lists dialog box opens listing all the Favorite
Lists that the current entry belongs to.
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Column Setups

Maximizer provides a selection of column setups you can use for the
Address Book, Opportunities, Campaigns, Customer Service, and
Hotlist windows. You can also create your own column setups to
display different fields in various combinations.

Column setups contain basic and user-defined fields specific for the
type of entry displayed in the window. You can specify the fields
displayed in each column of the window, as well as the width and
heading of the columns.

In the Opportunities or Customer Service window, column setups can
contain fields for Address Book entries, as well as for opportunities
or cases. Columns with Address Book entry fields display values for
the Company or Individual associated with the entry.

After creating a column setup, you can associate it with a saved
search in the search catalog or with a Favorite List. The column setup
is automatically displayed whenever the saved search or Favorite List
is retrieved.

The following sections contain additional information on column
setups:

e “Creating Column Setups” on page 98

e  "Retrieving Column Setups” on page 100

Creating Column Setups

You can create custom column setups displaying any of the basic or
user-defined fields in your list of entries. You can create column
setups for the Address Book, Opportunities, Campaigns, Customer
Service, and Hotlist windows.

» To create a column setup

n On the Setup tab, select Column Setup from the Display
group.
On the View bar, click the Column Setup icon.

The Column Setup dialog box opens.



8

Chapter4 | 99

Column Setup ==

Defined views:
=Default Address Book View add...
*Default Contact View
*Default Related Entries View
s fmaton [ propertes |
Advertising Response View
Basic Information Save As...
Leads Summary
Partners Assigned Delete
Partners Summary
TerritoryfAccount Manager

Click Add.

The Defined View Properties dialog box opens.

In the Details of View area, specify the basic properties of the
column setup.

e Enter a Name for the column setup.

¢ Specify the access rights in the Full Access and Read Access
drop-down lists.

If you leave Public selected, all users can modify or retrieve
the column setup. If you select a group or user, only members
of that group or that particular user can perform these
actions.

In the Columns in View area, click a column header.

In the Available fields list, click the plus symbol to expand a
folder, select a field, and click Add to add the field to the
selected column.

You can repeat this step to add multiple fields to the selected
column.

Fields in the current column appear in display order in the
Selected Fields list.

If you add multiple fields to the column, specify the field label
for each field, or select field separator characters from the Field
Label drop-down list to place multiple fields on the same line.

If necessary, click Properties and modify the heading and width
of the column.

Repeat steps 4-7 for each column in the column setup.
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E Click OK to save the column setup.

Defined View Properties

Details of view

Name: | Sales View

Full access:  Joe Napoli + Read access: Joe Napol -

Columns in view

Name: Sales Lead Lead status | Lead source | Territory Account Mana| First Contacted Column & ‘ Column | +

=| Entry Type Ico Sales Lead  Lead status  Lead source  Territory Account Mana First Contactec

. n bl

vore ke 4[]

Fields in current column
Availzble fields: Selected fields:
= sales a First Contacted Date

Is existing customer?
&5 Lead source
] Lead status
F Primary Interest
[E] First Contacted Date
[12] srmial Salae

Field label: | First

Retrieving Column Setups

You can retrieve existing column setups to change the fields
displayed in the current window. In some windows, you can retrieve
a column setup directly from the View bar. Otherwise, you can
retrieve a column setup from the Column Setup dialog box.

» To retrieve a column setup

¢ Inthe View bar, select a column setup from the Columns
drop-down list.

Columns:  Territory/Account Manager -
Name 4 *Default Address Book View
“Default Contact View
*Default Related Entries View
Address Information
Advertising Response View
Basic Information
Leads Summary
Partners Assigned
Partners Summary

Territory/Account Manager

¢ On the Setup tab, select Column Setups from the Display
group. Then, select the column setup, and click Use Now.
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Coloring Rules

Coloring rules shade entries with different colors depending on the
values of specific fields. You can set up coloring rules in the Address
Book, Opportunities, Customer Service, and Hotlist windows. Each
coloring rule includes a set of values for a specific field. You can
choose a background color and a text color for each value in the rule.
When you apply a coloring rule, the entries that have the same value
for the field are colored even if the value is hidden in the current
column setup.

You can also set up the color of current and selected entries. These
colors override the coloring rules.

The following sections contain additional information on coloring
rules:

e "Creating Coloring Rules” on page 101
e  “Applying Coloring Rules” on page 103

Creating Coloring Rules

You can create coloring rules from the Address Book, Opportunities,
Customer Service, and Hotlist windows.

» To create a coloring rule

n On the Setup tab, select Coloring Rule from the Display
group.

A ciick Add.
The Rule Properties dialog box opens.

E Enter a name for the coloring rule.

You can also enter a description and specify values in the Full
access and Read access fields.

ﬂ Next to Match entries using this field, click the ellipsis button.

E From the Basic Fields or User Defined Fields list, select the
field for the rule, and click OK.

[ ciick Add.
The Set Up Criterion dialog box opens.

Select a value for the field, choose text and background
colors, and click OK.

In the Customer Service window, the text color of overdue cases
is always red. To distinguish overdue cases from other cases,
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choose text colors other than red for values in customer service
cases.

Set Up Criterion
Details
Field name:

Value:
Hot -]

g

Color settings

Text cotor: [ [ N [
sackground color: ([ [--)

E Repeat steps 6-7 for other values of the field.

E Click OK to save the coloring rule.

Rule Properties

~Details of the rul
Name: ILEad Status

Desaription:

Full access: |Public - Read access: |Public -

[~ Criteria of the rule

Match entries using this field: | Lead status

Match entries using the following criteria

ead status = Warm
Lead status = Unknown

MoveUp | Hlove Doun add.. | change.. | Remove |
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Applying Coloring Rules

You can apply any existing coloring rule to the current list in the
Address Book, Opportunities, Customer Service, or Hotlist window.

In the Customer Service window, the text color of overdue cases is
always red, regardless of the text color assigned by the coloring rule.
However, the background color of overdue cases matches the
background color assigned by the coloring rule.

» To apply a coloring rule

n On the Setup tab, select Coloring Rule from the Display
group.
The Coloring Rules dialog box opens.

E Select an existing coloring rule, and click Apply.

Coloring Rules

Defined rules:

(Not using a rule) Ad
Do nat solicitb
Lead status .

Properties. ..

Save As...
Delete
Apply

Close

Jdailg

Desaription:
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CHAPTER

Notes and Documents

Store Notes and Documents in your Address Book

In this chapter...

“Notes” on page 106

“Journal” on page 110

“Documents” on page 112

“Maximizer Word Processor” on page 114

“Merge Fields” on page 118

"Microsoft Word and Corel Word Perfect Integrations” on page 121
“Company Library” on page 124
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Notes

Types of Notes

@ By default, notes are logged
for all of the main activities
you can perform in Maximizer.
You can adjust logging in your
logging preferences. (On the
Setup tab, select Preferences,
and select the Logging tab.)

Notes are used to record activities associated with Address Book
entries, customer service cases, campaigns, and opportunities. Use
notes to jot down “manual” notes—your ideas and impressions
about a customer, a case, a campaign, or an opportunity. You can
enter manual notes for short company profiles or summaries of
contracts and business agreements.

You can search for entries by notes. (On the Search tab, select Other
Fields > Notes from the Search By group.) And you can view notes
reports. (On the Reports tab, select Notes from the Associated Entries
group.) Simply select the types of notes you want in your search or
report.

The following sections contain additional information on working
with notes in Maximizer:

e "Types of Notes” on page 106
e “Notes Window"” on page 107
e “Adding Notes” on page 108
e “Default Notes” on page 109

Maximizer automatically creates different types of notes, providing a
history of all your activities. Maximizer creates the following types of
notes:

e Accounting - Created when you create or modify accounting
transactions using Accounting Link.

e Customer Service - Created when you add a customer service
case.

e  Email - Created when you send an email message to one or
more Address Book entries. Email notes are also created when
you send a campaign.

e History - Created when opportunities, cases, and campaigns are
added or changed.

¢ Incoming call - Created when you receive a phone call.

¢ Mail-outs - Created when you print documents, labels,
envelopes, or letters using the Maximizer Word Processor's
merge feature. Also created when campaign activities are sent
out as email, fax documents, or printed documents.

¢ Manual - Added manually to entries.
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¢ Opportunity - Created for Address Book entries when
opportunities are added or changed. Opportunity notes can be
printed or searched only from Address Book entries.

e  Other - Third-party or custom notes created by your system
administrator. Also, notes created by web access sites.

¢ Outgoing call - Created when you phone an Address Book
entry.

e Task - Created when appointments or Hotlist tasks are
scheduled, modified, deleted, or completed. For Hotlist task
notes, the current owner of the Hotlist task is included in the
note, even when a task is reassigned. For appointment notes,
details of the appointment are included when the appointment
is scheduled. And when an attendee list is modified, an
additional note is logged.

¢ Timed - Created when you use the Timer

¢ Transfer log - Created when you transfer entries between
Address Books.

The Notes window is a following window, which means it displays
notes only for the selected Address Book entry, customer service case,
campaign, or opportunity.

Keep the following tips in mind when working in the Notes window:

n Identify notes marked as important with the Important icon. By
default, notes are sorted by the Important column, but you can
sort by any column.

E Use the Filter drop-down list to narrow the entries to a specific
note type (for example, “Manual” or “Email”). Choosing
<Custom...> enables you to search for notes that contain
certain text, notes that were created by a particular user or
accessible by a particular user or group, notes in a specific date
range, and/or a combination of note types.

Use the up and down arrows to view the notes for the previous
or next Address Book entry.

Use the Show All option to display all notes for the current
Address Book entry. This includes notes belonging to the
selected Company/Individual and all associated Contacts. If this
checkbox is not enabled, only notes belonging to the
Company/Individual or the selected Contact are displayed.
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Adding Notes

@You can also add a note by
copying text from the
Windows Clipboard. In the
Notes window, right-click and
select Paste Link.

Double-click on an entry to view the entire note.

[Z] Motes | §= UserDefined Fislds |- Documents [d3] Address Baok OrderDesk

Filter,  <All> - & # [¥]Showall
1 ¥ Date Time  Type T reator  Full Access Read Access
¥ February 25,2010 3:25 PM History J li has subscribed  Joe Public Public
Astor Wines & Spirits Napoli

ch 12, 2010 9.38 AM Task Hotlist Task Created: Confirm  Joe Public

— o ihiEpEsentaivecn
February 25,2010 3:25PM History Joe Napoli has subscribed Della Joe Public Public
Mecoy - Astor Wines & Spirits  Napoli

January 18,2010 351 PM Custome Case HO-00038 has been Joe Public Public
Service created: Training Request Napol

January 18, 2010 3:51 PM Custome Case HQ-00032 has been Joe Public Public
Service deleted: Faulty Product Napol

January 18,2010 3:51PM Custome Case HQ-00028 has been Joe Public Public
Service deleted: Faulty Product Napol

January 18,2010 3:51PM Custome Case HQ-00017 has been Joe Public Public
Service deleted: Faulty Product Napol

January 15,2010 203PM Task  Scheduled Generic Action Plan Jos Public Public
plan on January 15, 2010to  Napoli

January 15,2010 11:48 AM History Territory Alignment has. Lou Public Public

changed field Territory Status'  Jones

When you add or edit a note, you can add formatting and hyperlinks
in the note. You can also view and edit the HTML source of the note.

>

To add a note

Select the entry to which you want to add the note.
Notes for the entry are displayed in the Notes following window.

Drag the entry to the Notes following window.

—or-

On the Home tab, select Note from the Write group.

—or-

In Notes following window, right-click and select Add Note.
—or-

In the Notes following window, double-click a blank note cell.
The Add Note dialog box opens.

Enter the content of the note.

Use the options in the toolbar to format the note.

To view the HTML source of the note, select the View
Source/HTML icon.

You can use the icons in the Menu bar to perform other tasks in
the note. For example, you can click the Spelling icon to check
the spelling in the note.
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@You can choose to always E If necessary, select the Important icon to mark the note as
check spelling when saving important, and adjust the Full access, Read access, and
changes in a dialog box in your . .
preferences. (On the Setup tab, Category fields in the note.

select Preferences.)

®The Category field is available E Click OK.
for only manual notes.

8 £dd Note for Dokton, James ==
&P B e e | [Dacons -] 1
[Tahoma |
I talked with James Dolton of ABC Wine Shap. He expects they'll increase next month's order
o take advantage of our winter promotion.
Properties Details
March 16, 2010 Full access:  Joe Mapali -
&40 P Read access:  Public -
Joe Napoli Category: |c5mment v|
o

Default Notes

You can create default notes for different types of entries. Default
notes are specific to the current user. The content of the default note
automatically appears when you create a new note. The Full Access,
Read Access, and Category fields can also have default values.

You can add default notes in the Address Book, Opportunities,
Campaigns, Customer Service, and Journal windows.

» To add a default note

n On the Setup tab, select Default Note from the Default Entry
group.
The Default Note dialog box opens.

E Enter the content of the note.

E If necessary select a user or group for the Full Access and Read
Access fields, as well as a note category.
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Journal

ﬂ Click OK to save the default note.

8 Default Note ==
& Tk BB
[Tahama <o -|E|B ru@[EEEEE EE

i
iMi
i
i
[0
il
Il
| m

Mot text

Joe Napolf
Prasfdant, Cscons Estate Wines

Properties Details
Joe Mapoli Full access:  Joe Mapoli -
Read access:  Public -

Category: | = |

The journal provides you with a location to keep personal records.
Journal entries can be business activities, reference notes, and
personal ideas. These entries are similar to notes, except they are not
attached to Address Book entries.

You can add journal entries up to 9,216 characters in length. By
default, journal entries are stamped with today’s date. You can
change the date stamp if you want to add an entry for a past or
future time period.

You can automatically log your Address Book activities as journal
entries and search most Maximizer note types from the Journal
window if you choose the Journal or Both options in your logging
preferences.

The following sections contain additional information on journal
entries.

e “Journal Window"” on page 111

e “Adding Journal Notes” on page 112
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You can access the Journal window by selecting the Personal icon
and clicking the Journal tab. You can also access the Expenses
window from the Journal window. Keep the following points in
mind while working in the Journal window:

n Select the Personal icon, and select the Journal tab to open the
Journal window.

E Use the Filter drop down list and filter your journal entries
displaying only entries in a specific date range—List All, Today,
Yesterday, This Week, or This Month.

E Select one of the search icons to search for a note by date or text.

n Double-click on a journal note to open it and view its details.

@ X a8 )= Maximizer CRM [Escona Tuterial] - Journal Items 4 Displayed] - = X
3/ [Home | Edt  View  Seah  Took  Reports  Setup - = x
- — = s Letter ethy o = 3
BENESINE 2 N -
=l o Fax = -
Journal Case Opportunity  Email Note . Make Receive | Meeting Time
Note | Document | acall acall » = aTask
Create Write Phane Schedule | Insert /Print| | Track
|53 Journal | 5P Expenses E
E:—j) My Work Day Filter:  List All - g
Date ¥ Time | Typs  Text

LI& Address Book - April 13, 2010 F12PM  Manual  How To: Phone Calls,
[¥! March 18,2010 11:34 AM Manual | updated a number of pmdﬂmmuns

Oppartunities in our catalog. Ml aggregate commerts in the

- March 52010 A0tD2 M Marusl  Remindsr Chieck sl dstss in ortiers betors

|2} quotss processing them! Wis've had a number of
B February 58,2010 S10PM Manusl  Personl reminder o pick Up Josy from his

[EI— soccer practise Wednesdays ot 7:30 pm

= customer senice
j,i knowledge Base
] Houist

FEf| catendar

IRy email

—

m Company Library

ng| Personal n

< [

Press F1 for Help  User: JNAPOLT | Thursday March18, 2010 9:18 PM -5
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Adding Journal Notes

Documents

Documents Window

You can add manual journal notes to the Journal window at any
time. These notes are not attached to any entries and are accessible
only to you.

» To add a Journal note

n Select the Personal icon, and select the Journal tab to open the
Journal window.

E On the Home tab, select Journal Note from the Create group.
—or-
Right-click and select Add Journal Note.

B Enter the text of the note, and click OK.

You can import into Maximizer files that are created in other
applications. You can attach any files as documents to Address Book
entries, opportunities, customer service cases, and campaigns. You
can also save email messages to entries as documents directly from
the Email window. The documents are stored with the entry to be
accessed at any time.

The following sections contain additional information on working
with documents in Maximizer:

e “Documents Window" on page 112
e "Viewing Documents” on page 113
e “Adding Documents” on page 113

You can view all of the documents attached to entries in the
Documents following window.

] motes = User-DefinedFisids |-J Documents |43 Address Book OrderDesk
Filter:  <All> - & % []showan

Date v Time: Category Type  Hame
March 18, 2010 S38FM  Urgent pdt  Cortract 2010

March 4, 2008 227 PM Mandmizes Letter of Intracduction
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Adding Documents
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You can view documents attached to entries from Maximizer. The
file opens in the default application for the file extension of the
document.

» To view a document

n Select the entry to which the document is attached.

E Select the Documents following window.
All documents attached to the entry are displayed.

E Double-click on the document that you want to open.

You can add any type of files as documents in your Address Book
entries, opportunities, customer service cases, and campaigns.

> To add a document to an entry

n Select the entry to which you want to add the document.
E Select the Documents following window.

E On the Home tab, select Insert File from the Insert/Print
group.
Right-click and select Insert File.

ﬂ Specify properties for the document, such as name,
description, and owner.

E Click Browse and browse to the location of the file, and click
Open.
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E Click OK to save the file with the entry.

Insert File ==l

Details of document “
Name: ‘ Escona Wine List Cancel
Owner: [Public =l Speling

Category: ﬂ

Description: | Our wine list, with modified prices for this
customer.

Fie: [ C:\Pocuments\EsconaineList. pdf Browse I~ Link

Result

Inserts the file into your document so that you may
E@ activate it using the program which created it.

Maximizer Word Processor

To create documents and templates, you can use the Maximizer
Word Processor, which is always installed as part of Maximizer. You
also have the option of using Microsoft Word or Corel WordPerfect
as your word processor.

The Maximizer Word Processor is a separate application with a
toolbar and menus that are similar to other commonly used word
processors.

The word processor includes fax, invoice, letter, and memo
templates. You can customize these templates or create your own
custom templates.

» To open the Maximizer Word Processor

e Drag an Address Book entry to the Documents following
window.

e On the Home tab, select Letter, Fax, or Document from the
Write group.
The Maximizer Word Processor opens the template for the type
of document selected.

e On the Tools tab, select Maximizer Editor from the Other
group.

e Press F8.
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Maximizer Word Processor Window

@ You can choose to always
check spelling when saving

changes in your preferences.

(On the Setup tab, select
Preferences.)

When you open the Maximizer Word Processor, it opens a separate
window where you can create and edit documents and templates.

Keep the following points in mind when working in the Maximizer
Word Processor window:

n Use the toolbars for common tasks and formatting text and
paragraphs.

E To run a spell check, place your cursor at the top of the
document, and click the Spell Check button on the toolbar.

E If your template has merge fields, the information for the
selected Address Book entry—like the address—is inserted in
place of the merge fields.

M Maximizer Word Pry r - [Letter] [ =)
S File Edit View at Paragreph Tools Document Window Help NE
DERE SRV Bo FHeE Q

Times Mew Roman ~|[fz =B r 0 =5 t t|[===

10 I 11 I 12 3 |4 I 15 I IE I

3 = = = = =

= = o = o <
{Insert company or personal letterhead, or type your name and address} =l

{Today's date?}

{Mr_Ms?}{First Name?} {Last Name?}
{Position?}

{Company} E

{Department?}

{Division?}

{Address_Line_17}

{Address_Line_27}

{City?}, I{StateiPrmince'.'} {Zip_/ Postal Code?}
{Country?}

Re: {Subject of Letter }

{Saltation?}

{Body of Letter}

‘ Bn

For Help, press FL Pgld  [tnd3  [Coll0
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Documents and Templates

Templates

Documents

Understanding how templates and documents are used and how
they communicate with each other is the key to working efficiently
with this correspondence system.

A template is a standard design meant to be used repeatedly to
create new documents. Templates are generally designed to be used
with a company'’s stationery, including default page margins,
standard fonts, and merge fields.

For example, a template might be used for the following:

e Create form letters for bulk mailings to clients and prospects.
* Provide a default structure for letters and faxes.

e Provide a consistent company image.

You can create a template in the Maximizer Word Processor by
designing a document then selecting “Template” when you save
your work. When you next create a new document, you can use your
saved template as the basis for the document. You can also
customize existing templates to suit your needs.

A Maximizer Word Processor document is always specific to an
Address Book entry, customer service case, campaign, or opportunity.
Typically, documents are created from one of the templates created
with the word processor. A document can be a letter, a fax, a flyer, or
anything you write with the word processor and send by mail, fax, or
email.

Location of Templates and Documents

When you use the Maximizer Word Processor to save your templates
and documents, they are automatically stored in the Microsoft SQL or
Microsoft SQL Express database, not the Address Book folder.
Therefore, they can be viewed only through the Maximizer Word
Processor and not Windows Explorer or another file management
tool.
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You can open the Maximizer Word Processor and create documents
at any time while working with Maximizer. You can base the
documents on existing templates, or you can start from a blank
document. The document is attached to the currently selected
Address Book entry.

» To create a document

n In Maximizer, select the entry that the document is associated

with.

E On the Home tab, select Document from the Write group.

E Select the template to base the document on and click OK.

Create Mew Document

Document details

(B8 )

Mame: \ untitied

Owner: [public

Category: |

1] 1l

" Template

" pocument for

Create as this type of file

Use this template as the basis for new file:

*Fax Form
*Fax Memo

= Invoice
*Letter

=Memo

*No Template
*Purchase Order

Desaription:

soeling | [ ox

ancel |

ﬂ In the Maximizer Word Processor, modify the document as

required.

E Select File > Save.



118 | Maximizer CRM 11
User’s Guide

Merge Fields

@ Ensure the start and end of the
merge field reside on a single
line. The start of a merge field
is denoted by the left brace ({)
character and the end of a
merge field is denoted by the
right brace (}) character.

E Specify the properties of the document and click OK.

Save As o=

Document details

Name: |

Owner: [Public =l

Category: | |
Description: p
Save as this type of file
" Template
+ Document for
Speling Cancel

Merge fields are simply place-holders in your document that can be
replaced by basic Address Book entry or user-defined field
information when you perform a merge. For example, in the body of
a letter, you can insert a merge field for a Contact’s name:

{First_Name?}

When you perform the merge, the name of each recipient is
displayed in place of the merge field. If the entry does not have an
assigned value for the chosen merge field, the field does not display.

Merge fields are not restricted to Address Book entry
information—you can insert merge fields for your own user
information, opportunities, and customer service cases as well.

You can insert merge fields in email templates, email messages,
Maximizer Word Processor templates, and Microsoft Word
documents.

The following sections contain additional information on working
with merge fields in Maximizer:

e “Inserting Merge Fields in the Maximizer Word Processor” on
page 119

e “Mail Merge” on page 120
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Inserting Merge Fields in the Maximizer Word Processor

You can insert merge fields into documents and templates in the
Maximizer Word Processor, letting you add information for specific
entries to generic documents and templates.

> To insert a merge field in the Maximizer Word
Processor

n In the Maximizer Word Processor, place your cursor where you
want to insert a merge field.

E Select Tools > Merge Field.
—or-
On the toolbar, click the Merge Field icon.
The Insert Merge Field dialog box opens.

ﬂ Select the type of merge field you would like to insert.
n Select a merge field from the list and click Insert.
E Select the Blank if Not Used checkbox if you prefer.

During a mail-merge, this option leaves a blank space if there is
no information available for a field. (By default, if there is no
information in the field, the Maximizer Word Processor simply
omits the field and leaves no space; it also adjusts the position of
the other merge fields accordingly.)

E Click Insert.
The selected merge field is inserted in the template.

Insert Merge Field ==
Type of merge field to insert
(+ Address Book entry " Orderdesk entry
€ opporturity " User information

" Customer service case

Available merge fields:

Account_Manager
Address_Line_1
Address_Line_2
Campaign_Opened_Email_Tracking_URL
Campaign_Redirect_URL
Campaign_Redirect URL1
Campaign_Redirect_URLZ
Campaign_Redirect URL3
Campaign_Redirect_URL4
Campaign_Remove_Subscriber_URL

Contact Number S

I Gank if not used Close
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Mail Merge

@You can also send a mail
merge from Microsoft Word or
WordPerfect using the
Maximizer toolbar embedded
in the word processor to insert
the merge fields.

Use mail merge in the Maximizer Word Processor to send a letter, an
email message, or a fax to many recipients. The merge feature allows
you to send a single document to multiple Address Book entries by
fax, email, or regular mail. This type of merge is called a “broadcast”
merge.

Because the word processor has merge fields for your Address Book
information, you can create a document with a merge field in place
of a specific name. These merge fields are replaced with the
recipient’s information when you perform the merge and send the
document.

» To send a mail merge

n In Maximizer, create a list of Address Book entries that should
receive your merged document.

You can create a list by searching for the appropriate entries or
simply selecting entries in your current list.

E In the Maximizer Word Processor, select File > Merge > to
Printer, to Email, or to Microsoft Fax.

Specify your merge options, and click OK to continue with the
merge.

Depending on what window you have active, the available
merge entries vary

Merge Options ==
Merge template with selected
Sp——
¢ Contact window entries Cancel
5
b
¢ Opportunities
&+ Elistomer Service:

Print optians

& Curent entry only
¢ Allentries

=

=

Format
(& Rich text as attachment

(" ASCII text as attachment
¢ ASCIT text as body content

n Select Print or Send to merge the document with the first entry
in the list of entries, or select Send All or Print All to merge the
document with all of your selected entries.

Click Skip to go on to the next entry.
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Microsoft Word and Corel Word Perfect Integrations

You can use Microsoft Word or Corel Word Perfect as your word
processor while working with Maximizer. With the integration, you
can launch your word processor directly from your Address Book with
a toolbar button in the custom toolbar.

Word or Word Perfect integration installs a Maximizer toolbar in the
word processor. The options in the Maximizer toolbar integrate
Address Book entries in Maximizer with the word processor.

The following sections contain additional information on working
with Word Integration:

e “Inserting Merge Fields in Microsoft Word"” on page 121
e “"Sending Microsoft Word Documents” on page 122
e “Unlinking Merge Fields in Microsoft Word"” on page 123

Inserting Merge Fields in Microsoft Word

You can insert merge fields into documents in Microsoft Word,
letting you add information in your Address Book to your document.

When you add merge fields to Word documents, you have the option
of adding the merge field as a link. When the merge field is added as
a link, the merge field syntax is added to the document. When you
merge the document, the syntax is replaced with values for the
current entry. If you add merge fields without linking them, the
value of the merge field for the current entry is added to the
document.

» To insert a merge field in a Word document

n With a document open in Word, place your cursor where you
want to insert the merge field.

E From the Maximizer toolbar, select the Insert Merge Field
icon.

The Insert Merge Field dialog box opens.

B In the top of the dialog box, select the type of merge field to
insert.

ﬂ Select a merge field from the list.
E To add the merge field as a link, select the Link checkbox.
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E Click OK to finish adding the merge field to the document.

Insert Merge Field ==l
Select a Merge Field:
' Address Book Entry " Opportunity Entry " Orderdesk Entry
" User Information 8
Email_Description_2 j

Email_Description_3
Escona_Roles
External_Site_PIN
Fax
Formulas/Day_of week - Creation date
Formulas/Day_of_week_::_Creation_Date J
Formulas/Full name
Formulas/New_or_Old_Entry
Formulas/Phone_zs_number
FormulasTotal_5dles
Full_Access
Identification
Individual_Name_for_Contact
Last_Name
Marketing/Heard_About
Marketing/Promo_level
MarketingPromotions
Marketing/Subscription =l

First_Name

™ Link OK Cancel Help |

Sending Microsoft Word Documents

@Word integration is available
only in Microsoft Internet
Explorer.

When you use Microsoft Word with Maximizer, you can send a Word
document to the printer, fax, or email, automatically merging the
document with one or multiple entries in Maximizer. When you send
the document, you can choose to merge the document with the
current entry, with all selected entries, or with all entries in the
current list in Maximizer. You can also log a note to all entries
included in the merge.

If you are sending the document to the printer or fax, the document
is automatically sent to the printer or fax that is currently set up in
Word.

If you are sending the document by mail, you can compose an email
message to accompany the document.

» To send a Word document to the printer

n Open the document in Word.
E Create a list or select the entry or multiple entries in Maximizer.

E From the Maximizer toolbar in Word, select Send Document.
The Send Document dialog box opens.

n Under Merge with, select how you want to use the current list.

e Select Current Entry to merge the document with only the
current entry.
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e Select Selected List to merge the document with all selected
entries in the current list.

e Select Entire List to merge the document with all entries in
the current list.

E To filter the current list so that it does not include Address Book
entries marked as sales leads, select the Ignore Leads option.

E Under Log Message, enter a note to log with each of the
selected entries.

Click OK to send the document to the current printer.

Send Document
Merge with:
€ CurrentEntry

= Selected List Cancel

OK

" Entire List
Help

I~ Ignore Leads
Send document to:
&= printer
" Microsoft Eax
¢ Email

Log Message
Message to Log to Motes:

Spring Escona Promotion

Unlinking Merge Fields in Microsoft Word

@ Dynamic links are created in
the Word document only if the
Link checkbox is selected in
the Insert Merge Field dialog
box.

After inserting merge fields into Microsoft Word documents, the
links between the Maximizer fields and the corresponding fields in
the Word document are dynamic. The field values in the document
change depending on the Address Book entry that is selected.

If you do not want the document’s merged values to change when a
different Address Book entry is selected, you can break the merge
field links and save the document with the information from the
current entry.

» To break links to merge fields in Word

n On the Maximizer toolbar in Word, click the Break Links and
Save icon.

E Browse to the location to save the document, and click Save.
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Company Library

You know the value of keeping an organized database of your
marketing materials and other company collateral. Brochures, price
lists, photos, magazine reviews—all of these materials should be easy
to find when you need them. The Company Library provides shared
access to a central library of these materials with the security offered
by the Maximizer environment.

If you use another word processor—such as Microsoft Word or Corel
WordPerfect—for your correspondence, you can even open a
document from the Company Library, merge it with one or more
Address Book entries, and print or send it as an email message.

Most file types are supported in the Company Library if you have the
associated application installed on your computer. These include the
following file types:

e .DOC and .RTF files — Microsoft Word

e XLS files — Microsoft Excel

e _PPT files — Microsoft PowerPoint

e _HTMand .HTML

e .BMP files — bitmaps

e _TXT files — text and Company Library notes

e PG, .GIF, and .TIF files — graphic files

e .PDF files — Adobe Portable Document Format files
e .MXD files — Maximizer Documents

e .MSG files — Outlook Email Messages

The following sections contain additional information on working
with the Company Library:

e “Company Library Window" on page 125
* "Organizing the Company Library” on page 127

e “Adding Documents and Notes to the Company Library” on
page 127

e “Sending Documents by Email from the Company Library” on
page 129
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Company Library Window

The Company Library window is divided into two areas: the left side
is a tree view, which displays the folders and files in your library; the
right side is a preview area, in which you see a preview of certain file
types or type text notes.

Keep the following points in mind when working in the Company
Library window.

n Select the Company Library icon to open the Company Library
window.

E In the area on the left side of the window, view your folders and
files in a tree view.

To view the contents of a folder, click the plus sign on the left
side of the folder.

ﬂ Use the toolbar for common tasks.

n Select the Preview checkbox to display a preview of notes and
most file types in the right part of the window.

E Double-click on a document or note to open it.

E Write new notes and edit existing notes in the pane on the
right-side of the window.
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Use the shortcut menu to perform common tasks in the window
such as adding, deleting, or renaming files.

¢ Save files on your computer or a network location by
right-clicking on the file and choosing Save As.

¢ Print documents and notes, by right-clicking and choosing
Print.

@ TR N D Maximizer CRM [Escona Tutorial] - [Company Library] - = x
—) Home | Edit  View  Search  Tools  Reports Setup -7 X
=& [ Add Folder = s Letter - . - ¥
+ y
= = 88 -l
= Paste Document i Fax % Phone Call =
Article ., i Email  Note .. Mak Meeting . Time | Article
- [} Paste Link Document 7 Document || ool acan ) Action Plan = STErs e
Create Write Phone Schedule Insert/Print | Track | Email
El ™ | F W Preview
&'.»: My Work Day (L Company Library Opportunity for .... -
= ) Company Announcement
| § address Bak ggustumer&mces Competitor Notes
inance
Yho's our competition for this oportunity?
i ) General
| ¥ opportunities
. Hurnan Resources Competitor Strengths:
B et |3 ChangefAddressForr E
23 Quotas y
= |3 Employee Benefits Competitor Weaknesses:
|l ) Marketing Department
L‘E-] Campaigns {2 Sales Department How do we overcome strengths?
- L[ Price List o
1 Customer Service How do we capitalize on weaknesses?
= Add 3
@l Knowledge Base
Open Note
E Hotlist Save Mote
Close Note
5| Calendar Delete
2 e Eename
L Email
Save As

—
M‘ Company ubraryn Paste Docurnent

Paste Link Docurment

Personal

Print...
H-j OrderDesk B, Properties
Recent Entries Ernail Selected Document...
== B a4 . Ernail Selected Document to ABC Wine Shop Inc.... -

Press F1forHelp  User: JNAPOLI ‘ Thursday March 18,2010  10:21 PM
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Organizing the Company Library

The files in the Company Library are organized in a folder structure
to help you keep track of your corporate documents and notes.
Folders, documents, and notes are listed in alphabetical order in the
Company Library. You can create new folders and move existing
documents and notes to other folders to organize this structure.

You can drag documents and notes to other folders to move them.
You can also drag folders to other folders to move the folder and all
of its contents.

» To add a folder to the Company Library

n In the Company Library window, click on the parent folder that
you want to add the new folder to.

To add the folder at the root level, click the Company Library
folder.

E On the Home tab, select Add Folder from the Create group.
Right-click and select Add > Folder.

E Enter the name for the new folder.

Adding Documents and Notes to the Company Library

The Company Library can store many different file types. Provided
that your system administrator has given you access to the Company
Library, you can add documents and notes as either private or public
entries. If you add a document, you can browse for an existing file on
your hard disk drive or network.

You can choose to either “link” or “embed” files in the Company
Library. Embedding is usually a better choice, as a link is only a
“shortcut” to the original file, which may get moved, renamed, or
may not be accessible to all Maximizer users.

» To add a document to the Company Library

n In the Company Library window, click on the folder to which you
want to add the document.

E On the Home tab, select Article > Document from the Create
group.
Right-click, and select Add > Document.
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The Insert File dialog box opens.
B Click Browse to select a file.
ﬂ Locate the file, and click Open.

E Specify a Name, Category (optional), and Owner for the
document.

3 ciick ok.

>» To add a note to the Company Library

n In the Company Library window, click on the folder to which you
want to add the note.

E On the Home tab, select Article > Note from the Create group.
Right-click, and select Add > Note.
E Enter a name for the note.

n Click in the right pane of the window, and type the content of
the note.

E In the toolbar, click the Save Note icon.

E To specify properties of the note, right-click and select
Properties.

Specify a Category (optional), and Owner for the note.
El ciick ok.
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Sending Documents by Email from the Company Library

You can send documents by email directly from the Company Library
window. The Company Library documents are attached to the email
message. You can select one or multiple documents and notes to
attach to the email message.

You can send the documents to the currently selected Address Book
entry, or you can select Address Book entries while sending the
documents.

>

To send documents by email from the Company
Library

If you want to send the documents to an Address Book entry, in
the Address Book window, select the Address Book entry to send
the documents to.

In the Company Library window, select any documents and notes
you want to send.

You can hold down the Control key to select multiple documents
and notes.

In the Home tab, select Article from the Email group, and
select the name of the document.

Depending on your email preferences, the Send Email dialog box
may open with options for logging the email message with
Address Book entries.

If necessary, adjust the email options, and click OK.
Enter the details of your email message.

Click Send.
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CHAPTER

Galendar and Hotlist

Track Your Appointments and Tasks

In this chapter...

“Hotlist Tasks” on page 132

“Calendar Appointments” on page 136
“Calendar and Hotlist Preferences” on page 143
“Action Plans” on page 144

“Viewing Activities for Entries” on page 148
"Peg Board” on page 149

“"World Clock” on page 150
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Hotlist Tasks

Hotlist Window

@ On the View tab, select Carry
Forward Unfinished Activities
from the Filter group to view
old tasks that are not yet
complete in your current
Hotlist.

The Hotlist is a timeless “to-do” list of tasks and reminders. Tasks
include calling and writing to customers. Use the Hotlist window to
record actions and follow up on personal activities, such as producing
expense reports, or those related to your interactions with Address
Book entries. For example, you can use the Hotlist to schedule a
phone call to a Contact who is out of town for a week. When the
week is up, the Hotlist will remind you to call again.

Hotlist tasks can be associated with opportunities, campaigns, and
customer service cases, as well as Address Book entries. When you
schedule strategies for opportunities or templates for traditional
campaigns, Hotlist tasks are created for all of the activities in the
opportunities and campaigns. When you create new customer service
cases, Hotlist tasks are created for the assigned users based on the
follow-up deadlines of the cases.

The following sections contain information on working with Hotlist
tasks:

e “Hotlist Window” on page 132

e "Viewing Hotlist Tasks” on page 133

e “Adding Hotlist Tasks” on page 134

e "Reassigning Hotlist Tasks” on page 135

You can view all of your Hotlist tasks in the Hotlist window. Because
the Hotlist is a controlling window, the following windows update
with information on the Address Book entry associated with the task.
Keep the following points in mind when working in the Hotlist
window.

n Select the Hotlist icon to open the Hotlist window.

E Use the Filter drop-down list or click the Build Hotlist icon to
select the date range you want to show.

E Click the Column Setup icon to add or modify a column setup in
the Hotlist window.

ﬂ From the User drop-down list, select a Maximizer user to view
another user’s Hotlist.

You must have access to other users’ Hotlist to view their Hotlist
tasks. You can give other users access to your Hotlist in your
Calendar/Hotlist preferences.

E Select Show Appointments to view your appointments in the
list with your tasks.



E Double-click on a task to view its details.
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Viewing Hotlist Tasks

You

can click on a Hotlist task in the Hotlist window to open the

Hotlist Task dialog box where you can view and edit details of the
task. Keep the following points in mind when working in the Hotlist
Task dialog box.

Specify a date and, optionally, a time for the task.

Select Set alarm to remind yourself of the task before the
scheduled time.

Enter the activity or select a predefined activity from the
drop-down list.

Mark the task as completed when you are finished with the tas

From the Assigned to drop-down list, select a user to assign th
Hotlist task to another user.

k.

e
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Adding Hotlist Tasks

E Select Personal Hotlist task if you want to make the task

personal and remove the Address Book entry associated with the
task.

Hotlist Task ==l

Scheduled date and time
n Date: | March 18, 2010

Time: [2:00 &M Find Time. .
Set alarm 10 [ minue(s)

Details

Activity: | Get prospect bo agree with the implementation =

. E

Priorty: [ A Teeimexmied ﬂ
HEE R & EeE

Assigned to:  Joe Mapoli - E

Personal Hotlist bask

Icon:

@) Hatlist task with Powell, Darin - Bayvile Package Store
Oppartunity for: Bayville Package Store
Objective: Sell Escona Wine
Role: End Consumer Advocate

speling | [ ok | [ cancel

You can create Hotlist tasks for Address Book entries, opportunities,
and customer service cases. You can also create personal Hotlist tasks.
Personal Hotlist tasks are not associated with Companies, Individuals,
or Contacts.

>

To add a Hotlist task

Select or open the entry associated with the task.

To add a personal task, select the Hotlist icon to open the
Hotlist window.

In an open entry, select Actions > Schedule a To-do.
—or-

On the Home tab, select To-do from the Schedule group.
—or-

Right-click and select Schedule > To-do.

—or-

In the Hotlist window, on the Home tab, select Task from the
Create group.

The Add Hotlist Task dialog box opens.
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B Enter the Hotlist task details.

ﬂ Click OK to save the Hotlist task.

Reassigning Hotlist Tasks

You can reassign Hotlist tasks to different Maximizer users directly in
the Hotlist window. You can reassign one or multiple Hotlist tasks at
the same time.

» To reassign Hotlist tasks

n In the Hotlist window, select the tasks you want to reassign.
E On the Edit tab, select Reassign from the Manage Activity
group.
—or-
Right-click, and select Reassign.
The Reassign Hotlist Tasks dialog box opens.

E Select a user and click OK.
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Calendar Appointments

Calendar Window

The Calendar lets you schedule meetings and appointments with
other Maximizer users and Address Book entries. Calendar
appointments can be associated with Address Book entries,
opportunities, campaigns, and customer service cases, or they can be
personal.

The following sections contain information on working with
Calendar appointments:

e  “"Calendar Window” on page 136
e “Viewing Appointments” on page 139
e "Adding Appointments” on page 141

You can view, add, and modify your appointments in the Calendar
window. Appointments and Hotlist tasks are displayed in a daily,
weekly, weekly list, or monthly view. All views allow you to see your
appointments at a glance.

To assist you with scheduling, color bars and icons indicate the
attendees and booked resources and locations for the appointment.
You can display the appointments for other users if they have given
you access to their calendars. Calendar access is set in your
Calendar/Hotlist preferences.

Here are some tips for working with the Calendar window.
n Select the Calendar icon to open the Calendar window.

E In the top-left corner of the window, select the arrow buttons
to navigate from day to day, week to week, or month to month.

B Select the Daily, Weekly, Weekly List, or Monthly icon to
change the calendar view.

n View details of appointments directly in the Calendar window.

¢ In the monthly view, hold your mouse pointer over a day to
display all the appointment details for that day in a pop-up
window. Then, hold your mouse over a particular
appointment to view the appointment details. Or, click on
the appointment in the pop-up window to open it.

¢ In the weekly, weekly list, and daily views, hold your mouse
over an appointment to display the appointment details.
Double-click on an appointment to open it.

¢ In the weekly list view, view appointment details directly in
the calendar, where details such as start/end time and
location are listed in an easy-to-view format.
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Select the Open Address Book entry icon to view the Address
Book entry associated with the selected appointment.

From the User drop-down list, select a user to display another
user’s appointments. You can also select a location or resource to
view the booked time for meeting locations and resources.

Select dates in the miniature calendar view to navigate to
different dates in the calendar. Use the arrow buttons to move
between months or years.

In the Hotlist Tasks section, view the day’s Hotlist tasks.
You can click on a Hotlist task to open it and view its details.
In the Legend section, select the checkbox beside other users

and locations/resources to view the availability of users and
locations/resources.

You can use the Check All or Uncheck All icon to quickly select
or clear all users and resources in the list. Use the Edit List icon
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to add users and resources to the calendar and to set icon colors
for these users and resources.

."@ s Maximizer CRM [Escona Tuterial] - [My Calendar] - =X
~ Home Edit View Search Tools

=]  Letter PR To-do % Insert a File
S B = AR - : v
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' Document || ;oo s can Action Plan_| i Print a Label T
Create Write Phone Insert / Print Track

Schedule

2 x =

EN N January 03 - 09, 2010 (Week 2) (5] 78 il 52 | ﬁ| User: Show My Calendar ~ | @ January 2010 [}
EL My Work Day E January 03, 2010 Wednesday, January 06, 2010 Su Mo Tu We Th Fr Sa

3:00 PM - 4:30 P I v
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Viewing Appointments

@You can click Options to
specify that email reminders
are also sent to Address Book
entries.
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Appointments for a day, week, or month, are displayed in the
Calendar window. You can hold your mouse pointer directly over an
appointment to see more information. You can also click on an
appointment to open it and view its details.

When you open an appointment, its details are displayed in the
Modify Appointment dialog box. Here are some tips for working in
the Modify Appointment dialog box.

n Click Options to set lead times for alarms and email reminders,
to specify that email reminders be sent to Address Book entries,
and to sign yourself out of the Peg Board.

Default settings for alarms are specified in your Calendar/Hotlist
preferences.

E Click Recurring to view details of recurring appointments.
E Select Completed to mark the appointment as completed.

n View information on the entry associated with the appointment
in the information bar.

If the appointment is linked to an opportunity, a case, or a
campaign, the entry is displayed as a link in the appointment.
You can click the link to retrieve the entry in the associated
controlling window.

If the appointment is personal, you can link it with the current
entry.

E Specify the date and time of the appointment.

If the end time of the appointment is earlier than the start time,
the appointment spans into the next day.

After clicking in one of the time fields, you can click the ellipsis
button next to the field to view the availability of selected users,
locations, and resources.

E Select Private to keep the appointment details private.

When this option is selected, even users with access to your
calendar cannot see the appointment details. The appointment
appears in the calendar with the subject displayed as “Private
appointment”.

Select Alarm and Reminder to set an alarm and to send email
reminders to yourself and to selected users.

This generic message lists the basic appointment details; you
cannot edit this message. This feature is available only if the
Maximizer Email Service is running.



140

Maximizer CRM 11
User’s Guide

Select a location for the appointment and specify the needed
resources.

These values are set in Administrator, but you can specify any
value as a location.

Select the Users and Address Book Entries tabs to assign
Maximizer users and Address Book entries to the appointment.

You can view the current users and Address Book entries
assigned to the appointment in the Attendees and response
list.

Maodify Appoint; E ==

2 | ] Sched ] Options 4% Recurring on | (i [2 + [ Completed

Appaintment | Users | Address Book Entries | E
Appointment with: Michslle Tnnar\:eﬂ

Subject:  Finalize proposal and email to customer E]
Appointment detalls Attendees and response
Dater  March 18, 2010 Name Response
From: 200 PM E Unti: 4:30PM & Michelle Tomancs - Atlss Food Inc
Priority:  HI EDPrivate ] pdarm 8 teine Dance
Sl0e Napoi Accepted v
Location:  Meeting Room -

Resource(s):  Product Samples B

ProducksiServices:  all

Cateqgories:  California Matify ather users

Mote:

Joe and Celine: work together to finish proposal for Atlas Food. Michelle is available to phone if needed, -
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You can easily schedule an appointment with Address Book entries,
other users, or yourself. The Add Appointment dialog box gathers all
the information for the appointment—the date and time, the
description, and who will be in attendance.

When scheduling appointments, you can set an alarm in advance of
the appointment, mark yourself out of the Peg Board, set the
priority, and send notifications to the selected users.

You can schedule appointments from the Address Book,
Opportunities, Campaigns, Customer Service, or Calendar window. If
you add an appointment from one of the main windows, the
appointment is linked by default to the current entry. If you add an
appointment from the Calendar window, it is by default created as a
personal appointment.

» To add an appointment

n In the Calendar window, select a day, and on the Home tab,
select Appointment from the Create group.

—or —

In a main window, select an entry, and on the Home tab, select
Meeting from the Schedule group.

—or —

In a main window, open an entry, and select Actions >
Schedule a Meeting.

—or —

In the Address Book window, select an entry, right-click, and
select Schedule > Meeting.

The Add Appointment dialog box opens.
E Specify the details of the appointment.
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Add Appointrent ==
2 | £Z] Scheduling [ Options ¥ Recurring [ Icon v | [ (] + [ Completed

Appointment | Users | Address Book Entries |

Appointment with; James Dolton . Bemove link

Subject:  Meeting l:]

Appointment detals Attendees and response

Date: March 19, 2010 Name Riesponse

From:  2:20 PM Until:  3:20 PM & ! James Dolion - AEC Wine Shop ...
fority: Joe Napol Aceepied
FPrioricy: [T Private alarm 8 P

Location:  Joe Napal's office -

Resource(s): Marketing Callateral, Product Samples

ProductsfServices: Al

Categories: Natify other users

Mote:

If necessary, select the Users and Address Book Entries tabs
and add other Maximizer users or Address Book entries to the
appointment.

In the Appointment tab, you can select Notify other users to
notify other attendees of the appointment and prompt them to
select a response when they next open Maximizer.

Click OK to save the appointment.

Depending on your Calendar/Hotlist preferences and the details
of the appointment, you may be prompted to send an email
message to the other users added to the appointment.

If necessary, customize the email notification, and click Send.
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Calendar and Hotlist Preferences

@ Hotlist and calendar
preferences can also be
controlled in Administrator
using the user preferences

Use the Calendar/Hotlist preferences to change your Hotlist task and
calendar preferences. Most of the options on this tab apply to the
calendar.

You can control which users can view or modify your tasks and
appointments using the Full Access and Read Access options. For
example, if you want a user or group to be able to view your tasks
and appointments, select the name from the Read Access drop-down
list. The selected user or members of the group can then view your
tasks and appointments by selecting your user name from their
Hotlist window View bar. If you want them to be able to add or
modify your existing tasks and appointments, use the Full Access
option.

The Full Access option also controls your ability to reassign tasks and
appointments to other users, as you can only assign tasks and
appointments to other users if they have given you permission.

» To set calendar and Hotlist task preferences

n On the Setup tab, select Preferences, and select the
Calendar/Hotlist tab.

E Set your calendar and Hotlist default options, and click OK when
you are finished.

Preferences - Joe Mapali ==l
Trarsfer Envelopes Labels Reports Email
Outlook Synchranization Printing to HTML Diagnostic Overview Page
System Defaults Logging Format Calendar/Hotlist Dialing
Default settings Options

Ignare <anfiict checking

Al lesdtine: [ 10 [minutefs) 7]

Default interval: [5g +| minutes

7] Set alarm on when adding an appointment

Defauview: (wieekly )
First day of weski [sunday <]
wiorking hours from: | z:00 &M -

i e -1 [lshow week numbers
First week of vear: | Starts on Jan 1 -

Email appoinkment notification: | sk -

Tgnors all larms and notifications
Add or modify multi-user appointments
Do not display holidays
Carry forward unfinished activities

V| show non-work days in weekly view
Suppress Follow-up activity prompt

Include Address Book entries in
appointment email rsminders

Access ta Calendar wiork days
Full access: Lau Janes - 1. Sunday
]2, Monday
Read access: all users -
13, Tuesday
Access bo Hotlist ]+, Wednesday
Full access: Lou Jones - /15, Thursday
716, Friday
Read access: Al users - 7. Saturday

oKk | [ cencel ][ s
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Action Plans

Action Plans are lists of pre-determined appointments and Hotlist
tasks that can be scheduled all at once. Each appointment or task is
scheduled to occur a specified number of days before or after the
Action Plan start date. Action Plans can be scheduled as personal
appointments and tasks for Maximizer users or scheduled for Address
Book entries, opportunities, customer service, and campaigns.

The following topics contain information on working with Action
Plans:

e "Creating Action Plan Templates” on page 144
e “Scheduling Action Plans” on page 146

Creating Action Plan Templates

You can create Action Plan templates, which can later be scheduled
to create appointments and Hotlist tasks for Maximizer users and for
specific entries. You must have the corresponding permissions for the
Action Plan Library as a user to create Action Plan templates.

» To create an Action Plan template

n On the Setup tab, select Template Library > Action Plan
Library from the File Management group.

The Action Plan Library dialog box opens.

Action Plan Library ==
Action plan templates:
Add...
Manage Leads List
Performance Review Plan
Simple Service Plan Copy
Modify...
Delete
Close
Description of selected template
Description:
Activity From start date Assigned to
%  Lunch Meeting 0 day(s) After Current User, Daniel...
(k) Conference call 2 day(s) After Current User, Daniel...
/]  Confirm deadine 4day(s) After Current User
Template access
Full access: | Public Read access: | Public
A ciick Add.

The Add Plan Template dialog box opens.
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B Enter the template name and description.

ﬂ Click Add and select Appointment or Task to add an activity in
the template.
E Enter the appointment or Hotlist task details.

¢ Inthe Schedule activity fields, specify when to schedule the
activity in relation to the start date of the Action Plan.

¢ Inthe Assigned to field or the Users tab, select a Maximizer
user (or multiple users in appointments) to assign to the
activity.

By default, the activity is assigned to the user who schedules
the Action Plan.

¢ Select the Personal or Personal Hotlist task option to
mark the activity as personal, not associated with an Address
Book entry.

& ciick ok.
The activity is listed as part of the template.

Repeat steps 4-6 for each activity in the template.

E In the Full Access and Read Access fields, select a user or
group to make this Action Plan template accessible to only a
particular user or group.

E Click OK to save the Action Plan template.

Add Plan Template ==
Template name:  Simple Sales Plan
Description:  se when a strategy would be overkil - contains all the main steps
Template activities
Add > Modify. .. Delete

Activity From start date Assigned to

[7] & Make initial contact with customer an... 0 day(s) After Current User

[¥]  Analyze requirements and develop pr... 1 day(s) After Current User

[] € Arrange time to present proposal 3 day(s) After Current User

s & Present proposal - date and tme nee... 6 day(s) After Current User, Joe Na...
Schedule activity:

Assigned to:
Template access
Full access: | Public v| Read access: |pubic
[ speling | [ Properties | [ ok | [ canel




146

Maximizer CRM 11
User’s Guide

Scheduling Action Plans

You can schedule Action Plans for Address Book entries,
opportunities, campaigns, and customer service cases, as well as
personal Actions Plans not associated with any entries. You can select
a single entry or multiple entries. You can choose any existing Action
Plan template for the Action Plan.

» To schedule an Action Plan for entries

n Select or open the entry or entries to associate with the Action
Plan.

E In an open entry, select Actions > Schedule an Action Plan.
On the Home tab, select Action Plan from the Schedule group.
Right-click and select Schedule > Action Plan or Schedule an
Action Plan.

ﬂ If necessary, select how you want to use the current list.

You can schedule the Action Plan with only the current entry,
with all selected entries, or with all entries in the current list.

If no entries are selected, the Action Plan is automatically
scheduled with the current entry.

Schedule Action Plan

s

Schedle Action Plan using
OK
@ Current entry only

Selected entries in the current list [ concel ]

All entries in the current list

n From the Plan template drop-down list, select an existing
Action Plan template.

Details of the selected template are displayed. Optionally, you
can modify the plan name and description.

E In the Start plan on field, specify the start date of the Action
Plan.

You can click inside the field and then click the arrow button to
choose a date from a pop-up calendar.

E If necessary, click Advanced to toggle between the advanced
and simplified view of the dialog box.

In the Replace current user with drop-down list, select the
user to schedule the main Action Plan activities for.
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All template activities assigned to the current user are scheduled
for the selected user. Template activities assigned for specific
users continue to be scheduled for the users specified in the
template.

You can also assign specific appointments and tasks to other
users by editing the details of the appointment or task.

If necessary, click More to modify or add activities to the Action
Plan.

You can click Save As to save a modified Action Plan as a new
template.

Click OK to finish scheduling the Action Plan for the selected
entries.

Schedule Action Plan for All Selected Entries ==

Action Plan details

Plan template: |Simple Service Plan -

Description:  |Jse on its own or with an existing Service workflow to follow up on
resolved cases. The start date is the resolution date.

*Plan name: Simple Service Plan Save As...
Startplan on:  March 19, 2010 Advanced <<

Replace current user with: | Joe Napol | [¥]5kip non-work days

Description:  Lige on its own or with an existing Service workflow to follow up on
resolved cases. The start date s the resolution date.

Action Plan activities

Activity Start date Assigned to

[2]  Confirm that solution notes are com... March 22, 2010 Joe Napoli

[4] & Contact Channel Manager to plan P... March 22, 2010 Joe Napoli

s &% Conduct lunch and learn for CS8S st...March 24, 2010 Celine Dancer, Joe ...

*Denotes required field Speling | [ more>> | [ ok | [ cancel
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Viewing Activities for Entries

You can access all appointments and Hotlist tasks scheduled for
specific entries directly in open entries. Appointments and tasks are
displayed in the Activities tab for Address Book entries and customer
service cases, in the Sales Plans tab for opportunities, and in the
Marketing Plans tab for campaigns. If activities are scheduled for
opportunities and customer service cases, they are also listed in the
associated Address Book entries. You can also add and modify
activities directly in entries.

» To view activities scheduled for an entry

n Open the entry.
E Select the Activities, Sales Plans, or Marketing Plans tab.
E If necessary, select Show activities.

ﬂ Optionally, select Show appointments or Show completed
activities to view more activities scheduled for the entry.

You can also filter the activities displayed for the entry. You can
choose to view only Action Plan activities. And you can filter
activities by date and user.

To add, modify, or delete activities for the entry, click More.

Albert's Steak House ==
& Y B ] Favorite List v [] | [ Actions v [:]] Preferences .2,

View Basic Information | User-Defined Fields | Activities |

Action Plan options
All Appointments and Tasks - Details Schedule...
Activities for this entry
Filter: |All dates - e User: Al users - More >>
Carry forward u ti Shows completed activities Show appointments
Tasks and Appointments Date T Time User Pr.
] & Make contact with prospect, review needs with pros... April 18, 2011 Joe Napoli HI O -
] & Get the prospects signature on the dotted line. April 18, 2011 Joe Napoli HI o
] & My follow-up deadine is approaching. August 18, 2010 §:28PM  Joe Napoli ]
[] @ Prepare and present contract documentation to pros... July 5, 2010 Joe Napoli A O |=
[] & Initiate implementation checkiist uly 5, 2010 Joe Napoli A o
[7] @ Get prospect to agree with the implementation plan.  July 5, 2010 Joe Napoli A o
[] & Explain terms and conditions to customer uly 5, 2010 Joe Napoli A o
[] & Review Proposal content section by section with cust... June 30, 2010 Joe Napoli A o
[7] € Confirm meeting details for proposal presentation  June 30, 2010 Joe Napoli A o
[] & Wiork through and complete al sections of our propo... June 12, 2010 Joe Napoli A o
[] & Identify Implementations Steps June 12, 2010 Joe Napoli A o
7] & Get all pricing exceptions, special terms and conditio... June 12, 2010 Joe Napoli A o
] & Cost out our solutions-check with al effected depart... June 12, 2010 Joe Napoli A o
[] & Present and demonstrate our capabiity to prospect  June 8, 2010 Joe Napoli A o
] & Obtain customer commitment to work with Us to expl... June 8, 2010 Joe Napoli A A\ =
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In a medium to large office, it's not always obvious when people are
in, out, or busy with an appointment. The Peg Board works with
Maximizer's calendar to show you each user’s current status.

When users create appointment, they can automatically sign out of
the Peg Board during the appointment. The Peg Board displays users
that are currently available. You can also override the calendar
status, and change your status directly in the Peg Board.

You can see other users’ busy periods in the Peg Board if they have
allowed you to view their calendars in the Calendar/Hotlist
preferences. If you have permission to view users’ calendar
appointments, you can also click the Appointment button to view
appointment details.

» To view the Peg Board

e Onthe View tab, select Pegboard from the Availability group.

Peg Board ==l
User list:
[ status [User [1con | Remarks [ Mame [Aderess Book Enty [ User status |
yin_ Bille Holy
)
= sesdeaiin 3 coked unti 130 it il A
@l COMPANY Refiesh
@ Dut Dariel Bronn
@l Jos Napdi Close

@ Jon Bowser
@n Loudones

@ln Lucy Garcis
@In Mark Bertoli
@I Matt Graham
@ln Mianda Corcl
@n WondaWhiee




150 | Maximizer CRM 11
User’s Guide

World Clock

The World Clock is a utility that allows you to view the time in various
locations around the world. You determine which locations are
displayed. It's great if you have international dealings of any
kind—from the occasional phone call to regular contact with your
international clients.

You can set the time for up to six remote locations around the world
by adjusting the dials shown in the Clock frame in the World Clock
window.

Keep the following points in mind when using the World Clock:
n To select a time zone, right-click on one of clocks.

E To view time zone information, click in the corresponding area
of the world map.

E To shade the area of the clock where it's night time, right-click
and select Show night.

ﬂ To change the time zone displayed in the large clock, click on
any time zone in the world map and select the time zone.

World Clock =)

Times around the world Daylight S avings

2T iTr - 7 T 27
f9) Cp) (N ;3%%. ) (R
N Gy LN LY .BJ_B’%-;. "8-7%4‘

oRyo Sodnen

London Fanis

g Pacific Daylight Time

(GMT-03:00) Greenlan ﬂ

(GMT-03:00) Mentevideo
(GMT-03:20) Newfoundland
(GMT-03:00) Buenos Aires, Georgetown e Times

Cancel

» To view the World Clock

e On the Tools tab, select World Clock from the Other group.



CHAPTER

Send Email to Address Book Entries

In this chapter...

“Email” on page 152
“Setting Up Email” on page 160
“Microsoft Outlook Integration” on page 162

“Microsoft Outlook Synchronization” on page 172
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Email

Email Window

You can use the Email window to send and receive email using your
existing email system. You can also send email to Address Book
entries directly from the other main windows.

Email preferences are set in Maximizer and in Administrator. To set
email preferences, on the Setup tab, select Preferences, and select
the Email tab.

The following sections contain additional information on using email
in Maximizer:

e “Email Window"” on page 152

e “Sending Email” on page 153

e “Sending Email to Address Book Entries” on page 154
e “Send Email Options” on page 156

e “Email Templates” on page 157

e "Creating Appointments and Tasks from Email” on page 158

Use the Email window to perform your email tasks. You can send
email messages, reply to messages, move messages, and perform
other common email tasks. You can also save messages to associated
Address Book entries.

Keep the following points in mind when working with the Email
window.

n Select the Email icon to open the Email window.
E Select email folders on the left side of the Email window.

B To search for email messages by subject, select Custom from the
Subject drop-down list, and enter the text to search for.

ﬂ Select email messages in the top-right area of the window.

E Toggle the preview pane on and off with the Preview checkbox
in the top-right corner of the window.

E View the currently selected email message in the preview pane.

Move the upper preview border up and down to adjust the size
of the preview pane.
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B Use the icons to perform common tasks—such as reply and
forward—on the selected email message.

(] Hotiist

@l Calendar

| Email n
M Company Library

3 Personal

7] OrderDesk

Recent Entries

I @ N EN D Maximizer CRM [Escena Tuterial] - [Email [Inbox (All Messages: 3525)]] R
/[ Home | Edt  View  Search  Tools  Reports  Setup -8 x
= - = o Letter . . T 52 To-do - 4= Print an Envelope
-3 = - E 888 8 S v
o Fax [ Phone Call || & Print a Label
Address  Case Opportunity | Email Note Miak Meeting - - Time
BookEntry - 7] Document || 5 call 3 call = [ Action Plan || [ Insert a File aTask
Create Write Phane B Schedule Insert / Print Track
* X | Filter: AN - i Ga Gsp || Show Unread Only Show Address Book Entry V| Preview  Subject: Al E -
[22], ny work pay 51 8 Albert's Steak House 10 F [ Fom Subject Date ¥
5
&£ Mailbox = B Spo Maze A0, SO0 LKLY =
(G8 sdcress ook ) Calendar (3 Joe Napoii ona Estate Wines Marketing Roadma March 12, 20101109 B
#) Contacts (5 JoeNapoli - Lunch Mesting with Wonda White March 18, 20101108
(¥} opportunit @) Deleted Items (21) {3y JoeNapoli  Sales Territory Assignment for Jon Bow March 12, 2010 11:07
ortunities
- °rP ) Drafts (=) Joe Napoli  Appointment Created March 18, 2010 11:07
& B Inbox E {3y JoeNapoli  Marylyn Anoza - Distrioutor Agreement March 12, 2010 11:08
2 | Quotas ) Journal (o JoeNapoli  Maeting with Bilie Holly March 18, 20101105
) Junk E-mail (35) {3y JoeNapoii  Escona Estate Wines Spring Promotion  March 12, 2010 11:04
Wl campaigns &) Notes (o JoeNapoli  Escona Estate Wines Price List March 18, 2010 11:03 -
L ersen € Outbox Subject: Case HQ-00018 has been modified: Spoiled product, resend
ustomer Service it
[y Sent tems From:  Joe Napoli <jnapoli®maximizer.coms
- [ Spam Mail To: Joe Napoli <jnapoli@masimizer.com>
E‘i knowledge Base ® Sync Issues
B Tasks ~

————— Original Message-——-

From: Lucy Garcia [mailto:lgarcia@maximizer.com]

Sent: Wednesday, March 17, 2010 4:38 PM

To: Joe Napoli; Matt Graham ; Celine Dancer

Subject: Case HQ-00018 has been medified: Speiled preduct, resend

I

Case number: HQ-00018

Case subject: Spoiled product, resend

Company: Bacchus Wine Market & Tasting Room

Contact: Jarvis, Leslie -
Assigned to: Lucy Garcia

Case owner: Joe Napoli

Case categories: South Africa

Case products/services; Gewurztraminer

Case description: i

Press F1 for Help  User INAPOLT

| Friday March19,2010  11:22 AM -3

Sending Email

You can compose email messages in HTML or plain text format
depending on your email preferences. You can attach files to your
message. If you are using the HTML format, you can also insert
hyperlinks. To check the spelling in your message, click the Spell
Checker button.

» To compose and send an email message

n In the Email window, select the Compose icon.

In the Email window, right-click, and select Compose New
Email.

Depending on your email preferences, the Send Email dialog box
may open with options for logging the email message with
Address Book entries.
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@ To display the Send Email
dialog box, select the “Always
display the Send Email options
before composing an email”
option in your email
preferences. (On the Setup tab,
select Preferences, and select
the Email tab.)

If necessary, adjust the email options, and click OK.

Send Email ==

Send email options
¥ Saye copy to entry's documents
¥ Log to notes

¥ Include message body in note

Logging Detais. ..
Cancel

The Compose Email Message dialog box opens.

E Enter email addresses in the To, Cc, or Bec fields, separating
email addresses with semicolons.

—or —

Click the To, Cc, or Bcc buttons and select the type of entry you
want to add.

You can select a contact from your email service provider or from
your Maximizer Address Book.

B Enter a subject and your email text.

ﬂ If the email recipient is associated with an Address Book entry,
set the logging options.

B click send.

Sending Email to Address Book Entries

You can send email to Address Book entries directly from the Address
Book, Opportunities, Customer Service, and Hotlist windows. If you
send the email message from the Address Book window, the message
is sent to the selected Address Book entries. If you send the email
message from another window, the email message is sent to the
Address Book entries associated with the selected entries.

» To send an email message to Address Book entries

n Choose the entry or multiple entries for the email message by
doing one of the following:

e Select the entries.
e Open an entry.
e (Create a list of entries.

E On the Home tab, select Email from the Write group.

Right-click and select Write > Email.
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Depending on your email preferences, the Send Email dialog box
may open. For information on the options in the Send Email
dialog box, see “Send Email Options” on page 156.

E To add more email recipients, click the To, Cc, or Bec buttons.

You can search the current Address Book or your global address
list.

These options are available only if the One email option is
selected in the Send Email dialog box.

ﬂ Enter a subject and the text of the email message.

Use the toolbar icons and font drop-down lists in the Format
Text group to format your message.

If you are sending email to Address Book entries separately, you
have the option of inserting merge fields into the message text.

To add a merge field, select Merge Fields from the Insert
group, select the field and click Insert. When the message is
sent, the field value corresponding to the Address Book entry,
opportunity, or customer service case is merged into the
message.

E Select Attachment from the Insert group to select file
attachments to send with the email message.

E In the Note for Address Book entry field, enter any additional
text you would like to log as part of the note created by the
email message.
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Click Send.
@ Compose Email Message R
L Message
T Paste = Attachment || 1 High Priarity ah “AjCompose.in
o Tahoma - - |A LB F U 2 0 J
cut = |z Picture . Low Priority 2| Compose in Plain Text
- - Merge Fields Email Templat Spell
Cop ‘ = A matl Template | 2 link Crag - LI Request a Receipt
Clipboard Format Text Insert Mark Message Proaf Options
To>> "ABC Wine Shop Inc.” <escona@maximizer.com>; James Dolton <escona@maximizer.com:>; Martha Torres <escona@maximizer,com:>
Send Cea>
Beo >
Subject: | Escona Promotion
Attached: | EsconaPromotion. pdf
Hello,

Please find attached our latest Escona promotional list.
Regards,

- Joe Mapoli

Nate text for each entry: Martha Torres had asked for updated promotional material

Send Email Options

In the Send Email dialog box, you can specify how the email will be
sent and set logging options. Here are some points to keep in mind:

e Select Separately to send a separate email message to each
Address Book entry.

If you want to send the email message to more than 1,000
entries at a time, you must either select the Separately option
or select the entries in groups of 999 or less.

¢ Select One email to send one email message to all the selected
entries at once.

e Select the Save copy to entry’s documents option to save the
message as a document for the entry.

e Select the Log to notes and Include message body options to
save the message to the note created.
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These options are unavailable if logging is disabled for email in
your logging preferences. (On the Setup tab, select Preferences,
and select the Logging tab.)

e C(Click the Logging Details button and then the Assign More
button to log the email details to additional Address Book

entries.

Send Email ==
Email address options Send email options Redpient type
To whom in your current st Should the message be sent to
do you want to address this each entry separately or as one & 1

To
email message? message with multiple recpients?
.
& Elrant antry oniy] (o] &=
" all entries  One email pessage  Bee
" Do not use the list ¥ Save copy to entry's documents
I= ¥ Log to notes

¥ Include message body in nate

Logging Details. ..

You can create email templates that you can reuse to send to many
Address Book entries at different times. An email template can
include merge fields that are populated with information from the
selected Address Book entries, or from the Address Book entries
associated with the selected opportunities or customer service cases,
when email messages are sent using the template.

You can create email templates from the Compose Email Message
dialog box whenever you compose a new email message. If you want
to add merge fields to the email template, you must first select
Address Book entries, opportunities, or customer service cases, and
select to send the email message separately to the selected entries.

» To create an email template

n From the Address Book, Opportunities, or Customer Service
window, select the entries to send the email to.

E On the Home tab, select Email from the Write group.

Depending on your email preferences, the Send Email dialog box
may open. For information on the options in the Send Email
dialog box, see “Send Email Options” on page 156.

If you want to add merge fields to your email template, you
must select the All selected entries and Separately options in
the Send Email dialog box.

B Compose the text of the email message.
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You can compose the email message in HTML or in plain text.
You can use the formatting toolbar to apply additional
formatting to the email text.

n Select Merge Fields from the Insert group to insert merge
fields in your template.

E Select Email Template from the Insert group.
The HTML Email Templates or Text Email Templates dialog box
opens.

E Click Add to add a new email template.

Enter a name, description, and owner for the template and click
OK.

To reuse this template in the future, select the template in the
Available email templates list, and click Retrieve.

To save changes made to the template, select the template in
the Available email templates list, and click Save.

To retrieve this template automatically each time you compose
an email message, select Retrieve this template when the
Compose Email Message dialog is opened.

E Click Close to return to the email message.

Creating Appointments and Tasks from Email

You can create appointments and tasks directly from the Email
window. You can create the appointment or task for the Address
Book entry associated with the email message or for the currently
selected Address Book entry, customer service case, opportunity, or
campaign. You can also create a personal appointment or task that is
not associated with an entry.

The subject of the email message becomes the subject of the
appointment or the activity of the task. The body of the email
message becomes the body note of the appointment.

» To create an appointment or task from an email
message

n In the Email window, select the email message you want to
create an appointment or a task for.

E On the Home tab, select Meeting > Appointment for <entry>
or To-do > Task for <entry> from the Schedule group.

Right-click and select Create a New > Appointment/Task for
<entry>.
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Depending on the email message, you can select either the
Address Book entry associated with the message or the currently
selected Address Book entry, customer service case, opportunity,
or campaign.

ﬂ Enter the appointment/task details and click OK.

n To save the email message as a document with the entry, specify
the properties of the document and click OK.

> To create a personal appointment or task from an
email message

n In the Email window, select the email message you want to
create an appointment or a task for.

E On the Home tab, select Meeting > Personal Appointment or
To-do > Personal Task.
Right-click and select Create a New > Personal
Appointment/Task.

B Enter the appointment or task details and click OK.
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Setting Up Email

The Email window in Maximizer provides you with the ability to send
and receive email within Maximizer. The Email window works with
your existing email system so that you can take advantage of some of
the benefits of sending and receiving email. Maximizer allows email
file attachments and supports the vCard standard for virtual business
cards. You can send files, mail-merge documents, and vCards quickly
and easily.

Maximizer’s Email window works much the same as any email
application, but has additional functionality that enables you to
easily integrate your Address Book entries with your email.

The following sections contain information on setting up Maximizer
for email:

e “Supported Email Clients” on page 160

e “Setting Up Novell GroupWise and Lotus cc:Mail/Mail” on
page 161

e "Setting Up Microsoft Outlook” on page 161

Supported Email Clients

To use these features, you must already have a Messaging
Application Programming Interface (MAPI) or Vendor Independent
Messaging (VIM) email client. Email clients that should work with
Maximizer when properly configured include the following:

e Lotus cc:Mail

¢ Lotus Mail

e Lotus Notes

¢ Microsoft Outlook
¢ Novell GroupWise

For the latest version information of compatible email programs, see
the Maximizer website at

Wwww.maximizer.com.
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Setting Up Novell GroupWise and Lotus cc:Mail/Mail

If you are using Novell GroupWise, Lotus cc:Mail (MAPI), or Lotus
Mail (MAPI), select the corresponding option in the advanced email
preferences in Maximizer. (On the Setup tab, select Preferences, and
select the Email tab. Then, click Advanced.) If you do not select the
correct option, a program fault error will occur when you use the
Email window. For Lotus cc:Mail and Lotus Mail, you also must have
the “Override Extended MAPI” option selected in your email
preferences.

Setting Up Microsoft Outlook

@ outlook 2007, Outlook 2003,
and Outlook 2002 are
Extended MAPI programs. This
means the Maximizer Email
window will show the same
folders as Outlook.

Maximizer cannot use Extended MAPI with the Internet Mail Only
installation type. Ensure the installation type is Corporate or
Workgroup.

When you open the Email window, folders such as Inbox, Outbox,
Sent Items, Deleted Items, and your personal folders are displayed.

For more information on configuring Maximizer for Outlook
Synchronization, refer to the Maximizer CRM Administrator’s Guide
and to Maximizer Help.

» To set up Maximizer for Outlook

n On the Setup tab, select Preferences.
E Select the Email tab.

B Find the Override Extended MAPI option and verify this
setting is disabled (the checkbox should be cleared).

A ciick ok.
E Exit Maximizer.
E Restart Maximizer.
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Microsoft Outlook Integration

@ Outlook integration works
with Outlook XP, 2003, or
higher.

@ In Outlook, select View >
Toolbars to view and modify
the toolbars that are currently
enabled.

@ Outlook integration is not the
same as Outlook
synchronization, which
synchronizes information in
Outlook and Maximizer.

Microsoft Outlook integration for Maximizer installs toolbars in the
Mail, Contacts, and Contact information windows in Outlook.

To access Maximizer commands, the Maximizer Add-In toolbar must
be enabled. From the toolbar, you can complete the following tasks
in Maximizer:

e Create Address Book entries.

¢ Create cases.

e Save email messages to Address Book entries.

e View Address Book entries.

Before you can use Outlook integration, you must specify which
Address Book to save the contacts and email messages to.

The following sections contain additional information on using
Outlook integration for Maximizer:

e “Setting Up Microsoft Outlook Integration” on page 162

e “Selecting a Microsoft Outlook Address List for Integration” on
page 164

e "Adding Address Book Entries from Microsoft Outlook” on
page 165

e "Adding Customer Service Cases from Microsoft Outlook” on
page 167

e “Sending Email to Address Book Entries from Microsoft
Outlook” on page 168

e  “"Saving Email from Microsoft Outlook” on page 169

e "Viewing Address Book Entries from Microsoft Outlook” on
page 171

Setting Up Microsoft Outlook Integration

You must configure the Outlook integration to communicate with
your Address Book. You must specify the Address Book and the
Maximizer user ID that logs in to the Address Book. You can also set
some default preferences for creating new Address Book entries.

Each Windows user can integrate Outlook with only one Maximizer
Address Book on a single machine. If you use Maximizer on more
than one machine, you must specify the Address Book for integration
on each machine. If you want, you can specify a different Address
Book for integration on each machine.
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If multiple users log in to the same machine using different Windows
login accounts, each user must specify the Address Book for
integration in Maximizer on that machine.

» To set up Outlook integration

n In Maximizer, on the Home tab, select Preferences. Then, click
Other Options on the System Defaults tab.

E Click Address Book.

ﬂ If the option is available, choose to display the local or global
Address Book list.

n Select the Address Book to integrate with Outlook, and click
Open.

Open Address Book ==

Available Address Books:

Commerdial Real Estate Cpen
Escona Tutorial
Cancel

Location of Address Book:

DSN:MAS_EsconaTutorial

E Enter your User ID and Password.

If your Maximizer password changes, or if you ever need to
change the User ID you use for Outlook integration with
Maximizer, open the Other System Options dialog box, click the
Login button, and change your login credentials.

I3 ciick ok.

Select the options for creating Address Book entries and saving
email messages:

¢ Select the Confirm when saving email and the Confirm
when creating Contact options to specify details before
saving email or contact information to Maximizer.

¢ In the Default Contact type drop-down list, select the type
of Address Book entry that is created when you add contacts
from Outlook.

If the “Confirm when creating Contact” option is selected, you
can select a different type of Address Book entry while creating
the entry.
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B Click OK to close the Other System Options dialog box, and click
OK again to close the Preferences dialog box.

Other System Options

Address Book name:  Eseona Tutorial

Companion application options
Automatically start MaxAlarm when computer is started

Auto-Capitalization and Auto-Completion
V| Enable Auto-Capitalization for Address Book entry basic fields

V] Enable Auto-Completion for Address Book entry basic fields

Outlook Integration Options

Address Book
Login...

Address Book: | Esco

User ID: | JNA

/] Confirm when saving email
/] Confirm when creating Contact

Default Contact type: [Company/Contact v

OrderDesk Options

Note: This option will be applied to all Maximizer CRM Address Books accessed from this
local machine.

When adding items to orders, item inquiries or quotes, use the

tems from: (- inizer CRM -

Selecting a Microsoft Outlook Address List for Integration

Outlook integration with Maximizer only works with address lists in
the Outlook Address Book (such as Contacts), and only with one
address list at a time. It does not work with the global address list or
other address lists.

If Outlook is set to use the global address list or another address list,
which might be the case if your organization uses Microsoft
Exchange, you will see an error message when you try to save an
Outlook contact to Maximizer. If you see such an error message, use
the procedure below to select an Outlook address list.

» To select an Outlook Address Book list

n In Outlook, select Tools > Address Book.
The Address Book dialog box opens.

E Select Tools > Options.

B Open the Show this address list first drop-down list, and
select one of the items under Outlook Address Book.

Typically, there is only one item in this list, called Contacts. In
that case, select Contacts.
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Addressing ===
Addressing
Show this address list fists
Contacts [=]
OQutlook Address Book
Global Address List
Al Address Lists
Al Contacts
Al Groups
Al Users
Masmail Account on Exchange
Public Folders
‘ :
[ add.. ][ Remove | [ propertes |
—

n Click OK, and then close the dialog box in Outlook.

Adding Address Book Entries from Microsoft Outlook

You can create Address Book entries in Maximizer directly from
Microsoft Outlook. You can create Address Book entries from
Outlook contacts or from email messages in Outlook. If you create
the entry from an email message, the entry is created from the email
sender (From address).

You can access the command from the Save Contact to Maximizer
button in a contacts window or from the Save Sender As Contact to
Maximize button from a mail window in Outlook.

If you cleared the “Confirm when creating Contact” option when
setting up Outlook integration, Maximizer automatically creates
entries as follows:

e If Individual is selected as the default contact type, Maximizer
creates an Individual Address Book entry.

¢ If Company/Contact is selected as the default contact type,
Maximizer creates a Company/Contact Address Book entry. If the
Outlook contact information does not include a company name,
you are prompted to provide one when saving the Contact to
Maximizer.

To add an Address Book entry from Outlook

In Outlook, select the contact or the email message.

NE Y

Select the Save Contact to Maximizer or the Save Sender As
Contact to Maximizer icon.

If the “Confirm when creating Contact” option is disabled, the
Company or Individual Address Book entry is created
automatically in Maximizer.



166 | Maximizer CRM 11
User’s Guide

If the “Confirm when creating Contact” option is selected, the
Save Contact to Maximizer dialog box opens.

5 Save Contact to Maximizer ==
" Company/Cantact
" Contact for an existing Company/Individual
" Ingividual
Name and Address Other information
My/Ms: Eirst name: Middle name: *Last pame: Phene numbers
[ [ [ [2rgonaut ine & Lic Main [
“Company: [ Fax [
Dept: | Cell
Diisin: | | —
Address 1: [718 E Coffax Ave
Address 2. | Email addresses / Website
Cityliomm: StiProv: [CO Email esc mazdmizer com
ZipiPostal: [20202 Country; [USA Emailz [
Emailsa [
~ Denoles i il S
@To enable or disable the E If necessary, change the Address Book entry type.
"Confirm when creating
Contact” option, click Other 4 % you are creating a Contact for an existing Company/Individual,
Options in the system defaults . . .
preferences. (On the Setup tab, click Search to find and select the Address Book entry for which
select Preferences.) you want to create a Contact.
5 Maximizer Addresses ==
Search for Entry
® Lasthame: [y Search

" Company; ’7

[ lgnare leads

Entries available for assignment from search results

Name | Email
Emma Beck escona@maximizer.com
< [ »
oK Cancel

E Edit the information in the available fields as required.
E Click OK to save the entry.
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Adding Customer Service Cases from Microsoft Outlook

You can create customer service cases in Maximizer from email
messages in Microsoft Outlook. You can create a new Address Book
entry while creating the case or create the case for an existing
Address Book entry.

You have a number of options when creating customer service cases

in Outlook:
e Create a new contact and a new customer service case at the
same time.

e Create a new case from a related Address Book entry. This
option lets you search your Address Book for an entry.

e Create a case for the selected Address Book entry. This option is
available only if an Address Book entry is currently selected in
Maximizer.

e Save the email message to an existing customer service case. This
option is available only if a customer service case is currently
selected in Maximizer.

» To add a customer service case from Outlook

n Select an email message in Outlook, and select the Create CS
Case icon.

The Maximizer Customer Service Case dialog box opens.

E Select the type of entry you want to create, and click OK.

1 Maximizer Customer Service ==

& Create new Maximizer Contact and Customer Service Case
€ Create Case for Related Maximizer Address Book Entries
€ Create Case for Escona Winery

" Save to Opportunity Pipeline Report

s

B If you are creating a new Contact at the same time as the
customer service case, enter the information for the Contact.

ﬂ If necessary, select the Address Book entry to which you want to
save the email message.

If there is an associated Address Book entry for the selected
email message, it is displayed in the Entries assigned for Case
Creation list. If necessary, search for entries and assign them to
the case.

E Specify the most important information about the case.
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The Subject and Description fields default to the subject and
content of the email message. To specify Products/Services or
Categories for the case, select the ellipsis button next to the

appropriate field and select values for the field.

Other fields for the case must be specified in Maximizer.

.
£ Case for Joe Napoli (=l E
Company/indivicusl: [Escana Winery Contact. [Joe Napel
Case description
Products/Services: [Al .| Categories: [Capsmet Ssvignon .

“Subject: |Price List

“Description: [One of our mest asked for ftems is our price list, Al of our wines, s wel as a vanety of
ready-made gft baskets, are available to order oniine. See the attached document for the
complete pric lst.

Cneel 4u

Sending Email to Address Book Entries from Microsoft Outlook

You can use Microsoft Outlook to send email messages to Maximizer
Address Book entries, even if the Address Book entries do not have
related contact records in Outlook.

This method may not be available if you are using Word as your
email editor. To determine if Word is your email editor, select Tools >
Options from the menu in Outlook, and click the Mail Format tab. If
the “Use Microsoft Office Word to edit e-mail messages” checkbox is
selected, the Maximizer Addresses button may not be available in the
new email message dialog box.

» To send an email message to Address Book entries
from Outlook

n In Outlook, open a new email message.

E Click the Maximizer Addresses button.
The Maximizer Addresses dialog box opens.
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5 Maximizer Addresses ==
Search for Entry
oK
« g
Last Name: — Search
Clompany [ Cancel
I~ lonore leads
Eniries available for assignment from search results
Name | Email [ To
< Remove
Ce
< Remove
_ e |
< Remove

B Select Last Name or Company and enter the full or partial last
name or company name to search for.

n Click Search.

The names and primary email addresses of the matching Address
Book entries appear in the “Entries available for assignment
from search results” list.

E Select the Address Book entry from the list, and click the To, Cc.,
or Bcc. button.

You can select multiple entries by holding down the Ctrl key or
Shift key.

I3 ciick ok.

Saving Email from Microsoft Outlook

You can save email messages in Microsoft Outlook directly to Address
Book entries in Maximizer. Email messages are saved in the
documents tab of the Address Book entries. You can save and send a
new email message to an Address Book entry, or you can save an
existing email message to an Address Book entry.

If there are no Address Book entries associated with the email
message, you either create an entry yourself or let Maximizer create
it for you, depending on your preference settings. The email message
is then saved to this entry’s documents. If the email address does not
have a record in Outlook contacts, Maximizer creates a
corresponding Outlook contact.

If you are using Outlook Synchronization for Address Book entries,
Outlook integration also adds the newly created Address Book
entries to the synchronized Favorite List in Maximizer and category in
Outlook, so they will get synchronized in the future.
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» To save an email message to an Address Book entry
from Outlook

n In Outlook, select the email message, and select the Save Email
to Contact in Maximizer icon.

—or —

In Outlook, compose a new email message, and select the Send
email and save to Contact in Maximizer icon.

If the “Confirm when saving email” option is disabled, the email
message is saved as a document to the Address Book entry that
contains the email address of the sender or recipient.

If the “Confirm when saving email” option is selected, the Save
Email to Maximizer Address Book Entry dialog box opens. The
Entries assigned for save list displays Address Book entries that
contain the email address of the sender or recipient. If no such
entries exist, this list is empty.

51 Save Email to Maximizer Addresses ==
Entries assigned for Email Save
Nams | Email [
ABC Wine Shop Inc. escona@maximizer com Q
Andy S Market com |
Hillers Market escona@maximizer com
Add
Assign other entries
Search for Entry
T Lestlame: | Search
& Company; ‘
I~ lgnore leads
Entries available for assignment from search results
Nams | Email - Assian
Heidelberg escona@maximizer.com g
Heritage Wine & Liquor escar com View |
Heritage Wine & Liguor escona@maximizer.com
Heritage Wine & Liguor escona@maximizer.com
Hillers Market escona@maximizer.com
escona@maximizer.com
Horizon Beverage Company escona@maximizercom T
0K Cancel
@To enable or disable the E If necessary, click Add to create an Address Book entry to save
Confirm when saving email the email message to. Then, enter and edit information as
option, click Other Options in . L
the system defaults required and click OK.
preferences. (On the Setup tab, . . . .
select Preferences.) E To remove an entry from the Entries assigned for Email Save list,

select the entry and click Remove.

n If necessary, select other Address Book entries to save the email
message to:

e Search for the entries by Company or Last Name and click
Search.
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¢ Select the entries from the Entries available for
assignment from search results list and click Assign.

B ciick ok.

Viewing Address Book Entries from Microsoft Outlook

You can automatically open Maximizer to view Address Book entries
from Microsoft Outlook. You can view Address Book entries
associated with Outlook contacts or with email messages.

Which Maximizer Address Book entry is associated with the Outlook
contact depends on how the association was created:

If you are using Outlook Synchronization, and the Outlook
contact is synchronized with Maximizer, the View Contact in
Maximizer button takes you to the synchronized Address Book
entry.

If the Maximizer Address Book entry was created from Outlook
using the Save Sender as Contact in Maximizer button, the View
Contact in Maximizer button takes you to the Maximizer Address
Book entry that was created previously.

Otherwise, Outlook Integration uses email addresses to associate
Outlook contacts with Maximizer Address Book entries, so if
more than one Maximizer Address Book entry has the same
email address as the selected contact, all matching Address Book
entries are highlighted in Maximizer. It matches based on Email
1, 2, or 3 in the Maximizer Address Book entry.

When you view Address Book entries from Outlook, Maximizer
opens displaying the Address Book window. The window lists all
matching entries.

» To view an Address Book entry from Outlook

n In a mail or contacts window in Outlook, select an email message

or contact.

E Select the View Contact in Maximizer icon.
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Microsoft Outlook Synchronization

Microsoft Outlook Synchronization mirrors select appointments,
tasks, and Address Book entries between Maximizer and Microsoft
Outlook to ensure the entries exist in both programs and that they
both contain the same information.

Outlook Synchronization settings are configured on a per-user basis,
and each Maximizer user has one set of configuration settings.
Outlook Synchronization preferences enable you to select which
entries will be synchronized:

e  For appointments and tasks, only entries scheduled within the
specified date ranges will synchronize, with the exception of
recurring appointments and tasks, as described in the following
section. These settings apply to appointments and tasks in both
Maximizer and Outlook.

e For Maximizer Address Book entries, only the entries belonging
to the selected Favorite List will synchronize with Outlook. Those
entries will be assigned to the specified Outlook category.

e  For Outlook contacts, only the contacts assigned to the specified
category will synchronize with Maximizer. Those entries will be
assigned to the selected Favorite List in Maximizer.

*  Products/Services and Categories are synchronized to Outlook.
Attendees, resources, and any notes you add to an appointment
are also synchronized. These items appear as part of the
appointment dialog box in Outlook.

Outlook Synchronization preferences also enable you to specify how
often to synchronize and how to handle conflicts when the same
entry has been modified in both Outlook and Maximizer.

The following sections contain additional information on Outlook
Synchronization:

e “Synchronizing Appointments and Tasks with Microsoft
Outlook” on page 173

e "Microsoft Outlook Synchronization and MaxSync for Microsoft
Exchange” on page 174

e "Microsoft Outlook Synchronization and MaxExchange
Synchronization” on page 174

e "Setting Up Microsoft Outlook for Synchronization” on
page 175

e "Configuring Microsoft Outlook Synchronization” on page 175

e  "How Phone Numbers are Synchronized with Microsoft
Outlook” on page 177

e "Manually Synchronizing with Microsoft Outlook” on page 178
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Synchronizing Appointments and Tasks with Microsoft Outlook

When Outlook Synchronization is configured, it can synchronize
select appointments and tasks between the Maximizer Address Book
and Microsoft Outlook. Only those appointments and tasks
scheduled within the specified date ranges will synchronize, with the
following exceptions:

e If an instance of a recurring appointment occurs within the
specified date range, all instances of the recurring appointment
will be synchronized.

e If atask is scheduled prior to the specified date range, but the
“Carry forward unfinished tasks” option is selected, the task will
be synchronized.

You can also specify whether to synchronize private appointments
and/or tasks.

Recurring Appointments

Recurring appointments in Microsoft Outlook synchronize to
Maximizer as recurring appointments unless they have no end date.
If the recurring appointment has no end date, only the first
occurrence synchronizes with Maximizer, not the recurrences. To
synchronize recurring appointments with Maximizer, always provide
an end date.

Note that while it is possible to modify the Private property of a
single instance of a private appointment in Maximizer, this property
can be changed only for the entire series of recurring appointments
in Outlook. Therefore, if you change the Private property of a single
instance of a recurring appointment in Maximizer, this change will
not be synchronized to Outlook.

Recurring Tasks

If you synchronize a recurring task from Outlook, and then mark the
task as complete in Maximizer, Maximizer cannot create the next
instance of the recurring task. You should mark the task as complete
in Outlook, which will create the next instance of the task, and then
re-synchronize with Maximizer.

If you synchronize a recurring task from Outlook, and then delete

the task in Maximizer, all instances of the recurring tasks are deleted.
If you want to delete a single instance of a recurring task, you should
delete the task in Outlook and then re-synchronize with Maximizer.
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Group Appointments

When using Outlook Synchronization, group appointments in
Maximizer synchronize to Outlook for the current user only.
However, the synchronized appointment in Outlook includes all the
locations, resources, and attendees information in the appointment
notes. To fully synchronize group appointments between Maximizer
and Outlook, use MaxSync for Microsoft Exchange.

Microsoft Outlook Synchronization and MaxSync for Microsoft Exchange

If MaxSync for Microsoft Exchange is installed and configured for the
current Address Book, Outlook Synchronization no longer
synchronizes appointments or tasks. However, Outlook
Synchronization still handles Address Book entry synchronization. If
MaxSync for Microsoft Exchange is active, the appointment and task
synchronization sections of the Outlook Synchronization
configuration properties are disabled.

Refer to the Maximizer CRM Administrator’s Guide or Administrator
Help for more information about MaxSync for Microsoft Exchange.

Microsoft Outlook Synchronization and MaxExchange Synchronization

In a MaxExchange environment with Microsoft Outlook
Synchronization enabled, Maximizer can synchronize with Outlook
on a single server or remote only. Otherwise, duplication of entries
may occur.

When MaxExchange is installed, and at least one MaxExchange
remote has been added as a distribution site, a MaxExchange
Location button appears at the bottom of the Outlook
Synchronization tab. Clicking this button opens a dialog box
containing a drop-down list of MaxExchange servers and remotes for
the current Address Book. Select the MaxExchange server or remote
where Maximizer will synchronize entries with an Outlook profile for
the selected user.
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Setting Up Microsoft Outlook for Synchronization

Microsoft Outlook contacts are synchronized with Maximizer based
on their assigned categories. Each Outlook contact that you want to
synchronize, must be assigned to a category.

The following procedures describes how to assign a new category
named Maximizer to selected Outlook contacts.

» To assign a category to Outlook contacts

n In Outlook, open the Address Book list to synchronize with
Maximizer.

For example, open the Contacts Address Book list.

E Select Edit > Select All to select all entries in the list.
Or select specific entries in the list to assign for synchronization.

B Select Edit > Categories.

ﬂ Click Master Category List and add a new category called
Maximizer.

E In the Available categories list, select the checkbox beside the
Maximizer category and click OK.

Configuring Microsoft Outlook Synchronization

Maximizer Address Book entries are synchronized with Microsoft
Outlook based on Favorite Lists. Before configuring Outlook
synchronization in Maximizer, you must create a Maximizer Favorite
List that specifies which Address Book entries are to be synchronized
with Outlook.

» To configure Outlook synchronization

n On the Setup tab, select Preferences, and select the Outlook
Synchronization tab.

E Under Synchronization frequency, specify how often
Maximizer should synchronize with Outlook.

If you select Never (manual synchronization), the user must
synchronize manually. (On the Add-Ins tab, select Synchronize
with Outlook from the Office group.)

ﬂ Under Conflict resolution, select the desired method of
handling entries that have been changed in both Maximizer and
Outlook since the last synchronization.
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@ Do not select Ignore computer
name if you use multiple
computers and synchronize to
a different Outlook profile on
each computer.

ﬂ Under Options, specify the remaining settings.

In the Outlook profile field, enter the name of the user’s
Outlook profile.

This information must be obtained from the user’s computer.

To ignore the computer name when synchronizing, select the
Ignore computer name checkbox.

To synchronize appointments, select the Synchronize
appointments checkbox and specify the date range of
appointments to synchronize.

Private appointments will not be synchronized unless the
Include private appointments checkbox is also selected.

To synchronize tasks, select the Synchronize tasks checkbox
and specify the date range of tasks to synchronize.

Private tasks will not be synchronized unless the Include
private tasks checkbox is also selected.

To also synchronize incomplete tasks that are scheduled prior
to the specified date range, select the Carry forward
unfinished tasks checkbox.

To synchronize Maximizer Address Book entries and Outlook
contacts, select the Synchronize Address Book entries
checkbox.

To specify the mapping between Outlook and Maximizer
phone number fields, click Phone Mapping, and select the
Maximizer phone number field to map to each Outlook
phone number field.

If necessary, use the Move Up and Move Down buttons to
prioritize the fields in the phone mapping list.

Maximizer supports only four phone numbers for an Address
Book entry, so when you synchronize from Outlook to
Maximizer, only four Outlook phone numbers are
synchronized.

In the Synchronize Address Book entries from Favorite
List drop-down list, select the Maximizer Favorite List to
synchronize.

In the Synchronize Contacts from Outlook Category
drop-down list, select the Outlook category to synchronize.

E If you are a MaxExchange user, click MaxExchange Location,
select the MaxExchange server or remote where your Outlook
profile can synchronize with Maximizer, and click OK.

I3 ciick ok.
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In an Outlook to Maximizer synchronization, Maximizer first tries to
synchronize mapped phone numbers whose descriptions exist in the
default Address Book entry. Maximizer then tries to synchronize
mapped phone numbers that appear highest in the phone mapping
list. Only mapped phone numbers are synchronized to Maximizer.

In the following examples, the phone number descriptions in the
default entry are Main, Fax, and Cell, and the mapped phone
numbers are as follows:

Phone Mapping ==l
Outlook: Maximizer .

Telex =

Primary Main =

Pager Pager —

Other

Mabile cell

Home Home

Car

Business2

Business Direct

BusinessFax Fax

Assistant

Callback

HomeFax

Home2

ISDN

OtherFax

Radio

Tty/Tdd

Company

—

Maximizer Field Outlook Field
Main Primary
Pager Pager
Cell Mobile
Home Home
Direct Business
Fax BusinessFax

Example: Outlook values exist for all mapped phone numbers

If Outlook values exist for all mapped phone numbers, the following
phone numbers would be included in the synchronized entry.

Main, Fax, Phone, Pager
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Because the fourth phone number description is empty in the default entry,
Maximizer fills it with the Pager phone number description. Main is higher in
the phone mapping list, but it has already been synchronized.

Phone numbers

Main - [[eogoreo0 [
(604) 601-8001
Cel - ([718) 3854221 [

Pager j (580) 555-0812

Fax

Ll

Example: Outlook values exist for three mapped phone numbers

If Outlook values exist for all mapped phone numbers except Fax, the
following phone numbers would be included in the synchronized
entry.

Main, Home, Cell, Pager

As in the previous example, Maximizer uses Pager for the fourth phone number
description. In a later pass, Maximizer determines that there is not an Outlook
value for Fax, so it replaces the Fax phone number description with Home, the
highest phone number that is not synchronized in the phone mapping list.

Phone numbers

T T —
Hoe  <[omeem [
Cel N CCE I
O e —

Manually Synchronizing with Microsoft Outlook

You can manually synchronize your Maximizer Address Book with
Microsoft Outlook at any time. After synchronizing, you can retrieve
the Favorite List used for synchronization to view the changes.

» To synchronize with Outlook

* On the Tools tab, select Synchronize with Outlook from the
Office group.

Depending on how many Outlook contacts you are
synchronizing, the processing time will vary. A message box
appears when the synchronization is complete.
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Organize Your Sales with Opportunity Management

In this chapter...
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“Email Notification for Opportunities” on page 195
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About Opportunities

Opportunities Window

Opportunity management helps you and your colleagues manage
complex sales. Complex sales involve the participation of more than
one person in the buying decision and require the support of a sales
team. Prospects for complex sales can range from single businesses to
multiple corporations or governments.

e Create strategies—detailed plans that identify the factors that
influence a sale and the activities you must perform to close the
opportunity.

e Apply these strategies to opportunities.

e Effectively schedule and coordinate the selling process among all
members of your sales team.

e Ensure that all the right people in your organization have
up-to-date information about the status of your opportunities.

*  Forecast the probability of successfully closing your
opportunities.

e Analyze the effectiveness of your strategies and create new ones
for new opportunities.

In short, Maximizer helps you define and strengthen your selling
methodology. Your sales team can define a strategy—what you need
to do to close a sale and how to address the issues and obstacles
involved—and then apply this strategy to opportunities.

Keep the following points in mind when working with the
Opportunities window:

n Select the Opportunities icon to open the Opportunities
window.

E Use the view bar buttons for common opportunity tasks.

B Use the Filter drop-down list to show all opportunities,
team-updated opportunities, or current opportunities.

ﬂ Double-click an opportunity to view or modify it.

E Click the View in Address Book button in the View bar or
choose the option from the shortcut menu to view the Address
Book entry associated with the current opportunity.

E View additional information for the selected opportunity in the
following windows.

View notes that Maximizer automatically creates to record
opportunity activity.
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Viewing Opportunities

You can view and modify existing opportunities in your Address
Book from the Opportunities window or from the Address Book
entry associated with the opportunity.

» To view an opportunity from the Opportunities
window

n Select the Opportunities icon to open the Opportunities
window.

The Opportunities window opens.

E If necessary, select an option from the Filter drop-down list.

e All Opportunities displays all opportunities that you have
the rights to view.

¢ Current Opportunities displays the opportunities that are
in progress.

¢ Team Updated Opportunities displays opportunities that
have been updated by remote sales teams.

E Double-click on an opportunity to open it.
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The opportunity dialog box opens displaying the details of the
opportunity.

Select the other tabs to view more information on the

4]
opportunity.
5]

If necessary, click OK to save changes made to the opportunity.

To view an opportunity from an Address Book entry

Select the Address Book entry.

NE Y

Select the Opportunities following window.

All opportunities for the current Address Book entry are
displayed in the list.

%2 contacts (= CustomerService [H! Automated Campaigns ¥} Opportunities |[[3] Related Entries

Filter: Al Opportunities - [ W [y | + # Columns: *Default Opportunity View -
Status 4 Company/individual Objective Stage Revenue  CloseDate  Strategy
= Bayvile Package Store  SellEsconaWine  Presentation  $67,500.00 May 15,2010  Significant

Ll I Progress | ) I I—
Bayvile Package Store  GetEsconaon  Make Inifial  $62,000.00 March 17, 2010 Significant

@ won Wine List Contact Strategy

E Click on an opportunity to open it.
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@ If you have upgraded
opportunities from a previous

version of Maximizer, ratings
are transferred to the Stage
field.

@ Mandatory opportunity fields
are denoted by an asterisk.
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All opportunities have an associated Address Book entry. You can
add new opportunities by selecting an Address Book entry in the
Address Book window, then adding the new opportunity. You can
also select existing opportunities, customer service cases, tasks, or
appointments associated with the Address Book entry.

» To add an opportunity

n Select or open the Address Book entry or an opportunity or case
associated with the Address Book entry.

E On the Home tab, select Opportunity from the Create group.

—or —

Drag and drop the entry to the Opportunities following
window.

A new opportunity dialog box opens.

Specify the basic fields for the opportunity.

Enter the opportunity Objective. The objective should
describe the goal of this opportunity.

Select the applicable Products/Services and Categories.
Enter the Description of the opportunity.
Select the Stage of the opportunity.

For example, if you feel confident the opportunity is a good
investment of your time, you may select a value such as
“Initiate Contact”. The stage coincides with the Probability
bar. Note that stages are set up in the opportunity
preferences in Administrator. (Select File > Preferences, and
select the Opportunity tab.) If you are using a strategy, this
rating is updated automatically based on the completed
success factors in the strategy (steps and activities). If you are
not using a strategy, this field is set manually by selecting a
stage.

You can also enter the Confidence rating. This field is similar
to the Stage field. However, it is not linked to the probability
of close and is set based on the sales representative’s feeling
about the opportunity.

Select a Key Fields list and then select the appropriate Key
Fields for the opportunity.

Key Fields are important user-defined fields specific to
opportunities and are defined in the Key Fields preferences in
Administrator. (Select File > Preferences, and select the Key
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@ If multi-currency is enabled for
your Address Book and
currencies other than the
default currency have been set
up, you can select a specific
currency for the opportunity
revenue field.

Fields tab.) An unlimited number of Key Fields lists can be set up
using up to eight opportunity user-defined fields for each list.

Enter the opportunity’s details such as the revenue, cost, sales
team and leader.

E Work through the remaining tabs, entering the opportunity’s
details including the user-defined fields, strategy, competitors,
partners, and status.

Click OK to save the opportunity.

Atlas Food Inc - Get Escona on Wine List ==
= | B Monitoring [F] (@ v Probability: 15%
Basic Information | User-Defined Fields | Sales Plans | Competitors / Partners | status |

Company/Individual: Atlas Food Inc Contact: Martinez, Daniela A, [
Opportunity description
Objective: Get Escona on Wine List

Products/Services: - Chardonnay, Pinot Blanc, Pinot Gris, Riesling, Zinfe ~ Categories: California

Description: | Opportunity for Escona to be added to their wine list season... z

Opportunity Analysis

Stage: Moke It Contact S —

Key Fields for: [General Opportunities ~ | | Opportunity details

Region(*) West Status In Progres E
Start date March 13, 2010

Store size Under 2,000 square feet

Wine Preference Close date

- n Next action

Mumber of Retail Lines 3-5 Revenue .00

Mumber of Distributors Cost .00
Sales team West Coast Sales
Leader Joe Napoli [Team Leader]

“Derctesreuired fild M= = =




Sales Teams

Sales Team Members
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Maximizer offers you the ability to assign an opportunity to any sales
team your system administrator has set up in Administrator. Teams
allow you to delegate individual activities of the opportunity to
members of the team. These activities appear in the team member’s
Hotlist for completion by the scheduled time. For information on
setting up sales teams, see the Maximizer CRM Administrator’s
Guide.

Sales team are composed of the following types of members:

e Team leader - In a team, one person is designated as a team
leader who has the right to make changes to the opportunity as
well as the opportunity’s team.

e Team member - A regular team member does not have the
right to change the opportunity or the team. The member’s role
is to perform the tasks the team leader assigns.

e Team member with edit rights - In Maximizer, the team
leader can grant any member the right to edit the opportunity,
which essentially gives the same abilities of the team leader. This
right must be granted on a per-opportunity basis, unless your
system administrator specifies otherwise.

If you are working on an opportunity as a team leader or a team
member with edit rights, you have the ability to delegate the
opportunity’s activities to individual team members. You can modify
the team’s membership or members’ rights at any time. After you
assign a team to work on an opportunity, you can then delegate
activities and modify the team.
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Strategies

Strategy Components

Strategies use multiple factors to assess the probability of winning
opportunities. They provide a way of forecasting based on defined
metrics for the criteria of closing an opportunity. If your company has
existing methods of calculating the probability of winning
opportunities, they can be translated into strategies.

Strategies are most often used in complex projects involving large
risk or long-term planning.

After you have gathered your organization’s strategy information,
you can enter this information into the Strategy Library. You can
enter an unlimited number of strategies, and you can use the
components of one strategy to build other strategies.

The following sections contain additional information on strategies:
e  “Strategy Components” on page 186

e  “Strategy Library” on page 188

e  “Scheduling Strategies for Opportunities” on page 189

e "Progress Indicator” on page 192

Strategies are made up of the following components:

e Steps - Astep is a milestone in the strategy that reflects actions
that must be taken when pursuing the opportunity. Each step
represents one or more activities that must be accomplished
before the step is considered complete.

e Activities - An activity is an action that forms the smallest
building block in the strategy. As your organization works
through an opportunity, activities are sent to the team members.
An activity contains a description of the action, an estimate of
the time it will take, and an estimate of its cost.

¢ Roles - A strategy probably will be applied to many different
opportunities, so you may not know the names of the people
who will directly influence the outcome of an opportunity. You
should, however, identify the key roles that will be assumed by
key people. You will then assign each role a weight in the same
way that you assign weights to the strategy’s success factors.

* Success Factors - Factors such as cost, features, and customer
needs will influence the sale of your product or service. When
you develop a strategy, choose success factors that you believe
will play a large part in determining the successful outcome of
an opportunity. Then assign each success factor a weight based
on your assessment of how much it will influence the outcome of
the opportunity.
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Roles
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Some steps may be so simple that there is no need to break them
down further. In most cases, however, you will find it easier to
develop a strategy that works if you first define the major steps and
then break down each step into a series of activities that you can
schedule and assign to team members.

For instance, for Escona you may use something like the following:

Steps Activities
Arrange tour and preliminary Send price list and Escona
meeting information.
Call distributor to arrange meeting
and tour.
Write and present agreement Finalize reseller agreement

Create final draft of agreement
Present agreement to distributor

Close deal and sign agreement Coordinate signing of agreement
Fill out product order
Arrange partnership dinner

Each activity is assigned to a single user or sent to a team member.
When the team members mark an activity as completed, Maximizer
updates the status of the opportunity accordingly.

The Strategy Library requires you to define activities separately from
steps. This allows you to use an activity in several different steps.
When you assign activities to a step, you simply select from a list of
available activities.

The next step in developing your strategy is to determine the key
roles—positions assumed by key people that will directly influence
the outcome of an opportunity that is assigned to this strategy.

When you are defining a strategy, you don’t necessarily know who
will fill these roles for each opportunity. If you can define generic
roles for your strategies—for instance, the CEO and Purchasing
Agent—you can later use people’s names for those generic roles for
individual opportunities.
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Success Factors

Strategy Library

Strategies include influences called success factors. Choose success
factors with care—they are used to estimate the probability of a
successful outcome of an opportunity. Success factors should be
defined based on the experience of your sales people. After choosing
a success factor, you also assign a weight to the success factor based
on your assessment of importance. Success factor definitions let
Maximizer tell you how the opportunity is progressing and how you
can improve your probability of success. Once you have defined a
success factor, you can use it in any number of different strategies.

Maximizer includes two success factors:

¢ Political Alignment - This success factor measures the impact
of the key people who can influence the outcome of an
opportunity.

e On Schedule - Maximizer uses this success factor to determine
whether an opportunity is ahead or behind schedule.

Success Factors are defined in Administrator. These two factors,
along with the others that you define, must be weighted according
to their importance in pursuing the opportunity. You can’t delete the
predetermined success factors—if these success factors have no
significance, assign the success factors a weight of zero, or don’t
assign them to the strategy.

Once you have your strategy planned on paper, entering it into
Maximizer is easy. The Strategy Library is a tabbed dialog box in
which you can create a library of roles, success factors, activities, and
steps. You use these elements when you add a new strategy to the
library. After designing a strategy, you can apply it to any new
opportunity you create.

n Each tab lets you construct a different strategy element. Start
with the Roles tab and finish with the Steps tab before you
construct your strategy in the Strategies tab. These elements are
then selected and assembled into your new strategy.

E Cost and duration are automatically calculated from the cost and
effort of the component activities.

ﬂ Use the buttons in the Strategies area of the dialog box to add,
copy (Save As), rename, or delete strategies.

n When you are ready to put together the strategy, use the Steps,
Factors, and Roles buttons to add these components to the
strategy.
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E Click Print to print the selected strategy.

Strategy Library ==
Strategies Steps | Actvies | SuccessFactors Roles |

Strategy

“Simple Sales Strategy

General description of strategy and its calculated cost and duration

General description:
Cost: [s0.00
Use this strategy when you have an opportunity

fo secure 3 cortract for monthly wine shpments | Duraton: [T08 gy

lto a customer.

Steps. success factors, and roles that comprise this strategy
Steps Success Factors Roles

Sales activities Budget Approved Buyer
ompettion We Face

Roles...
4 n D

Speling.., B oK | caneel |

Scheduling Strategies for Opportunities

Once strategies are defined in the Strategy Library, you can schedule
a strategy for an opportunity. This will ensure you keep up to date
with all of the roles, success factors, and steps that influence an
opportunity’s success.

Note that if you change the scheduled strategy for an opportunity,
all incomplete activities for the initial strategy are removed from the
opportunity. Complete activities remain in the opportunity. After a
different strategy is scheduled for an opportunity, the activities
associated with that strategy are applied to the opportunity. If you
had standings associated with roles in the previously scheduled
strategy, the standings are carried over to the newly scheduled
strategy.

» To schedule a strategy for an opportunity

n Open the opportunity, and select the Sales Plans tab.
The Show strategy option should be selected by default.

E From the Strategy template drop-down list, select a strategy.

You can click Details to view specific properties of the strategy
such as the description and cost.

ﬂ Click Schedule and specify the Start date for applying the
strategy. Then, click OK to return to the Sales Plans tab.
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6

Schedule Strategy ==

Template name:  Significant Strategy

Spedification of strategy's start date
Startdate: | April 28, 2010 E]

For each role in the strategy, click in the Standing column and
select a standing for the role. You can also click in the Contacts
column to select a Contact for the role.

For each success factor in the strategy, click in the Standing
column and select a standing for the success factor. Note that
the “On Schedule” and “Political Alignment” success factors are
calculated automatically.

Atlas Food Inc - Get Escona on Wine List ==
= % | 3 Monitoring [£] [[5] Actions v (] | Probability: | 57%
Basic Information | User-Defined Fields | Sales Plans | Competitors / Partners | status |
() Show activities @ Show strategy
Strateqy template
Significant Strategy (scheduled) . Schedde...
Details of this template
User: [@show folowups  [Z] Show completed actiitis
=IRoles B
Roles Standing Score  Contacts
{End Consumer Advocate iilike s\t
Head Connoisseur Our Product will suffice (with antidpa... | 8111
Insider Mot enough is known about our cont... | 211
-/Success Factors
Success factors Standing Score  Warning E
Political Alignment Weak support 16\34| @
Budget Approved Budget approval process hasn't started 14\24
On Schedule 0On Schedule 2924
oo | e | ©
= Steps
Steps and Activities Date/Time Assignedto  Name/Role Stat
* Make initial contacts April 28, 2010
May 3, 2010
Mav 14 5010
1 L4
“Denotes required field ok || cancdl | [ apy |

Select a step and click the plus sign to view all activities for this
step.

If a team is assigned to the opportunity, delegate team members
to specific activities in steps. Double-click on an activity and
choose a user from the Team member responsible for
completion drop-down list.

You can update the strategy as roles become more influential,
success factors change, and steps are completed. The progress
indicator changes automatically in alignment with the success of
the opportunity.
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e To mark an activity as complete, click inside the box displayed
after the activity. Overdue activities are denoted by a
warning symbol after the activity.

e Use the Show follow-ups option to display follow-up
activities related to an activity within a step.

¢ Use the Show completed activities option to display
completed activities. (Otherwise, completed activities are
removed from the step.)

¢ Use the More button to add, modify, or delete roles, success
factors, steps, and activities or you can use the shortcut

menu.
Atlas Food Inc - Get Escona on Wine List ==
= % | 3 Monitoring [£] [[5] Actions v (] | Probability: | 57%
Basic Information | User-Defined Fields | Sales Plans | Competitors / Partners | status |
) Show activities @ Show strategy
Strateqy template
Significant Strateqy (scheduled) . Schedle...
Details of this template
Budget Approved Budget approval process hasn't started ez a
On Schedule 0n Schedule 24104
| Business Relationship Unknown s | &
-ISteps
Steps and Activities Date/Time Assigned to Name/Role Stat
=1 Make initial contacts April 28, 2010
& Call plan: Develop call plan: 1) Contacts id....| April 28, 2010 JoeNapoli | Martinez, Daniela A | [
“Identify goals: Complete identification of ... [y FEREINN] Joe Napoli Martinez, Daniela A. O
& Identify Opporturities: Identify all opportu...| April 28, 2010 JoeNapol | Martinez, Daniela A. ...| [
Review next step: Review the details of th...| April 23, 2010 JoeNapol | Martinez, Daniela A. | [J
# Qualfy customer interest May 3, 2010 E
= Identify/analyze requirements May 14, 2010
% Match our products to their needs May 19, 2010
¥ Propasal development May 23, 2010
#I Propasal presentation June 10, 2010
*l Contract signing June 15, 2010 B
= i g ’
“Denotes required field ok || cancel | [ apy |

B Click OK to save the changes to the opportunity.
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Progress Indicator

The progress indicator for the probability of close is updated based
on the weighted sum of the standing/score of the roles and success
factors, as well as the number of completed activities within a step.
The standings of the roles affect the Political Alignment success
factor. The completed activities affect the On Schedule success factor.
All success factors contribute to the probability of close.
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Multi-Currency

Enabling multi-currency in an Address Book enables users to enter
opportunity revenue in other currencies. All other currency fields are
displayed in the default currency for the Address Book, otherwise
known as the corporate currency. Additional currencies added to the
Address Book can be applied to opportunity revenue on a per-entry
basis.

Multi-currency is enabled in Administrator. If this functionality is not
enabled, all related fields, menu items, and dialog boxes are not
visible in Maximizer. Once multi-currency is enabled for an Address
Book, it cannot be disabled. The corporate, or default, currency for
the Address Book is also set in Administrator. For more information
on enabling multi-currency, granting users rights to manage
multi-currency, and setting the corporate currency, see the
Maximizer CRM Administrator’s Guide.

The corporate currency acts as the exchange rate baseline for other
currencies. The corporate currency always has an exchange rate of
1.0, and other currencies have their own exchange rates. The
exchange rates determine the revenue conversion from one currency
to another. By default, the corporate currency is US, but this can be
changed in Administrator.

Adding Currencies to the Currency Library

Currencies are managed in the Currency Library in Maximizer. When
designated users are given the “Allow manage currencies” security
right in their user access rights, they can add, modify, and delete
currencies in the Address Book.

Once you add a currency, you can use it as the revenue currency for
any opportunity entry. The cost fields in the opportunity are always
displayed in the corporate currency.

In addition to adding currencies, you can also modify and delete
currencies from the currency library using the buttons in the Currency
Library dialog box. When you modify an exchange rate for a
currency, the new rate is applied only to new opportunities.

The format of currency symbols and ISO codes are determined by
settings in your operating system. You can adjust the currency
formats from the Control Panel. Any changes to the currency formats
are applied immediately to Maximizer currency fields.
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» To add a currency to the currency library

n On the Setup tab, select Template Library > Currency Library
from the File Management group.

The Currency Library dialog box opens.

Currency Library

Entry currencies

Code
-
CAD

Description
US Dollar

Canadian Dollar

Rate

Rate Last Modified

1.00000000  2007-10-13

==

Add...
Modify...

Delete

< T b

*Denotes corporate currency

H ciick Add.

ﬂ From the Currency drop-down list, select a currency.

The ISO code is entered automatically, but you can change this
field or leave it blank if necessary. For example, you may want to
use US, rather than USD, for the US Dollar.

n Enter the currency Exchange rate.

This is the value of the currency in comparison with the
corporate currency. By default this is set to 1.

@ If you change your corporate E If necessary, from the Requested by field, select a user.

currency, all currency rates are

setto 1. E Click OK.
Add Currency =
Creation detals
Currency: [Eura =] ’W
Exchange rate: [ 0,71250000 =1uUsD
Creator: [ Joe Napal
Reguested by: | Joe Napol =]

Last modification

Date modified: |

Time modified: |

Modified by: |
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Email Notification for Opportunities

When opportunities are created, modified, abandoned, lost,
suspended, or won, email messages can be automatically sent to
partners and users notifying them of the changes. Maximizer
automatically inserts the basic details of the opportunity in the
message so you don’t have to write the email message with
opportunity details each time.

To set up opportunity email notification, you must create email
notification templates in Administrator. You can create separate
templates for each action (create, abandon, lost, suspended, or won).
Each action can also have separate templates for sending email to
partners and users. User notification email is sent to the users
identified as monitors for the opportunity.

For detailed information on how to create email templates for
opportunity notification, see the Maximizer CRM Administrator’s
Guide.

Selecting Users for Opportunity Monitoring

A default list of opportunity monitors is set up in the opportunity
preferences in Administrator. You can select this default list, or you
can select any other users to monitor specific opportunities. You can
also choose not to monitor a specific opportunity.

All users with modify permissions for opportunities can add or
remove opportunity monitors. Opportunity monitoring access rights
are not separate from general opportunity rights. If a particular user
should not be modifying opportunity monitors, all opportunity
modification rights can be removed in Administrator.

Opportunity monitors receive email messages based on templates set
up in Administrator. You can create different templates for each type
of action. See the Maximizer CRM Administrator’s Guide for details.

You can also specify how to monitor new opportunities in the
default opportunity entry.

» To select a user for opportunity monitoring

n Select or open the opportunity.

E On the Edit tab, select Opportunity from the Monitor group.
Right-click and select Opportunity Monitoring.

In an open opportunity, select the Monitoring icon.
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B Select one of the opportunity monitoring options.

¢ Select Do not monitor this opportunity to remove all
users from the list so no user receives email regarding this
opportunity.

¢ Select Use the system default opportunity monitoring
user list to display the users specified in the system default
opportunity monitoring list.

¢ Select Use the custom list below to modify the list of users
who monitor the opportunity.

Select Users for Oppertunity Menitering ==l
Select which lst of users shoud monitor this appor tunity
~) Do not monitor this opportunity
*) Use the system default opportunity monitoring user list
@ Use the custom st below
Selected users for oppertunity menitaring:
[ User [ add.. |
= CDANCER [Dancer, Ceiine) r—
JHAPOLI (Napoli Joe) [ peee |
MBERTOLLI [Bettoli, Mark]
oK Cancel

n If you select to use a custom list for opportunity monitoring, click
Add to add a user to the list.

The Users dialog box opens displaying the users that are
available to add to the list.

E Select a user and click OK to add the user to the list.

Users (=l
User ID Display Name Department Pasition [ [ o ]
BHOLLY  Bilie Holly Sales Fiegional Sales Manager —
COMPANY  COMPANY &
DBROWN  Dariel Brown Sales National Sales Manager
JBOWSER  Jon Bawser Sales Riegional Sales Manager
LGARC,  Lucy Garcis Matksting Markting Assistant
ERTOLL  Mark Bertoli Sales Manager
MCORELL  Miranda Corell Marketing Marketing Manager
WWHITE  Wonds Whie Sales Sales Reprasentative

E Click OK to save the changes to the opportunity monitoring list.



Chapter8 | 197

Opportunity Pipeline Report

With a single click, you can view the current opportunities in the
pipeline. The report graphically displays all opportunities that you
select to include grouped by opportunity stage. The Opportunity
Pipeline report can also be modified using Crystal Reports.

» To view the Opportunity Pipeline report

n In the Opportunities window, click the Display Opportunity
Pipeline Report button in the View bar.

You are prompted for which entries to include in the report.

E Select the entries to include, and click OK.

Opportunity Pipeline Report

Groupef by Stage

cudmesRdes 0428000

¥isa,000

[ TLS——Y)
Anzlyze Requiremants

Frobasilg Kame obkslw  gewme
®w  onagewes wirer e 25 gk FBuicr #1somom

Fareaa of Rrwenue Br Bbge: #160,000.00

Fareaa of Rrwenue BrBbge: #124,000.00

Negotiztion

Frobasilg Kame obkslw  geemn
mw Eg mes el Exccna cr wiire Lt #z2mom

Fareaa ot Revenus ir 8tage: #22,00000

o4l Farmea ot Rownun: 265,000.00

L




198 | Maximizer CRM 11
User’s Guide

Quotas

@ Quotas are available only in
Maximizer CRM Enterprise
Edition.

Quotas Window

@ The year shown in the Fiscal
Period column refers to the
year that the fiscal year begins.
This value may differ from the
calendar year for some months
and quarters.

You can manage sales quotas for teams, territories, and leaders
assigned to opportunities. Sales quotas keep track of the revenue
from opportunities compared to the quota applied to the team or
leader assigned to the opportunities.

Sales managers can create quota templates. And all users with
adequate quota permissions can apply quotas to sales teams,
territories, and opportunity leaders.

The following sections contain information on working with quotas:
e “Quotas Window"” on page 198

e “Creating Quota Templates” on page 199

e “Applying Quotas” on page 200

You can view your current sales quotas in the Quotas window. Keep
the following points in mind when working in the Quotas window:

n Click the Quotas icon to open the Quotas window.

E In the main area of the window, view the progress of
opportunities for users, sales teams, and territories compared to
the quotas.

E Use the Filter drop-down list to display all of your quotas, all of
your quotas for the current fiscal year, or all quotas that you
have the right to view.

n Use the Show drop-down list to display quotas by month,
quarter, or year.

E Select the Quotas Report icon to generate a report on the
current quotas.
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y @ = Maximizer CRM [Escona Tutorial] - [Quota ltems 12 Displayed] -ax
_) Home Edit View Search Tools Reports Setup Custom Actions -7 X
s = s Letter ole A ] [ To-do 7 Insert a File
i@ =] B e N AT cpe Z
= o Fax 7 Phone Call || i Print an Envelope
Quota Case Opportunity | Email MNote . Make Receive || Meeting ) Time
) Document | 5can a ) Adtion Plan || i Print a Label aTask
Create Write Phan Schedule Insert / Print Track
& X | Filter My Current Quotas - [Z} show: Quarter -
)y work Day Hame ¥ Period Quota Forecast (weighted) Forecast (unweighted Closed Sales  Lost Sales % of Quota
[BR Acaress Book Joe Napol a2 2010 $45,000.00 5142,790.00 $311,000.00 50.00 50.00 0%
Joe Napoi a32010 $45,000.00 $68,600.00 $98,000.00 $0.00 $0.00 0%
1 Joe Napoi Q42010 $45,000.00 $15,300.00 $102,000.00 50.00 50.00 0%
¥ opportunities
& [Channel Sales] Q12010 $125,000.00 $36,500.00 $110,000.00  $62,000.00 $0.00 50%
" [Channel Sales] Q2 2010 $125,000.00 $5,700.00 $38,000.00 50.00 50.00 0%
L) | Quotas [Channel Sales] 032010 $125,000.00 $68,600.00 $38,000.00 50.00 50.00 0%
[Channel Sales] Q4 2010 $125,000.00 $15,300.00 $102,000.00 $0.00 $0.00 0%
Hl campaigns [North / Int1] 12010 $112,500.00 E $42,300.00 $70,000.00  $62,000.00 $136,000.00 55%
[North £ Int] az 2010 $112,500.00 $13,920.00 $48,000.00 $0.00 $0.00 0%
=] Customer service [North / Int] a32010 $112,500.00 $68,600.00 $98,000.00 $0.00 $0.00 0%
[North / Int1] Q42010 $112,500.00 $15,300.00 $102,000.00 50.00 50.00 0%
@l Knowledge Base
[] Hotist
g5| Calendar
Press F1 for Help  User: INAPOLI Wednesday January 6,2010  3:38FM -

Creating Quota Templates

Sales Managers can create quota templates that can be applied to
many teams, territories, and leaders.

>

@ Maximizer users must have the
Sales Manager user role to
access quota templates.

@ The beginning of the fiscal year
is set in Administrator.

To create a quota template

On the Setup tab, select Template Library > Quota
Templates from the File Management group.

Click Add.

Specify a name for the quota template.

In the Quota field, enter the total amount of the quota for the
fiscal year.

In the Fiscal Year drop-down list, specify the year that the
quota applies to.

Under Milestones, select Month or Quarter as the milestones
in the fiscal year.

By default, an equal percentage of the quota is applied to each
milestone.

To modify the percentage applied to a milestone, select the

milestone, click Modify, and enter the new percentage.

If you modify the percentage for one milestone, you must
modify all other milestones, so that the percentages add up to
100.
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Applying Quotas

B Click OK to save the quota template.

Mew Queta Template ==l
Options
Name:
‘ Quotas for East Sales group
Team/Territory/Leader:
Quota: $500,000.00 J Fiscal Year: | 2009 hd
Full access: |Public - Read access: |Public
Milestones
' Month " Quarter
Miestone [ of Quota (amount) Modify...
= January 10.00 [$60,000.00) -
February 10.00 ($60.000.00)
March 10.00 [$50,000.00)
dpri 10.00 ($60.000.00)
May 8,00 ($48,000.00)
June R 0N 1448 000 M S
Total % of Quota (amount): 100.00 ($600,000.00)
Description

You can apply sales quotas to teams, territories, and leaders. You can
apply existing quota templates or create new quotas. Maximizer
users must have the Insert permission for Quotas in order to apply
quotas.

Only one quota can be applied to a team, territory, or leader for each
fiscal year. If you use MaxExchange, ensure that multiple quotas are
not applied at different MaxExchange distribution sites to the same
team/territory/leader and fiscal year.

>» To apply a sales quota

n Select the Quotas icon to open the Quotas window.

E On the Home tab select Quota from the Create group.
Right-click, and select Add Quota.

E In the Template name drop-down list, select a quota template
to base the quota on.

ﬂ Select the leader, team, or territory that the quota applies to.
E If necessary, adjust the other properties of the quota.
[ ciick ok.
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Market Your Products and Services

In this chapter...

“About Campaigns” on page 202

“Traditional Campaign Templates” on page 206
“Creating Traditional Campaigns” on page 211
“Automated Campaign Templates” on page 218
“Automated Campaign Messages” on page 224
“Adding Automated Campaigns” on page 229

" Activities in Automated Campaigns” on page 235
“Automated Campaign Subscribers” on page 238
“Status of Automated Campaigns” on page 242
“Testing Automated Campaigns” on page 243
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About Campaigns

Campaigns help you and your colleagues promote your company and
manage complex marketing campaigns.

With automated campaigns, you can broadcast your marketing
message to anyone in your Address Book. A campaign can reach out
to your entire Address Book or to a group of entries by email, fax, or
print.

Traditional campaigns allow you to coordinate your marketing team
for a common goal—producing an ad in television, radio, or print.

Activity 1

Traditional Campaign Template Automated Campaign Template
A traditional campaign template provides a strategy for your You can send out automated campaign message by email,
teams that can be reused many times for various marketing fax, or printed document. An automated campaign
campaigns. template defines when and what is sent and can be

reused for many automated campaigns.

Tracking campaigns helps you define and strengthen your marketing
methodology. As a marketing team, you define campaign
templates—what you need to do to launch a marketing campaign
and how you will address the issues and obstacles involved. Then,
you apply the campaign template to your campaign.

The following section contains additional overview information
about campaigns:

e “Traditional Campaigns” on page 203
e “Automated Campaigns” on page 203
e  “Campaigns Window" on page 204



Traditional Campaigns

Automated Campaigns

@ Fax and print campaigns are
available only in Maximizer
CRM Enterprise Edition.
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Complex marketing campaigns require a well-planned strategy.
When you launch a new product or promote your website, for
example, you need a coherent plan and you need to coordinate the
members of your marketing team towards a common goal.
traditional campaigns help you and your team manage your
marketing campaigns.

Using traditional campaigns, you can do the following:

e Create traditional campaign templates—detailed plans that
identify the factors that influence a marketing campaign and the
activities you must perform to complete a campaign.

e Apply these campaign templates to one or more marketing
campaigns.

e Effectively schedule and coordinate the marketing process
among all members of your marketing team.

e Ensure that all the right people in your organization have
up-to-date information about the status of your campaigns.

e Analyze the effectiveness of your campaign templates and
create new ones for new campaigns.

The Campaigns window also allows you to record a marketing
campaign without a campaign template. Without a campaign
template, a campaign simply records the campaign’s goal and allows
you to assign a marketing team to achieve the goal. No activities or
steps are defined to help your team to achieve the goal. You can use
this type of campaign for simple marketing campaign objectives.

Use automated campaigns when you want to have Maximizer
automatically send out email messages, faxes, or printed documents
on a pre-defined schedule. An automated campaign is very useful if
you want to inform customers of a new or upgraded product that
you are marketing, encourage a repeat visit to your company’s
website, or even just to keep in contact with the customer.

You can include merge fields in your outgoing campaign media so all
recipients get messages that are customized with their names,
companies, or any other fields in their Address Book entry
information.

You can “broadcast” email to any number of Address Book entries to
support your marketing campaign. Ask your Internet Service Provider
if there is a limit on how many email messages that can be sent
concurrently. You can control the cycle time check in the automated
services preferences in Administrator. (Select File > Preferences, and
select the Automated Services tab.)
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@ Automated services are not
available for MaxExchange
Remotes.

Campaigns Window

There are two main types of automated campaigns:

¢ Fixed-Date - These campaigns run for a specified time period.
When you apply this type of campaign to a new Address Book
entry, all activities of the campaign are applied within the fixed
time period. For example, if you launched a campaign
comprising five activities, and the first two activities were
already completed when a new Address Book entry is added to
the campaign, these two activities are applied immediately. The
remaining activities are applied as scheduled.

e Ongoing - These campaigns repeat indefinitely unless you
change the status to suspended. You can add a new Address
Book entry at any time during the campaign cycle. When a new
Address Book entry is added, the entire campaign is run from
start to finish, at the set time intervals. For example, if there is a
duration of one week between a set of four email messages,
each message will be sent one week apart, regardless of when
an Address Book entry is added to the campaign.

You can work with your campaigns in the Campaigns window. Like
the other main windows, the Campaigns window is list-based, which
means your entries are displayed as items in a list. All of your
campaign-related activities are done in the Campaigns window.

Here are some tips for working in the Campaigns window:
n Select the Campaigns icon to open the Campaigns window.

E Click the Column Setup icon to select a column setup and
change the information displayed about each campaign.

ﬂ Use the Filter drop-down list to filter the list of campaigns.

n Use the icons in the Type column to quickly distinguish
automated campaigns from traditional campaigns.

E The tabbed following windows show additional information for
the selected entry. Note that the Campaign Roles following
window applies only to traditional campaigns.



E Double-click on a campaign to open it.
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Maximizer CRM [Escona Tutorial] - [Campaigns 21 Displayed] - = x
Search  Tools  Reports  Setup -2 X
,k\a % 2 U Letter @ B 2 To-do P Insert a File g
7 Fax S [ZPhone Call || Print an Envelope
Automated Traditional |~ Emall  Note Make Receive || Meeting Time
Campaign Campaign 1] Document || 5 call acall » Action Plan || 4 Print a Label aTask
Create Write Phone Schedule Insert / Print Track |
* X Filter Al Campaigns - B &R E B
My Work Day Type & Stalus Hame Revenue Budget Completion Date
& Email Campaign - 2004 $100,000.00  51,500.00 August 18,2008
T Abandoned  Escona Wines Reserve
Q Address Book )
& Fax Price Listto Leads ~ $100,000.00  $250.00 January 20, 2010
@ Suspended
@ Opportunities B 2010 Email Campaign - $50,000.00  $3,000.00
@ InProgress  Existing Customers
[€] } Quotas hiE) 2010 Email Campaign - 530,000.00 $3,000.00
@ InProgress  Leads
- @ Fax campaign 55,000.00 5150.00
Campaigns n @ InProgress
Email Campaign - 2009 $700,000.00  $15,000.00 March 15, 2010
@ Customer Service @ Suspended  Escona Wines
FaxPrice Listto Leads  $25000.00  57,400.00 February 15, 2010
Fﬂ Knowledge Base . @ Suspended
Hotlist ® 2010 Vintage Selection of $100,000.00  52,500.00
@ InProgress  Escona Vines -
Calesday &5 Campaign Roles | D Notes |§= User-Defined Fields =) Documents
Emsil Columns: *Default Address Book Vi Filter: <All> M
Name and Phone Numbers & Comp } ¥ Date Tme  Type Text C

Company Library January 19,2010 9:34 AM History Joe Napoli changed the team

=

i fromSingle User to ‘Channel |
E January 18,2010 9:31 AM History Campaign Name: 2010 Escona
Petconal Price List 1
] Orderbesk
Recent Entries
- -~
- < vl m ] 3

User: INAPOLT

Press F1 for Help
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Traditional Campaign Templates

A campaign
template
consists of
several steps

toachieve t
goal.

Traditional campaigns allow you to launch structured marketing
campaigns in a marketing team environment. A new traditional
campaigns is created using one of the campaign templates in the
Traditional Campaign Template Library. Campaign templates are
approaches your organization uses in a marketing campaign.

A campaign template is a detailed plan that defines the procedures
that contribute to a successful marketing campaign. A traditional
campaign template is composed of steps, which are in turn composed
of scheduled activities. For example, you could create a simple
campaign template that defines the steps, activities, and roles
required to place an ad in a magazine

Once you create a campaign template in the Traditional Campaign
Template Library, you can apply the campaign template’s particular
marketing plan to any new traditional campaign you create.

Before you can enter your organization’s marketing strategies as
campaign templates, you need to gather information from your
marketing people. The best campaign templates combine the
knowledge and experience of everyone in your organization;
therefore, you should involve as many people in this process as
possible. The result will be a pattern of success that you can follow
like a road map.

Your first step is to design a general plan—a campaign
template—that describes your company’s steps, activities, and roles
involved in completing the campaign. The most difficult step in
creating a new campaign template is in the planning stage. Once you
know what the steps, activities, and roles will be, you may then enter
the information in the Traditional Campaign Template Library.

Step 1

| Step 2

Activiti Step 3 Each stepis
ctivities | ep composed of

activities—
Activities individual
taskstobe

performedby a
Activities member of the
team.
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The following sections contain additional information on traditional
campaign templates:

“Components of Traditional Campaigns” on page 207
“Example of a Traditional Campaign” on page 208

“Creating Traditional Campaign Templates” on page 209

Components of Traditional Campaigns

Traditional campaigns and traditional campaign templates consist of
the following components:

Steps - Steps are milestones in the campaign that reflect actions
you should take when pursuing a campaign. Each step
represents one or more activities. One of the steps for placing an
ad in a magazine might be to contact the magazine’s advertising
department to buy the ad space.

Activities - Activities are actions that form the smallest building
block in a campaign. Once a step is started, each activity is
turned into a scheduled Hotlist task in Maximizer. An activity in
contacting the magazine’s advertising department, for example,
might be to make the initial phone call to get pricing
information.

Roles - Roles are the known influences caused by people that
affect the probability of marketing your product or service. For
placing an ad, one of the roles would be your contact person at
the magazine’s advertising department.

Steps and Activities in Traditional Campaigns

Some steps may be so simple that there is no need to break them
down further. In most cases, however, you will find it easier to
develop a campaign template that works if you first define the major
steps and then break down each step into a series of activities that
you can schedule and assign to marketing team members.

Each activity is assigned to a single user or delegated to a team
member as a Hotlist task. As the team members mark activities as
complete, Maximizer updates the status of the campaign
accordingly.

The Traditional Campaign Template Library requires you to define
activities separately from steps. This allows you to use an activity in
several different steps. When you assign activities to a step, you
simply select them from the list of available activities.
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Roles in Traditional Campaigns

The next step in developing your campaign template is to determine
the key roles—positions assumed by key people that will directly
influence the outcome of a marketing campaign.

When you are defining a traditional campaign template, you don’'t
necessarily know who will fill these roles for each campaign. If you
can define generic roles for your campaign templates—for instance,
Printer or Graphic Artist—you can later use people’s names for those
generic roles for individual campaigns.

Example of a Traditional Campaign

The following is an example of a campaign template for placing an
ad in a magazine.

Ad for Magazine

Cost: $17,700.00 Duration: 2.47 week(s)

Objective: To create new ad for a trade publication

Steps

Develop new advertising campaign

Cost: $4,500.00 Duration: 1.19 week(s)

Develop new advertising campaign
Follow-up program

Cost: $1,200.00 Duration: 4.00 day(s)

Organize necessary follow-up for marketing program
Activities - Develop new advertising campaign
Identify appropriate advertisers

Identify trade publications and magazines suited for print advertising

Cost: $2,000.00 Effort: 1.14 week(s) Priority:

With: Advertising Agency
Submit ads for the season

Submit completed print ads to all advertisers being used

Cost: $2,000.00 Effort: 5.00 hour(s) Priority:

With: Advertising Agency
Brainstorming

Brainstorming with entire marketing team and agency for new ideas and
new offers for the upcoming season

Cost: $500.00 Effort: 3.00 hour(s) Priority:
With: Advertising Agency
Activities - Follow-up program
Telemarketing campaign
Develop a telemarketing campaign for the marketing program
Cost: $200.00 Effort: 2.00 day(s) Priority:
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Identify target market

Compile list of geographic territories of high income 30-55 yrs & identify
retailers in the area

Cost: $1,000.00 Effort: 2.00 day(s) Priority:
With: Advertising Agency

Roles

Advertising Agency

Printer

Creating Traditional Campaign Templates

@ The Save As button in each tab
lets you save the selected
campaign template or element
under a new name. This can be
useful if you want a new
campaign template (or
template element) but you
don’t want to create it from
scratch.

Once you have planned your traditional campaign template, you can
easily enter it into the Campaigns window. The Traditional Campaign
Template Library is a tabbed dialog box in which you can create a
library of steps, activities, and roles. You then use these elements
when you add a traditional campaign template to the library.

In the Traditional Campaign Template Library, you add all of the
components of the campaign, start with the Roles tab and finishing
with the Steps tab. Then, you construct the campaign template in the
Templates tab, pulling together the various components into one
template.

After you have designed a traditional campaign template, you can
then apply it to any new traditional campaign that you create.

» To create a traditional campaign template

n On the Setup tab, select Template Libraries > Traditional
Campaign Templates from the File Management group.
E Click Add and enter a name for the template.

Use the other buttons to copy (Save As), rename, or delete
campaign templates.

ﬂ Fill in the general description for the campaign template.
The cost and duration are automatically calculated from the cost
and effort of the activities.

n In each tab, construct the different template elements in the
campaign.
¢ In the Roles tab, enter the roles in the campaign.
¢ Inthe Activities tab, enter the activities in the campaign.

You can assign each activity to an existing role.

¢ In the Steps tab, enter the steps in the campaign.

You can assign existing activities to the steps.
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E In the Templates tab, click Steps, and assign the steps to your
new campaign template.

B Click Roles, and assign the roles to the campaign templates.

Click Launch to create a traditional campaign based on this
template.

Click OK to save the campaign template to use later.

Traditional Campaign Templates ==
Templates Steps ﬂ Activities ] Roles |
Template
2007 Escona Price List ~| Add Save As

Rename Delete

General description of template and it caloulated ost and duration

General description:
Cost: [$7.000.00

(Create and distribute our Escona 2007 pice

st and distribute to our customers Duaton: [T84 [ronthe)

Steps and roles that compriss this templats

Steps: Roles:
=te 2007 prics lis ~ | [Marketing Campaians Assistart BT,
Markscting Distribution Assistant = 2

anges and addtions to catalag
Make any necessary changesto p| || [Marketing Manager
Froaf mai-out piece = | |Preduct Manager
ate draft mail-out piece Senior Management Team
st draft of catalog B

et approval for mailout piece
Print out and mail price st to custo ™

Speling .. | Lagnch Print.. | oK Eres




Chapter9 | 211

Creating Traditional Campaigns

@ The ID number uniquely
identifies a campaign. Your
system administrator uses
Administrator to control
whether or not ID numbers are
automatically generated.

@ In order for campaigns to be
synchronized with
MaxExchange, the campaign
must belong to a team.

If you have planned and correctly entered your traditional campaign
template, it's easy to implement a traditional campaign.

You can also create a campaign without using a campaign template.
When creating the campaign, specify “Not using a campaign
template” in the Template tab.

After creating the campaign, you can begin working the campaign at
any time.

» To create a traditional campaign

n In the Campaigns window, on the Home tab, select Traditional
Campaign from the Create group.

—or —

In the Campaigns window, right-click select Add Traditional
Campaign.

—or —

After creating a traditional campaign template in the Traditional
Campaign Templates dialog box, click the Launch button on the
Templates tab.

E Enter the details for the campaign working your way through
the tabs from left to right.
e Enter the campaign'’s potential revenue.

The budget is automatically calculated from the total cost of
the activities (part of steps) in the campaign.

¢ Assign the marketing team and leader.
You can have different team members for each campaign.

This assignment determines where the campaigns are
synchronized if you are using MaxExchange.

¢ On the Templates tab, select a pre-defined template, which
includes a selection of roles and steps for a campaign.

After assigning a template, you cannot modify the campaign
to use a different template.

¢ In the User-Defined Fields tab, specify values for
user-defined fields that are specific to campaigns.
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@ When a campaign is created,
the status is automatically
marked as In Progress. You
update this when the status is
changed.

E Click OK to save the campaign.

Add Traditional Campaign ==
General | Template | userFields | Status ]
“Name: [Increase Sales Globally
Cancel
Objective, description and IDertification Speling...
Objective: [Revenue ID: [071012000480772238169M

Description: |

Potential revenue for and budget of this campaign

Revenue: [0.00 Budget: 0.00

Marketing team assigned to this campaign
Name: [none) Assign

Marketing Teams in Traditional Campaigns

Marketing teams allow you to delegate individual campaign
activities to members of the team. These activities appear in the team
member’s Hotlist to be completed by the scheduled date. Marketing
and sales teams are set up in Administrator. For more information on
setting up teams, see the Maximizer CRM Administrator’s Guide.

Members of Marketing Teams

A marketing team is composed of three types of members: a team
leader, a team member, and a team member with edit rights.

e Team Leader - In a team, one person is designated as a team
leader who has the right to make changes to the campaign as
well as to the campaign’s team.

e Team Member - A regular team member does not have the
right to change the campaign nor the team. The member’s role is
to perform the tasks the team leader assigns.

¢ Team Member with Edit Rights — A team leader can grant any
member the right to edit the campaign, which essentially gives
the same abilities of the team leader. This right must be granted
on a per-campaign basis, unless your system administrator
specifies otherwise.
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Assigning Marketing Teams to Traditional Campaigns

Use the Assign button on the campaign’s General tab to assign a
traditional campaign to any marketing team that has been set up by
your system administrator. If a traditional campaign does not have a
marketing team assigned, the user who created the campaign is
automatically designated as the leader.

» To assign a marketing team to a traditional
campaign

n Open the traditional campaign.
E In the General tab, click Assign.
ﬂ Select the team and click OK.

Assign Marketing Team to Campaign ==

Marketing teams
Name: Members of selected team:

q Joe Napol
Channel Marketing

East Coast Marketing

West Coast Marketing

R e T

Assigning Contacts to Campaign Roles

Before delegating campaign activities to team members and roles,
select the traditional campaign and then assign Contacts to your
campaign roles.

You can share the same roles among all your campaigns. However,
when you assign a Contact to a role, it only applies to the selected
campaign.

Note that roles apply to only traditional campaigns using campaign
templates.

» To assign a Contact to a campaign role

n Select the traditional campaign.
E On the View tab, select Roles from the Review group.

In the View bar, select the Review Roles icon.
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B Select the role you want to delegate and click Assign.

Campaign Contacts ==l
Role: [Senior Management Team =l
Contacts assigned to selected rale in this campaign
[ Wame Pasition Company [
=+ Alston, KassyJaed  Vice President - Retal | The Wine Sellers
Re-assign...
Unassign
Comment about the selected Contact:
oK Close

ﬂ Search your Address Book for the desired Contact.
E Select the Contact you are assigning to the role and click OK.

E Click OK again when you are finished assigning campaign roles.

Assign Contact to Rele ==l
Role: [ & aK
Search for contact.
Cancel
@ Last Name: | ‘Search

" Company: |

[ Ianore leads

Contacts available for assignment from search results

Marne

Puosition

Company

= Adams, Darts
Abston, Kasey Jared
Alkinson, Margarta
Baid, Alejandro

Project Marager

Armaneti Wine Shoppe ~

ice President - Reta Fine Wwines & Spiits Inc

Project Manager
Area Director

5t Helena Wwine Chr
Liberty Wine Merchants

Banera, Jo Yice President - Sale: Patrocks Liquor
R EraT T L ST

Delegating Campaign Activities to Team Members and Roles

If you are working with a marketing team on a traditional campaign,
and you are a team leader or a member with edit rights, you have the
ability to delegate the campaign’s activities to individual members in
the team. You can modify the team’s membership or member’s rights
at any time.

You may have some activities in your campaign that are appropriate
for team members with particular skills. The editing of an agreement
document, for example, might fall to your writer.

In addition to assigning activities to marketing team members, you
also can schedule roles and Contacts for each activity. But first, assign
a Contact to each campaign role.
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» To assign a campaign activity to a team member

n Select the traditional campaign.
E On the View tab, select Steps from the Review group.

E Select the step that contains the activity you want to delegate,
and click Review.

Marketing Steps Summary ==

Campaign: | Create 2007 Escona Catalog - Revenue

Marketing steps
[51ep Siart Dale Finish Diate Status
Create diaft of calah Dotober 11,2007 October 26, 2007 On Schedule

4 Changes and additic 07 er 7 Y E
Send to prirtes

Close date

¥ Close date is calculated from finish dates of steps

€ User dose date is: oK oce

ﬂ Double-click the activity you want to delegate.

Review Step - Changes and additions to catalog ==l

Step: | Changes and additions to catalog
Goal and comment Dates and cost
Cancel
Goal: | After Marketing Manager reviews Start: | October 25, 2007
catalog, make changes and
incorporate any additions. s Finish: | November 7, 2007

Comment: " Cost:| $1,500.00

Activities

¥ Show follow-ups also Shaw activities for: [(Everyone) -
[¥ Show done also

Activity Member Contact/Role

Cieate draft catq Bille Holly

E Select the team member to whom you are assigning the activity,
and select the role and Contact with which the activity is
scheduled, and click OK to save the change.



216

Maximizer CRM 11
User’s Guide

This activity is scheduled with this role and contact.
Role: [Marketing Campaigns Assistant ~|
No Assigned Contact
Team member responsible for completion
Name: [gilie Holly |
Miranda Corell

E Click OK to close the step.

Applying and Working the Steps in Traditional Campaigns

After you have delegated the activities to team members and
Contacts, you can begin working through the steps of your campaign
and marking each Hotlist task as complete.

» To apply and work the steps in a traditional
campaign

n Select the traditional campaign.
E On the View bar, select the Marketing Steps Summary icon.
On the View tab, select Steps from the Review group.

E Select the step, click Apply, and specify the start date of the
step.

Activities appear in the Hotlist as soon as the step is applied.

n After applying a step, double-click the step or click Work.
The Work button is not available until you have applied the step

Marketing Steps Summary ==

Campaign: | Create 2007 Escona Catalog - Revenue

Marketing steps

[51ep Start Date Firish Date Status
ClEaIE diaft of catah October 11, 2007 October 24, 2007 On Schedule

0 additid a1 25, 2| 7. 2007 | Walting
Send to pnr’\tel Nnvemher 8. 2EIEI7 Nnvemher 9, 2I][I7 Wa\tlng

Close date
¥ Close date is calculated from finish dates of steps

€ User dose date is: oK oce
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E Select an activity and click Modify to change or delegate an
activity.

B Double-click the last column of an activity to mark the activity as
complete.

You may also mark the task as complete in your Hotlist.

Work Step - Changes and additions to catalog ==

Step: | Changes and additions to catalog
Goal and comment: Dates and cost
Cancel
Goal: | After Marketing Manager reviews Start: | October 25, 2007
catalog, make changes and
incorporate any additions. & Finish: | November 7, 2007

Comment: [— = Cost: [ 1,500.00

Activities

[V Show follow-ups also  Show activities for: [(Everyane) - Modify...
[ Show done also
Activity Mernber Contact/Rale Start Date P

[ Create catalog : Create draft catd Bilie Holly | (Markeling Campaigns { October 25, 2007 | |

Click OK to close the Work Step dialog box.

E Click OK again to close the Marketing Steps Summary dialog
box.

Pausing Traditional Campaigns

Sometimes you need to suspend your efforts in a marketing
campaign due to changing conditions or other factors. You can
pause a traditional campaign from the Status tab of an open
campaign. Once the campaign is paused, any Hotlist tasks are
archived (not available from the Hotlist) until you reset the campaign
to “In Progress”.

> To pause a traditional campaign

n Open the traditional campaign, and select the Status tab.

E Under Current working status, select Suspended, enter a
reason and comment.

E Click OK to save the change to the campaign.
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Automated Campaign Templates

Creating automated campaigns requires that you first define
campaign templates. Automated campaign templates define the
actions that occur when you implement a campaign. Each template
contains a series of scheduled activities that must be performed in
order to complete the automated campaign.

You can think of a campaign as a single implementation of one of
your automated campaign templates. Each time you create an
automated campaign, you are applying an instance of an automated
campaign template. The same automated campaign template can be
implemented over and over in the form of several campaigns.

Automated campaign template X X

Campaign

First Seond

scheduled scheduled

activity activity
Y

——p | Campaign

Third Fourth

scheduled scheduled

activity activity
z
Campaign

The following sections contain additional information on automated
campaign templates:

e “Activities in Automated Campaign Templates” on page 219
e "Creating Automated Campaign Templates” on page 219

e “Adding Activities to Automated Campaign Templates” on
page 221
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Activities in Automated Campaign Templates

An automated campaign template determines the actions that occur
during a campaign. The campaign template sets out in precise terms
which activities to use and when to send the campaign media (email,
fax, or printed document). You can schedule as many activities in a
campaign template as you need.

When adding activities to a campaign template, you will need to
plan some details ahead of time, including the following:

¢ How many email messages, faxes, or printed documents you
want to send.

e Which file types to use for the campaign activity.

e How many days after the campaign is launched that the
campaign message is sent.

Creating Automated Campaign Templates

Once you have a plan worked out, you can create an automated
campaign template in the Automated Campaign Template Library.

» To create an automated campaign template

n On the Setup tab, select Template Library > Automated
Campaign Templates from the File Management group.

The Automated Campaign Templates dialog box opens.

E Click Add to add a new template.

Automated Campaign Templates ==

Automated Campaign template information
Templates:

Emai Ca - 2007 Escona Wines R
Fax About the Winery Documents to Leads =

Fax Price List to Leads —

Print Out Personalized Cover Letter for Jos's Vintage Wine List Properties

test campaign

Description:

Email Campaign - 2007 Escona Wines full selection,

bed> | Cancd |

E Choose whether you are creating an entirely new campaign
template or one that is based on an existing campaign template.
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If you choose to base the new campaign template on an existing

campaign template, Maximizer copies
existing campaign template into your

the content of the
new campaign template.

n Type a name and description for the new campaign template

and click OK. Then, click Next.

Name and description
Name:

| Email Campaign - 2007 Specialty Wines

Desaription:

Email Campaign - 2007 Escona Wines full selection.

Add Automated Campaign Template ==
How should this new template be created? oK
" Start with a new blank template =
@& Duplicate this existing template: EEc
Email Campaign - 2007 Escona Wines ~| speling

E In the Activities wizard page, use the Add, Properties, and
Delete buttons to define the series of activities that comprise

this template.

When adding activities, you are prompted to specify the type of

activity—email, fax, or print.

Description:

Activities ==

Automated Campaign Activities
Activities

MName [Type [ DaysDelay|  Stat Time [ Add

Email 10 706:35PM
Email No. 2 Email 14 707 Properiies
Email No. 3 Email 21 70756 PM
Delete

Five dollar discount offer.

<Back b > | \

E When you are finished defining activities, click Next.

If you want to immediately launch an
based on the template, select the Lau
based on this template option.

B Click Finish to save the template.

automated campaign
nch a new campaign



Chapter9 | 221

Adding Activities to Automated Campaign Templates

@ Fax and print campaign
activities are available only in

Maximizer CRM Enterprise
Edition.

An activity is an email message, a fax, or a printed document that is
sent out a certain number of days after an automated campaign is
launched using a campaign template. You can add as many activities
as you want.

» To add an activity to an automated campaign
template
n On the Setup tab, select Template Library > Automated

Campaign Templates from the File Management group.

E Select the automated campaign template to which you want add
the activity, and click Next.

The Activities wizard page opens.

E Click Add, and select the type of activity—Email, Fax, or Print.

Mew Automated Activity =
Automated activity types
Select the type of automated =
activity to create Cancel

« Email
" Eax
 print

The Add Email/Fax/Print Activity dialog box opens.

n Enter the details of the activity.
e Enter the Name and Description.
e For fax and print campaigns, select a printer.

The list includes all printers and fax applications installed on
the Maximizer Automated Services computer (Maximizer
server) that are initialized for the fax/print service through
Administrator.

e For email activities, enter an Email subject.

You can click the ellipsis button to insert a merge field in the
email subject.

e Enter the delayed start date, which defines the number of
days after the campaign template is launched that the
activity occurs.

¢ Specify the start time, which defines the time of day the
activity occurs.

¢ Click Select Message Body File to access the list of saved
templates (body files).
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@ New email activities can
include Maximizer documents
(.ETF files) or .HTML files. Fax
and print activities can include
Maximizer documents or
Microsoft Word documents
(.DOC file). Message body
templates are stored in the
Address Book (database), so
everyone can access them
from the library.

e Choose your Logging options.

A note is created for the Address Book entries involved in the
campaign if the campaign activity is successful or if the
activity fails.

Modify Email Activity ==

General | Email Addresses | Attachments | Landing Page URLs

Name: Email Promotion - Introduction

Description: | Introductory email message promoting seasonal
offers. Update the email template as required.

Email subject: Escona Wines Promotion
Delay start: 0 2 days from Campaign start date

Starttime: 5:00:00PM (=
Message body

Mame: EsconaPromotion.html

Select Message Body Fiie... | | Modify...

Logging options
[¥]Log successful activity to Address Book entry notes

[¥]Log unsuccessful activity to Address Book entry notes

speling.. | [ ok | [ cancel ][ apphv

E If you are adding a print or fax activity, click OK and continue
through the campaign template wizard to finish adding the
activity to the campaign template.

If you are adding an email activity, continue with the remaining
steps.

B Select the Email Addresses tab, and specify the email addresses
associated with the message.

e The sender’s name and email address are visible in the email
message.

¢ The reply to name and address are used when email
recipients reply to the email message.

¢ The Cc and Bcc fields define a carbon copy or blind carbon
copy recipient. Use these options to send a copy of the email
message to someone in your company, as well as to the
targeted recipients.

¢ Use the Include in all the emails or Include in the first
email only options to specify that the cc and bcc recipients
receive the message for each Address Book entry or for just
the first Address Book entry in a batch.
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Select the Attachments tab and click Add to add any
attachments to the email message.

E Select the Landing Page URLs tab, and specify up to five
landing page URLs in the email message.

If you include a Campaign_Redirect_URL merge field in your
email message template, customers are redirected to a landing
page URL when they click on the Campaign_Redirect_URL merge
field.

E Click OK and continue through the campaign template wizard to
finish adding the email activity to the automated campaign
template.
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Automated Campaign Messages

The principal action of an automated campaign is to send a message
to one or more recipients by email, fax, or printed document. When
you create automated campaign templates, you choose a message
for each activity. You can also add messages to new activities in
existing automated campaigns.

These messages are stored in the Message Body Library, accessible
from the Automated Campaign Template Library, and from an
activity in an existing automated campaign. You can create
campaign messages using the Campaign Message Editor (HTML
files), the Maximizer Word Processor (.ETF text files), a text editor
(.TXT text files), an HTML editor (.HTML files), or Microsoft Word
(.DOC files).

For email activities, Maximizer is capable of sending text and HTML

email messages, in addition to the email template file (.ETF) format

created by the Maximizer Word Processor. You can create HTML files
in Maximizer, or you can use an editor of your choice to create HTML
or text files. You can choose to use your default HTML editor in the

system default preferences.

Email messages can contain merge fields that are replaced with the
recipients’ information when the email message is sent. For example,
your template’s salutation might be “Dear {Mr_Ms?} {Last_Name?}"”
or “"Dear {First_Name?}". These merge fields are replaced with a
Contact’s name, as in “Dear Ms. Kaworski”.

The following sections contain additional information about
automated campaign messages:

e “Creating Campaign Messages"” on page 225
e  “Campaign Message Editor” on page 226
e  “Campaign Merge Fields” on page 227

e "Example of a Campaign Email Message” on page 228
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Creating Campaign Messages

You can create email messages for your automated campaigns using
the Campaign Message Editor or the Maximizer Word Processor in
Maximizer or using an external HTML editor. You can create fax and
print messages using the Maximizer Word Processor or Microsoft
Word. You can create a new message while adding or modifying
campaign activities in existing campaigns or in campaign templates.

» To create a campaign message

n In the General tab of the Activity dialog box in a campaign or
campaign template, click Select Message Body File.

The Message Body Library dialog box opens displaying all
existing campaign messages.

Message Body Library

U @

Hame Type oK
=+ 2010 Wines.himl HTHML
200 ‘wines_reminder. html HTML
Cower Lefter - Price List etf ETF E—
Cover Latter - Catalag eff ETF
Contest - Wine Fromation, il HTML Modify...

‘

Cancel

{

i

i

Save As...

!

Import

!

Export

‘

Delete

E Click New and select Maximizer Template, HTML Template,
or Microsoft Word Template.

If you select Maximizer Template in an email message, you can
send the message only as a plain text file without formatting.
E Enter the name of the template and click OK.

If you are creating a Maximizer template, the Maximizer Word
Processor opens.

If you are creating an HTML template the Campaign Message
Editor or your default HTML editor opens.

If you are creating a Microsoft Word Template, Microsoft Word
opens.

ﬂ Compose the content of the message in the editor.

If you are using the Maximizer Word Processor or the Campaign
Message Editor, click the Insert Merge Field icon to add merge
fields to the message.
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E In the Maximizer Word Processor or in an external editor, save
the message and close the editor.

—or —

In the Campaign Message Editor, click OK to save the message
and close the editor.

Campaign Message Editor

You can use the Campaign Message Editor to create email messages
for your automated campaign email activities.

The Campaign Message Editor lets you create messages in HTML
format. You can add merge fields, formatting, images, and
hyperlinks to the email message. You can also edit the HTML source
of the message.

Keep the following tips in mind when working in the Campaign
Message Editor:

Select the Insert Fields icon to add merge fields to the message.

Use the toolbar to apply formatting to the content of the email
message.

Select the Picture and Hyperlink icons to insert images and
hyperlinks in your message.

Select the View Source icon to view and edit the HTML source
of the email message.

#8 Campaign Message Editor - es.html
YL R
[Verdana e C|El R ru@fEEsE
{Salutation} {First_Name} {L#e=Mame},

Since 1995, Escona Estate Wines has produced some of the finest wines in Northern
California. For a limited time, we are offering a select discount to promote our new
line of fines wines for 2010.

Please visit our website at www.escona.com.
Sincerely,

Joe Napoli
Escona Estate Wines

e |




Campaign Merge Fields

@ Although some of these merge
fields can be used in .ETF and
TXT files, they are best suited
for HTML.
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The campaign merge fields are specific to automated campaigns.

These merge fields can be extremely useful for tracking customer

information regarding resulting visits to your website and opened
campaign email.

The easiest way to use merge fields in HTML is to create an email
template using the Campaign Message Editor and to insert the
merge fields into the content of the HTML file using the Insert Merge
Field toolbar icon. You can also add the syntax for the merge fields to
files created with external HTML editors.

¢ Campaign_Opened_Email_Tracking_URL - This merge field
tracks the number of customers that have opened an automated
campaign email message. It can be used with only HTML
message templates. When a customer opens a campaign email
message, the email opened count is updated in the automated
campaign statistics.

You should add the syntax for this merge field to an image tag in
your HTML message.

¢ Campaign_Redirect_URL - This merge field tracks how many
customers hit your website as a result of an automated campaign
email message. The redirect URL calls an ASP page, which is
installed and configured at the time of installing Maximizer. If
necessary, the redirect script location can be modified in
Administrator. When a customer clicks on the link, the URL
visited count is updated.

You can add up to five redirect URL merge fields to your
campaign messages. You should add the syntax for this merge
field to a hyperlink in your HTML message. You specify the
actual URL of the web page directly in the campaign template.

e Campaign_Remove_Subscriber_URL - This merge field
unsubscribes customers from an automated email campaign.
When a customer clicks on this URL, the Do Not Solicit By field is
updated for the entry, so the customer’s entry is marked to not
be solicited by email.

You should add this merge field to a hyperlink in your HTML
message.

¢ Service_Computer_Name - This merge field identifies the
automated services computer (Maximizer server) from which the
automated email message was sent. Typically, you could use this
internally through a hidden tag in your HTML. This field would
be useful when you have more than one automated services
computer running campaigns.
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Example of a Campaign Email Message

In this example, an email message will be sent to notify the recipients
of a product discount. The message template uses the four
automated campaign merge fields.

<HTML>

<body>

<img src="{Campaign_Opened_Email_Tracking_URL?}">

<p>Since 1995, Escona Estate Wines has produced some of the finest wines in

Northern California. We invite you to try our wines. For a limited time, we are
offering a select discount to promote our new line of fine wines for 2010.

<p>Please visit our website at <a
href="{Campaign_Redirect_URL?}">Landing Page</a>.

<p>To unsubscribe from this campaign, please <a
href="{Campaign_Remove_Subscriber_URL?}">click here</a>

<p>You are receiving email from this Service Computer,
{Service_Computer_Name?}.

</body>

</HTML>
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Adding Automated Campaigns

Automated campaigns are implementations of automated campaign
templates. You can add as many campaigns as you like using the
same campaign template and manage them in the Campaigns
window.

An automated campaign is always associated with one or more
Address Book entries—the Address Book entries are the recipients of
the messages sent in the campaign. Before you attempt to launch an
automated campaign, you must select the Address Book entry
recipients.

» To add an automated campaign

n In the Campaigns window, on the Home tab, select Automated
Campaign from the Create group.

Right-click in the Campaigns window and select Add
Automated Campaign.

E Choose the type of campaign you want to create—Fixed-Date
or Ongoing and click Next.

Automated Campaign Type ==

Type of Automated Campaign

i

Fixed Date campaigns run for a specified time period. When you apply this type of campaign to @ new Address Book
ertry, all steps of the campaign are applied within the fixed tine period. For example, i you launched a campaign
comprised of 5 steps, and the firt 2 steps were completed when an Address Bock entry was applied, those 2 steps
are applied immediately. The remaining steps are appiied as scheduled.

ated Campaign!

ﬁ " Ongoing Automated Campaign

Ongoing campaigns are repeated indefinitely i completed or suspended. You can apply this type of campaign to @
new Address Book entry at any time during the campaign cycle. When a campaign is applied, the ertire campaign is
run from start to finish, @i the set ime intervals. For example, f there was @ duration of 1 week between a st of 4
emails, each email wovld be sent 1 week apart regardiess of when an Address Book entry was added to the
campaign.

| Next > Cancel |

E Select the template on which this campaign is based. Enter the
name, description, budget, and expected revenue. And click
Next.
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Automated Campaign Information ==

Select a campaign template

Template | Email Campaign - 2010 Escona Wines v [Chew

Campaign information

*Mame:  Email Campaign - Summer 2010

Deseription: | Email campaign to send to new leads promoting our summer offerings. 7

Budget and revenue

Budget: 500,00 Expected Revenue:  7500.00

*Denotes required field

Speling... || <Back |[ mext> | [ cancel

n Select the subscribers to add to the campaign. Click Next.

You can choose how to use the current list of Address Book
entries. You can select a Favorite List. Or you can choose to
search for Address Book entries directly.

Automated Campaign Address Book Entry Selection ==

Choose one of the following Address Book entry selection options for your Automated Campaign

(+ Al ertries in the cument Address Book list (331)

Applies the Automated Campaign to the current list in your Address Book window.

" Selected entries inthe Address Book list (331)
Applies the Automated Campaign to aniy the selected entries in your Address Book windaw

€ Curent entry in the Address Book st (1)
Applies the Atomated Campaign to the current entry in your Address Book window

=

Applies the Automated Campaign to one of your favorite Address Book entry lists

" Favorite List Al e

" Sgarch for entries in the Address Book

Allows you to search your Address Book and then choose entries for the Automated Campaign

1=
2

| < Back Cancel ‘

E Select the date to begin the campaign, and click Next.
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Start Date ==

When should this campaign start?

Chosen start date:

april 23, 2010 B

speling... <Back || mext> | [ cancel

E Select the Validate email addresses option to be notified of
any blank email addresses or those missing the @ symbol, or
choose Validate fax numbers to be notified of invalid fax
numbers. Click Next.

Save Automated Campaign ==

You have finished creating & new campaian. Press Finish” to save and activate this campaign.

Fixed Date Automated Campaign
Name: Email Campaign - Summer 2010

Description:
Email campaign to send to new leads promoting our summer offerings.

Template: Email Campaign - 2010 Escona Wines

Budget: 500.00
Expected Revenue: 7500.00

Address Book Entries: 6

Start Date: 4/23/2010

[V] validate email addresses

<Back |[_Fnsh | [ cancel

Click Finish to save and launch the campaign.



232 | Maximizer CRM 11
User’s Guide

Viewing Automated Campaigns

You can view and modify the details of existing automated
campaigns.

» To view an automated campaign

n In the Campaigns window, double-click on the automated

campaign.
Filter: Automated Campaigns ~ [ A &R 1
Type & Status Narme: Template Reverue Bucget StartDste  Completion Date

B @ InProgress 2010 Escona ¥vines - Email Gampaig Email Campaign - 2010 1 §80,00000  §6,000.00 March 15, 201
T® P Completed  Emall Campaign - 2010 Escona Wine Email Campaign - 20101 $8000000 150000 January 31, 20 February 9, 2010
T® D Completed  Fax About the Winery Documents to Fax About the Winery T $100,00000  $250.00 January 22, 20 June 17, 2003
T® 9 Completed  Print Out - Fersonalized Cover Letter Print Out Personalized ¢ $30,00000 000 January 31, 20 February 8, 2010
T® 9 Completed  Print Out Personalized Cover Letter - Frint Out Personalized ¢ $32,000.00  §500.00 January 22, 20 December 7, 3009
T® 0 Abandoned  Emall Campaign - 2004 Escona Vine Email Campaign - 2004 1 $100,000.00 §1,50000  January 22, 20 August 18, 2008
T8 @ Suspended  FaxPrice Listto Leads Fax price istto leads  $100,000.00  $250.00 January 22, 20 January 20, 2010

= & | © InProgress 2010 Emai Campaign - Existing Cust Email Campaign - 2010/ $50,00000  $300000  February 26,3
T8 @ NnProgress 2010 Email Campaign - Leads Email Campaign - 20101 $30,00000 3300000 February 25,2
8 @ nProgress  Fax campaign Fax About the Winery C $500000  $150.00 February 27,5
f8 @ Suspended  Email Campaign - 2004 Escana Wine Email Campaign - 2004 | $700,00000  $15000.00  January 22, 2C March 15,2010
f51 @ Suspended  FaxPrice List fo Leads Fax Price Listto Leads $25,00000  $740000  Apri 7,2004  February 15,2010

The Campaign Entry dialog box opens at the Basic Information
tab.

E In the Basic Information tab, modify the campaign’s basic
information.

Select products/services and categories related to the
campaign.

In the Key fields area, select values for important
user-defined fields.

In the Campaigns details area, view statistics on the
campaign activities.

Unique opened emails measures the number of subscribers
that open one of the email messages in a campaign. A
subscriber in a campaign can increment this count only once
in a campaign.

Unsubscribes measures the total number of subscribers who
have unsubscribed from the campaign in all activities.

Total unique clicks measures the number of unique visits to
landing page URLs in the campaign by subscribers. A
subscriber in a campaign can increment this count only once
per landing page URL, even if the subscriber visits the landing
page URL multiple times from different campaign activities.
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2010 Escona Wines - Ermail Campaign - Email Campaign - 2010 Escona Wines ==
= % | g [E] [ Actions v | Pending activity: | 3/15/2010 5:15:00 PM - Email - 2010 Escona Wines

Basic Information | User-Defined Fields | Marketing Plans | Subscribers | status | Test |

*ame: | 2010 Escona Wines - Email Campaign

Campaign description

ProductsfServices: Al Categories:  California

Description: | aunch 2010 line of Escona wines

Revenue from opportunities generated by this campaign

fsof: March 15, 2010 wion: Mot calculated Inprogress: ot calculated Calculate

Key Fields for: | Automated Campaigns ~| [campaign details -
Status InProgress

Price List Distribution tes Start date March 15, 2010

Catalog Distribution Does ot Receive Catalog Close date March 15, 2010

Mumber of Catalogs Rec... Expected revenue $50,000,00 L

Selected Customers for ... Budget 46,000.00 3
Subscribers Sl
Unique apened emails 0%y
Unsubscribes 0%y
Tatal unique clicks 0%y -

E Select the User-Defined Fields tab to view and modify the
campaign user-defined fields.

These user-defined fields are specific to campaigns and are
defined as user-defined fields for campaigns (the type is
specified in the Set Up User-Defined Fields dialog box). You can
add new campaign user-defined fields by clicking New Field.
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2010 Escona Wines - Ermail Campaign - Email Campaign - 2010 Escona Wines ==
= % | g [[] [ Actions v | Pending activity: | 3/15/2010 5:15:00 PM - Email - 2010 Escona Wines
Basic Information | User-Defined Fields | Marketing Plans | Subscribers | Status | Test |
Fietd Walue(s) TR
ser-Defined Fields
elds for this campaign
EH Number of Catalogs Received
£ Price List Distribution ves
Selected Custamers For Vintage Esce
HH Catalog Distribution Does Mot Receive Catalog
- Collateral
how blank fields
Show hidden fislds
Apply

n Select the remaining tabs to view more details on the campaign,
and click OK to save changes made to the campaign.
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Activities in Automated Campaigns

All automated campaigns contain activities that are scheduled to
occur during the campaign. Activities are email messages, faxes, or
printed documents that are sent as part of automated campaigns.
Activities are scheduled to occur a specified number of days after a
campaign starts at a specific time. You can also associated personal
activities such as Hotlist tasks and appointments with your
automated campaigns.

The following sections contain additional information on automated
campaign activities:

e “Viewing Statistics on Campaign Activities” on page 235
e “Suspending Automated Campaign Activities” on page 236
e "Reviewing Automated Campaign Activities” on page 237

Viewing Statistics on Campaign Activities

You can view statistics on all of the activities in your campaign from
the Activities tab in an open campaign. The information you can
view includes the number of messages that were sent and that had
errors. For email messages, you can also view the numbers of
subscribers who opened the email, who unsubscribed from the
campaign, and who visited each of the URLs included in the email
message.

» To view statistics on campaign activities

n Open the campaign, and select the Marketing Plans tab.
E Select Show campaign.

B Scroll to the right to view more statistics for the activities.
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2010 Escona Wines - Email Campaign - Email Campaign - 2010 Escona Wines ==
= % | g [£] [ Actions v | Pending activity: | 3/15/2010 5:15:00 PM - Email - 2010 Escona Wines

Basic Information | User-Defined Fields | Marketing Plans | subscribers | Status | Test |

2 Show activities @ Show campaign

Selected campaign template

Email Campaign - 2010 Escona Wines Details
Activities of this campaign
More ==
Name Status Start Sent Eror Total EmaisOpened Unsubs
Email - 2010 Escona Wines New 3/15/2010 5:00:00 PM 0 0 0 0 0
Email Reminder New 3/29/2010 1:51:12PM 0 0 0 0 0

< m b

Description of the selected activity

Sell and promote 2010 Escona wines.

e |

The Email Opened and URL Visited statistics display the total
number of times all subscribers open the email or visit the URL.

The Unsubscribed statistic displays the number of subscribers
who have unsubscribed from the campaign in this activity.

The Email Opened Unique and the URL Visited Unique
statistics display the number of subscribers who have opened an
email or visited the URL.

The Total URL Visited statistics add up the statistics for all URLs
in the activity.

Suspending Automated Campaign Activities

You can suspend and resume individual activities in your campaign at
any time.

» To suspend an automated campaign activity

n Open the automated campaign, and select the Marketing

Plans tab.

E Click the Show campaign option.

E Select the activity you want to suspend, click More, and select

Suspend.

To resume an activity once it has been suspended, select the
activity, click More, and select Resume.
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Reviewing Automated Campaign Activities

@ The Set Counters button is
available for only print and fax
campaign activities. You use
the Opened and Clicked
columns for tracking fax and
print collateral customer
responses. Email activities
cannot be reset as the count is
updated dynamically.

You can review the status of automated campaign activities for each
subscriber and retry activities that have failed.

» To review campaign activities for a subscriber

n In the Address Book window, select the Address Book entry for
which you want to review activities.

E Open the Automated Campaigns following window.

E Select a campaign, right-click, and select Open Automated
Activities List.

n If a campaign activity has failed, select the activity, and click
Retry to perform the activity again.

E To reset the counters for print and fax campaign activities, click
Set Counters.

These counters are set up through merge fields available for
email campaigns.

Automated Campaign Activities for ABC Wine Shop Inc. ==
Campaign: 2010 Escona Wines - Email Campaign Campaign ID:  100315001080772238165M
Automated activities
Name  Status Start Date Information Opened  Clicked
pending 3/16/2010 8:30:0... 0 0
Email... Pending 3/17/2010 5:00:0... 0 0
Email... Pending 3/29/2010 1:51:1... 0 0

Close
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Automated Campaign Subscribers

Each automated campaign targets one or more Address Book entries.
You can subscribe and unsubscribe Address Book entries to existing
campaigns. You can also retrieve a list of Address Book entries that
are subscribed to a campaign.

The following sections contain additional information on automated
campaign subscribers:

e "Viewing Subscribers for Automated Campaigns” on page 238
e  "Adding Subscribers to Automated Campaigns” on page 239

e “Removing Subscribers from Automated Campaigns” on
page 240

Viewing Subscribers for Automated Campaigns

Each automated campaign targets one or more Address Book entries.
You can quickly retrieve a list of the Address Book entries subscribed
to a campaign and display it in the Address Book window.

You can also view lists of Address Book entries who have opened an
email message for an automated campaign, clicked on a campaign
landing page URL, and unsubscribed from an automated campaign.
Yet another option is to view a list of Address Book entries for a
selected campaign activity.

You can access these commands from the Campaigns window or the
Automated Campaigns following window.

> To retrieve a list of subscribers for a campaign

¢ Select the automated campaign, right-click, and select Retrieve
Address Book Entries.

The Address Book window opens and displays the list of the
Address Book entries subscribed to the campaign.

You can also retrieve the Address Book entries for which the
campaign was not successful by selecting Retrieve
Unsuccessful Address Book Entries.

» To retrieve a list of subscribers who have opened
email or clicked URLs

e Select the automated campaign, right-click, and select an item
from the shortcut menu as follows:

e To retrieve Address Book entries who have opened email
messages, select Retrieve Opened Emails Address Book
Entries.
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e To retrieve Address Book entries who have clicked on a
landing page URL, select Retrieve Clicked-Through
Address Book Entries.

Depending on the option you select, the Address Book window
opens and displays a list of entries who have opened email or
clicked on a landing page URL.

> To retrieve a list of entries who have unsubscribed
from a campaign

e Select the automated campaign, right-click, and select Retrieve
Unsubscribed Address Book Entries.

The Address Book window opens and displays the list of entries
who have unsubscribed from the automated campaign.

> To retrieve a list of subscribers for a campaign
activity

Select the automated campaign, right-click, and select Retrieve
Address Book Entries by Activity.

Select the activity, and select the subscribers you want to
retrieve.

Options for specifying which entries are retrieved include: All
subscribers, Unsuccessful entries, Opened email entries,
Unsubscribed entries, and Clicked-through entries.

If you select Clicked-through entries, you can also specify
which landing page URLs are visited.

E Click OK.

Adding Subscribers to Automated Campaigns

You can add any Address Book entries as subscribers at any time to
existing automated campaigns. You can search for an Address Book
entry to add it individually, or you can add all Address Book entries
from the current list.

If you add a subscriber to a fixed-date campaign, all activities that are
already completed in the campaign are sent at once to the Address
Book entry. If you add a subscriber to an ongoing campaign, the
campaign is run from the beginning and all activities are completed
at their scheduled intervals.
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» To add a subscriber to an automated campaign

n Open the campaign, and select the Subscribers tab.

E Click Add and select Search for Address Book Entries or Add
from Address Book List.

ﬂ Search for an Address Book entry by last name or Company
name, select the entry, and click OK.

Click OK to confirm that you want to add all Address Book
entries in the current list.

» To add a subscriber from the Address Book window
to an automated campaign

In the Address Book window, select the Address Book entry that
you want to add to the campaign.

On the Home tab, select Assign to Automated Campaign
from the Subscribe group.

The Subscribe Address Book Entry to Automated Campaign
dialog box opens displaying all automated campaigns in
progress.

B Select the campaign to which you want to subscribe the entry,
and click Subscribe.

You can continue selecting campaigns to subscribe the entry to
multiple campaigns.

ﬂ Click Close to close the dialog box.

Removing Subscribers from Automated Campaigns

@ You can flag Address Book
entries to not be included in
specific types of campaign
activities by using the “Do not
solicit by” field on the Basic
Information tab.

You can remove Address Book entries that are already subscribed to
a campaign. You can remove the current Address Book entry in the
Address Book window, you can select entries to remove from the
campaign directly in the Subscribers tab, or you can remove all
entries in the current list of Address Book entries.

» Toremove a subscriber in the Address Book window
from a campaign

n In the Address Book window, select the Address Book entry that
you want to remove from the campaign.

E Select the Automated Campaigns following window.

E Right-click on the automated campaign, and select Unsubscribe
from Selected Campaign.
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» To remove subscribers from a campaign

n Open the campaign, and select the Subscribers tab.
E Select the subscribers that you want to remove.

E Click Remove, and select Remove Selected Entries.

» To remove subscribers in the current list from a
campaign
n Open the campaign, and select the Subscribers tab.

E Click Remove, and select Remove Based on Address Book
List.
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Status of Automated Campaigns

You can view the current status of your automated campaigns in the
Status column in the Campaigns window. You can also change the
status and view more details on the status of campaigns in the Status
tab of an open campaign.

The following sections contain additional information on the status
of automated campaigns:

e  “Suspending Automated Campaigns” on page 242
e "Resuming Automated Campaigns” on page 243

Suspending Automated Campaigns

You can suspend automated campaigns that are in progress at any
time. When a campaign is suspended, all of the activities in the
campaign are also suspended.

» To suspend an automated campaign

n Open the campaign, and select the Status tab.
E In the Current working status area, select Suspended.

ﬂ Optionally, in the Completion details area, specify the date
and reason, and enter a comment.

2010 Escona Wines - Email Campaign - Email Campaign - 2010 Escona Wines ==
= % | g [[] [ Actions v | Pending activity: | 3/16/2010 45:00 AM - Introductory Email

Basic Information | User-Defined Fields | Marketing Plans [ subscribers | Status. | Test

Campaign creation date and start date

Created:  March 15, 2010 Startdate: March 15, 2010

Current working status
Completed  Revenue:
InProgress Abandoned

@ Suspended
Completion details

Date: March 19, 2010

Reason: -

Comment: Understaffed right now. Wait until Celine returns from vacation.

ok [ concal ][ apply

1 click ok.
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Resuming Automated Campaigns

You can resume any existing automated campaigns that are
completed, abandoned, or suspended at any time. Any incomplete
activities in the campaign also resume.

» To resume a campaign

n Open the campaign, and select the Status tab.
E In the Current working status area, select In progress.
El ciick ok.

Testing Automated Campaigns

You can add subscribers that test all of the activities in the
automated campaign at once. When you run the test, all of the
activities in the campaign are sent to the subscribers ignoring the
date and start time of the activity.

» To test an automated campaign

n Open the campaign, and select the Test tab.

E If necessary, add Address Book entries to the test:

¢ Click Add and select Search for Address Book Entries or
Add from Address Book List.

e Search for an Address Book entry by last name or Company
name.

B Click Run Test.
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CHAPTER

Customer Service

Provide the Key to Success with Customer Service

In this chapter...

“Customer Service Cases” on page 246

“Adding Customer Service Cases” on page 249

“Status of Customer Service Cases” on page 252

“Email Notification for Customer Service Cases” on page 257
“Knowledge Base” on page 261

“Adding Articles to the Knowledge Base” on page 265
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Customer Service Cases

The customer service features in Maximizer help support and
enhance your existing customer service business processes. All
Address Book entry customer service communication can be
recorded, categorized, and escalated appropriately to ensure issues
are dealt with in a timely manner.

The following sections contain overview information on working
with customer service cases:

e  “Customer Service Window" on page 246
e  “Viewing Customer Service Cases” on page 247

Customer Service Window

The Customer Service window is list-based like the other Maximizer
windows. Keep the following points in mind while working with the
Customer Service window:

n Select the Customer Service icon to open the Customer Service
window.

E Use the Show drop-down list to display cases assigned to you or
show other queues. You can also use the Status Filter button to
filter cases by status (the filter is also available through View >
Status Filter).

E Use the View in Address Book button to view the Address
Book entries associated with a single case or multiple cases.

n Use the View bar buttons to resolve, assign, and escalate cases.

E Use the Deadline drop-down list to view cases according to
deadline.

E Double-click on a customer service case to view or modify it.

Use the following windows to view additional information for
the selected customer service case.
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When the Address Book window is active, you can select the
Customer Service following window to display the customer
service cases associated with the selected Address Book entry.
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OrderDesk

Recent Entries
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[ Amela Liouors South
=+ (604} 601-3000

Amelia Liquors South
4800 First Coast Hwy Ste 210
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-

< i b i ]

Hotlist Task Completed ((
HQ-D0038 for Amelia Lig

(604) 601-8001 Amelia Island,FL 32034 March 17, 2010 221 PM History Case HQ-0003E has bee
§, Chen, Melanis, Senior Purcl Amslia Liquors South modified: Training Reque:
(504) 601-8000 4300 First Coast Hwy Ste 210 January 13,2010 3:51 P History Case HQ-00038 has bes
(604) 601-8001 Amelia lsland,FL 32034 craated: Training Reques

January 18,2010 3:51PM History Added user-defined fiel

Service Date’ with the ve

Press F1 for Help

User: JNAPOL

| Friday March1g, 2010 3:11 PM

Viewing Customer Service Cases

You
Add
Add

can view and modify existing customer service cases in your
ress Book from the Customer Service window or from the
ress Book entry associated with the customer service case.

» To view a case from the Customer Service window

n Select the Customer Service icon to open the Customer Service

window.

The Customer Service window opens.
If necessary, select an option from the Show drop-down list.

Double-click on an entry to open it.
The Case dialog box opens displaying the details of the case.
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HQ-00033 Case for Astor Wines & Spirits ==
= [ Favorite List | [ [ ] [ Monitoring [5] | [E] Actions » | [, |
Basic Information | User-Defined Fields | Activities | Solution Information &iling|
Company/Individual: Astor Wines & Spirits Contact: Mccoy, Della [
Case description
Case number:  HQ-00032 Elapsed tme: 2.0 manths
*Products/Services:  aJl Categories:
*Subject:  Training Request
“Desaription: | vie require training for all aur representatives and ol partners. . -
Product knowledge is low and volume is nat at all dese to where it should be.

Key Fields for: | Customer Service with Contracts v | | Case details
Case queue Pricrity

Contract Number

p Case type Other

ontract Bxpiry Case reason Instructions not dear

Last Service Date March 28, 2010 )

an Case origin Other

eaeract Follow-up deadine April 28, 2010, 5:51FM

atistaction Status() Escalated
Case onner Matt Graham
Assigned to Joe Napol
Priority High
Severity Low

“Denotes required field ok | [ caneel [ apy |

n Select the other tabs to view more information on the case.

» To view a case from an Address Book entry

n Select the Address Book entry.

E Select the Customer Service following window.

All customer service cases for the current Address Book entry are
displayed in the list.

88 contacts [ customer service |} Automatsd Campaigns ¥} oOpportunties [[F] Related Entries

Filter:  All ~ [ ] %] B8 | « # | Columns: *Alternate Customer Service View =
Creation Date & Case Number  Status Assigned To Subject Priority
-
February ,2010  HO-D0047 Wait for Customer  Celne Dancer  Ship error, refund requested  Medium
Iarch 18, 2010 HQ-00059 Assigned Joe Napoii Packaging defact High

E Click on a customer service case to open it.
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Adding Customer Service Cases

You can create customer service cases to track and resolve customer
service issues. Customer service cases are always associated with
Address Book entries. When creating a new case, you can select an
Address Book entry or select an existing customer service case or
opportunity associated with the Address Book entry.

» To add a customer service case

n Select the Address Book entry or an opportunity or case
associated with the entry.

E On the Home tab, select Case from the Create group.
Drag the entry to the Customer Service following window.
Right-click and select Create a Customer Service Case.

ﬂ If necessary, click the ellipsis button next to the Contact field to
search for a Contact for the case.

The Contact can be associated with any Company or Individual in
the Address Book, and not only with the selected Address Book
entry.

n Specify the basic fields for the customer service case.

e Select the applicable Products/Services and Categories for
the case.

¢ Enter a Subject and a Description of the case.

E Select a Key Fields list and select the appropriate key fields for
the customer service case.

Key Fields are important user-defined fields specific to customer
service cases and are defined in the Key Fields preferences in
Administrator. (Select File > Preferences, and select the Key
Fields tab.) An unlimited number of Key Fields lists can be set up
using up to eight customer service user-defined fields for each
list.

E Specify the remaining case details.

¢ In the Follow-up by field, select the follow-up deadline for
the case.

* |n the Case Owner field, select the Maximizer user who is
ultimately responsible for the closure of the case.

¢ In the Assigned to field, select the Maximizer user who the
case is assigned to.
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A Hotlist task, based on the follow-up deadline, is
automatically created for the assigned user. The task is
automatically modified when the follow-up deadline or
assigned user is modified. And when the case is resolved, the
task is marked as complete.

Case for Amelia Liquors South ==
avHE - | FE [ 3 Monitoring [F] | @ .| & |
Basic Information | User-Defined Fieids | Solution Information & iling|
Company/Individual: Amelia Liquors South Contact: Chen, Melanie [
Case description
Case number:  (pending) Elapsed time:
*Products/Services:  Accessories Categories:

*Subject: Faulty Product

“Desaription: | The shipment of stainless steel corckscrews has many defective units. Wantsto
return the entire shipment for a full refund.

Key Fields for: | customer Service with Contracts v | | Case details

Case queue Priority
Contract humber Case type Product Return
Contract Expiry Case reason Other
Last Service Date April 1, 2010 N
Case origin Phone
SLA Follow-up deadiine April 8, 2010, 9:00 AM
Satisfaction Status() Escalated
Case owner Matt Graham
Assigned to TJoe Mapoli
Priority High
Severity Medium
“Denotes required field ok | [ caneel | [ apy |

Select the User-Defined Fields tab to specify additional values
for case fields.

The User-Defined Fields tab contains Address Book user-defined
fields in the Fields for [Address Book entry] folder and Customer
Service user-defined fields in the Fields for this case folder.

If you cannot see one of the user-defined fields you need, select
the Show blank fields checkbox to display all fields.
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Case for Amelia Liquors South ==
& v E - | FY ] D Monitoring [ | @ | |

Basic Information | User-Defined Fields | Solution Information &iling|

Field Value(s) ——

= User-Defined Fields
(] Fields for Amelia Liquors South Delete
Bl & Fields for Chen, Melanie
=] Fields for this case
Contract Number
[ contract Expiry May 13, 2010
[ Last service Date April 1, 2010

...... e — I

Show blank fields
Show hidden fields

“Denotes required field ok | [ caneel | [ apy |

E Click OK to save the new customer service case.

Adding Customer Service Cases from Email

You can create customer service cases related to existing or new
Address Book entries right from the Email window.

Note that the Customer Service window must be open before you
can create a case from the Email window.

» To add a customer service case from an email
message

n In the Email window, select the email message.

On the Home tab, select Case from the Create group and select
the Address Book entry to create the case for.

Right-click and select Create a New > Case for [Address Book
entryl.

You can create a case for either the currently selected Address
Book entry or for the Address Book entry matching the email
address of the email message.

E Enter the case details.
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By default, the email subject becomes the case subject, and the
email body becomes the case description.

n Click OK to save the customer service case.

Status of Customer Service Cases

You can change the status of a customer service case at any time.
When you assign a case to another representative or escalate a case
to a manager, you can specify a new status for the case. The status
also changes when you resolve a cases.

You can also set up custom statuses for cases and select which
statuses are available when you assign, escalate, and resolve cases in
the customer service preferences in Administrator. (Select File >
Preferences, and select the Customer Service tab.)

The following sections contain additional information about the
status of customer service cases:

e “Assigning and Escalating Customer Service Cases” on page 252
e  "Case Hotlist Tasks” on page 254
e  “Resolving Customer Service Cases” on page 254

e "Recording Case Solutions” on page 256

Assigning and Escalating Customer Service Cases

Customer service cases should be assigned to the customer service
team member who is best able to handle the type of issue. A
customer service team member is categorized in Administrator as a
customer service representative or a customer service manager,
though a manager can serve both roles. Cases are assigned to
representatives and escalated to managers when representatives are
unable to resolve the cases.

Cases can be assigned and escalated as often as required. When a
case is assigned or escalated, you can type a message to record why
the case is assigned or escalated. This message is then included in the
logged note.

You can send email to the user who is now responsible for the case
when you assign or escalate a case. The email message is
system-generated and cannot be edited in Maximizer or
Administrator.

The customer also can be notified by email when a case is assigned or
escalated so the customer always knows who is handling the case
although the owner of the case is the person who is ultimately
responsible for the closure of a case. If a Contact is associated with
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the case, the email message is sent to the Contact. Otherwise, the
message is sent to the Company/Individual.

>

To assign or escalate a customer service case

n Select or open the customer service case.

E Select the Assign or Escalate icon.

—or —

On the Edit tab, select Assign Case or Escalate Case from the
Process group.

The Assign Case or the Escalate Case dialog box opens.

In the Assign to or Escalate to drop-down list, select a
Maximizer user.

To be listed in this dialog box and to access the Customer Service
window, users must be assigned to the Customer Service
Manager or the Customer Service Representative role in
Administrator.

In the Status drop-down list, select the status of the case, or
leave the default status.

The default status is Assigned or Escalated. But you can select
any status that is set up to display in Administrator.

Enter a Note about the case assignment or escalation.

In the Actions area, select the corresponding option to notify
the assigned user and/or case owner.

Click OK to finish assigning or escalating the case.
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Case Hotlist Tasks

Hotlist tasks are automatically created when users and follow-up
deadlines are assigned to cases. When a case is assigned or escalated,
a Hotlist task is created for the user to which the case has been
assigned or escalated. The original user’s task remains. If a case is
assigned or escalated to yet another user, a task is created for that
newly-assigned user and so on for each assigned user. When a case is
resolved, the original task is automatically marked as complete.

The task date and time correspond with the case follow-up deadline.
The assigned user, the associated Address Book entry, and the case
subject are included as the task details. Case tasks are created
regardless of Hotlist access rights.

Hotlist Task ==

Scheduled date and time

Time: [ 5:40 P End Time
V]set alarm 10 [minute(s) | prior to task

Details of task

Activity: | My follow-up deadiine is approaching.

Priority: Task is completed
on| =Gk &S EES

Assigned to: Joe Napoli -

@ Hotiist task with Powell, Darin - Bayville Package Store
Case for Bayville Package Store
Subject : Packaging defect
Follow-up deadine: March 19, 2010 5:40 PM

speling | [ ok | [ cancel

Resolving Customer Service Cases

When you solve a customer’s issue, you can resolve the customer
service case in Maximizer. You can document the details of how the
case is resolved, add a new solution (if any) to the knowledge base,
and notify the customer and user to whom the case is assigned. You
can perform these tasks right in the Resolve Case dialog box.

» To resolve a customer service case

n Select or open the customer service case.
E Select the Resolve icon.

On the Edit tab, select Resolve Case from the Process group.



@ Note that you can include this
information in automated
email templates for customers
by using the
Case_Solution_Note merge
field.
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B Specify the billing information for the case.
¢ Select a Billing type.

¢ Specify the number of hours worked on the case in the

Billable time (hrs) field.
e Enter the hourly rate in the Billing rate field.

¢ If Maximizer prompts you to update the Case fee

automatically by multiplying the Billing rate by the Billable
time, click either Yes or No to specify your preference.

Otherwise, enter the Case fee.

n Enter the Solution notes for the case. These notes would

include any specific information about how the case was

resolved.

You can also select a knowledge base article to link to the case,
or create a draft knowledge base article from the solution note.

E If desired, select one or more of the options in the notification
areas to send email to other Maximizer users who worked on the
case or to the Address Book entry associated with the case.

E Click OK to finish resolving the customer service case.

How the case was solved
Solution notes

After investigating, we realized there was no errar on our part. The dient had issues with our aniing ordering
system. We sent a refund to the dient as requested. We shauld follow up with all of aur dients on how to order

from our website.

|| Create a draft knowledge base artide from solution notes and link it to this case
[ Solution involves information from an existing knowledge base artide

Artide #: Title: Browse... [ [ Details...

Case Users / Case Monitors Notification
MNotify the assigned user by email E

MNotify the case owner by email

Address Book Entry Notification

Resolve Case ==l
Caseinformation E
Case number: HQ-00050 Company/Individual: Bayville Package Store
Case resolution information
Speling...
Assigned to: Celine Dancer E Resolved by: Joe Mapoli

Resolution date: March 19, 2010 4:35 PM Status:

Biling type: | Service Contract - Billable time (hrs): 0.00

Billng rate: $0.00 Case fee: $0.00
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Recording Case Solutions

While resolving a customer service case, you can keep track of the
solution to the case in the knowledge base. You can choose from the
following options:

Solution involves information from an existing
knowledge base article - Select this option if an existing
knowledge base article resolved the case. Enter the knowledge
base article number.

Create a draft knowledge base article from solution notes
and link it to this case - Select this option if the case was
resolved without the assistance of an existing knowledge base
article. Type a concise, detailed explanation of how the case was
resolved in the Solution notes text box. If the status is set to
Abandoned, this option is unavailable.
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Email Notification for Customer Service Cases

When customer service cases are created, assigned, escalated, or
resolved, email messages can be automatically sent to customers and
users notifying them of the changes. Maximizer automatically inserts
the basic details of the case in the message so you don't have to write
the email message with opportunity details each time.

To set up case email notification, you must create email notification
templates in Administrator. You can create separate templates for
each action (create, assign, escalate, or resolved). Each action can also
have separate templates for sending email to customers/partners and
users. Partners can receive the same email notification as their
associated customer. User notification email is sent to the users
identified as monitors for the case.

For detailed information on how to create email templates for case
notification, see the Maximizer CRM Administrator’s Guide.

The following sections contain additional information on email
notification for customer service cases:

e  "Selecting Users for Case Monitoring” on page 257

e  “Customer Service Merge Fields” on page 259

Selecting Users for Case Monitoring

A default list of case monitors is set up in the Customer Service
preferences in Administrator. You can select this default list, or you
can select any other users to monitor specific customer service cases.
You can also choose not to monitor specific customer service cases.

All users with modify permissions for cases can add or remove case
monitors. Case monitoring access rights are not separate from
general customer service rights. If a particular user should not be
modifying case monitors, all case modification rights can be removed
in Administrator.

Case monitors receive email messages based on templates set up in
Administrator. You can create different templates for each type of
action. See the Maximizer CRM Administrator’s Guide for details.

You can also specify how to monitor new cases in the default case
entry.
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» To select a user for case monitoring

n Select or open the customer service case.

E On the Edit tab, select Monitor Case from the Process group.
—or-
Right-click and select Case Monitoring.
—or-
Select the Monitoring icon in an open customer service case.
E Select one of the case monitoring options.

¢ Select Do not monitor this case to remove all users from
the list so no user receives email regarding this case.

¢ Select Use the system default case monitoring user list
to display the users specified in the system default case
monitoring list.

¢ Select Use the custom list below to modify the list of users
who monitor the case.

Select Users for Case Monitoring ==

Select which list of users should monitor this case

" Do not monitor this case

& {jse the system defaLit case monitoring User 15

" Use the custom list below

Selected users for case monitoring:

[user [ |

=+| CDANCER [Darcer, Celine)
JHAPOLI (Napoli Joe) Q

MERAHAM (Graham, Matt

n If you select to use a custom list for case monitoring, click Add to
add a user to the list.

The Users dialog box opens displaying the users that are
available to add to the list.

E Select a user and click OK to add the user to the list.
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Users =
User ID Display Name Depariment Fasiion [ [ec ]
BHOLLY  Bilie Holly Sales Fiegional Sales Manager
COMPENY  COMPANY _ |
DEROWN Dariel Brown Sales National Sales Manager
JBOWSER Jon Bowser Sales Regional Sales Manager
LBARCH  Lucy Garcia Marketing Markeling Assistant

L MASTER JLowlones [T = [Syslen Adninishiator
MBERTOLLI  Mark Bertoli Sales Regional Sales Manager
MCORELL  Mianda Corel Marketing Markeling Manager
WWHITE  wonda White Sales Sales Fiepresentative

E Click OK to save the changes to the case monitoring list.

Customer Service Merge Fields

@ The question mark in a merge

field is used to alert users to
not leave a space if no value is
assigned to the related
Address Book entry for the
merge field.

Merge fields in the email template personalize the message for each
recipient by replacing the merge field code with the actual field
value for that Address Book entry. For example, including the
{First_Name?} merge field in an email template would replace that
code with each email recipient’s actual first name.

You can create templates in either .ETF (Maximizer Word Processor)
or .HTML format. When creating templates in the Maximizer Word
Processor, simply click the Merge Field button and select the merge
field to insert into your email template. However, HTML templates
are created in an HTML or text editor, which does not contain the
Maximizer merge field selection dialog box. While you can manually
type the merge field codes into your HTML document, it’s easier to
first create the template in the Maximizer Word Processor and then
copy the template (including the merge field codes) into an HTML
template.

For a complete list of available merge fields to include in the email
templates, see the Insert Merge Field dialog box in the Maximizer
Word Processor. Press F1 when a field is selected to view its
description. Commonly used customer service merge fields are
described below:

¢ {My_Name?} - Full name of the logged-in user (first name,
initial, and last name).

e {My_Company?} - Name of the logged-in user’s company.

e {CS.Case_Number?} - Case number.

e {CS.Client_Name?} - Name of the associated Address Book
entry (Company or Individual).

e {CS.Contact_ Name?} - Name of the Contact associated with
the case. Because this field is not mandatory in customer service
cases, a value may not display in case notification emails.

e {CS.Subject?} - Case subject.
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{CS.Assigned_To?} - Name of the user who the case is assigned
to. Applies to case assignment or escalation emails only.

{CS.Resolved_By?} - Name of the user who resolved the case.
Applies to case resolution emails only.

{CS.Resolved_Date?} - Date when the case was resolved.
Applies to case resolution emails only.

{CS.Resolved_Time?} - Time when the case was resolved.
Applies to case resolution emails only.

{Case_Solution?} - Knowledge base article number associated
with the case resolution. Applies to case resolution emails only.

{Case_Solution_Note?} - Notes from the Solution Notes field
in the Solution Information & Billing tab of the Case dialog box.
Applies to case resolution emails only.
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Knowledge Base

The knowledge base keeps track of the solutions to your customer
service cases. Each separate case solution is stored in a knowledge
base article. An article is typically created for each case solution,
answered question, or guideline relating to your products or services.

Articles in the knowledge base are stored in a standard (text) format
or in a document (file attachment) format.

The following sections contain information about the knowledge
base:

e "Knowledge Base Window" on page 261

e "Viewing Knowledge Base Articles” on page 262

e “Searching for Knowledge Base Articles” on page 263
e  “Status of Knowledge Base Articles” on page 264

Knowledge Base Window

The Knowledge Base window provides you with a library-style tool to
manage your knowledge base articles. The window is tightly
integrated with the Customer Service window.

The Knowledge Base window displays articles according to number,
last modified date, product, category, title, and status. Click on a
column heading to sort the articles by the column subject matter. To
pop up a convenient list of commands to manage articles, click your
right mouse button.
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Viewing Knowledge Base Articles

The knowledge base ensures that valuable case solutions are
recorded, reviewed for quality assurance, and made available to the
appropriate users. You can view and modify existing knowledge base
articles as long as you have the required permissions.

» To view a knowledge base article

n Select the Knowledge Base icon.
The Knowledge Base window opens.

E If necessary, select an option from the Status drop-down list to
filter the list of articles.

E Double-click on an article to open it.

The Knowledge Base Article dialog box opens displaying details
on the articles.

If the article is in standard format, the entire content of the
article is displayed.

If the article is in document format, a preview of the article is
displayed.
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ﬂ To view the content of a document article, click Open.

To replace the content of the article, click Browse and select the
new article.

E If you are modifying the article, click OK to save the changes.

Searching for Knowledge Base Articles

You can search the knowledge base for any article that matches the
basic article fields you specify, such as creator, owner, and last
modification date. To find all articles, leave all the fields blank.

You can also search for articles by phrase. Once selected, the three
search options just described apply to the article content, as well as
to the title and keywords. The Search by Phrase option searches the
article title and keywords and can be fine-tuned using the following
options:

¢ Article contains all of the words in phrase - Searches for
every word you specify.

¢ Article contains the exact phrase - Searches for the words in
the exact order you specify.

¢ Article contains at least one of the words in phrase -
Searches for at least one of the words you specify.

You can choose to search the article content, as well as the title and
keywords, using the “Include article body contents when executing
search” option.

If you are running Maximizer on a SQL server, the Full-Text Search
engine must be installed in order to search article content. If this
option is grayed out, contact your system administrator or see the
Maximizer CRM Administrator’s Guide for information on how to
enable the full-text search in SQL.
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Status of Knowledge Base Articles

The status of knowledge base articles determines which users can
read or modify articles. Articles can also have the following statuses:

Draft — Articles can be viewed and modified by creators, owners
(users or security groups), and approvers.

Internal - Articles can be viewed by all users who have
knowledge base read rights, excluding Customer Access and
Partner Access users.

Published - Articles can be viewed by all users who have
knowledge base read rights, including Customer Access and
Partner Access users, and modified by approvers.

Expired - Articles can be viewed and modified by creators,
owners (users or security groups), and approvers.
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Adding Articles to the Knowledge Base

When you resolve customer service cases, you can create new
knowledge base articles automatically from case solution notes.
Cases are automatically linked to their new knowledge base articles.
You can also add knowledge base articles directly to the Knowledge
Base window. These articles are not linked to specific customer
service cases, though you can link the articles to cases in the future.

You can add articles to the knowledge base in standard (text) format
and in document (file attachment) format. If the article content is
short and straightforward, standard format should suffice. However,
if you want to carefully compose the article over a day or two,
confirm data with an external source, or run a spell check, you may
wish to write the document in Microsoft Word, for example, and
then attach the article as a document.

A newly created article is assigned a draft status until it is opened
and assigned a different status by the appropriate users.

The following sections contain information on adding articles to the
knowledge base:

e "Adding Standard Knowledge Base Articles” on page 265
e “Adding Document Knowledge Base Articles” on page 266

e  "File Formats for Document Knowledge Base Articles” on
page 267

e “Saving and Sending Knowledge Base Articles” on page 267

Adding Standard Knowledge Base Articles

Standard format knowledge base articles contain only text. You can
specify all details and content of the article directly in the Knowledge
Base Article dialog box.

» To add a standard knowledge base article

n In the Knowledge Base window, on the Home tab, select
Knowledge Base Article > Standard Format from the Create

group.
Right-click and select Add Knowledge Bas Article > Standard
Format.

E Specify details on the article, including the Title, Keywords,
Products/Services, and Categories.

E In the Article content area, enter the complete content of the
knowledge base article.
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ﬂ Click OK to save the article to the knowledge base.

Knowledge Base Article ==
Artice detals
atdepumber:[ File type: | Text Document
status: ot v Ouner: [ Joe Napol ~|
Creator: [JoeNapai  Lastmodified: |

Article description

Title: | Storing Escona Wines

Keywords: [ storing wine, storing, temperature, red temperature, white temperature

Products/Services: | Al Cateqories: | Alsace, Australia, Bordeaux, Burgundy, |

Article content

Below are the recommended temperatures for storing wine.
Storage Temperature:
Sparkiing Wine 8-10 C

Rose Wine 9-12
White Wine 9-13

Red Wine 10-13
By comparisan, the average refrigeration temperature is 2 ¢, while the average room temperature in North America
i520C.

Adding Document Knowledge Base Articles

You can add any type of file to the knowledge base as a document
article. When attaching the file, you can browse to folders on your
computer or network.

» To add a document knowledge base article

n In the Knowledge Base window, on the Home tab, select
Knowledge Base Article > Document Format from the
Create group.

—or —

Right-click and select Add Knowledge Bas Article >
Document Format.

E Browse to and select the file, and click Open.

E Specify details on the article, including the Title, Keywords,
Products/Services, and Categories.

n Click OK to save the article to the knowledge base.
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File Formats for Document Knowledge Base Atrticles

Files of any format can be attached to the knowledge base as a
document article. However, the content of only the following file
formats can be searched:

Microsoft Word (*.DOC)
Microsoft Excel (*.XLS)
Microsoft PowerPoint (*.PPT)
Text (*.TXT)

HTML (*.HTM or *.HTML)

Saving and Sending Knowledge Base Articles

Any article can be saved or sent by email. However, due to a file
naming convention, an article title containing the following
characters cannot be saved or sent by email:

F | \N<>

If you want to save or send the contents of an article that contain
these characters in the file name or article title, Maximizer
automatically replaces them with underscores so the file can be saved
or sent by email.
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CHAPTER

Maximizer on the Weh

Use Maximizer Around the Globe

In this chapter...

“Maximizer on the Web"” on page 270
“Maximizer Web Access” on page 271
“Partner Access” on page 275

"Customer Access” on page 279
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Maximizer on the Web

For many organizations, it's impractical to send an entire database to
each remote machine—the database may be too large; there may be
concerns about distributing valuable lead and customer information;
or there may be a concern about connection times and the amount
of data being sent.

Maximizer's web access sites give remote users access to the central
Maximizer database via the web. Remote users can access and work
with Address Book entries as they would in Maximizer at the office.

Remote users need only a web browser, Maximizer user ID, and
password. A travelling business person could step into a web café or
borrow someone’s computer to quickly connect to the home office
Address Book. Once online, it's easy to work with contact data, check
Hotlist tasks and calendar appointments, customer service cases, and
opportunities.

The web access sites provide Maximizer database access to people
who don’t have Maximizer installed. A company could have its
distributor list in Maximizer and allow web access to that list so any
other member of the channel—with the proper password—could go
online and browse the distributor directory.

Maximizer on the Web has four components—Maximizer Web
Access, Wireless Access, Partner Access, and Customer Access.
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Maximizer Web Access

® You can access the sample
Escona Tutorial Address Book
using “jnapoli” as the user ID
and “maximizer” as the
password.

@ If you are using Microsoft
Internet Explorer, you should
not run Maximizer Web Access
in multiple tabs at the same
time.

You can access Maximizer Web Access through the Start menu or by
entering its URL in a browser.

» To access Maximizer Web Access

n To access Maximizer Web Access through its URL, enter the URL
in any web browser. The URL is set by your system administrator.
Typically, the URL would look like the following:
http://[YourServerName]/MaximizerWebAccess/Default.aspx
To access the site through the Start menu, select Start >

Programs > Maximizer CRM > Web Access > Maximizer
Web Access.

E Select the Address Book you want to open, and enter your
User ID and password.

@ Your Company Logo
Maximizer Web Access

Loginte:  Escona Tutorial h

UseriD:  |JNAPOLI

¥|Remember me

Configuring Browsers for Maximizer Web Access

Maximizer Web Access runs in Microsoft Internet Explorer and
Mozilla Firefox. For an up-to-date list of supported browsers, visit the
Maximizer website: www.maximizer.com

If you use Internet Explorer, you may need to adjust your security
settings to access the full functionality of Maximizer Web Access. In
Internet Explorer, you must add the Maximizer Web Access server to
the Trusted sites zone with the security level set to Medium-low.
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» To configure Internet Explorer to use Maximizer
Web Access

n In Internet Explorer, select Tools > Internet Options, and select
the Security tab.

E Select the Trusted sites security zone, and click Sites.

ﬂ If necessary, clear the Require server verification (https:) for
all sites in this zone checkbox.

n Enter the URL for the Maximizer Web Access server and click
Add.

Trusted sites ==

# You can add and remove websites from this zone. All websites in

o/ this zone wil use the zone's security settings.

Add this website to the zone:

Websites:

https: /jmaximizer.server.com Remove

V| Require server verification (https:) for all sites in this zone

Close
E Click Close.
Maximizer Web Access is added to the Trusted sites security
zone.

E With the Trusted sites zone still selected, click Custom Level.

In the Reset custom settings area, select Medium-low from
the Reset to drop-down list.

B Click OK to save the changes in the Security Settings dialog box,
and click OK again to save your Internet options.
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Because Maximizer Web Access runs inside your browser, you
navigate its pages the same way you navigate a website. Here are
some tips for navigating Maximizer Web Access:

e To move back a page, click the Back button on your browser’s
toolbar. Click the Forward button on the browser's toolbar to
move forward. (On the keyboard, you can move backwards and
forwards by pressing Alt + left or right arrow key.)

¢ If you repeatedly run Maximizer Web Access from the same
computer, create a Favorite or Bookmark to the Login page so
you never have to re-enter the URL.

Maximizer Web Access Interface

Like in Maximizer, information in Maximizer is displayed in lists,
which means that it can be sorted and arranged in rows and columns.
You can easily move from page to page to access different types of
entries. For detailed information on using Maximizer Web Access, see
the Maximizer Web Access User’s Guide. (In Maximizer Web Access,
select Help > User’s Guide.)

Keep the following points in mind when working with the Maximizer
Web Access pages.

n Select or open entries in the list to view information and
perform tasks on the entries.

E Use the menus to access all tasks that are available in the
current page.

B Select an icon in the icon bar to move to a different page.

ﬂ At the top of the icon bar, use the button with the arrows on it
to hide or display the icon bar view.

E Use the view bars in a page to filter your list and access
common tasks and the column setup.

E Hover your mouse over an entry and click the Summary icon to
view additional information on the entry in a pop-up window.

Use the controls at the bottom of a list to choose the number of
entries displayed on a page and to navigate from page to page.

Click on a page number to move to a different page. The arrow
buttons take you to the next and previous pages, as well as to
the first and last page. The ellipsis buttons take you to the next
and previous 10 pages.
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E Hover your mouse over the links in the left navigation pane to
access additional commands in pop-ups including the following:

Recent Entries to select an Address Book entry that you
recently accessed.

User Information to view phone lists and status of other
Maximizer users.

Links to access external links.

Administration to access administrative tasks.

& Maximizer Web Access [Escona Tutorial]-[Address Book] - Windows Internet Explorer
@ Q = |2] http://server/MaximizerWebAccess/Content/ContentPage.aspx

7 Favorites

- \ ‘f| X | [ Google

{& Maximizer Web Access [Escona Tutorial]-[Addres...

¥ Address Book [94 Displayed - 91 Companies, 3 Individuals]

n« Edit VlewESearch -  Actions v  Report v

Current User: Joe Napoli | Preferences | Logout | Help

My Work Day
Columns: *Default Address Book View = E [ Company g4l Individual & Contact | x | ] = W)
Q Address Book
A Name | Phone umber | Email Address | city -
E‘ai Opportunities L]
r 25 Aggassi Cold Beer & YWine Stors (04) 601-5000 escona@maximizer com Alice Spring
(33 wots
E I3 Albert's Steak House n (504) 601-8000 sscor imizer com
c
ampagns 25 41| The Best Spirts (504) 6018000 escona@maximizer com Riverside
Q Customer Service \# amelia Liquars South (604) 601-8000 sscona@maximizer com Amelia sland
I‘:@ Knowledge Base IE5) Ansley ¥ine Mercharts (604) B0 -5000 escona@maximizer com Atlarta 1
| Hotist _
Calendar b ) Astor Wines & Spirts (604) 61 -8000 escona@maximizer.com Hew York

=
2 Email

) Atlas Foo | Astor Wines & Spirits
[E Company Information

Open | Edt | Wiew: Cases Opportunities Notes Documents

5 Bacchus

Company Library
—

(@3 RecentEntries »

§il User information»

(@] Links E »

47 Administration »

4|

_ Address

12 Astor Place
[ KBeacon &l New York, NY
= Beringer 10003 USA

(¥ Billabong

Contacts (1)
|5 Bostan

Phone numbers

Main: (604) B01-8000
Fax: (604) 601-8001
Cell

E Emails and website

Main:  escona@maximizer.corm

Wehsite: wina maximizer.com

£ BridgeHead Winery

I Capitol Yinevards

(B0 BLA =500

(604) 50 -B000

escor com

escona@maximizer.com Austin S

(T

12 3 4 = == 25 =




Partner Access

® Maximizer users can access
the sample Escona Tutorial
Address Book using “Paul” as
the user ID and “password” as
the password.
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Partner Access is a web application that creates a two-way flow of
information between your organization and its business partners.
Organizations with an extended sales force of resellers or dealers
need a way to distribute and monitor sales opportunities to these
partners. Partner Access allows business partners to access Address
Book entries, sales opportunities, customer service cases, and news/
events over the Internet.

Staff can publish news to the site. News items can be filtered for
partners based on their interest areas.

Customer service cases may be associated with a Contact of a
Company or an Individual. Partners (the Contact associated with the
case) can then follow the progress of the case. Partners can also
search the knowledge base for related articles.

Partners access Partner Access using the URL and setup PIN sent by
email by the site administrator. See the Maximizer CRM
Administrator’s Guide for more information about setting up Partner
Access.

(& Partner Access - Login - Windows Internet Explorer [ ==
@vﬂ? [ &) http://cerver/MaximizerPartner/ -3 [ x ||[$9 Googie o -
¢ Favorites | @& Partner Access - Login
v
# » YOUR COMPANY LOGO
o4
User ID: PAUL
-
& > Password: sessssss
Remember me
;
 Forgotten Loqgin Credentials?
i Register Now
pouered by NAXImIZer
CRM
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Viewing and Modifying Address Book Entries

Partners can view and modify associated Address Book entries in the
site.

» To view and modify Address Book entries

n In Partner Access, click the Address Book icon.

All the Address Book entries that are associated with a partner
appear (these entries have the partner assigned to them in the
Basic Information tab of an entry).

E Click on an Address Book entry to open it.

ﬂ Click Edit to make modifications to the entry.

n Use the buttons on the menu bar to print a Detailed report,
view the properties of the entry, copy information to the
Windows clipboard, and create new opportunities.

B Partner: Address Book

Status: 10 records found.

| Log out 25 Personalize 2] Help

Partner. Mr. Paul Samson

<
Gl modules

EEY events and ews

[*] opportunies

[ customer serviee
@ Knowledge Base

(5 O 1 |

Quick Info

Links

Edit - Search ~
~ Hame
b i) Ansley Wine Merchants,
# Argonaut Wine & Liguor
* Beacon Wine Spirts
25 Boston Wine Cellar
* Connoiseur
|3 Farmer & Co
£ Horizon Beverage Comparty
£ Kahu Kura Applications
£ Mnightshridge Wine Shopp
£ Martsl Ag 5t Gallen

25 -

Phone Humber
(504) 601-5000
(604) B01-5000
(604) 601-5000
(604) B01-5000

Email Address City State
escona@maximizer.com Alanta G4
escona@maximizer.com Denver co
escona@maximizer.com Hews York WY
escona@maximizer.com Dayton oH

(§ &  Address Book Entry -- Webpage Dialeg ==
& By B | actionse
(¢ "
4 53 Anstey Wine Merchants [ A gqress Book Information | pportunities | Notes | Documents
5 Wiley, Kendall Val
[ Name and address Other information
G Ansley Wine Merchants Phone numbers
1544 Piedmont Ave Main (604) 801-8000
Afianta GA 30324 Fax (604)6071-8001
usa
Cel:
Email addresses / Website
Main: escona@maximizer.com
Email 2:
Email 3:
Webste:  www.maximizer.com
Key Fields for: - Company Details
Do not solicit by
Category. Distributor, Partner
Account Manager Mark Bertoli
Full Access: Public
Read Access: Public
Partner: Samson, Paul
Sales Lead No
Lead status:
MaxExchange Distribution
Add Contact
Edt
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Working with Opportunities, Notes, and Documents

@Opportunities are assigned to Opportunities, notes, and documents for those Address Book entries
gﬁrmgrsabri’nséligg”gf?h%a”“er can also be created, modified, or deleted (if provided the necessary
opportunity. Leads are right to do so). Partners may view and update opportunities that
assigned by assigning the have been assigned to them in Maximizer. Assigned leads are also

partner to the lead on the
Basic Information tab of the
Address Book entry. Each time
a partner is assigned an . .
ogportunity or ag|ead, the » To add and modify opportunities, notes, and

partner is notified by email. documents

available to partners.

n While an Address Book entry is open, click on the corresponding
tab—Opportunities, Notes, or Documents tab.

E Click Add to add a new opportunity, note, or document.
E To open an opportunity, a note, or a document, click on it.

n To edit an opportunity, a note, or document, click the Edit
button.

E Use the Download button to open a document.

£ Address Book Entry -- Webpage Dialog ==
& Ehcoey B | #actions~

% Connoiseur Adaress Book Information || apportunities || otes || Documents

5 Duran, Brycs Dana
Filter: Current Opportunities -

~ Status Company/Individual Objective Stage
E » @ InProgress Connaiseur Sell Wine Customer's Review

PR

Add Contact d

|
E| Add. |[ Edt  |[ Deete |
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Working with Customer Service Cases

Partners can view and enter cases in Partner Access. Cases can be
limited by the site administrator to only those cases associated with
the partner or to all cases in an Address Book.

» To view and enter cases

n Open the Customer Service page by clicking on the
corresponding icon.

E To add a case, click Edit and choose Create a Customer
Service Case. A wizard appears where you enter the case
details.

E To open a case, click on it.

n To print a detailed report of the case, view the case
properties, or view a knowledge base article associated with
a case, click the corresponding button.

E Click on the Notes and Documents tabs of a case to see the
related notes and documents.



Customer Access

® Maximizer users can access
the sample Escona Tutorial
Address Book using “Mary"” as
the user ID and “password” as

the password.
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Customer Access offers customers a number of web-based services.
The site’s functionality is very similar to Partner Access in that
Customer Access can be customized to display information essential

to your customers. Staff can publish to the site news such as new
products or services; news items can be filtered for customers based

on their interest areas.

Customers can follow the progress of their customer service cases and
even enter cases if given the proper access rights by the site
administrator. The knowledge base can also be searched for related
articles. For more information, see “Partner Access” on page 275.

As with Partner Access, customers use the URL and setup PIN sent by
email by the site administrator to access Customer Access. They then
set up their own login information. See the Maximizer CRM
Administrator’s Guide for more information about setting up

Customer Access.

(€ Customer Access - Login - Windows Internet Explorer (== ==
I~ [2) hitp/frerverMadimizerCustomer/ <[ 9 [ |[*¥ Google A -
7 Faverites | (@ Customer Access - Login

v
« » YOUR COMPANY LOGO
v

\ Customer Access

User ID: MARY
Password: eessesss
Remember me

i Forgotten Login Credentials?
= Reagister How

[=]| Customer: Customer Service

Status: 6 records found

< Edit - Search ~

[E] Modules

Show: My Cases -

] Log out [22] Personalize |2] Help

Customer: Ms. Mary Smart

HH| Events And News

~ Case Humber | Companyindivi

= b HonOmT Astor Winss & Spirs
[ customer serviee

- Ha-0002 Nehrings: Senciks On

B nowedge Base oL nnnas Nehiirgs Sendis On

Ho-00048 Nehrings Seniks On

e HO-00047 Mehrings Sendiks On

Links He-n0045 Nehrings Seniks On

PR

i | Subject

Faulty Product
Ship error, refund requested
Faulty Product

Packaging defect

Ship error, refund reguested
Training Resuest

Assigned To
Joe Hapoli
Joe Napali
Celine Dancer

Celine Dancer
Joe Mapali

Follow-up Deadline
October 25, 2005 §:47 Al
December 18,2009 1:33
February 25, 2010 225 F
March 17, 2010 233 PM
February 16, 2010 234 F
February 22, 2010 10:00
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CHAPTER

Wireless Access

Access Maximizer from Wireless Devices

In this chapter...

“"Wireless Access” on page 282

“Accessing Address Book Entries” on page 285
“Modifying Entries” on page 290

“Sending and Saving Email Messages” on page 293
“Accessing Opportunities” on page 295

"Accessing Customer Service Cases” on page 300
“Accessing User-Defined Fields” on page 305
"Accessing Notes” on page 306

" Accessing Documents” on page 308

"Accessing Calendar Appointments and Hotlist Tasks” on page 309
“Accessing the Company Library” on page 313
"Using Favorite Lists” on page 316

“Viewing Dashboards” on page 317

“Setting Wireless Access Preferences” on page 318

“Creating Shortcuts to Wireless Access Sites” on page 319
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Wireless Access

@ Wireless Access is installed as
part of the Maximizer
Components for IIS. Check
with your system administrator
for further information.
Instructions for installing,
enabling, and configuring
Wireless Access are in the
Maximizer CRM
Administrator’s Guide.

Wireless Access is a website that lets you access your Maximizer
Address Books from wireless devices. You can access the following
types of information in Wireless Access:

e Address Book information

e Opportunities

e  Customer service cases

e Hotlist tasks and appointments
e User-defined fields

e Notes

e Company Library documents

e Dashboards

Depending on the type of device you are using, the screens and
procedures may vary slightly.

Compatible Devices and Browsers

@ In order for Wireless Access to
display properly on devices,
you should enable JavaScript
and HTML tables in your web
browser.

Several devices are compatible with Wireless Access. Check with
either Maximizer Software Inc. or your Business Partner for
compatibility before deployment. Any HTML web browser is
compatible with Wireless Access including the following:

e  Go.Web for RIM devices

e Palm Web Pro for Palm devices

e  Pocket Internet Explorer for Windows CE devices
e Opera for SmartPhones/PDAs

e Safari for Apple iPhone

Visit the Maximizer website at www.maximizer.com for the most up
to date list of supported browsers.
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Logging In to Wireless Access

> To log in to Wireless Access

n On your device, enter the URL for the site into your browser as
follows:

<Server Name>/MaximizerWireless
e.g., http://wirelessweb.maximizer.com/maximizerwireless

E Select the Address Book, enter your User ID and Password
(Maximizer User ID and Password), and then click Enter.

#BMaximizer-crm 11

Wireless Access
Mireless Access

Login to [Escons oo T
ler B
Passuor

The Wireless Access home page appears.
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Navigating Pages

From each of the main Wireless Access pages, you can use the
navigation footer to move to the Address Book, Opportunity,
Customer Service, Calendar/Hotlist, and Company Library pages. You
can also use the Back and Home buttons to navigate the site.

You can navigate pages in the following ways:

n From the Wireless Access home page, click the associated link to
access the Address Book, Opportunities, Customer Service,
Calendar/Hotlist, Company Library, Dashboard and Preferences
pages.

E From the navigation footer on any of the main pages in Wireless
Access, click the Address Book, Opportunity, Customer
Service, Calendar/Hotlist, or Company Library icons.

E Click the Back and Home icons to return to a previous page or
go to the Wireless Access home page.

IMawigation

& Address Book

™ Opportunities

|2 Customer Service
| Calerdar / Hotlst
IC Company Library

|:4] Dashboards

Search Address Book
Searcnby  [LestlEme 7]
S —

Matching = Company
|H Prefarences & individual
uick Search ¥ Contact
ISearch by Company Mame Favorite [ ™1

Lists:

Seam:hl

L A TEE E
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Accessing Address Book Entries

You can access the Address Book page in the following ways:
n From the Wireless Access home page, click Address Book.

E From the navigation footer on the main pages, click the
Address Book icon.

Mavigation

& Address Book. 1
¥ Opportunities

& Customer Service
[ Calendar / Hotlist
(& Company Library
|:d] Dashboards
Preferences

@ @ 03 7 & [ 1D 4l
2]

Searching for Address Book Entries

You can search for Address Book entries by last name, first name,
company name, phone number, or email address in Wireless Access.
You can also perform a Quick Search to search for Companies,
Individuals, or Contacts directly from the main page. With the Quick
Search you can search by Company name or by last name. You can
also retrieve all Address Book entries in a Favorite List. See “Using
Favorite Lists” on page 316 for more information.

» To search for Address Book entries

n Open the Address Book page.

E In the Search By drop-down list, select the field that you want
to search for.

ﬂ In Search For field, enter the text to search for.

n In the Matching area, select the types of entries you want to
retrieve—Company, Individual, or Contact.
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E Click Search.

The page displays a list of matching Address Book entries.

Add New Compan

Add Mew Individual

Search Address Book E
Search By [Compand B[]
Search For:

Matching: = Company
h  indiviclual
= Contact

Favorite [ ™]

Lists:
5

\

To perform a Quick Search

n In the Search Company by Name or Search Person by Last
Name field on the Wireless Access home page, enter the name
of the Company or person.

E Click Search.

The page displays a list of matching Address Book entries.

[ Caergar 7 oosc |
& Compary Library

% Dashboards

& Preferences

Quick Search

ISearch by Company Mame

ISearch by Last Name

Searcﬂ
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Viewing Address Book Entries

You can view the details of existing Address Book entries in Wireless
Access. You can access Address Book entries from searches, from
Favorite Lists, or from open opportunities, customer service cases,
appointments, and tasks associated with the Address Book entries.

» To view an Address Book entry

e After performing a search or retrieving a Favorite List, click on
the entry to open it.

—or —

¢ In an open opportunity, case, or appointment, click the link to
the Address Book entry.

—or —

e  From the Actions drop-down list in an open task, click View
Company/Individual/Contact.

The page displays all the fields that have values for the Address

Book entry.
Aetors [ 53]
Company Information
Full Name: Amelia Liquors South
Contacts (1

Main: (BE4) BE-BHER
Fax: (R24).6E-04H]
Main: esconaEmaximizer.com
Address I 4808 First Coast Huy Ste 218
City/ Town: Amelia 1sland
State/Province: FL

in/Postal: 32639

Adding New Address Book Entries

You can add new Companies and Individuals from the main Address
Book page. You can add Contacts from existing Address Book entries.

» To add a Company or an Individual

n From the Address Book page, click Add New Company/
Individual.

The New Company or New Individual page opens.
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NE Y

Enter the basic information for the Company or Individual.

New Company

Name and Address
ICompany Name ()
Through the Grape Vine Oistributors

[Department:

[ I
Address:
5214 Michaels Iay
[Suite 714

Ciivision:

When you are finished, click OK.

The Company Information or Individual Information page opens
displaying all the fields that have values for the Company or
Individual.

To add a Contact

Open an existing Company or Individual.

From the Actions drop-down list, select Add > Contact and
click Go.

The New Contact page opens.

Enter the basic information about the Contact.

New Contact

Name and Address
MrMs:

First Mame:
Marylyn
Middle Name

Last Mame (%)
Bnoza]

Position:

When you are finished, click OK.

The Contact Information page opens displaying all the fields that
have values for the Contact.
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Phoning Address Book Entries

@ Entries’ phone numbers are
displayed only if the column
setup includes a phone
number field. Your
administrator can specify the
column setup used in Wireless
Access.

Drawing Maps

You can phone Address Book entries from the list of entries after
performing searches or retrieving Favorite Lists or from open entries.

» To phone an Address Book entry

e In alist of entries, click on the phone number next to the entry.

In an open entry, click on the phone number that you want to
call. You can choose any phone number that's specified for the

entry.
[ ound 3 records. fefos 7109
£ Dolton, James N
Contact Information
Full Name: Dolton, James
8 Johnsor, Ed Position: General Manager
(6P4) 6-m0mR Company: BEC bine Shop Inc
esconaBmaximizer.com Main: (G0, Bk ARkR
£ Torres Martha Fax: (BE4) BE-BHH]
— ile: (50 7
(684) 68)-0999 Mabile el -
A - Main: escona@maximizer.com
N P e o - Department: Sales
L= il
(e i 8 0 3 [ (D o I 123 Main Strest

You can quickly draw a map showing the location of an Address
Book entry or of the Address Book entry associated with an
opportunity or customer service case.

» To draw a map of an Address Book entry

n Open an Address Book entry, opportunity, or customer service
case.

E From the Actions drop-down list, select Draw a Map and click
Go.

B Choose an online map site and click Go.

The map to the Address Book entry’s location appears.
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Modifying Entries

You can modify Address Book entries, opportunities, customer
service cases, appointments, tasks, and notes in Wireless Access.

> To modify an entry

n Open the entry.

E From the Actions drop-down list, select Modify and click Go.

Actions

e 5D

Appointment
Mote

Task
Contact
Opportunity
Case

Oelete

Oraw a Map
Favorite Lists:

-

ﬂ Modify any of the fields.
n When you are finished, click OK to save the changes.

[Fccount manager
[Biie Holy [
Ful ﬂcce55|
Bilie Holly, Accounting, Customer Service
Read QDDEEEI
Putig
Sales lead
e 7]
Ean:e\l
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Associating Contacts with Entries

You can change the Contact associated with an existing opportunity
or case or add a Contact to an opportunity or a case that is associated
to only a Company or Individual.

» To associate a Contact with an entry

n Open the entry.

E From the Actions drop-down list, select Edit > Contact and
click Go.

The Modify Contact page opens showing the currently selected
Address Book entry and Contact. You can search for other
Contacts to associate with the entry.

E In the Search by drop-down list, select Last Name or
Company.

n In the Search for field, enter the text to search for, and click
Search.

The page refreshes and displays the Contacts matching the
search criteria.

E Select the Contact, and click OK.
The Contact is added to the entry.
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Selecting Products/Services and Categories

@ For more information on You can select products/services and categories for opportunities,
displaying products/services customer service cases, and appointments.
and categories see Maximizer
Help and Administrator Help.

» To select products/services and categories for an
entry

n Open the entry.

E From the Actions drop-down list, select Edit > Products/
Services or Edit > Categories and click Go.

Add: a | Pl
Appointment
i M=
Task

Action
Assign

Escalate

Maodify
Create a New Case
Celete
Favorite Lists.
Add

Remove

The Select values for Products/Services or the Select values for
Categories page opens.

B Select values for the products/services or categories for the entry.

Select values for Products/ Services
— Accessories
Al

' Blend

~ Cab Franc

-~ Cabernet

" Chardonnay

= Chenin Blanc

- Claret

— Domath

I Gewurztraminer
- Grenache

ﬂ Click OK.

The items you select are displayed in the entry.
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In Wireless Access you can send email to Address Book entries and
save the email messages in Maximizer. In addition to the typical
email functionality of your wireless device, you can save email
messages as notes or documents with Address Book entries.

You can send email to Address Book entries in Wireless Access from
open entries or from the list of entries after performing a search or
retrieving a Favorite List.

» To send an email message to an Address Book entry

n In a list of entries, click on the email address next to the entry.
You can choose only the main email address for the entry.

Found 3 records.
& Dolton, James

& Uohnson, Ed

& Torres, Martha

(4] BEl-EER0
EsconaEmaximizercom

esconal@maximizer.com

< v U 1 L ] U 1)

—or —

In an open entry, click on an email address. You can choose any

email address that's specified for the entry.

Full Name:
Position:
Company:
Main:

Fax:
Mobile:
Main:
Home:

Contact Information

Fefos 1710

Dolton, James
General Manager
ABC kine Shop Inc.
(B4 BEI-868E
(B54) GEl-08a
(B4 BEI-B682

The Send Email page opens. By default, the current Address
Book entry’s email address is included in the To field.

E To add additional Address Book entries, click the To, Cc, or Bcc

button, and search the Address Book.

¢ In the Search by drop-down list, select Last Name or
Company.

¢ |nthe Search for field, enter the text to search for, then click

Search.
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@ Your logging options for email
must be enabled for notes in
your user preferences in
Maximizer (Preferences >
Logging tab) for the logging
options to work properly.

¢ In the Entries available for assignment section, select
the Address Book entries that you want to add to the email.

Click OK when you are finished.

Search for Recipient

Search By [t~
Seareh Far:

Searchl =

lgnore leads
Entries available for assignment

* Dottaon, James - General Manager (ABC Wine Shop
Inc.); Main: escona@maximizer.com

(0K Cancell

E Specify a subject and body text for the email message.

n In the Logging section, specify your logging options.

e Save body text of an email message that is sent to an Address
Book entry as a note in the Notes window or as a document
in the Documents window.

¢ Specify default text to be included as part of a note.

E Click Send.

[Subject Revised price list ]
Body: revised price list
this afternoon.
Thanks,
- Joe
Importance: Mormal j
ILogging
IText for note: | ]
= Include body in note
- Save copy to entry's Oocuments
Cancel
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Accessing Opportunities

You can access the Opportunities page in the following ways:
n From the Wireless Access home page, click Opportunities.

E From the navigation footer on the main pages, click the
Opportunities icon.

Mavigation

L3 Nddress Book.

¥ Opportunities 1T
& Customer Service
[ Calendar / Hotlist
(& Company Library
|:d] Dashboards
Preferences

+aBNEEBM
2]

Searching for Opportunities

You can search for Opportunities by Company name and you can
filter your searches by opportunity status in Wireless Access. You can
also retrieve all opportunities in a Favorite List. See “Using Favorite
Lists” on page 316 for more information.

» To search for an opportunity

n Open the Opportunities page.

E In the Status drop-down list, select the status of the opportunity
or select All Opportunities.

E In the Company field, specify the name of the company that the
opportunity is associated with.
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n Click Search.

All opportunities matching the search criteria are displayed.

Search Opportunities

Status [FFoges 7]
Campens
Favrits Lists —

- GNEEHDH

Viewing Opportunities
You can view the details of existing opportunities in Wireless Access.

You can access opportunities from searches, from Favorite Lists, or
from Address Book entries associated with the opportunities.

» To view an opportunity

n From the Opportunities page, perform a search or retrieve a
Favorite List.

@The links in the View section In the View section at the top of an open Address Book entry,
work only if JavaScript is click Opps.

enabled on your device. You

can disable the View section in E
your Navigation Preferences. If

the View section is not visible,

select View > Opps from the

Actions drop-down list.

Click on the opportunity to open it.

Found 1

opportunity.
hllin Procress

Amelia Liquors South

= 0 E E B E

The page displays all the fields that have values for the
opportunity.
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Adding New Opportunities

You can add new opportunities from Address Book entries or from
existing opportunities. When you create a new opportunity from an
existing one, the Address Book entry associated with the original
opportunity is also associated with the new opportunity.

» To add a new opportunity

n Open the existing entry.

E From the Actions drop-down list in an Address Book entry,
select Add > Opportunity, and click Go.
From the Actions drop-down list in an opportunity, select
Create a New Opportunity, and click Go.

B If Products/Services is a mandatory field, select the products/
services for the opportunity, and click Next.

ﬂ If Categories is a mandatory field, select the categories for the
opportunity, and click Next.

The remaining information is displayed. Mandatory fields are
marked with asterisks (*).

E Enter the remaining fields for the opportunity.
E Click OK to save the opportunity.

The opportunity is created.

In Wireless Access, you can associate Contacts, sales teams, leaders
competitors, and partners to opportunities only after creating them.
For more information, see the following sections:

e  "Associating Contacts with Entries” on page 291

e “Assigning Sales Teams and Leaders to Opportunities” on
page 298

e  "Assigning Competitors and Partners to Opportunities” on
page 298
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Assigning Sales Teams and Leaders to Opportunities

You can assign sales teams to opportunities in Wireless Access. While
selecting a sales team, you can also select a leader for the
opportunity.

» To assign a sales team to an opportunity

n Open the opportunity.

E From the Actions drop-down list, select Edit > Sales Team, and
click Go.

The Select a sales team page opens.

B From the Sales team drop-down list, select a sales team, and
click OK.

The Select an opportunity leader page opens. The designated
team leader is selected by default.

n Select a leader for the opportunity, and click OK.

The opportunity is displayed with the Sales team and Leader
fields updated.

Assigning Competitors and Partners to Opportunities

@ If the opportunity already has
competitors or partners
assigned to it, you can click the
Remove button to choose
competitors or partners to
remove from the opportunity.

You can assign competitors and partners to opportunities in Wireless
Access. You can select any Address Book entries as competitors and
partners. But you can also filter the Address Book to display only
entries that are designated as competitors or partners. You can also
remove competitors and partners that are already assigned to
opportunities.

» To assign a competitor or partner to an opportunity

n Open the opportunity.

E From the Actions drop-down list, select Edit > Competitors or
Edit > Partners and click Go.

The Search for Competitor or the Search for Partner page opens.

ﬂ In the Search by drop down list, select Last Name or
Company.

n In the Search for field, enter the text to search for.

E Select the Ignore leads, Competitors only, or Partners only
options to refine the search.
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E Click Search.
All matching Address Book entries are retrieved.
Select the entry and click OK.

The opportunity is displayed with the Competitors or the
Partners section updated.

Changing the Status of Opportunities

You can change the status of opportunities in Wireless Access.
Changing the status lets you complete your current opportunities.

» To change the status of an opportunity

n Open the opportunity.

E From the Actions drop-down list, select Edit > Status, and click
Go.

The Current working status page opens.
E Select the new status of the opportunity, and click OK.

If the new status completes the opportunity, the Completion
details page opens. Otherwise, the opportunity is saved with the
new status.

ﬂ Enter the details for the opportunity completion. Mandatory
fields are marked with asterisks (*).

B ciick ok.

The opportunity is displayed with the Status section updated.
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Accessing Customer Service Cases

You can access the Customer Service page in the following ways:
n From the Wireless Access home page, click Customer Service.

E From the navigation footer on the main pages, click the
Customer Service icon.

Mavigation

L3 Nddress Book.
¥ Opportunities
5 Customer Service [T
[ Calendar / Hotlist
(& Company Library
|:d] Dashboards
Preferences

- @B AED
PEITE]

Searching for Cases

To view customer service cases, you can search by the case status and
by the assigned user. You can also retrieve a Favorite List. For more
information on Favorite Lists see “Using Favorite Lists” on page 316.

» To search for a case

n Open the Customer Service page.

E In the Status drop-down list, select the status of the case that
you want to retrieve or select All Cases.

E In the Assigned to drop-down list, select the Maximizer user
that the case is assigned to, or select the empty field to retrieve
cases assigned to all users.



Viewing Cases

@ The links in the View section
work only if JavaScript is
enabled on your device. You
can disable the View section in
your Navigation Preferences. If
the View section is not visible,
select View > Cases from the
Actions drop-down list.
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ﬂ Click Search.

The page displays all cases matching the search criteria.

Search Customer Service cases
Status [Fesdved 7]
Assigned To: Joe Mapoh |7

Favworite Lists

= TEE

You can view the details of existing customer service cases in Wireless
Access. You can access cases from searches, from Favorite Lists, or
from Address Book entries associated with the cases.

>» To view a case

n From the Customer Service page, perform a search or retrieve a
Favorite List.

—or —

In the View section at the top of an open Address Book entry,
click Cases.

E Click on the case to open it.

The page displays all of the fields that have values for the case.

Found 3 cases.

Resalved

Bacchus Wine Market & Tasting Room

Bacchus Wine Market & Tasting Room
Resclved

Bacchus Wine Market & Tasting Room
= i G 00 2 (5 I(B ]
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Adding New Cases

You can add new cases from Address Book entries or from existing
cases. When you create a new case from an existing case, the Address
Book entry associated with the original case is also associated with
the new case.

» To add a new case

n Open the existing entry.

E From the Actions drop-down list in an Address Book entry,
select Add > Case and click Go.

—or —

From the Actions drop-down list in a case, select Create a New
Case.

The Select Values for Products/Services page opens.
B Select the Products/Services for the case, and click Next.

If Category is a mandatory field, the Select Values for Categories
page opens. If Category is not a mandatory field, skip to Step 5.

ﬂ Select the Categories for the case, and click Next.

The remaining information is displayed. Mandatory fields are
marked with asterisks (*).

E Enter the remaining fields for the case.

E Click OK to save the case.

You can associate a Contact with the case only after creating the
case. For more information, see “Associating Contacts with Entries”
on page 291.
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Assigning, Escalating, and Resolving Cases

You can assign, escalate, and resolve customer service cases in
Wireless Access. When you assign cases, you can reassign the cases to
any customer service team member. When you escalate cases, you
can reassign the cases to only managers. When you resolve cases, you
can specify billing information. You can automatically notify the
assigned user, the case owner, and the Address Book entry when the
case is reassigned or resolved. And you can create a Hotlist task to
check on the case when the case is reassigned.

» To assign, escalate, or resolve a case

n Open the case.

E From the Actions drop-down list, select Action > Resolve/
Assign/Escalate and click Go.

Ad

-

ik

Appointment

Hof M
Task

Action
Resolve

Escalate

i
Contact
Products/Services|
Categories
Maodify
Create a Mew Case
Celete
Favorite Lists
Add

B In the Assignment area, select the Maximizer user that you are
assigning the case to, select the status of the case, and enter a
note to accompany the case.

\Assignment

Assign to._ |y

IStatus (A
Mote:

Hi Joe,

Please look into
this case and assign
it back to me when
you're finished.

—or —

In the Case Resolution Information area, select the status of
the case, specify the billing information, and enter a note to
accompany the case.
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Case resolution information

Assigned 1o Lou Jones
Resolved by Joe Mapol
Fesalution date:  9/5/2868 121 PM

Status: |
[Biling tupe:

Bilable time (hrs)
Biling rate: 276
Case fee: (5488

[Solution notes:

In the Actions area, specify whether or not you want to apply a
follow-up action.

Click OK.

tatus, [Pssigned [T
Mote:

Hi Joe,

Please look into
this case and assign
it back to me when
you're finished
\Actions

® Assign the case and apply follow-up actions
'~ Assign the case without follow-up actions

[ Eance\l

If you select to assign/escalate/resolve the case without a follow-
up action, the changes are saved to the case.

If you select to apply a follow-up action, the Follow-up Actions
page opens.

E Select the follow-up actions that you want to apply to the case—
Notify the assigned user by email, Notify the case owner
by email, Notify the Address Book entry by email, or
Create Hotlist task for myself to check on this case.

Follow-up Actions

~ Motify the assigned user by email

= Motify the case owner by emai

~ Motify the Address Book entry by email that the
icase has been re-assigned

* Create Hotlist task for myself to check on this
case

Cancel

Click OK.

The changes are saved to the case and the selected actions are
automatically applied.
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Accessing User-Defined Fields

® The links in the View section
work only if JavaScript is
enabled on your device. You
can disable the View section in
your Navigation Preferences. If
the View section is not visible,
select View > UDFs from the
Actions drop-down list.

You can view and modify user-defined fields associated with Address
Book entries, opportunities, and customer service cases.

» To view and modify user-defined fields

n Open the entry.
E In the View section at the top of the entry, click UDFs.

The User-Defined Field List page opens. The list may be empty if

values are not yet selected for any of the entry’s user-defined
fields.

B To view the blank user-defined fields click Show blank fields.

The list displays all user-defined fields for the type of entry.

ﬂ To modify a user-defined field, click on the user-defined field.
Then, enter or select a new value, and click OK.

The user-defined field is updated.

User-Defined Field List
Hide blank fields

[-empty-]
[Contract Mumber
[-empty-]
Last Service Date
[-empty-]
[Satistaction
[-empty-]
ISLA

7—emptg—]
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Accessing Notes

@ The links in the View section
work only if JavaScript is
enabled on your device. You
can disable the View section in
your Navigation Preferences. If
the View section is not visible,
select View > Notes from the
Actions drop-down list.

You can access notes associated with Address Book entries,
opportunities, and customer service cases in Wireless Access.

» To view a note

n Open the entry.
E In the View section at the top of the entry, click Notes.

ﬂ In the Type drop-down list, select the type of note that you want
to view, or select All Notes.

ﬂ In the Category drop-down box, select the category that the
note belongs to, or select All Categories.

Filter Notes for ABC Wine Shop Inc.

Tupe Al Motes ™1
Category: Al Eategomes

caBNEEDBE

E Click Search.

Notes matching the search criteria are returned. For long lists,
you can click Next or Previous at the bottom of the page to view
more notes.

E Click on the note to view its details.

Actions ] Go
MNote for ABC Wine Shop Inc.
Date: September B4, 2868
Time: 318 PM
Type: Marual
Creator:  Jos Mapol
Full Joe Mapdli
Access:
Read Public
Access:
Text: | talked with 3 sales representative
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You can add new notes to existing Address Book entries,
opportunities, and customer service cases.

» To add a note

n Open the entry.
E From the Actions drop-down list, select Add > Note.
The New Note page opens.

ﬂ In the Full Access and Read Access drop-down lists, select the
user or group that has access rights to the note, or select Public
to give full access or read access to all Maximizer users.

You can also change the date and time of the note and assign a
category to the note.

In the Text field, enter the text for the note.

Click OK to save the note.

Full Access:
[Joe Mapol ™

Fead Access:
[Public ™

[Text:

I talked with 3

sales representative
Who's eager to
redistribute our
products. i

Ok Ean:e\l
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Accessing Documents

® The links in the View section
work only if JavaScript is
enabled on your device. You
can disable the View section in
your Navigation Preferences. If
the View section is not visible,
select View > Docs from the
Actions drop-down list.

You can access documents attached to Address Book entries,
opportunities, and customer service cases in Wireless Access.

» To access a document attached to an entry

n Open the entry.
E In the View section at the top of the entry, click Docs.

ﬂ In the Name field, enter the name of the document. Or leave
the field blank to retrieve all documents.

ﬂ In the Category drop-down list, select the document’s category.
Or select All Categories.

E Click Search.

Filter Documents for Through the Grape...
Mame:

Cateqory

All Categories| ¥ |

Searchl

< dar L 3 L (] [ el

Documents matching the search criteria are returned. For long
document lists, you can click Next or Previous at the bottom of
the page to view more documents.

E Click on the document to view its details.

Aetors [ 59
Document for Through the Grape Vine
Distributors
Name: Order #35259
Date: August BE, 2008
Time: S6E P
Category: Lrgent
< i 03 () 2 () (B i

Once the document entry is open, you can use the Actions drop-
down list to delete it and send it by email. For more information on
sending email in Wireless access, see “Sending and Saving Email
Messages” on page 293.
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Accessing Calendar Appointments and Hotlist Tasks

Viewing the Calendar

@ The default calender view
follows the settings in the
Calendar/Hotlist preferences in
Maximizer. If the default
calendar view in Maximizer is
monthly or weekly list, the
default calendar view in
Wireless Access is set to
weekly.

You can access the Calendar / Hotlist page in the following ways:
n From the Wireless Access home page, click Calendar / Hotlist.

E From the navigation footer on the main pages, click the
Calendar / Hotlist icon.

Mavigation

L3 Nddress Book.

¥ Opportunities

& Customer Service
[ Caendar / Hotist K
(& Company Library
|:d] Dashboards
Preferences

@@mﬂgﬁmw

You can view the Calendar/Hotlist in Daily or Weekly view mode. Use
the back and forward arrows to move between days or weeks.

You can also go directly to a specific date or week by using the Date
Picker. To open the Date Picker, click the date link below the Actions
drop-down list.

[<] 1™ May 06 - May 12 ][] 1:&5
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» To change the calendar view

n Open the Calendar/Hotlist.

E From the Actions drop-down list, select View Daily or View
Weekly and click Go.

[<] [ Fri, September

1Task: All Unfinished Tasks
Fesizw prospec:

Mew fppointment ———

1Appointment: Mew Task

ZA[8 PHM-338 PM Oepartmental meeting

FaGUAED

Viewing Appointments and Tasks

You can view the details of appointments and tasks in Wireless
Access. You can access appointments and tasks from the Calendar or
from Address Book entries, opportunities, or customer service cases
associated with the appointments and tasks.

>» To view an appointment or task

n Open the Calendar/Hotlist.
E Locate the appointment or task in the Daily or Weekly view.
@To go back to the calendar B Click the appointment or task that you want to view.

view, click the Back icon.
The page displays details of the appointment or task.

= [7|6s

Appointment Details

Man, Sep 8 938 AM-THEE AM

Email 38 minute(s) prior to appointment

Reminder:

Location:  Meeting Room

Resource: Product Samples

Subject:  Showcase new product line.

Note: Meeting with a representative from
Astor to discuss our new line of
products.




@ The links in the View section
work only if JavaScript is
enabled on your device. You
can disable the View section in
your Navigation Preferences. If
the View section is not visible,
select View > Appts/Tasks
from the Actions drop-down
list.
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» To view an appointment or task associated with an
entry

n Open the entry.

E In the View section at the top of the entry, click Appts or Tasks.

All appointments or tasks associated with the entry are
displayed.

E Click the appointment or task that you want to view.
The page displays details of the appointment or task.

In appointments, the Appt with: section displays all Address
Book entries assigned to the appointment. Entry information
includes name, phone number, and email address.

Appt with:

MName: Marglun Anoza - Through the
Grape Yine Oistributors

Main:

Main: = e Coim

MName: Melanie Chen — Amelia Liguors
South

Main:

Main:

MName: Eloy Huffman — Artesa kinery

Main: (BE4) BE-SEER

Adding Appointments and Tasks

You can add personal appointments or tasks. And you can add
appointments or tasks associated with Address Book entries or
customer service cases.

When you add an appointment, the Date, From, and Until fields are
filled in automatically, but you can change them if necessary. The
Subject field is mandatory and cannot be left blank.

» To add a personal appointment or task

n Open the Calendar.

E From the Actions drop-down list, select New Appointment/
Task and click Go.

ﬂ Enter the appointment or task details and click OK.



312

Maximizer CRM 11
User’s Guide

» To add an appointment or task associated with an
entry

n Open the entry.

E From the Actions drop-down list, select Add > Appointment/
Task and click Go.

ﬂ Enter the appointment or task details and click OK.

When you create an appointment for a Contact, a link is added to the
Contact’s email address in the appointment details. Click the link to
compose an email message to the Contact. See “Sending and Saving
Email Messages” on page 293 for more information.

If your device supports automatic dialing, you can click the Contact’s
phone number in the appointment details to make a call. See
“Phoning Address Book Entries” on page 289 for more information.
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Accessing the Company Library

You can access the Company Library page in the following ways:
n From the Wireless Access home page, click Company Library.

E From the navigation footer on the main pages, click the
Company Library icon.

Mavigation

L3 Nddress Book.

¥ Opportunities

& Customer Service
[ Calendar / Hotlist

IE Company Library 1N
|:d] Dashboards

Preferences

e L LA S EE

> To browse in the Company Library

n Click on a folder to open it and display its contents.

A

Folder: Company Library

B Company Announcements
® customer Services

B Dashhoards

B Finance

E In the folder path, click on a parent folder to navigate to a folder
further up in the hierarchy.

L — |
;

Folder: Compan Library / EEEEAREE i,
Sales Reports

- First quarter sales report

' Second quarter sales report

< iy G O L () (@ )
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Searching for Documents in the Company Library

You can search for Company Library documents by file name, author,
creation date, and last modified date. You can search the entire
Company Library or you can search a specific folder.

» To search for a document in the Company Library

n Open the Company Library page.
E To narrow your search to a specific folder, navigate to the folder.

E From the Actions drop-down list, select the type of search you
want to perform—File Name, Author, Creation Date, or Last
Modified Date, and click Go.

Author

Creation Date
Last Modified Date
Email Document(s)

The Document Search page opens.
ﬂ Specify the search criteria.

E In the Scope of Search area, choose either to search the entire
Company Library or to search only the current folder. Click OK.

The search results are displayed.

et 7150

Document search result

" Company Library / Company Announcements /
[Sales Contest 288

" Company Library / Dashboards / Sales Oashboard
-~ Company Library / Sales Department 7 Sales plan

-0 BYEEDE
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Sending Company Library Documents to Address Book Entries

You can send Company Library documents to Address Book entries
by email in Wireless Access.

» To send Company Library documents

n In the Company Library page, select the documents that you
want to send.

- — |

Folder: Company Library / Company
Announcements

— Defautt Maximizer CRM Announcement
Sales Cantest 2005

~ kelcome to Maximizer CRM

- @ BEEEDE

E From the Actions drop-down list, select Email document(s)
and click Go.

File Mame
Author
Creation Date
Last Modified Date
Email Document(s)

The Send Email page opens with the documents attached to the
email message.

B Specify the recipient, the subject, the body, and the logging
options for the email message.

See “Sending and Saving Email Messages” on page 293 for more
information.

3 click send.
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Using Favorite Lists

@ To modify a Favorite List you
must have the necessary
access rights.

You can access Favorite Lists from the Address Book, Opportunities,
and Customer Service pages. You can also modify Favorite Lists by
adding or removing entries.

» To access a Favorite List

e Inthe Address Book, Opportunities, or Customer Service page,
select a Favorite List from the Favorite Lists drop-down list and
click Search. The entries for the Favorite List are displayed.

» To add an entry to a Favorite List

n Open the entry that you want to add to the Favorite List.

E From the Actions drop-down list, select Favorite Lists > Add
and click Go.

The Add current entry to Favorite List page opens.

E Select the Favorite List you want to add the entry to, and click
OK.

The entry is added to the Favorite List.

» To remove an entry from a Favorite List

n Open the entry that you want to remove from the Favorite List.

E From the Actions drop-down list, select Favorite Lists >
Remove and click Go.

The Remove current entry from Favorite List page opens.

ﬂ Select the Favorite List you want to remove the entry from, and
click OK.

The entry is removed from the Favorite List.
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Viewing Dashboards

You can view dashboard in Wireless Access. If an indicator in a
dashboard is configured with a Click Through to a Maximizer list or
to another dashboard, you can click the indicator to view more
information.

» To view a dashboard in Wireless Access

n On the Wireless Access home page, click Dashboard.

E Select a dashboard from the drop-down list and click Go to view
a different dashboard.

Customer Service Dashboard™ | @

Cases Craated this Week
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Setting Wireless Access Preferences

You can change your navigation preferences from the Preferences
page in Wireless Access. The navigation preferences determine if the
view actions are displayed as links or displayed in the Actions drop-
down list.

» To change the navigation preferences

n On the Wireless Access home page, click Preferences.
E Under Wireless Access preferences, click Navigation.

B Select or clear the Display View actions as links option.

¢ Todisplay the actions as links in open entries, select the
option.

e Todisplay the actions in the Actions drop-down list, clear the
option.

1 click ok.
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Creating Shortcuts to Wireless Access Sites

You can create shortcuts to specific Wireless Access sites on your
BlackBerry device. You can set up multiple shortcuts to different sites
and Address Books. The shortcuts take you directly to the Wireless
Access home page without requiring that you enter your login
credentials. You can access the shortcuts from a program installed on
your BlackBerry device.

Installing the Wireless Access Shortcuts Application

@ The Wireless Access server
must be configured properly
before installing the Wireless
Access Shortcuts application
on devices. See the Maximizer
CRM Administrator’s Guide for
more information.

You can download the Wireless Access Shortcuts application from
the Wireless Access home page.

» To install the Wireless Access Shortcuts application

n On the Wireless Access home page, click Create shortcut on
your Blackberry device.

The Shortcut to Wireless Access page opens with information
about the application.

The page displays the URL of the current site and the database
name of the current Address Book. You must supply this
information when you set up the shortcuts.

E Click Download the shortcut creation application.

The Wireless Access Shortcuts application is installed on your
BlackBerry device.

Adding Shortcuts to Wireless Access Sites

You can add shortcuts to Address Books on Wireless Access sites from
the Wireless Access Shortcuts application installed on your BlackBerry
device. While setting up shortcuts, you must supply the URL of the
Wireless Access site and the database name of the Address Book. You
can view this information for the current Address Book while
installing the Wireless Access shortcut application from the Wireless
Access home page.

» To add a shortcut to a Wireless Access site

n On your BlackBerry device, select the Wireless Access
Shortcuts icon.

The Wireless Access Shortcuts application opens.

E Click the Menu key, and select Add.
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B In the Display Name field, enter a name for the shortcut.

ﬂ Enter the URL of the site and the database name of the
Address Book.

E Enter your user ID and password.

E Click the Menu key, and select Save.

Wireless Access Site Settings E
Display name: Escona Wireless Access

URL: http://server/Maximizeriirel

Database name : EsconaTutorial

User ID: jnapoli
Password: skkskkk| %

Opening Wireless Access Sites from Shortcuts

After setting up the shortcuts, you can quickly open an Address Book
in Wireless Access from the shortcut program on your BlackBerry
device.

» To open a Wireless Access site from a shortcut

n On your BlackBerry device, select the Wireless Access
Shortcuts icon.

The Wireless Access Shortcuts application opens.

E Select a shortcut.

The selected Wireless Access site opens directly to the home
page.

kireless Access Shortcuts

Escona Wireless Access E
http:/fserver/Maximizer bireless!

Financial
http:#http:/serverZ/MaximizerHireless/




CHAPTER

Customizing
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Customize Maximizer to suit your needs

In this chapter...

“Preferences” on page 322

“Customizing the Interface” on page 324
“Custom Actions” on page 327

“Web Inquiry Forms for Websites” on page 332

“Income and Expenses” on page 335
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Preferences

You can personalize how Maximizer works for you. Maximizer
provides you with various settings that give a great deal of flexibility
in how you work—in other words, Maximizer adapts to the way you
want to work.

» To set your Maximizer preferences

n On the Setup tab, select Preferences.
The Preferences dialog box opens.

E Select the tab for the settings you want to edit.

Select System Defaults to specify default settings and
Microsoft Outlook integration options.

Select Logging to specify how notes are logged for various
actions.

Select Format to specify date and address formats.

Select Calendar/Hotlist to specify the default settings and
access rights for the calendar and Hotlist.

Select Dialing to specify settings for dialing phone calls from
Maximizer.

Select Transfer to specify settings for transferring
information between Address Books.

Select Envelopes, Labels, or Reports to specify settings for
printing envelopes, labels, and reports from Maximizer.

Select Email to specify the default settings for sending email
and the email server.

Select Outlook Synchronization to specify settings for
synchronizing Address Book information with Microsoft
Outlook.

Select Printing to HTML to specify settings for creating
HTML files from Maximizer information.

Select Diagnostic to specify settings for logging error
messages.

Select Overview Page to specify options for the My Work
Day page.



Chapter 13 | 323

Preferences - Lou Jones ==
| Trenster | Envelopes | Labels | Reports | Emai
Outlook Synchronization | Frntingto HTML | Disgnostic | Overview Page

System Defauls logging | Fomat | Colendav/Hotist |  Didling
Address Book window options

Opening an Address Book erttry displays this dialog: | View Basic Information -

Ask at Address Book startup which list to view

Genersl options
how email requirements before using email commands
55 Strateay Library Wizard instead of Strateay Library

isplay waming before assigning a strateqy to an opportunity
abls OrderDask
Is& Windows standard vertical scrolling (affects all list windows)
lisplay waming before assigning a template to a traditional campaign
able pop-up information boxes in the calendar window Wit time in seconds 2
few userdefined fields in a tree view
[T Always check spelling before saving any recard or sending email
[] Compose HTML based Campaign messages using Windows default application
Display users by groups
All users [ Disabled users
Divisions [¥] Security groups

Departments

Teams

Accounting Setup Cther Options

E Edit the settings and click OK to save the changes.
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Customizing the Interface

Window Layout

You can customize the basic Maximizer interface in a number of
ways. You can select the layout of the main window. You can adjust
the properties of the icon bar containing the icons linking to the
main Maximizer windows.

The following sections contain information on customizing the
Maximizer interface:

e “Window Layout” on page 324
e “Adjusting the Icon Bar” on page 325

e  “Customizing the Quick Access Toolbar” on page 326

You can control what windows are displayed and how they are laid
out. On the Setup tab, you can select Window > Window Settings
from the Workspace group to select one of the Maximizer window
views—Classic, Outlook Style, and Custom.

e Classic displays the following windows below the controlling
(main) windows. This setting is Maximizer's default window
layout.

¢ Outlook Style is somewhat similar to Microsoft Outlook'’s
display. The controlling windows form the left pane while the
following windows occupy the top-right and bottom-right
panes.

¢ Custom allows you to control what windows are displayed. For
example, use this option if you want only the Address Book and
Calendar windows open, without their following windows open.
Open the windows you want using the icons on the icon bar or
the Switch Windows commands. (On the View tab, select Switch
Window from the Window group.) Then, tile the windows. (On
the Setup tab, select Window > Window Management from the
Workspace group, and select an option.) Of course, you can
manually size any window.

You can also control such things as the colors, fonts, and grid lines in
your windows. (On the Setup tab, select Window > Window Settings
from the Workspace group, and choose Set Color or Set Font.)
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You can adjust the icon bar properties and also choose the state of
the icon bar’s visibility.

» To adjust the icon bar

n On the Setup tab, select Icon Bar from the Workspace group.
The Icon Bar Properties dialog box opens.

E In the General area, set the default properties of the icon bar:

¢ Select the Visible option to display the icon bar in the
Maximizer window.

¢ Select the Display tooltips option to show information
about each icon when you pass the mouse pointer over it.

ﬂ Set the icon size to Small or Large.

n Set the location of the icon bar.

e The Floating option allows you to place the icon bar
anywhere inside the Maximizer window.

¢ The Docked at left and Docked at right options place the
icon bar on the left or right side of the Maximizer window.
E In the Set button order area, select the icons you want to be
displayed.
Use the Move Up and Move Down buttons to position the
icons.
E In the Recent entries list area, set the number of entries to be
displayed.
To hide the section, clear the Show Recent Entries list option.
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Click OK.
Icon Bar Properties ==l
General Icon size
| visible Small
7] Display tooltips @ Large Cancel
Location
Floating @) Docked atleft Docked at right
Set button order
V|My Work Day Move Up
7| Opportunities
V| Quotas [
'/ |Customer Service Move Down

V|knowledge Base
V| Campaigns

/| Address Book

V| Hotiist

| Calendar
V|Email

/| Company Library
7 |Personal

/| OrderDesk

Recent entries list
Number of entries to be displayed 5 | =

| Show Recent Entries list

Customizing the Quick Access Toolbar

The Quick Access toolbar is located directly above or below the
ribbon. You can click the arrow button next to the toolbar to add or
remove the default commands on the toolbar. You can also add any
other command from the ribbon, from sub-menus, or from the icon
bar to the Quick Access toolbar.

>

\/

To add a command to the Quick Access toolbar

Right-click on the command, and select Add to Quick Access
Toolbar.

To customize the Quick Access toolbar

Right-click anywhere in the ribbon, and select Customize Quick
Access Toolbar.

The Customize Quick Access Toolbar dialog box opens.

From the Choose commands from drop-down list, select the
location of a command to add to the toolbar.

You can select a tab, the icon bar, or the Maximizer menu that
displays when you click the Maximizer button.

Select a command, and click Add.

You can also select <Separator> to add a separator between
commands.

Repeat steps 2 and 3 to add more commands to the toolbar.
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E To move a command on the toolbar, select the command on the

right, and click the arrow buttons to move the command up or
down in the list.

E When you are finished, click OK to save the changes to the Quick

Access toolbar.

Custom actions are commands that you can set up and personalize
and then access from the Custom Actions tab. You can create the
following types of custom actions:

Browse a website - Open a specific website or HTML
document.

Open a document or run an application - Open a document
or file, or run an external application such as a word processor,
spreadsheet, or graphics program.

Start a user-defined field for an Address Book entry -
Treat the value of an alphanumeric user-defined field as the fully
qualified name of a document or an application to open or start.

For example, you could use an alphanumeric user-defined field
to record a secondary web site for an Address Book entry. When
you access the command, you can open the current Address Book
entry's secondary website in your browser.

Run a Maximizer macro - Run an existing Maximizer macro.

Draw a graph from a defined graph catalog - View an
existing graph in the graph catalog.

Retrieve a search catalog - Retrieve an existing saved search
from the search catalog in the Address Book, Opportunities,
Campaigns, or Customer Service window.

The following sections contain information on custom actions in
Maximizer:

“Custom Actions Tab” on page 328
“Creating Custom Actions Groups” on page 328
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Custom Actions Tab

You can access your custom actions from the Custom Actions tab. The

custom actions are arranged into groups. When you set up your
custom actions, you create the groups and add each action to an
existing group. Custom toolbars created in previous versions of
Maximizer are converted into groups on the Custom Actions tab. The
Custom Actions tab is visible only after you create a custom actions

group.

@-=

@) Escona Estate Winery || Byd This week's won opportunities
@) Maximizer CRM Central || J2) All entries with territory unassigned

Websites

Maximizer CRM [Escona Tutorial] - [My Work Day]

Home Edit View Search Toals

Favorite Searches

Custom Actions 8 X

Bpexportvcard |l Sales Lead Status
[#+] Open Task Ty Customer Service Status

Macros Graphs

Creating Custom Actions Groups

You can create groups in the Custom Actions tab to perform
personalized actions such as launching another application or
performing a specific search that was saved in your search catalog.

> To create a group in the Custom Actions tab

n On the Setup tab, select Custom Actions from the Workspace

group.

The Custom Actions dialog box opens.

Custom Actions

Custom action groups:

Favorite Searches
Important Documents
Macros

Graphs

¥

Properties...

Delete

Move Down

1L

Close

E To create a new custom actions group, click Add.

—or —

To add a button to an existing custom actions group, select the

existing group, and click Properties.

The Customize Action Group Properties dialog box opens.
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Custom Action Group Properties ==
Name: | STEEIRL
Action buttons
Cancel
L5l Move button left o right add Delete

Button properties

ﬂ Enter a name for the group, and click Add to add a command to
the group.

The Add Action Button dialog box opens.

ﬂ Under This new button will perform the following action,
select the main action, and click Next.

Add Action Butten ==l

This new button will perform the following action
@ Browse a website
Open a document or an application
() Start a user-defined field for an Address Book entry
Run a Maximizer macro

Draw a graph from a defined graph catalog

Retrieve a search catalog in:

E Specify the details of the custom action.

¢ Ifyou chose Browse a website or Open a document or an
application, click Browse to locate the
document/application to run, or enter the URL or the path to
the document/application.

Action Button Properties ==l
General
InternetURL: | http:/fwww. maximizer,com =
Label:
Tooltip:

<Back | Mest> | [ cancdl
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If you select a document, it opens in the default application
for the type of document. To open the document with
another application, specify the path to the application
enclosed in double quotes, enter a space, then specify path to
the file.

For example, to launch WordPad and open the file Notes.txt,
in the Document/Application text box type the following:

"C:\ProgramFiles\Accessories\WordPad.exe"” C:\Notes.txt

To load a new instance of an already running program, select
the Load new instance checkbox.

If you chose any other item, select the specific user-defined
field, macro, graph, or search from the drop-down list.

Action Button Properties ==l

General

Search catalog: | Mark Bertall's Partners |

Description: [

Label:  Mark Bertoll's Partners

Tooltip:  Retrieve a search catalog: Mark Bertol's Partners

<Back | Mest> | [ cancel

E Enter the Label and Tooltip, and click Next.

Select the type of button you would like to display for the
command, and click Finish or Next depending on the option
you choose.

Action Button Icon ==

Select the type of icon to display on this toolbar button
Default for this type of button
@) Standard Maximizer button

External image file (itmap)

<Back | Mest> | [ cancel

If you chose to display the default button, Maximizer selects the
button automatically, and you can skip to step 9.

E Select the image to use for the custom action, and click Finish.

If you chose to use a standard Maximizer button, select one
of the available buttons.
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Standard Maximizer Button

Select a button:

[Ela s

8|9| 0| Bl B = M|

Finish

< Back ][

]

Cancel

image using the ellipsis button.

If you chose to use an external image file (bitmap), locate the

External Image File

Hlename: |

< Back

Finish

Cancel

E To add another custom action to the group, return to step 3 and
repeat the steps for the next custom action.

nmlf desired, change the position of the new command in the
group using the arrows, and click OK to save the group.

Custom Action Group Properties

Mame: Important Documents

Action buttons

E==
Sl wevetoniefrrhe
Button properties
DocumentfApplication:  D:\Document PriceList.pdf [

Label: Price List
Tooltip:  View an up-to-date price list.

[ Load new instance
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Web Inquiry Forms for Websites

Maximizer can help you create an inquiry form to collect pertinent
information from your website visitors. The collected information is
sent to the specified email addresses as an .MTI or .XML file and then
imported directly into Maximizer as Address Book entries by
double-clicking on the file. You can also use a direct import (direct
insert) of information.

You can create web inquiry forms with the Web Inquiry Form wizard.
You can use the wizard for the following tasks:

Save the web form settings as a template for future editing, so
you can customize the form as the need arises.

Select the Maximizer fields, including user-defined fields, you
want to appear on the form. Information entered in the form’s
Last Name field, for example, is inserted into the Last Name field
when importing information into Maximizer. If you have chosen
a table user-defined field, a drop-down list is automatically
created so customers can select available choices.

Change displayed field names. For example, if you want to
include in the form an existing Maximizer user-defined field
called “GIC Heard About”, you can choose to display a helpful
label such as “How did you hear about our GIC program?”.

Designate mandatory fields, in addition to the last name and
email address fields. If information is not entered in these
mandatory fields, the customer will be notified via a Failure
page.

Create rules to manage when collected information is sent to the
website administrator (or whatever other email addresses you
specify).

Use HTML to customize the look of the areas above and below
the web form; the look of the form itself cannot be customized.

Use HTML to customize the Success page and the areas above
and below the Failure page.

Preview the web form and return to the respective wizard
screens to make the required adjustments.
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» To open the Web Inquiry Form wizard

¢ On the Tools tab, select Web Form from the Internet group.

Welcome te the Web Inquiry Form Wizard ==l

This wizard will take you through the process of creating a
web form to collect your customers' information. Th
collected information will be smailed ta the site administrator
to be directly imported into Maxmizer.

NOTE: To use this featurs, you must have access to a web
server with HTML il reading and CGl execution
permissions. Consut your Intemet Service Provider (ISP) or
system administrator for more information on the hesting of
these files

Form templates

The web fom settings can be saved into a
form template for future ediing. You may
create a web form based on an existing form
template.

~

¥ Create new form template

[AXIMIZern Next > Cancel

Requirements for Web Inquiry Forms

If you are creating forms using the Web Inquiry Form wizard in
Maximizer, you must consider some mandatory circumstances
regarding your Internet Service Provider (ISP). First, your ISP must
support HTML file readings and CGl execute permissions. Second, if
your ISP is running a UNIX server, you must ensure the ISP installs the
following Perl modules:

e CaGl
e Net:SMTP
e  MIME::Base64

Third, you may have to ask your ISP to install the “winqcgi.pl” file
into a folder that has execute permissions.

You may also have to modify the generated web form HTML page to
target the winqcgi.pl file installed by the ISP. To do so, modify the
following line:

<FORM action="winqcgi.pl” method="post"
name="mtiform”>

to

<FORM action="/cgi-bin/winqcgi.pl” method="post”
name="mtiform"”>
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Creating Direct Insert Web Forms

You can set up your web forms so that they insert new entries
directly into a Maximizer Address Book. In order to create direct
insert forms, Maximizer must be installed on the web server that is
hosting your web form. Before creating the direct insert web form,
you must first set up a virtual directory. If your web server runs
Windows Server 2003, you also need to add a web service extension
for the web form.

» To create a direct insert web form

n Create a folder for the web form.

E On the Tools tab, select Web Form from the Internet group.
The Web Inquiry Form Wizard opens.

B Follow the instructions in the Web Inquiry Form Wizard.
e On the Server and File Options screen, select the Direct
Insert option.

n Copy the form’s .html files and the winqcgi.exe (for Windows
servers) or winqcgi.pl (for Unix servers) file to the folder.
E Launch IIS and create a virtual directory pointing to the folder.

For more information on 1IS and virtual directories, see the
Maximizer CRM Administrator’s Guide.
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Income and Expenses

Use the Expenses window to record your income and expense items
in separate accounts. Keep the following points in mind when
working in the Expenses window.

n Select the Personal icon, and select the Expenses tab to open
the Expenses window.

E Income and expenses are split up into accounts. The account
totals are displayed for the current month and the current year.

ﬂ Use the Filter drop-down list and the Previous Month and
Next Month buttons to change the month for which income
and expenses are displayed.

@_ Maximizer CRM [Escona Tutorial] - [Personal - Expenses] -BaX
_J Home Edit View Search Tools Reports Setup Add-Ins -2 X
2 To-do = s Letter 4. Print an Envelope
B ® ® v = >
‘ 2 Phone Call o Fax . Print a Label
Account Case Opportunity || Make Receive || Time || Meeting — Email  Note _ -
-2 3 Ation Plan ®' Document || [ Insert a File
Create Phane Schedule Write Print / Insert
% |3 Journsl 5P Expenses
28] wywork Day Filter: October RO
Account October ¥TD 2009
| ‘g Address Book = income
Total Income $0.00 50.00
[} opportunities Expenses
- Airfare $1,409.50 $2,809.50
il Meals 530.00 5205.35
2L quotas
2 Office Supplies 38175 5307.00
=l _ Total Expenses $1501.25 5332235
LE-] Campaigns Total Net Income: (81,501.25) (£3,322.35)
1 customer senice
Z,l Knowledge Base
[t] Hotiist
f5d| Calendar
Ik Email
=
m Company Library
(3 [
[5) OrderDesk
i [ b
Press F1for Help  User: JNAPOLI | Friday October30,2009  1142AM -

The following sections contain information on keeping track of
income and expenses in Maximizer:

e "Adding Income and Expense Accounts” on page 336
e “Recording Income and Expenses” on page 337
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Adding Income and Expense Accounts

Income and expenses are stored in accounts. Before recording
income or expense items, you must set up the accounts. You can
share accounts with other Maximizer users or keep them private.

» To add an account

n Select the Personal icon, and select the Expenses tab to open
the Expenses window.

E On the Home tab, select Account from the Create group.
—or-
Right-click and select Add Account.
The New Income/Expense Account dialog box opens.

New Income/Expense Account ==

Account

Name:
Desaription:

Type Security
% Expense " public
" Income % Private

E In the Account area, enter a name and a description for the
account.

The description is the text that identifies the account in the
Expenses window. The name is required but not displayed in the
Expenses window.

n In the Type area, select the type of account—Expense or
Income.

E In the Security area, select Public to share the account with
other Maximizer users or Private to keep the account private.

E Click OK to finish adding the account.
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Recording Income and Expenses

Once you have set up your income and expense accounts, you can
record income and expenses for specific days.

» To record an income or expense amount

n Select the Personal icon, and select the Expenses tab to open
the Expenses window.

E If necessary, select a month for the expense/income.

e From the Filter drop-down list, select a month in the current
year.

¢ C(Click the Select Month and Year icon and specify any year
and month.

B Double-click on the account to open it.

The Account dialog box opens displaying details of the account.

Account - Flights ==
Amount per day

Daily summary:

March 12, 2010 $0.00 -

March 13, 2010 $0.00

March 14, 2010 $0.00

March 15, 2010 $0.00

March 16, 2010 $0.00 |=

March 17, 2010 $0.00

March 18, 2010 $0.00

Amount: |

add | [ subtrat | [ Replace

Details of account:

Description: | Flights

Type: () Income @ Expense

Security: () Public @ Private

n In the Daily summary list, select the day for the
income/expense amount.

E In the Amount field, enter the amount for the income/expense,
and click Add.

You can enter multiple amounts to add them all to the selected
day.

E Click OK to save the change to the account.
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CHAPTER

Report on the Progress of Your Business

In this chapter...

“Dashboards” on page 340

“Crystal Reports” on page 354

“Printing Reports from Maximizer” on page 358
“Exporting Entries to Microsoft Excel” on page 360

“Graphing and Charting” on page 361
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Dashboards

Viewing Dashboard

@ If the Dashboards tab is not
displayed, click Settings and
ensure the Show Dashboards
checkbox is selected.

Designed for executives and upper management, dashboards shows
up-to-the-second indicators of your company’s performance. Like a
car's dashboard, dashboard indicators monitor daily activities and
events in real time, so you can see which areas are doing well and
which areas need attention.

With this type of information on your screen at all times, you can see
in a glance how your company is doing and even see the indicators
register activity from moment to moment.

For important indicators, such as daily lost or won opportunities, you
can configure Dashboard to notify you with an alarm when the
indicator passes a certain mark. This helps to notify you when a
critical situation has occurred that requires your attention, or when
you surpass a goal that you set for your team.

The following sections contain information on working with
dashboards:

e "Viewing Dashboard” on page 340

e “Setting Up Dashboards” on page 341

e "Creating Dashboards” on page 342

e “About Indicators” on page 343

¢ "Adding Indicators to Dashboards” on page 346

e  “Customizing Indicator Controls” on page 350

¢ "Moving and Resizing Dashboard Indicators” on page 351
e  “Modifying Dashboard Properties” on page 352

e “Importing Dashboards” on page 352

You can view dashboards from the Dashboards tab in the My Work
Day window. If the dashboard you want to view is not displayed,
select it from the drop-down list. Note that you must have read
permission for Dashboards to access the Dashboards tab.

» To view a dashboard

n Select the My Work Day icon, and select the Dashboards tab.

E From the drop-down list, select the dashboard you want to view.
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The selected dashboard is displayed in the My Work Day

window.

My Work Day | | Dashboards ‘

[ settings

Joe's Dashboard A

[dsave |[slsaveAs [|Properties | ,=Print | 4% Dashboard Wizard |éiImport | ™ Refresh

Open Dpparturities

Open Cases

0123456781910

g

Celine Dancer.

\wieskly Revenue

Today's Activities

by follow-up deadline is approaching,
Meetwith Patsy to confirm deal
Customer Service Meeting

Phone La Casita to confirm reservation

Eook hotel for West Coast\Wines trade
show,

08012010
17j02{2010
17j0z/zmo
17j02{2010
17j02/2010

12:31 PM
11:30 AM
300PM
12:00 AM
12:00 Ahd

Setting up a new dashboard involves the following tasks:

n Set up searches or SQL metrics for your dashboard indicators.

For more information, see “About Indicators” on page 343.

E Create the dashboard using the Dashboard Wizard.

For more information, see “Creating Dashboards” on page 342.

E Add indicators to the dashboard.
For more information, see “Adding Indicators to Dashboards” on

page 346.

n Customize the appearance of the dashboard indicators.

341

For more information, see “Customizing Indicator Controls” on

page 350.

E Resize and move the dashboard indicators.

For more information, see “Moving and Resizing Dashboard
Indicators” on page 351.
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Creating Dashboards

You can create new dashboards from the Dashboards tab of the My
Work Day window. While creating the dashboard, you can add
multiple indicators to the dashboard. The new dashboard is available
to any user or group that you give read access to. When you create a
dashboard, you have the option of publishing it to Wireless Access.

» To create a dashboard

n In the Dashboards tab of the My Work Day window, select the
Dashboard Wizard icon.

The Dashboard Wizard opens.
E Select Create a New Dashboard selected, and click Next.

& | Dashboard Wizard -- Webpage Dialog ==

Dashboard

M ‘Work with Dashboards

* Create a New Dashboard

Create a completely new Dashboard. This option starts with a blank canvas and allows
you to build, save, and distribute a dashboard,

" Edit current Dashboard

This option allows you to change an existing dashboard and save those changes so that
you and other users can see them, or to save it as a new dashboard

AN ’; Work with Indicators

(" Create a New Indicator
Create a completely new Indicator, which is a measure of one or more of your business
metrics. This option adds a new Indicator to the current dashboard. If this is a shared
dashboard, all other users will also see the new Indicator.

" Edit an existing Indicator

This option allows you to change an existing Indicator on the current dashboard and
save those changes so that you and other users can see them.

Nexd = Cancel

E Enter the basic information for the dashboard.

¢ In the Dashboard Name field, specify a name for the
dashboard.

¢ In the Full Access and Read Access fields, specify the
Maximizer user or group with access to the dashboard.

¢ Select Dashboard is available in Wireless Access to make
the dashboard available to Wireless Access users.

If you don’t select this option, the dashboard is available only
in Maximizer and in Maximizer Web Access. You might want
to clear this option if the dashboard is not set up to display
well on smaller screens.
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& | Dashboard Wizard -- Webpage Dialog ==

Dashboard details

Give the dashboard a name and description, and indicate Users and Groups which can access
the dashboard

Due to the screen size, you probably do not want all dashboards available for Wireless or
MaxMobile users. To make a dashboard available to these mobile users, check the “Dashboard is
available for Wireless Access” option,

Dashboard Name: [Joe's Dashboard

Full Access: [ Joe Napol

=
=

Read Access: | Public

Description: [contains indicators set up by Joe Napoli

¥ Dashboard is available for Wirsless Access

< Back Next = Finish Cancel

n Click Next.
The Indicators screen opens.

E Add an indicator to the dashboard.

For more information on adding indicators, see “Adding
Indicators to Dashboards” on page 346.

E When you are finished adding indicators, click Finish in the
Dashboard Wizard to finish creating the dashboard and to view
itin My Work Day.

About Indicators

Indicators display the information in your dashboards. Each
dashboard can contain multiple indicators.

You can set up indicators to access information in your Address
Books in the following ways:

e Searches - You can link indicators with existing searches in the
search catalog. The indicator reports either the number of
entries returned in the search or a calculation based on fields in
the entries.

e SQL metrics - Your administrator can set up SQL queries that
report on any information in your Address Book. While they are
defined in Administrator, you can add any of these metrics to
your dashboard indicators in Maximizer.

You can choose from a number of indicator controls to display the
data. These controls format your Address Book data in charts, lists,
and gauges.

While setting up your indicators, you can set up Click Throughs for
the indicators. Click Throughs determine what happens when a
Maximizer user clicks on an indicator.
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Searches for Indicators

SQL Metrics for Indicators

You can use the Search by All Fields command to set up searches in
the Address Book, Opportunities, Customer Service, and Campaigns
windows and then save the searches to the search catalog. When you
create indicators, you can select any of these saved searches to access
data for the indicator. You can also report on quotas, appointments,
and Hotlist tasks in your indicators. While you cannot save searches
for these types of entries, you can set up some search criteria while
creating the indicator.

While setting up the search criteria, you can specify generic values in
your searches to make them reusable for different users and at
different times. For fields that take Maximizer users as values, you
can specify the current user as the value of the field. For date fields,
you can specify values in relation to the current date, such as today,
next month, and current fiscal quarter. Each time the search is run,
values for the current user and values relative to the current date are
retrieved.

Your administrator can define any number of SQL metrics for
dashboard indicators. You can specify any of these metrics when you
create new indicators. When you create group indicators, you can
define a number of SQL metrics for each indicator. For more
information on setting up SQL metrics, see the Maximizer CRM
Administrator's Guide.

Reporting on Data for Indicators

After setting up your search from the search catalog, you can decide
how to report on the search. The indicator can report on the entries
in the following ways:

e Average - The indicator displays the average value of a selected
numeric field for all entries returned in the search.

¢ Minimum - The indicator displays the minimum value of a
selected numeric field for all entries returned in the search.

¢ Maximum - The indicator displays the maximum value of a
selected numeric fields for all entries returned in the search.

e Range - The indicator displays the difference between the
maximum and minimum values of a selected numeric field for all
entries returned in the search.

¢ Record count - The indicator displays the number of entries
returned in the search.

e Sum - The indicator displays the sum of a selected numeric field
for all entries returned in the search.
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When you set up your indicators, you can choose from a number of
controls in which to display your indicator. The controls determine
how information is displayed in the indicator.

You can select the following types of controls:

¢ Group indicators — These controls display a number of values
formatted as bar charts or pie charts.

Open Cases
Lou Jones 7
Matt Graham 2
Celine Dancer 2
Joe Napoli 2
0 5

¢ List Control - These controls format information in lists. They
can report information directly from Maximizer records, or they
can summarize information based on values from multiple

entries.
Today's Activiies
Meeting 2401172009 3:30 PM
Customer Service Meeting 24/11/2008  2:00 P

Fhone representative about new deal.  24/11/2009  11:.00 AM
Book hotel for Santa Rosa trade show.  24/11/2009
Fhone to confirm reservation 24/11/2003  11:00 AM

e Gauges - These controls display a single numeric value for an
indicator.

Open Oppartunities

0123456784310

9
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Click Throughs for Indicators

While setting up indicators, you can specify a Click Through for the
indicator. Click Throughs link indicators to Maximizer records,
reports, or other dashboards.

When you set up your Click Throughs, you can choose the following
options:

¢ No Click Through - The dashboard indicator is not linked with
any other information.

¢ Use the existing Click Through - The indicator is linked to an
existing Click Through. You can select this option when you add
indicators associated with SQL metrics or when you modify
existing indicators. Your system administrator can link SQL
metrics with reports in Administrator.

e Produce a list in Maximizer CRM to work with - The
Address Book, Opportunities, Campaigns, Customer Service,
Quotas, or Hotlist window opens displaying entries retrieved
from the search associated with the indicator.

¢ Run a report - Reporter opens displaying a specified report.
You must enter the URL of the report while setting up the
indicator.

e Open another dashboard - A dashboard is displayed. You
must specify the dashboard while setting up the indicator.

Adding Indicators to Dashboards

You can add indicators while creating dashboards, or you can add
them to existing dashboards in the Dashboards tab of the My Work
Day window.

» To add an indicator to a dashboard

n If necessary, select the dashboard from the drop-down list, and
select the Dashboard Wizard icon. Then, select Create a New
Indicator, and click Next.

The Indicator Properties screen opens.
If you are adding the indicator while creating a new dashboard,
you should already be at the Indicator Properties screen.

E Enter the basic information for the indicator, and click Next.

¢ In the Indicator name field, specify a name for the
indicator.

¢ In the Full Access and Read Access fields, specify the
Maximizer user or group with access to the indicator.
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& | Dashboard Wizard -- Webpage Dialog ==

Indicator Properties

Provide the following basic information for the Indicator.

Indicator name: [Revenue/Quota

Descriptien: [pisplays the revenue for the current user
compared to the sales quota

Full Access: [ Joe Napol k|

Read Access: | Public -

< Back Nexd = Cancel

ﬂ Select a control for the indicator, and click Next.

For more information on controls, see “Indicator Controls” on
page 345.

The What to Report screen opens.

ﬂ Select the catalog search or SQL metric to associate with the
indicator, and click Next.

e To associate the indicator with a catalog search, select Use a
catalog search. In the Records to search drop-down list,
select the type of entry associated with the search. In the
Saved search to use drop-down list, select the search from
the search catalog.

For more information on associating indicators with saved
searches, see “Searches for Indicators” on page 344.

e To associate the indicator with information from activities
(appointments and Hotlist tasks) or quotas, select Use a
catalog search. In the Records to search drop-down list,
select Activities or Quotas and Sales.

e To associate the indicator with a SQL metric, select Use an
existing SQL metric. In the SQL metric drop-down list,
select the metric.

For more information on SQL metrics, see “SQL Metrics for
Indicators” on page 344.
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& | Dashboard Wizard -- Webpage Dialog ==

Vihat to Report

“Your control will display information from your Maximizer CRM system, such as the total
Forecast Revenue of all of your Opportunties set to close this month, or a st of Activities for
this week. This is where you define what it is that will be reported. Select one of the options
below and click Next to continue.

Y=| @ uUsea catalog search

Records to search: | Quotas and Sales -]

Saved search to use: |

L 0] 7 Use an existing SQL metric

SOL metric: | Abandoned Automated Campaigns -]

< Back Nexd = Cancel

E If you are associating the indicator with activities or quotas,
specify how to filter the information, and click Next.

If the indicator is associated with activities, you can filter the
activities by type (appointment or Hotlist task), user, date, and
other fields specified in the activity.

If the indicator is associated with quotas, you can filter the
quotas by team, territory, or leader and by date range.

&  Dashbeard Wizard -- Webpage Dialog ==

Quotas and Sales Metric Definition

The following selections define which Quotas will be reported by this Indicator.

Team/TerritoryiLeader. | <Current User= -
Date range: | Current Fiscal Quarter -

< Back Next = Cancel

B If you are creating a list control, specify the type of information
to return.

e To view information directly from entries, select Report
directly fields from your saved search results.

¢ To view summary information based on the values of
multiple entries, select Top N records based on
summarized data.
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If you are associating the indicator with a search, with activities,
or with quotas, specify how to report the data, and click Next.

¢ In the Primary field field, select the numeric field that you
want to manipulate.

¢ In the Function field, select the function to use on the field.

If you select Record count, you don’t need to specify a
primary field.

For more information on these options, see “Reporting on
Data for Indicators” on page 344.

& | Dashboard Wizard -- Webpage Dialog ==

Advanced Indicator Options - Summary Functions

The following choices allow you to define an aritimetic: function to apply when reporting your data,
such as sum, average, or total record count.

[%] Primary fieid: [ Closed Sales as a % of Quota -]

Choose a field to apply the action to. For example, you may want to Sum the field "Opportunity Actual
Revenue”, or find the Average of the field "Case Resolution Time”.

u Function: [ Sum k2|

Choose a function to apply to the field selected above.

< Back Next = Cancel

If you are creating a list control that returns information directly
from entries, this screen does not appear.

B If you are creating a group indicator or a list control with
summary information, in the Group by field, select the field by
which you want to organize the data, and click Next.

For example, to display data for each Maximizer user, you can
select a field that displays a user name.

E If you are creating a group indicator or a list control, specify the
fields to display in the list (list control only), and specify how you
want to sort the indicator, and click Next.

¢ Inthe Sort By field, select the field by which you want to sort
the values. You can sort entries by the values of the primary
field or by the field that is splitting up the data.

¢ Inthe Sort order field, select Ascending or Descending to
determine in which order the values are sorted.

nmSpecify the Click Through for the indicator, and click Next.

For more information on Click Throughs, see “Click Throughs for
Indicators” on page 346.
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& | Dashboard Wizard -- Webpage Dialog ==

Click Through

“Your control can be configured to display further information if clicked. Select one of the options.
below and click Next to set up a Click Through Behavior,

L-éi " No Click through

W | Use the existing Click through

L ' Produce a list in Maximizer CRM to work with

.’]
" Run a Report

—
" Open another Dashboard
< Back Next > Finish Cancel

If the Click Through runs a report or launches another
dashboard, specify the report or dashboard for the click through,
and click Next.

nnCIick Finish to finish adding the indicator to the dashboard.
Select Work with a different indicator and click Next to add
more indicators to the dashboard.

Customizing Indicator Controls

After adding indicators to dashboards, you can customize some of
the properties of the indicator controls. For all controls, you can
change the basic information, the SQL metrics associated with the
controls, and the colors of elements in the controls. For gauge
controls, you can change the style of the control and specify alarm
levels. For list controls, you can change the formatting of the list.

While customizing the indicator controls, you can launch the
Dashboard Wizard to modify some of the other properties of the
indicator.

» To customize a dashboard indicator

n In the Dashboards tab of the My Work Day window, select the
dashboard containing the indicator from the drop-down list.

E Right-click on the indicator that you want to customize.
The Properties dialog box opens.

E In each tab of the dialog box, specify settings for the indicator.

¢ In the Details tab, specify the name, description, and access
rights for the indicator.



@ List controls cannot display
currency symbols.

@ In group indicators, currency
symbols are displayed in the

legend.
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In the Indicator Type tab (gauge controls only), select the
gauge type, scale, and style.

In the Alarm/Target Settings tab (gauge controls only),
enable an alarm for the indicator, and specify the alarm level.

In the Color Settings tab (gauge controls only), specify the
colors of elements in the indicator.

In the Gauge Settings tab (list controls or gauge controls
only), specify that gauges display currency symbols, or specify
the field, width, and alignment for each field in a list control.

In the Metrics tab, view the name of the metric associated
with the indicator.

If the indicator uses a SQL metric, you can select a different
metric in this tab. If the indicator uses a search, you must
specify the search criteria in the Dashboard Wizard.

In the Display Settings tab (list controls) or Settings tab
(group controls), specify the colors, font size, and font style
for elements of the control.

For group indicators, you can also specify the intervals for the
charts and specify that the indicators display currency
symbols.

n To modify the properties of the indicators, click Wizard to open
the Dashboard wizard at the Indicator Properties screen.

E When you are finished, click OK.
E Click the Save icon to save the changes to the dashboard.

Moving and Resizing Dashboard Indicators

When you add an indicator to a dashboard, it's added at the bottom
of the dashboard. But you can drag and drop the indicator to move it
to any location in the dashboard. When you press Save, the location
is saved with the dashboard.

You can also resize dashboard indicators. Click the bottom-right
corner of the indicator and drag it to the desired size.
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Modifying Dashboard Properties

Importing Dashboards

You can quickly modify the properties of dashboards. You can
change the basic information for the dashboard, change the
background color, and add or remove indicators from the dashboard.

» To modify dashboard properties

n In the Dashboards tab of the My Work Day window, select the
dashboard from the drop-down list.

E Click the Properties icon.

The Dashboard Properties dialog box opens.

ﬂ In the General tab, specify the basic properties of the
dashboard.

To change the background color, click the button next to the
Background Color field, and select a color.

n In the Indicators tab, view the indicators in the dashboard.

e Select an indicator and click Properties to modify the
properties of an indicator.

e Select an indicator and click Remove to remove an indicator
from the dashboard.

e Click Add to open the Dashboard Wizard and add an
indicator to the dashboard.

E When you are finished, click OK.

E Click the Save icon to save the changes to the dashboard.

Dashboards created in previous versions of Maximizer are stored
locally on users’ computers in .KIN files. You can import these files
into Maximizer to store the dashboards in the Maximizer Address
Book so that they are accessible to other Maximizer users on any
computer. You must import the .KIN files into the same Address Book
they were initially created in.

The location of the .KIN files depends on your computer’s operating
system. You can search your hard drive for the .KIN file extension to
locate the files.
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» To import a dashboard created in a previous version
of Maximizer

n On the Dashboards tab of the My Work Day window, click the
Import icon.

The Import File dialog box opens.
E Click Browse, browse to the .KIN file, and click Open.
B Click OK to import the .KIN file.

Once the .KIN file is converted to a new dashboard, it’s displayed
in the My Work Day window.

n Click the Save As icon to save the new dashboard.
E Enter a name for the dashboard, and click OK.
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Crystal Reports

The Crystal Reports viewer is installed automatically with Maximizer
and is accessible from the Reports tab. To create or modify reports,
you must have the full Crystal Reports program installed.

®Crystal Reports supports up to Maximizer installs a set of standard Sales and Customer Service
256 linked views when using reports, but you can also create your own custom, shared reports and
Microsoft SQL. . L .
save them in the MaximizerReports folder (in My Documents) where
they can be accessed from the Reports tab in Maximizer.

The following sections contain information on using Crystal Reports
with Maximizer:

e “"Launching Crystal Reports” on page 354
e “Creating and Accessing Corporate Reports” on page 354
e  “Creating and Accessing Personal Reports” on page 356

Launching Crystal Reports

You can launch Crystal Reports from Maximizer. You can also open
Crystal Reports outside of Maximizer from the Start menu.

@In order to launch Crystal » To launch Crystal Reports
Reports from Maximizer, you

t be part of the Crystal
H‘e”;m‘iﬁgﬁs Secuﬁty’gyfoﬂp_ e On the Reports tab, select Crystal Reports > Personal >

See the Maximizer CRM Custom Report.
Administrator’s Guidefor more
information.

Creating and Accessing Corporate Reports

The Maximizer installation provides a standard report set consisting
of Sales, Marketing, and Customer Service reports. These reports
provide out-of-the-box reporting.

The Maximizer CRM Server installation creates the...\All
Users\Application Data\Maximizer\SvrShare\Reports\<Address Book
name> folder, which contains shared reports. All folders and reports
within this folder are accessible from the Crystal Report commands
on the Reports tab in Maximizer.

Before accessing reports in Maximizer you must create the reports
using Crystal Reports.



@ If you create your own folder,
it appears as one of the
submenu items under the
Crystal Reports item.
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» To access a corporate Crystal report from Maximizer

n Save your Crystal Report in one of the following folders that are

created by the Maximizer installation:

e Documents and Settings\All Users\Application Data\
Maximizer\SvrShare\Reports\<Address Book name>
folder\Sales

e Documents and Settings\All Users\Application Data\
Maximizer\SvrShare\Reports\<Address Book name>
folder\Marketing

e Documents and Settings\All Users\Application Data\
Maximizer\SvrShare\Reports\<Address Book name>
folder\Service

—or —

To create your own reports folder, create a folder on the
Maximizer server and copy the report to the folder in the
following location: Documents and Settings\All Users\
Application Data\Maximizer\SvrShare\Reports\<Address Book
name> folder\

Etid Mavimizer 2| [SaMarketing
o AddiBks 1 Sales
1 Live Update 1 Service
(1 Live Update Manager
=4 Swishare
1 CrystalTemplates
=1 Reparts
{1 ArotherTest
5] EsconaPromotions
B+ Esconal utaiial
{1 Ratings
B Test
B Micrasoft

If you are upgrading Maximizer from a previous version and you
have old reports in the Crystal Reports file structure for
Maximizer, the old reports will appear in an archived folder
named after the Address Book with a .BAK file extension where
your other report files for Maximizer are stored (for example,
Documents and Settings\All Users\Application
Data\Maximizer\SvrShare\Reports\<Address Book name>.BAK
folder). You can copy the reports to any of your working folders
to access the reports from Maximizer.

Note that for MaxExchange remotes, these reports are installed
in the following folder: Documents and Settings\All
Users\Application Data\MaximizerGlobalReports

On the Reports tab, select Crystal Report > Refresh.

If you created a folder, it is displayed as one of the available
report types and your report is available in the folder where you
saved the report.
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E To access the report, on the Reports tab, select Crystal Report,
and select the report from the folder.

For example, select Sales, and then select the report name.

Creating and Accessing Personal Reports

@ In order to launch Crystal

Reports from Maximizer, you
must be part of the Crystal
Report Users security group.

See the Maximizer CRM

Administrator’s Guidefor more

information.

Maximizer installations create the local folder ..\My
Documents\MaximizerReports. This local folder is the default
location for your personal report templates.You can create new
report templates, edit existing report templates, and view reports
using existing report templates directly from Maximizer.

» To create and access a personal Crystal Report from
Maximizer

n On the Reports tab, select Crystal Report > Personal >
Custom Report to launch Crystal Reports and create the report.

E When you are prompted, enter a report name.

By default, the report is saved in ..\My
Documents\MaximizerReports.

Save As HE
Save jn |a MarimizerPeparts =] - o B2~
MyReport.pt

File name: o

Save a5 lype:

Save I
Cancel

EINEY

[Repon fesfipt)

E Create the report in Crystal Reports and save the report file in
the MaximizerReports folder on your local drive.

If you are prompted with a login screen, enter your Maximizer
user name and password.

ﬂ In Maximizer, on the Reports tab, select Crystal Report >
Refresh.

Falders x | [[Name ~
] Desktop New Tewt Docume...
B4 My Documents
[ ports|
0 My eBooks
{29 My Pictures

15 My Computer
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E To access the report, on the Reports tab, select Crystal Report
> Personal, and select the name of the report.

—or —

On the Reports tab, select Crystal Report > Personal >
Custom Report, and select the View a report using an
existing report template.

If you would like to edit the report template, choose Edit an
existing report template.

Custom Report

What would you like to do?
e ]

¥ Ereate a new custom report template
E Cancel

€ Edit an existing report kemplate:

€ Wiew a report using an existing raport kemplake
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Printing Reports from Maximizer

Column reports are a fast way to print Maximizer information as it
appears in your current list, while a Detailed report lets you print
more detailed information. Other reports, such as the Notes, and
Name/Address/Telephone reports, allow you to print specific
information about your Address Book entries, opportunities,
campaigns, and customer service cases.

You can print your calendar appointments as a Calendar Book or
Appointment Calendar. You can print a Personal Organizer from the
Address Book, Contacts, Related Entries or Hotlist window.

You can print reports from the Reports tab or from the Print group in
the Home tab. The Reports tab gives you access to every type of
Maximizer report, irrespective of the window that is open. For
example, if you are in the Address Book window, and want to print
an opportunity report, on the Reports tab, select Opportunities >
[type of report]. The Opportunities window automatically opens and
the report extracts information from the current opportunities list.
The Print group on the Home tab prints reports strictly related to the
window that is currently open.

While all Maximizer reports can be sent to a printer, you can
additionally generate .RTF (Rich Text Format), .PDF files (Portable
Document Format) for most reports in Maximizer. You can also
preview most Maximizer reports.

The Reports tab allows you to print reports on the following
Maximizer information:

e  Address Book entries
e Sales leads

e Contacts

e User-defined fields

* Notes

e Opportunities

e Quotas

e Campaigns

e  Customer service cases
e Documents

e Hotlist

e Calendar

e Knowledge base articles
e  OrderDesk

e Journal entries



Types of Reports

@ The Opportunities Executive
Report generates many HTML
files for its web browser
interface. Save this report to a
separate folder to keep your
files organized.
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Expenses
Related entries
Activities
Phone log

You can create the following types of reports in Maximizer:

Column Report - Displays the same information you see
displayed in a controlling window, such as names and addresses
or opportunity information.

Detailed Report - Includes mailing address information,
appointments, Hotlist tasks, user-defined fields, Contacts,
document summaries, and notes for an Address Book entry or
opportunity. A detailed report for a customer service case
includes mailing address information, user-defined fields,
Contacts, document summaries and notes.

User-Defined Field Report - Lists the user-defined fields
attached to each of your Address Book entries.

Executive Report - Generates a highly detailed HTML-based
report on all of your opportunities.

Forecast Analysis - Provides a summary of the probability of a
successful close, the potential sales revenue, and the weighted
amount associated with each active opportunity in the
opportunity file.

Sales Alert Report - Provides a summary of the opportunities
that are behind schedule.

Analysis Reports-Detail - Lists the opportunities by status with
a revenue total.

Analysis Reports-Summary - Reports the number of
opportunities by status with total revenue.

Activities - Lists the notes, Hotlist tasks, and appointments
created or completed by Maximizer users in a specific date
range.
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Exporting Entries to Microsoft Excel

Maximizer enables you to quickly and easily export selected entries
from a Maximizer window to a Microsoft Excel spreadsheet.
Maximizer exports the currently selected entries for the active
controlling or following window using the column setup and
coloring rule displayed in that window. If no entries are selected, it
exports all displayed entries.

To be able to export entries to Microsoft Excel, you must have the
“Allow export” privilege and Excel must be installed on the current
computer.

If the column setup includes multiple fields in a single column, each
field is displayed in a separate column in Excel, with each column
named after the Maximizer field name. For example, if the column
setup includes a column named “Details”, which contains the fields
"Contact Name”, “Next Action”, and “Last Modified Date"”, the Excel
spreadsheet would contain three columns named “Contact Name”,
"Next Action”, and “Last Modified Date".

If the column setup includes a table user-defined field, multiple table
items are combined into a single cell in Excel. For example, if the
column setup includes a column for the “Partner Interests” table
user-defined field, and the “General Information”, “Press Releases”,
and “Technical Bulletins” table items are selected, the Excel
spreadsheet would include a column named “Partner Interests”
containing “General Information, Press Releases, Technical Bulletins”
in a single cell.

If you use Excel 2007 or later, you have the option of performing an
advanced export to Excel. This option lets you apply conditional
formatting to numeric user-defined fields. You can choose the same
data bars, color scales, and icon sets that are available in Excel. See
the Excel documentation for more information on conditional
formatting.

Note that reports exported to Excel are not dynamic, meaning they
do not automatically update when changes to the exported entries
are made. To update an exported report, repeat the export process.

» To export entries to Excel

n Create a list of entries or select specific entries to export.

E Select a column setup and apply a coloring rule to use for the
export.

El On the Tools tab, select Export to Excel or Advanced Export
to Excel from the Office group.
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n If you are performing an Advanced Export to Excel, select the
conditional formatting to apply to each column, and click OK.

Only columns that display numeric user-defined fields are listed.

To apply the conditional formatting to total cell, as well as the
summed cells in the column, select Include Totals.

Excel opens and displays the selected entries.

E To keep the report, save it to your computer with a unique file
name.

Graphing and Charting

Creating a good presentation is about having good information and
presenting it well. When you need to create attractive and
meaningful graphs or charts for your presentation, and you need
them quickly, Maximizer can do the job.

Maximizer gives you the ability to track your customers and find out
who they are. Gathering relevant customer information is a key
component of successful marketing and ecommerce initiatives. With
the creation of meaningful graphs and charts on your Address Book
data, you benefit from complete, detailed intelligence to evaluate
the performance of your business.

Primary Interest in Escona Wines

No. of Entries

B As an agent/distributor
Corporate gift or occasion
Personal gift or occasion

To sellin a restaurant/bar

When you graph your entries, you generate the graph using the
entries listed in the Address Book or Opportunities window. For
example, if your Address Book window currently lists all Address
Book entries between A and M, only those entries will be graphed.
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Once your list contains the entries you are trying to graph, choose
the Graphing command from the Tools tab to begin the process of
constructing your graph. You can graph any table or date field in
your Address Book, such as City/Town, State/County/Province,
Opportunity Status, to name only a few, and any table or date
user-defined field.

Opportunities by Status

Il In Progress
Lost
Il Suspended

Won

Maximizer creates graphs and charts for all kinds of purposes. You
can print your completed graph from Maximizer or save it as a
high-quality image file that you can use in documents and
presentations.

If you often create the same type of graph, you can save a graph
template to a catalog, which you can retrieve at any time. You can
even add a custom button to your Maximizer toolbar that instantly
creates a graph from one of your saved templates.

The Chart wizard walks you through the steps of creating a graph or
chart. You can then edit the final product to make it look attractive.

The following sections contain additional information on graphing
and charting in Maximizer:

e  “Creating Graphs” on page 363

e  “Selecting Fields and Values for Your Graphs” on page 364
e "Defining the Appearance of Graphs” on page 366

e "Title and Footnote Merge Fields” on page 367

e  “Customizing your Graphs” on page 368



Creating Graphs
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e  “Using Graphs in Other Applications” on page 369
e  "Saving Graph Settings” on page 370

You can create graphs using information from your Address Book
entries and opportunities.

» To create a graph

n In the Address Book or Opportunities window, create a entries to
graph.

E On the Tools tab, select Graphing from the Other group.

B Choose the fields and values you are graphing.

For example, you could graph Address Book entries by the
City/Town or State/County/Province field. Defining the values
lets you narrow the range or selection of values to graph.

Select Field and Values for Graph =]

Eield: Field values: Walues to be graphed For:
(] Twpe of Account <] [@iafghanistan <] [Afghanistan -
[lanniversary of Business valbania Albania
[Jannusl Sales wiilgeria algeria
[JBusiness Partner Level WAmerican Samoa American Samoa
CICity wiAnd andorra
[ ICompan: [Vlangola Angola
[ ] Anguill Anguila
[ |Creation Date [w]Antarctica Antarctica
CJCreator WAntigua And Barbuda Antigua And Barbuda
[JCustomer Alsrts e Argerti
[JCustomer Interests v Armenia
[IDepartment wiaruba aruba
[IDivision WAustralia ustralis
CEntry Type WlAustria dustria
[JESC Cortack How? W Azerbaijan zerbaijan
[JESC Heard About wiBahamas Bahamas
[JESC Percentage RED wBahrain Bahrain
[JESC Percentage ROSE wiBangladesh Bangladesh
[JESC Percentage SPARKLT WBarbados Barbados
[JESC Percentage WHITE wBelarus Belarus
[JESC Primary Interest wiBelgium Belgium
[JESC Promo level =l |Zedize | Ee\ie =l

Catalog el Al manoes.

[¥ Do not graph entries without a value

Sort arder
’V " Mumeric & Alphabstical

n Use the Chart wizard to choose the graph type, style, and layout.
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Chart Wizard

Galey | Svle | Lwow | Awes
Selsct s chattyps: & 2D (3D

fiea Line Step Combination

Pie Harz Bar HiLa Gantt Bubble
r - . G
H - |,

Contour %7 (5oat] Polar Fladar

@

B
Help | Cancel | 5 | Met > | Erich |

E Edit your graph in the Graphing window.

You can change the appearance of your graph and edit the data.
From this window, you can also save your graph as an image file.

|l Address Book Entries by Country [_[o]x]

Address Book Entries by Country

M Australia
Canada
M France
Hong Kong
M Ireland
United Kingdom
M United States
M usa

M Yugoslavia

To perform other actions, dick right mouss butten on graph. p ot | a
Hold down Ctrl key and Use yor mouss ko rotate &30 atalod grint... sose I

Selecting Fields and Values for Your Graphs

When you select the Graphing command, Maximizer prompts you to
choose a field to graph. Your choice of fields depends on the type of
entries you are graphing. If the Address Book window is active when
you begin graphing, you choose from Address Book entry and
user-defined fields, such as Company, City, or State. If the
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Opportunities window is the active window, you choose from
opportunity fields and user-defined fields, as in the Status, Team
Leader, or Objective. You can graph any Address Book entry or
opportunity field. Some field types require that you specify a range
to graph, as in a range of amounts for “Annual Sales”.

Select Field and Values for Graph [x]

Fisld: Fisld valuss: Yalues to be graphed For:

[* Type of Account 4| [@afghanistan + | [afahanistan -
[Clanniversary of Business wAlbania Albania

[Jannual Sales wAlgeria algeria

[JBusiness Partner Level iAmerican Samoa American Samoa

[CICity liind: andorra

[CICompan WiAngola Angola

& wlinquil anguila

[ICreation Date WiAntarctica Ankarctica

[ ICreator w|Antiqua And Barbuda Antigua And Barbuda
[CICustomer Alerts Wirg Argenting

[ICustomer Interests v i Armenia

[CIDepartment: WAruba Aruba

[IDivision wAustralia Australia

[Entry Type [W]austria Austria

[CJESC Contact How? W Azerbaijan Azerbaijan

[ESC Heard About wBahamas Bahamas

[JESC Percentage RED wBahrain Bafrain

[|ESC Percentags ROSE wBangladesh Bangladesh

[IESC Percentage SPARKLT WBarbados Barbados

[ESC Percentage WHITE wBslarus Belarus

[CIESC Primary Interest WBelgium Belgium

[ ESC From level =] Jwepsize J [ =

Catalog {Select Al Y Aanes..
¥ Da not graph entries without a value
Sort order o |
" Mumeric & Alphabstical
Cancel

Maximizer lets you choose a range of values to graph for the field
you select. For a table field, such as City/Town, you simply select the
table items you want to include in the graph. Other field
types—alphanumeric, numeric, or date fields—require you to enter a
range.

For example, if you select “Anniversary of Business”, you would have
to provide the date ranges to include in the graph. This allows you to
include only the area of interest.

Eield: Field values: Walues to be graphed for:

[T Type of Account

CAnniversary of Business
T —

| |w/0.00-10000.00
w|100001.00 - 250000.00

w]10001.00 - 25000.00

0.00 - 10000.00
100001.00 - 250000.00
10001.00 - 25000.00

[ JBusiness Partner Lave
City

[ICompany

Country

[ICreation Date

[ICreator

[CICustomer Alerts

[ICustomer Interests

[CIDepartment

[ IDivision

[JEntry Typs

[CJESC Contact How?

[ESC Heard About

[JESC Percentage RED

[IESC Percentage ROSE

[ESC Percentage SPAR:

[IESC Percentage WHIT

[JESC Primary Inkerest

[JESC Promo level

Catalog

Available ranges:

0.00 - 10000.00
100001.00 - 250000.00
10001.00 - 25000.00
25001.00 - 50000.00

Erom:

0 - 50000.00
0 - 1000000.00

50001.00 - 1000000 ERRE T

To:

Select Al

[¥ Do not graph entries without 5 value

" Mumeric

"SDI’t order

% plphabetical

oK
Cancel
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Each range you provide becomes an item on the X-axis of your graph.
If you defined your ranges for the “Anniversary of Business”
user-defined field as January-June and July-December, you would
have two columns in a bar graph (or two wedges in a pie graph).

Finally, choose numeric or alphabetical as the sort order:

Numeric - Displays charted values in numeric order, from lowest
to highest. For example, if you choose a bar chart to graph the
values of the City/Town field, the city/town (value) assigned to
the least number of Address Book entries is shown on the left of
the chart while the city/town assigned to the most number of
entries is shown on the right. The legend will list the cities/towns
in numeric order.

Alphabetical - Displays charted values in alphabetical order,
from A to Z. For example, if you choose a bar chart to graph the
values of the City/Town field, any city (value) that starts with A is
shown on the left of the chart while any city/town starting with
Z is shown on the right of the chart. The legend will list the cities
in alphabetical order.

Defining the Appearance of Graphs

After you choose the field and values for your graph, the Chart
wizard opens so you can define the characteristics of your graph. The
Chart wizard has four tabs for defining your graph appearance:

Gallery - Choose flat (2D) or perspective (3D), and the chart
type (Area, Bar, Pie, etc.).

Chart Wizard

Gley | st | twx | mes
Soketachatipe © 20 C

M.

Fie Horz Bar Hito Gantt Bubble

- * 0
@ b |

Comtor | Y (5cal) Folar Fadar

[ | © |

Heb Cancel ) New>

Style - Choose the style based on the chart type you chose in the
Gallery tab.

Chart Wizard

Gaey | sye | Ly | Awes
Select a chart style:

aba [Tl

8 3 10

A8 i e il e

N = R
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¢ Layout - Specify the title, footnote, and legend settings.

Gy | sy | Lwoax | mes

Enterdesited layout setings:

Char Tite:

[Entiies by Countnf
Chatt Fgotnole:
Chat Legend
Fiaht

Seies Data dong:
 Rows © Cok

e Axes - Label your graph'’s axes.

Ghey | sy | Lwox | e

Enterdesied as tles:

Category )
[County

Value [Y)

[Number of Entis

Depii (2]

s Gl
Cancel | cack q Enish

These are only the basic characteristics of your graph—after the
graph is generated, you can make additional changes to its
appearance and even edit the graph data.

Title and Footnote Merge Fields

When you save a graph to the Graph Catalog, you can insert title
(header) and footnote (footer) merge fields that display information
such as the current date and time, the total number of entries, and
other information.

For example, inserting “date” in the title of the graph and then
saving the graph to the catalog as a template tells Maximizer to
display the current day’s date the next time you generate the graph.

The following fields are available for footers and headers:
¢ [count] - The total number of entries graphed.

¢ [date] - The date the graph is generated.

¢ [login] - The user ID of the logged-in user.

¢ [time] - The time the graph is generated.

¢ [user] - The name of the user specified in the Users dialog box in
Maximizer.
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» To insert a title or footnote merge field

n Start a new graph.
E In the Chart wizard, select the Layout tab.

E In the Chart Title and Chart Footnote fields, enter any fields
you want to appear in the title and footnote of the graph.

Remember to surround the field with square brackets, [like this].

n Finish creating your graph and save it to the Graph Catalog.

The first time you create the graph, the field name will display,
not the value (i.e., [user] instead of “Bob Smith”). The next time
you generate the graph, the value will display correctly.

Customizing your Graphs

At first, your completed graph may not look like much—Dby default, it
has a plain gray background and the graph'’s colors are chosen for
you.

Il Primary Interest in Escona Wines

Primary Interest in Escona Wines

No. of Entries

I As an agentidistributor
Corporate gift o occasion

I Personal gift or occasion
To sellin a restaurant/bar

To perform other actions, click right mouse button on araph.
ot vy oo oo s o _Cade_| e

You can easily add your own touches to your graph by editing it in
the Graphing window.

1ii Primary Interest in Escona Wines

Primary Interest in Escona Wines

No. of Entries

M As an agent/distributor
| Corporate gift or occasion
Personal gift or occasion
To sellin a restaurant/bar

To perform other actions, céck right mause:
Hold down Ctl ke and use your mouse to

Catolog Pt
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You can select and edit each element in the graph, such as the title,
legend, or even the bars in a graph. The background, for example,
can be a solid color of your choice, a gradient, or a “wallpaper”
image. Simply select and double-click the element that you want to
edit to display a setting dialog box. You can also right-click inside the
graph to display a pop-up menu.

A background color can make a plain graph look attractive. To
change the background properties, double-click within the area of
the graph (but not on the graph itself) so that “selection handles”
appear around the graph. The Format Plot dialog box lets you make
many changes to your graph.

Format Plot [x]
[ view | 3DLighting |Bssessiviom] eremon | Covouin
Type Location | Backdop | Orer Options
& NoFil Sy Mo T oK.
Clpaem [ || [ Cancel
" Gradient: Haiearnial =] | o [ £ el
Az [ 2] shadow

E ek
Ptz Color | I 7 | | Shiedow Giteet: [Bet
~Pictur =
S G
B e Clear Pasts | Browss,
1 Giretaf i it
None N i ¥ | Eriied
 Tiea File: W | E
) o Fitred |

You can use this same procedure to change many of the graph
elements. Try single-clicking different elements to see which ones
show the selection handles. If selection handles appear, you can
double-click it to edit the element.

Using Graphs in Other Applications

If you are making a presentation, you will probably want to use your
graph in handouts or in an on-screen presentation. You can save
your graph as an image file that you can use in other applications,
such as word processors, spreadsheets, presentation software, and
more.

Primary Interest

&




370

Saving Graph Settings

Maximizer CRM 11
User’s Guide

When you save your graph, you have a choice of two image file
types: Windows Metafile or Windows Bitmap. If you think you will
have to resize the image when you insert it into your document or
presentation, you might want to use the Windows Metafile format,
as it is “scalable”—you can resize it without getting any jagged
edges.

If you find yourself often creating the same type of graph, you can
save yourself some time by saving the graph settings as a graph
template in the Graph Catalog. After you generate the graph, use
the Catalog button to save your graph template. Once your graph
template is saved to the Graph Catalog, you can use the template
when you next create a graph.

Graphs for Address Book entries and opportunities are stored in
separate catalog. The available catalog depends on whether the
Address Book or Opportunities window is selected.

» To add graph settings to the Graph Catalog

n In the Graphing window, click the Catalog button to open the
Graph Catalog.

E Click Add to add your graph to the catalog.

Graph Calalog for Address Book

]

Saved araphsi

sine<s Partners - By Level
Customers - Annual Sales Groups
Supplisrs Save

Add)

Retrieve
Froperties
Delete

Close

P

E Type a descriptive name and specify a Maximizer user or group
as the owner of the graph.

To make the template available to all users, choose Public as the
Owner.

n If you have a search saved in the search catalog, select it in the
search list to have Maximizer perform the search before
generating the graph.



@ Ensure that access rights to the
saved search are adequate. If
users do not have read access
to the search, they will not be
able to generate the graph.

Chapter 14

E Click OK to save the graph settings to the Graph Catalog.

Saved Graph Properties
Hame and owner
’7 Name: |Suppliers Ouwner: :I'

(

Searchi [suppliers

Hame of saved search ta sxecute prior to displaying araph —‘
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CHAPTER

OrderDesk

Keep track of customer orders

In this chapter...

“About OrderDesk” on page 374

“Sales Quotes” on page 375

“Item Table Merge Fields” on page 379
“Catalogs” on page 382

“Online Orders and Inquiries” on page 385
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About OrderDesk

Enabling OrderDesk

OrderDesk Window

When you receive orders or inquiries from your website, you can
manage them using the OrderDesk window. You can use the same
OrderDesk window to enter, process, and manage orders that come
to you by telephone, mail, or other methods.

You can also use the OrderDesk window to do the following:
¢ Manage orders and inquiries from your online catalog site
e Enter orders or inquiries received from other sources

e Generate and manage sales quotes, which can later be converted
to orders

* Preauthorize, authorize, and refund payments made against a
consumer’s credit card.

e Track inquiries, orders, shipping, and payment status.
¢ Calculate taxes and shipping costs automatically.

e Send email to customers or Maximizer users with summaries of
orders and inquiries.

e  Filter records to display only specific entries or entry type.

OrderDesk is unavailable only if OrderDesk is enabled in your
preferences. After enabling or disabling OrderDesk, you must restart
Maximizer for the change to take affect.

> To enable OrderDesk

n On the Setup tab, select Preferences.
E Select Enable OrderDesk and click OK.

The OrderDesk window displays all OrderDesk information in the
Address Book. You can use the Address Book OrderDesk following
window to view orders, inquiries, and sales quotes associated with
the selected entry in the Address Book, Opportunities, or Customer
Service window.

» To open the OrderDesk window

* |nthe icon bar, select the OrderDesk icon.
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Sales Quotes

Sales quotes are a valuable sales tool. Use OrderDesk to easily
generate and manage sales quotes. You can later convert your sales
quotes to orders.

The following sections contain information on generating sales
quotes:

e “Generating Sales Quotes” on page 375
e "Applying Discounts to Sales Quotes” on page 377
e “Adding Shipping and Tax to Sales Quotes” on page 378

Generating Sales Quotes

You can generate sales quotes for Address Book entries,
opportunities, or customer service cases. To generate sales quotes,
use the Quote dialog box. You can access this dialog box from either
the OrderDesk or the Address Book OrderDesk window.

The Quote dialog box has two tabs:

e Main tab - Use this tab to set up the sales quote. You can add
items to use in the quote, specify the currency, set the quote
status, and apply discounts to items.

¢ Shipping & Tax tab - Use this tab to record shipping
information such as the name and address, shipping charges,
and applicable tax information.

\/

To set up a sales quote

n Select the Address Book entry, opportunity, or customer service
case for which you are generating the sales quote, and open the
OrderDesk window or the Address Book OrderDesk following
window.

E On the Edit tab, select OrderDesk > Add Quote.
The Quote dialog box opens.
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Quote - Wines Are Us ==
Main | Shipping & Tax
pesacsin) Quote status
MA |
Qugte date: [10/4/2007 -
Name and Address:
m I™ Bpresafter [2
Quote status: [jnactive =
Cumency : [US Dollar | JusD Convert to an Order
Item Code | ftem Name [ Unt [ Quartty | Unt Price | Extended | Promo | Options
Add Wody. iemove Sublotal 0.00
Agdtional information : Shipping o0
, Discount 000 .|
Taxes
Commet -
= Total amount  [JSD 0.00

E If required, adjust the currency.

n Under Quote status, specify the date and the status of the
quote.

E ciick Add.
The Add/Modify Item dialog box opens.

Add/Modify ltem
ttem details

trem code : | Brome :[No |

tem name : |
Unit - Get tem Info From Catalog

Quantity and pricing for this order/quote/inquiry
Guantty :[0.00 Unit price :[0.00

Options

Name [ Value | Add
[ oy |
[ Eowere|

E Fill in item details, or click Get Info from Catalog to get this
information from an existing catalog.

¢ The Item name, Quantity, and Unit price fields are
mandatory fields.
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¢ Click Add in the Options section to add information about
an item, such as product color.

When you finish entering the item information, click OK to
return to the Quote dialog box.

The item is now displayed in the item list.

E Optionally, add information and comments in the text boxes
that are provided.

Applying Discounts to Sales Quotes

You can apply discounts to any existing sales quotes or to new sales
quotes while you are creating them. You can apply discounts to any
specific items in the quotes.

» To apply a discount to a quote

n Open the quote.

E Beside the Discount field, click the ellipsis button (in the lower
half of the dialog box).

The Discounts dialog box opens.

E Add any necessary discounts to the quote.
e Enter a discount name.

¢ From the Type drop-down list, select Amount or
Percentage.

¢ Enter a fixed amount or a percentage for the discount.

Discounts ==l
Discounts
Name of discourt: Type Amourt:

1. [Fromation [Amourt | [5:00
2 | [Amourt <] Joo0
3 [Amourt <] Joo0
4| [Amourt <] Joo0
5 | [Amourt <] Joo0
6 [ Cra—

Speciy which discount applies to ths comesponding items
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n Select the item, click Apply Discount, and select the name of
the discount to apply to the item.

H ciick ok.
The discount amount is displayed in the Discount field.

Subtotal 172.80

Shipping .00

Discount -18.00
Taes

Total amount 50 154,80

Adding Shipping and Tax to Sales Quotes

Once you have set up your sales quotes, you can specify the shipping
and tax information to include it in the sales quote.

» To add shipping and tax to a quote

n Open the sales quote.
E Select the Shipping & Tax tab.

B Under Shipping details, click Charges to enter or change
shipping costs for each item in the quote.

n Under Tax details, click Apply Taxes.
E Define any necessary tax types.
e Enter the name of the tax.

e Specify the tax rate as a percentage.
¢ If necessary, specify whether the tax is applicable to shipping.

Apply Taxes EX2|
Taxtypes
Name of tax Rate % Applicable to shipping
1 [GsT 7.000 W~
2 [psT 7.000 W
3 | [0.000 r
4 [0:000 r
5 | [0.000 r
6 | 0.000 r
Speciy which taxtypes apply to the comesponding tems
tem Cods | hem Nams Unt | Quartity [ Unit Prics | Extended | Promo
The Incertive per.. 2000 4140 3280 No
The Executive per.. 1000 3000 5000 Mo
Apply Taes...
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E Select an item and click Apply Taxes to apply the relevant taxes
to the items.

Click OK to close the Apply Taxes dialog box.

E Under Shipping address, enter the shipping address
information manually or click Retrieve to retrieve the
information from the selected entry.

Fields

You can create item table merge fields for use with Maximizer Word
Processor and Microsoft Word documents. When you insert one of
these merge fields, an item table is added to your document.

The item table contains the columns you selected when creating the
merge field. The following columns are available to select: Item
Name, Item Code, Item Promotion, Item Price, Item Unit, Item
Quantity, Item Shipping Cost, Item Extended Price, Iltem Options
(Line separated), and Item Options (Comma separated). The table
also contains a row for each product/service item in the sales quote
selected for the merge.

All Ttems
ItemCode | ItemName | Item Item Price | Item Unit | Item Item
Promotion Quartity Shipping
Cost
237892 The No 9000 perbascet 1 5.00
Executive
245608 1997 No 1900 each 1 500
Zinfandel

The following sections contain information on working with item
table merge fields:

e “Creating Item Table Merge Fields” on page 380
e "Inserting Item Table Merge Fields” on page 381
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Creating Item Table Merge Fields

You can create item table merge fields from the OrderDesk window
or the Address Book OrderDesk following window.

» To create an item table merge field

n On the Edit tab, select OrderDesk > OrderDesk - Item Table
Merge Field Setup.

Ttems Table Merge Fields ==
Microsoft Word merge field Definition

Name Column order and visibiity

All Ttems [¥]1tem Code Move Up

Ttem Code O [CIItem Name
[CJ1tem Promotion
[CItem Price Move Down
[CJtem Unit
[CJItem Quantity
[ J1tem Shipping Cost
[CItem Options (Line separated)
[CJ1tem Options (Comma separated)
[CIItem Extended price

New... Delete
oK Cancel Apply

E Click New.

New Items Table Merge Field ==

Merge field

Name: Sales Quote :

B Enter a name for the merge field and click OK.

Note that the prefix “Sales Quote” is added to every name. This
helps you to locate your merge fields in the Insert Merge Fields
dialog box.

n In the Definition list, select the table columns you want to add
to the merge field.
To select a table column, click the checkbox beside it.

E If necessary, use the Move Up and Move Down buttons to
arrange the column order.

The column order in the list represents the column order in the
merged table.

3 ciick ok.
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You can insert item table merge fields the same way that you insert
any other types of merge fields into Maximizer Word Processor
documents or Microsoft Word documents. In the Maximizer Word
Processor, you can select the Merge Field icon to insert merge fields.
You must have Microsoft Word integration installed to insert merge
fields into Microsoft Word documents. You can select the Insert
Merge Field icon from the Maximizer toolbar to insert the merge
field. In the Insert Merge Field dialog box, select the OrderDesk Entry
option to view only merge fields associated with OrderDesk entries.

Insert Merge Field

Select a Merge Field:

" Address Book Entry o} (+ Orderdesk Entry

" User Information o}

=

Additional information
Authorization code
Card helder's name
Comment

Credit card number
Credit card type/payment method
Currency

Discount total
Expires after

Expiry date

Order date

Payment status
Quote status
Reference number

Sales Quote : Ttem Code Only.

Shipping

Shipping Address
Shipping Address
Shipping Address
Shipping Address

- Company
- Country
-First name

-Last name =l

I Link

Sales Quote : Item Code Only

Cancel

.

Help |
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Catalogs

Adding Catalogs

You can use OrderDesk to create and edit online catalogs. You
perform all of your catalog tasks in the Product Catalog dialog box.

The following sections contain information on working with catalogs
in OrderDesk:

e “Adding Catalogs” on page 382
e "Adding Catalog Sections” on page 382
e "“Adding Catalog Items” on page 383

e “Importing and Exporting Items in Catalogs” on page 384

You can add any number of catalogs to the list of catalogs in the
Product Catalog dialog box. You can add catalogs from the
OrderDesk window or the Address Book OrderDesk following
window. You can also modify and delete existing catalogs from the
Product Catalog dialog box.

» To add a catalog

n On the Edit tab, select OrderDesk > Product Catalog.
H ciick Add.

ﬂ In the Project Title field enter a name for the catalog.
n In the Description field, enter a catalog description.
H ci«ok.

Adding Catalog Sections

Once you've created a catalog, you can add sections to the catalog.
The catalog sections store the various items in the catalog. You can
add catalog sections from the OrderDesk window or the Address
Book OrderDesk following window.

Once you've added multiple catalog sections, you can use the Up and
Down buttons to organize the sections in the Catalog Sections list.

» To add a section to a catalog

n On the Edit tab, select OrderDesk > Product Catalog.

E In the Select a Catalog list, select the catalog to add the section
to.
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El ciick Add.
ﬂ In the Catalog Section Title field, enter a name for the section.

E If necessary, enter a discount rate and a description of the
discount.

3 ciick ok.

Once you've added catalog sections to your catalog, you can add
items to specific sections in the catalog. You can add items to
catalogs from the OrderDesk window or the Address Book
OrderDesk following window.

You can also modify and remove items from a catalog. If you clear an
item in the Catalog Items list, the item will not be available when you
use the Get Item Info from Catalog button in the Order or Quote
dialog box. This option lets you hide catalog items without deleting
them.

» To add an item to a catalog

n On the Edit tab, select OrderDesk > Product Catalog.

E In the Select a Catalog list, select the catalog to add the item
to.

E In the Catalog Sections list, select the catalog section you want
to add the item to.

Ed under the Catalog Items list, click Add.
E In the Product/Services field, enter a name for the item.

E Fill in other details as required.

Note that Regular Price, in the Enter the Pricing Details section, is
a required field.

Click OK.



384 | Maximizer CRM 11
User’s Guide

Importing and Exporting Items in Catalogs

You can import and export items between different catalogs. You
can import or export from the OrderDesk window or the Address
Book OrderDesk following window.

>» To import or export catalog items

n On the Edit tab, select OrderDesk > Import/Export Catalog
Items.

E Select the catalog you are importing to or exporting from.

B Follow the wizard instructions to import or export the catalog
items, clicking Next after each screen.

ﬂ Click Finish in the last wizard screen.



Chapter 15 | 385

Online Orders and Inquiries

@ eStore and ecBuilder are
components of previous
versions of Maximizer. They
are supported only for
compatibility with older
versions of Maximizer.

When potential customers visit your ecommerce site, they can
complete an online form to either inquire about or order products
and services. You can use the Maximizer Web Inquiry Form wizard to
create online data collection forms to capture this order information.
The data from this form—such as name, address, credit card
numbers—is then written to the Maximizer Address Book as an
Address Book entry with an attached OrderDesk entry.

If you are using eStore, orders and inquiries automatically arrive in
the OrderDesk window from your website.

If you are using ecBuilder, orders and inquiries arrive in your
Maximizer Email window as email messages with an MEC file
attachment. Select “All eCommerce Messages” from the Email
window’s View bar. Order/inquiry email messages have the subject
line "ecBuilder Inquiry”, “ecBuilder Order”, or a similar subject. You
may wish to save the MEC files in their own folder and double-click

the files to import the order/inquiry information.

You can use the OrderDesk window to enter new orders, capture
payments for orders, pre-authorize payments for orders, complete
pre-authorized payments for orders, and refund payments for
orders.

OrderDesk allows you to track the status of your inquiries and orders,
whether your customers have received a response or had their order
fulfilled. It lets you mark specific orders or inquiries as urgent, ignore
inquiries without deleting them, and track shipping and payment
status for your orders.

You can open online orders and inquiries in the OrderDesk window
and send summaries of inquiries by email to the associated customers
(Address Book entry) with an automatic reply. You also can send a
summary of the inquiry to one or more Maximizer users.

Credit Card Transaction Processing

If you are using a third-party transaction processing company, the
OrderDesk window acts as a desktop point-of-sale software solution
that supports real-time credit card transactions. This includes
pre-authorization of credit card information, pre-authorization
completion and/or capture of funds, and refunds that generate a
credit on the customer’s credit card account.

With the use of a transaction processing company, funds from the
consumer’s credit card can be captured immediately. Once the credit
card information has been verified and the purchase has been
authorized, the information can be securely forwarded via a
confirmation email message to both the consumer and the merchant.
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Payment gateway profiles, sometimes referred to as merchant
account profiles, are used to facilitate online credit-card transaction
processing from your website. When you process an order’s credit
card transaction using the OrderDesk window, you select the
appropriate payment gateway profile from the Payment & Totals
tab.

To see which transaction processing companies are supported by
Maximizer, select the OrderDesk window. On the Home tab, select
OrderDesk > Edit Gateway Settings, and click the Add button in the
Edit Gateway Settings dialog box. In the Payment Gateway Profile
Properties dialog box, you can view the supported transaction
processing companies in the Company drop-down list. There is one
payment gateway profile per transaction processing company.

Before you set up a profile in Maximizer, you must contact the
company and set up a merchant account. This can be done using the
Acquire Merchant Account button in the Payment Gateway Profile
Properties dialog box.
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Working with MaxExchange Remote

In this chapter...

“How MaxExchange Programs Work Together” on page 388
“MaxExchange Administrator’s Guide” on page 390
“Glossary of MaxExchange Terms” on page 390

“What Data is Synchronized?” on page 392

“How Do | Receive Updates?” on page 394

“Starting MaxExchange Remote” on page 395

“Receiving the Address Book” on page 395

“Starting a Processing Session from Maximizer” on page 398
“Processing Packets” on page 400

"Setting MaxExchange Preferences” on page 403
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How MaxExchange Programs Work Together

MaxExchange consists of the following applications:
e MaxExchange Synchronization Server

e MaxExchange Remote Synchronization Server

e MaxExchange Server Manager

e MaxExchange Remote

e MaxExchange Site Manager

MaxExchange Synchronization Server

One person is usually in charge of setting up and administering the
central Address Book. This MASTER user, or a user with Maximizer
Administrator privileges, acts as an administrator for the
MaxExchange Server, designates a Maximizer Address Book as the
central Address Book—or central Address Books if you are using
multiple databases—and schedules updates.

There is only one server for any given Address Book, but one server
can have many remotes. These sites are either remote servers or
remotes, which can be connected by LAN, WAN, dial-up access, or
through the Internet. The central Address Book is maintained on the
MaxExchange server, while the remote computers have different
replications of the central Address Book.

MaxExchange Server can also be installed as a service on Windows
Server 2003, Windows XP, and Windows Server 2008. The service runs
in the background, as any other Windows service, and typical
processing is done automatically. Manual control of processing or
any other server tasks are then done through the MaxExchange
Server Manager from another machine or on the server.

MaxExchange Remote Synchronization Server

MaxExchange Remote Synchronization Server acts as a middle tier in
a multi-tiered synchronization tree. Remotes run MaxExchange
Remote Synchronization Server to synchronize their remote changes
with those on the site’s parent server, which is either the
MaxExchange Synchronization Server or a MaxExchange Remote
Synchronization Server.

MaxExchange Remote Synchronization Server has the following two
basic functions:

¢ It synchronizes changes from its remotes with the server and
receives updates from the server.

e It generates and sends its own updates to its remotes.
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MaxExchange Remote Server acts in the capacity of a server and as a
remote. It may be installed as an application and service or as a
service only.

MaxExchange Server Manager

MaxExchange Server Manager is a utility used to access the server
from another computer. When you install MaxExchange Server as a
service, this utility is used to perform manual tasks on the server.

MaxExchange Remote

MaxExchange Remote users synchronize the entire image or a subset
image of the central Address Book on their remote computers.
Remote users also update the central Address Book with changes
made on the remotes.

MaxExchange Site Manager

To determine which portions of the central Address Book go to each
remote, using MaxExchange Site Manager, the MASTER user, or a
user with Maximizer Administrator privileges, defines remotes/
remote servers and the distribution groups to which the remote sites
belong. Other important functions of Site Manager are to perform
Address Book maintenance on remotes, send refreshes to remotes,
set up event notifications, and generate reports. Site Manager is also
used to set up teams for campaign and opportunity synchronization.
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MaxExchange Administrator’'s Guide

For information on using MaxExchange Synchronization Server,
MaxExchange Synchronization Remote Server, MaxExchange Server
Manager, and MaxExchange Site Manager, refer to the
MaxExchange Administrator’s Guide. This chapter is to be used by
remote users, who, typically, would not be the administrators of
MaxExchange.

Glossary of MaxExchange Terms

Use this list of terms to help familiarize yourself with the terminology
of MaxExchange.

Central Address Book — A Maximizer Address Book that you specify
for the MaxExchange server to synchronize with its distribution sites.
The server maintains the central, master image of this Address Book
(often at the head office of a company), while the remote computers
maintain either partial or complete images of the same Address Book
on the distribution sites. Note that you can synchronize more than
one central Address Book at a time and multiple Address Books can
be hosted on one server.

Although different images of the Address Book are kept on separate
computers, together, the server and its remotes effectively work on a
single central Address Book, which is periodically updated by the
MaxExchange synchronization process.

Distribution Group — A Distribution Group comprises several
distribution sites that maintain a particular image of the central
Address Book. The MASTER user of the central Address Book, or a
user with Maximizer Administrator privileges, uses the MaxExchange
Site Manager program to determine which distribution sites belong
to each distribution group.

The MaxExchange Distribution user-defined field, which you create
in Administrator, determines which companies and individuals in
your central Address Book are distributed to the various remotes. The
field is created in Administrator’s System Options preferences by
clicking the associated button. This field then appears within your
User-Defined Fields list and you add values for your distribution
groups as necessary.

Distribution Site — A computer where MaxExchange Remote or
Remote Synchronization Server is installed. See the Remote and
Remote Server definitions for more information.

DRB Table - A file table that is used by MaxExchange to track the
distribution list of Address Book entries and opportunities for each
distribution site. This list is created based on the Distribution Group
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value associated with an Address Book entry for the MaxExchange
Distribution field.

Remote - A computer where a MaxExchange Remote is installed,
and on which a partial or complete image of the central Address
Book is stored. Remotes are set up and maintained by the MASTER
user, or a user with Maximizer Administrator privileges, using the
MaxExchange Site Manager program.

Typically, several distribution sites belong to a distribution group.
These distribution groups are associated with Address Book entries.
You assign default distribution groups to Address Book entries based
on the creator of the entry; each user can be assigned a set of
distribution groups and when the user creates an entry, the default
distribution groups are automatically assigned. User setup for
distribution groups is done in the Access Rights tab of user properties
in Administrator (File > Users) or Maximizer (in the Setup tab, select
Manage Users from the User Management group).

Remote Server - A distribution site that also acts as a MaxExchange
server for other distributions sites in an n-tier configuration. The
remote server synchronizes with the server (or with another remote
server) and passes along data packets to other remotes on the
distribution tier below it.

MASTER User - The MASTER user is the owner or the administrator
of a Maximizer Address Book. For MaxExchange, the MASTER user
administers the central Address Book from the server. The MASTER
user grants users access to the Address Book and, if required, restricts
their ability to view, add, or delete data or to perform certain
functions. The MASTER user is also the only user authorized to use
the MaxExchange Site Manager application to set up remotes and
distribution groups or use MaxExchange Server Manager. Note that
you can have users with Maximizer Administrator privileges
equivalent to the MASTER user.

Transaction Journaling - Transaction Journaling is the process by
which Maximizer maintains a record of changes made by users to an
Address Book.

Transaction Journaling is enabled in Administrator in the System
Options preferences. This functionality should not be enabled until
you are ready to process data so that unnecessary transactions do not
occur.

User-defined field — User-defined fields (UDFs) are customizable
fields in Maximizer that you can use to categorize the Address Book
entries and opportunities in your Address Books. You can use UDFs to
group Companies, Individuals, Contacts, and opportunities in many
different ways such as by occupation, hobby, income level, revenue,
or any other criteria you want to use.
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What Data is Synchronized?

MaxExchange synchronizes all data in an Address Book with the
exception of the following:

e Automated campaigns (traditional campaigns are synchronized)
e Email templates for automated campaigns
e Journals

e Expenses

e Graphs

e Import catalogues

e Linked documents

e Printer settings

e  Window layouts

e  Email settings

e Windows authentication settings

e External third-party tables (non-Maximizer)
e Dashboard settings

e Holiday Editor information

Synchronizing Third-Party Data

There are two custom tables available through the use of the
Maximizer Customization Suite (listed below) that allow you to
integrate third-party data. The data contained in these tables is
synchronized by MaxExchange as follows:

@ For both the e Custom_Independent is a top-level data storage table, similar

Custom_Independent and
Custom_Child tables, the
Custom_ID and
Custom_Number fields
(whether generated
automatically or manually
entered) on the server and
each remote must be unique in
a MaxExchange environment.
This is to prevent duplicate ID
issues from occurring.

to the Clients table. It is created at database-creation time and
contains a number of pre-defined columns. It is always
synchronized by MaxExchange, and it synchronizes associated
notes, documents, and user-defined fields.

Custom_Child is a mid-level data storage table and is a child of
a Custom_Independent record, an Address Book entry, an
Opportunity, etc. It is created at database-creation time and
contains a number of pre-defined columns, including Client_ld/
Client_Number of the parent record. It is always synchronized by
MaxExchange, except on a refresh, in which case child records
are synchronized only when the parent record is synchronized. It
also synchronizes associated notes, documents, and user-defined
fields when the parent record is synchronized.

For more information on using custom third-party tables, refer to the
Customization Suite documentation.
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Synchronizing Opportunities and Campaigns

Address Book entries with opportunities assigned to sales team
members are synchronized to remotes, even when corresponding
companies are not normally synchronized to those particular remotes
(i.e., the Address Book entries are not assigned to the corresponding
distribution group). Synchronization of Address Book entries also
occurs when a competitor or partner of an opportunity is assigned to
a Address Book entry other than the Address Book entry with which
the opportunity is associated.

When a Contact is assigned to an opportunity (on the Basic
Information tab of an opportunity), the Contact is not synchronized
unless the Contact’s Company or Individual entry is assigned to a
distribution group.

Single-user opportunities are synchronized with only the remotes
that created the opportunities. For example, if Remote A creates a
single-user opportunity, it is synchronized with only Remote A. The
opportunity will not be synchronized with Remote B. Single-user
opportunities created on the server are not synchronized.

This works the same way for traditional campaigns in that traditional
campaigns associated with a member of a marketing team, are also
synchronized. Automated campaigns are not synchronized to any
distribution sites.

Microsoft Outlook Synchronization and MaxExchange Synchronization

In a MaxExchange environment with Microsoft Outlook
Synchronization enabled, Maximizer can synchronize with Outlook
on a single server or remote only. Otherwise, duplication of entries
may occur.

When MaxExchange is installed, and at least one MaxExchange
remote has been added as a distribution site, a MaxExchange
Location button appears at the bottom of the Outlook
Synchronization tab. Clicking this button opens a dialog box
containing a drop-down list of MaxExchange servers and remotes for
the current Address Book. Select the MaxExchange server or remote
where Maximizer will synchronize entries with an Outlook profile for
the selected user.
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How Do | Receive Updates?

If your computer is set up for email transport, check to see that your
email application is running. Then start MaxExchange Remote.

When you communicate with the server for the first time, the server
(or a remote server) sends your computer a data packet with an
image of all or part of the central Address Book. (Some entries in the
central Address Book may not apply to you, so the MASTER user may
exclude them from your Address Book image.) From then on, you
receive updates to the central Address Book periodically.

You run MaxExchange Remote to synchronize your distribution site
changes with those on the server. The same information is then
stored on both the server and remote computers, so that all files are
part of the same, single central Address Book. Although the exact
process depends on the chosen transport method, here is an example
of how the synchronization process works:

e Theserver assembles Address Book updates in packets, and sends
them to your computer, and those of other users at other
distribution sites. On your computer, MaxExchange Remote then
picks up this data, transfers it to a temporary inbox, and later
updates or replaces the data in your central Address Book.

e On your computer, MaxExchange Remote assembles Address
Book updates in packets, and sends them to the server.
MaxExchange server then picks up the data packets, transfers
them to a temporary inbox, and updates the server central
Address Book files.

Occasionally, you may receive a message from the MASTER user
informing you that he or she is sending you a refresh (a fresh
replacement image of your MaxExchange data). When the refresh
arrives and is processed, MaxExchange Remote deletes and
completely replaces the image of the central Address Book currently
on your computer with the new, refreshed version from the server.

You can set MaxExchange Remote to check for updates on a regular
schedule. Or, if you prefer, you can request an immediate update at
any time. See “Performing an Immediate Update” on page 398 for
instructions.
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Starting MaxExchange Remote

» To start MaxExchange Remote

¢ Inthe Add-Ins tab, select MaxExchange Remote from the
Office group. Or, double-click the MaxExchange Remote icon
on the desktop.

Receiving the Address Book

When your system administrator instructs you to do so, start
MaxExchange Remote. You will receive an image of the central
Address Book and be prompted to save it in a folder of your choice.

If you plan to employ FTP transport, you must first initiate a
MaxExchange FTP communication session with the server and pick up
the data packet before you can later process it.

If you are a dial-up email user, be sure to set up MaxExchange
Remote for a dial-up connection. For more information, see “Setting
Scheduling Options for Dial-Up Email” on page 413.

If you use email or Network Direct transport, you will receive an
image of the central Address Book in the
“MaxExchange\lnbox\<hexadecimal>" folder on your distribution
site computer assuming you have successful data transport from the
server. Note that when you receive an image by email the
information arrives in the inbox and is moved to the Hexadecimal
folder after processing begins.

Please pay special attention to the instructions particular to the
transport method your computer will employ with the MaxExchange
server. If you are unsure about the transport method you will use,
contact your system administrator before proceeding.

» To receive the central Address Book

n Ensure that you have received your first data packet from the
server on your computer. Your system administrator will inform
you of when an initial data packet has been created and when
the packet will be transported to your computer.

e FTP - You must first pick up the data packet from the server.
For instructions on how to initiate your first MaxExchange
FTP transport session, see “Initiating the First FTP Transport
Session” on page 397.
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@The "hexadecimal” folder is U
actually a folder named with a
hexadecimal number that
corresponds to the Address
Folder ID. This ID is displayed

Network Direct - In your “MaxExchange\lnbox
\<hexadecimal>" folder, look for two files—one with the
extension ATT and the other with the extension HDR. If they
exist, you have received a MaxExchange data packet.

Email - If you see an email message entitled “MaxExchange
Data Packet” in your email inbox, you have received a
MaxExchange data packet.

in the Distribution List dialog E Start MaxExchange Remote.

box in MaxExchange Site

Manager. ﬂ Depending on the transport method you plan to employ, the
methods for initiating the connection with the server vary as
follows:

FTP — You must start by initiating a communication session
with the MaxExchange server. Select File > Connect New
FTP Server. Enter the server IP address (or the server name),
port number, Password (the MAXEXCHANGE password
entered at the server), and Address Book ID for this
distribution site. Click OK when finished.

HTTP - You must start by initiating a communication session
with the MaxExchange server. Select File > Connect New
HTTP Server. Enter the server URL, password, and Address
Book ID for this distribution site. Click OK when you are
finished.

MaxExchange should immediately initiate an FTP/HTTP
session with the server.

Email or Network Direct - Click the Process Data Packets

button.

@ If selecting an existing A dialog will appear asking for the Address Book you want to
Address Book from the drop- designate as your synchronized MaxExchange Address Book.
down list, verify that it is not .. .
the central Address Book. You may select an existing Address Book from the drop-down list

or create a new Address Book.

@ If you create a new Address n After the Address Book has been established, MaxExchange
Book, you must specify a name Remote will inform you that a refresh packet is ready to process.
that is different from the name . . . .
of the Address Book on the Click Yes. The processing status is displayed in the MaxExchange
server. window.

E When packet processing has ended, open the synchronized
Address Book in Maximizer. Examine your data to ensure that it
is correct and complete.
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Initiating the First FTP Transport Session

MaxExchange FTP transport can be initiated only by the distribution
site computer—not the server. Accordingly, a new distribution site
needs to enter information into MaxExchange Remote for this
transport to start.

» To initiate the first MaxExchange transport session
with the server

n You must receive the following information from your system
administrator—the server’s IP Address and/or server name, the
FTP port number, the MaxExchange FTP password, and your
unique Address Book ID (hexadecimal number).

E Select File > Connect New FTP Server.

ﬂ Enter the server’s IP address or server name, the
MaxExchange FTP password, and your unique Address Book
ID.

ﬂ Click OK. MaxExchange Remote will immediately open an FTP
session with MaxExchange server. If the communication is
successful and the first data packet(s) is downloaded to your
computer, log into your Address Book.

FTP Server Connect

FTP server details

E\mary FIP address: || Port: | 21

Secondary FTP address: | Pork: | 21

Passward:

Address Book I : I

E Select File > Process Data Packets.

After your initial data packet has been processed successfully, the
File > Connect New FTP Server dialog is no longer needed for FTP
communication to this particular synchronized Address Book. After
the initial successful FTP communication session, you need only to
select Process Data Packets to start the synchronization process. All
future FTP communications will be handled automatically.
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Starting a Processing Session from Maximizer

@ If you pause a processing
session and exit MaxExchange

Remote, the process starts
from the beginning the next
time you process packets.

You can start a processing session from Maximizer with a simple click
of a button.

» To start a processing session from Maximizer

n In Maximizer, in the Add-Ins tab, select Process MaxExchange
Data Packets from the Office group.

An icon appears in your system tray for MaxExchange Remote.
The icon appears differently depending on the state of
processing.

¢ Processing - Shows a connected network.
¢ Processing Finished - Shows a checkmark.
¢ Failed - Shows an X

While processing is taking place, you can click the Processing
icon to open MaxExchange Remote and view the processing
details.

When the processing session is taking place, the tooltip for
MaxExchange Remote says “Processing”. After the processing
session is complete, the tooltip says “Processing Finished”. If the
connection to the Address Book or FTP server failed, the tooltip
says “Failed”. Otherwise, the tooltip says “MaxExchange
Remote”.

E After the processing session, you can close or open MaxExchange
Remote by right-clicking on the system tray icon and choosing
Exit or Restore.

Performing an Immediate Update

When required, you can perform an immediate update of the central
Address Book. MaxExchange Remote checks for incoming changes
from the MaxExchange server, then makes these changes to the
central Address Book.

After the incoming changes have been processed, MaxExchange
Remote prepares and sends data packets to the server for
redistribution to its other distribution sites. Once the overall
synchronization is complete, the whole central Address Book (both
on the server and at the distribution sites) is up to date.

If you are using email as a transport method, your computer must be
running and the email system must be operating for MaxExchange to
perform an immediate update.
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Your computer must have MaxExchange Remote running, all
necessary transport resources must be enabled (e.g., modem turned
on), and required transport access to the server must be available.

» To perform an immediate update

Click the Process Data Packets button or select File > Process
Data Packets.

MaxExchange Remote updates the central Address Book by first
checking for updates from the server and processing them, then
preparing and distributing your local changes back to the server
for redistribution. (If you enable Remote Dial-up, the order of
these processes may be reversed. See “Setting Scheduling
Options for Dial-Up Email” on page 413 for more information.)

Regardless of which transport method is used, Process Data
Packets simply creates a data packet and puts it into a folder for
transport to the server.

¢ FTP - The data packet files— ATT and .HDR—are created and
put into the \maxexchange\outbox\<hexadecimal> folder.
The distribution site computer will later initiate an FTP
transport session and pick up the packet.

¢ Network Direct - A new data packet is created (.HDR and
.ATT files) and put into a folder for transport. When the data
packet is in the folder, the packet is transported immediately
if you have selected Simultaneous in the Processing and
Transport Times dialog box.

¢ Email - The data packet is sent immediately to your local
email outbox, encapsulated in an email message, and
transported during your next email session.
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Processing Packets

The following sections describe how to process packets from
MaxExchange remotes.

e “Converting Outgoing Packets for Internet Transport” on
page 400

e  "Restricting the Size of Packets” on page 401

e "Disabling the Partial Packet Warning Message” on page 401
e “Saving Outgoing Packets to Disk” on page 402

e “Importing a Server Packet” on page 402

Converting Outgoing Packets for Internet Transport

Internet email uses a different encoding standard than many LAN
email packages. Therefore, if you send data packets over the Internet
to the MaxExchange server, the packets must be converted to 7-bit
Internet format.

» To convert packets for Internet transport

n Select Edit > Email Preferences.
E Select Use 7-bit Internet Format.

E) cliick ok.
Email Preferences [<]
- Sellect your primary email systemm
 Qutlook

" Outlook Express

" Microsoft Exchangs Server
€ Lokus Mail (MART)

© Lotus ccMail (MAPT)

© Novell GroupWise

" Other email system

~Email data packet options ————————————
Mazimum size| 0 KB
I™ Use 7-hit Internat Farmak E
¥ show partial packet warning

~Email login

Email profile:
Password: ||

All subsequent data packet files are converted to 7-bit Internet
format before being sent to the server.
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Restricting the Size of Packets

Depending on the potential size of the updates or the file size limits
specified in your email system, you may need to limit the size of your
MaxExchange data packets to prevent data from being lost.

» To limit the size of packet files

n Select Edit > Email Preferences.

E In the Maximum Size field, specify the maximum size of the file
in kilobytes (KB). (If you do not know your file size limit, consult
your network administrator or email documentation.)

For no limit on data packet size, leave the field blank.

Kl ciick ok.

MaxExchange Remote ensures that no subsequent data packets
are larger than the size you specified.

Disabling the Partial Packet Warning Message

If you set a maximum packet size above, packets created by
MaxExchange that are larger must be split into multiple packets that
do not exceed the maximum size. Until all such partial packets are
received, the distribution site cannot process any of the complete
packets’ parts. When MaxExchange Remote cannot process because
all of the partial packets are not received, it displays a Partial Packet
Warning dialog.

The Show Partial Packet warning dialog is enabled on installation.
When this warning dialog is enabled, you must respond to the dialog
before other packet processing can continue. If the warning dialog is
disabled, packet processing can continue without your response, but
partial packet occurrence may go unnoticed.

> To disable the Partial Packet Warning dialog
n Select Edit > Email Preferences.

E Deselect (disable) the Show Partial Packet Warning checkbox.
E Click OK.
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Saving Outgoing Packets to Disk

When necessary, you can save outgoing data packets to disk such as
floppy diskettes or other removable media, so the packets can later
be imported by the MASTER user into the MaxExchange server.

» To save a packet to disk

e Select File > Save to Disk.

The Save to Disk menu item in the File menu should now have a
check mark next to it.

All subsequent data packets are saved to disk instead of being
transmitted by email. Once the data packets have been saved to disk,
you must send the disks to the MASTER user at the server location.

Importing a Server Packet

There may be times when you receive data packets from the
MaxExchange server that were saved to disk or a hard drive directory
(folder).

» To import a server packet

n Insert the appropriate disk containing the server data packet in
your disk drive.

E Select File > Import Packet.
B Specify the location and file name of the server data packet.
ﬂ Click Open.

Import Packet [ 7] =]
Lockjn:  [3 Tmep =l =

File name:  [EDIDDOM. HDA E Qpen |
Files of type: [ Header Files = Cancel

The data packet is copied to a processing queue and will be applied
to the central Address Book during the next processing of data
packets.
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Setting MaxExchange Preferences

The following sections describe how to set and view preferences and
properties in MaxExchange:

Setting Timing Preferences

“Setting Timing Preferences” on page 403
“Viewing Synchronized Address Book Properties” on page 405
“Viewing Distribution Preferences” on page 405

Timing Preferences in the Edit menu schedules updates for all
transport except dial-up email. This includes FTP, Network Direct
transport, and LAN email. You can set how frequently MaxExchange
Remote processes data packets. At the interval you specify,
MaxExchange Remote will transport its updates to the MaxExchange
server.

For MaxExchange synchronization to occur successfully, you must
ensure the following:

\/

Your computer is on.
MaxExchange Remote is running.

All necessary transport resources are enabled (for example, the
modem is turned on).

The required transport access to the server is available.

To set timing preferences

Select Edit > Timing Preferences.

In the Timing Preferences dialog box, specify your processing
and transport times. The behavior of each option depends on
the Transport Method used.

Choose Manually (transports packets immediately after the
initiation of a processing session), Simultaneously (transports
immediately after processing), or Independently (process and
transport at different times).

Transaction Processing Settings allow you to set processing to be
activated automatically at a specific time.

If no First Process time or Processing Interval is set, data packet
processing will occur only when you do immediate processing
using the File > Process Data Packets command.

If you want to schedule a data processing time, enter the fields
as follows:
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¢ In the First Process At field, type the time at which
processing is to start for the first time after these settings are
changed. Specify the time in 12-hour format; for example,
7:00 PM.

¢ In the Processing Interval field, type the frequency and
select the units for how often processing should occur; for
example, every 15 minutes. You can select intervals as short
as every 1 minute or as long as every 24 hours.

n Transport Time Settings are available only when Independently
is chosen above. These settings allow you to transport packets at
times independent of when you process data packets.

¢ In the First Transport At field, type the time at which
transport is to start for the first time after these settings are
changed. Specify the time in 12-hour format; for example,
7:00 PM.

¢ In the Transport Interval field, type the frequency and
select the units for how often transport should occur; for
example, every 15 minutes. You can select intervals as short
as every 1 minute or as long as every 24 hours.

E Select the Automatically transport packets and process
data on Windows login option to automatically start
processing when you log into Windows.

E Disable the Display remote client when automated
processing begins option if you do not want the MaxExchange
Packet Transport dialog box to appear during an automated
processing session. The MaxExchange Remote processing icon
will still appear in the Windows system tray.

Click OK.

Timing Preferences x|

—Transport and transaction processing timing

How do pou want the timing of MaxExchange transaction processing and transport to be handled?

€ Manually - Manual data pracessing and transport session E

& Bimuiltansoush - Transpor packets mmadiately beiore andror after data pIocessg

" Independently - Schedule packet transport and transaction pracessing independantly

Eist process at [1201 M E
Bocesshg nterval [12 [houts) 7]
Figs transpert at: [12.01 AM
Tiensport e 12 [houts) 2] ﬂ

[v fwtomatically transport packets and process data on \Windows login E

[ Display remate client when automated processing beging

You must exit and restart MaxExchange Remote for your changes to
take effect.
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Viewing Synchronized Address Book Properties

You may view certain transport information for every synchronized
Address Book on a distribution site computer. MaxExchange reads
transport information contained in the MXZREM.BIN file in the
“MaxExchange” program directory.

> To view synchronized Address Books on a remote
computer.

n Select View > Synchronized Address Books.

E The Address Book name, its transport method, Address
Book ID, server address, and server port number are shown.
You can change the server address and port number if necessary.

E When finished viewing, click Close to exit the dialog.

Remote Synchronized Address Be 2 x|

Address Book | Transport T... | Address BookID | Server Address FTP Part Number |
ArancioffterRCL FTR 38DAESOD exchlabt 21

Preferences Properties | Elose I

Viewing Distribution Preferences

» To view distribution properties

¢ The distribution preferences can be viewed in MaxExchange
Remote by clicking the Preferences button while viewing the
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synchronized Address Book properties (View > Synchronized
Address Books).

Remote Synchronized Address Baoks x|
Address Book | Transport T... | Address BookID | Server Address FTF Port Number |
ArancioAfterRCL FTP 39DAESID exchlabil 21
Distribution Preferences x|

—Company Library Document:
¥ Distribite

Prefersnces |  Properties
\

™| Bo ot distribute documents older than:

™| Do ot distribute documents larger tham:

—Knowledge Base Artides
[¥ | Distribute

™| Bo ot distribute documents older than:

MaxExchange Remote
distribution preferences

I~ | bo et distribute documents larger ten:

i~ General Document:

™| Bo ot distribute documents older than:

I™ | o not distribute documents larger than:

[~Motes

12021 22
!

I~ | Bo et distribute rotes ofder than;

I~ | Dot distribute riotes [arger tan:

i
0l

Favorite Lists
’7 I~ | Distribute Fayarits Lists on refrash

» To view distribution properties in Maximizer

@ Note that these Distribution ¢ Distribution preferences appear as part of the properties for
attributes (other than the Company Library documents, knowledge base articles, general
default preferences option) . . .
override the preferences set in documents, and notes (right-click on one of these items and
MaxExchange Site Manager. choose Properties). Only the MASTER user has rights to change

these preferences in the Properties dialog box (in Maximizer).

Document Properties [ %]

~Details of document:

Name: | Price List|

Owmer; [Public 3|

Date: [ October 12, 2004
Time: [ 3:59 Pt

Creator: IJUE Napoli LI
Description: =l
]

Size: [ 16,00 KB

— Distrib

' Eollow distribution preferences

I Ignore fiter by age Distribution preferences for a
- general document

™ Ignore filter by size
" Do not distribute this document
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FTP Transport Method

The following sections include instructions that apply only to the FTP
transport method.

e “FTP Test Option” on page 407

e  "Retrying an Unsuccessful FTP Connection” on page 408

e  “Connecting by Dial-Up Using FTP” on page 409

e "Changing Your MaxExchange FTP Password” on page 410

FTP Test Option

If the connection fails, try using the FTP Test functionality. This is a
method to test the FTP connection providing detailed information of
why a connection fails, if necessary.

FTP Test =]

FTP Test Setup

1P Address: | Bort humber 21
Password : ————  AddressBookID: l—

% Passive Server Made Only " Active Server Mode Gnly —  Either Mode

Perform FTP Test

oK

If the FTP test is successful,the fields are automatically populated
with the successful test settings when you initiate a new FTP
connection with the server.
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Retrying an Unsuccessful FTP Connection

If you attempt an initial FTP communications session and receive
notification from the program of FTP communication failure, select
File > Retry FTP Server Connect to re-enter your FTP settings and re-
establish an FTP session with the server.

» To retry a failed FTP communication session with
the server

n Select File > Retry FTP Server Connect.

E Verify that you have entered the correct server’s IP Address and/
or server name, FTP port number, the MaxExchange FTP
password, and your unique Address Book ID.

Kl ciick ok.

n MaxExchange Remote immediately opens an FTP session with
MaxExchange server. If the communication is successful and the
first data packet(s) is downloaded to your computer, log into
your Address Book.

E Select File > Process Data Packets.

After your initial data packet has been processed successfully,
the File > Retry FTP Server Connect dialog is no longer needed
for FTP communication to this particular synchronized Address
Book. After the initial successful FTP communication, you need
only to select Process Data Packets to start the synchronization
process. All future FTP communications will be handled
automatically.
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Connecting by Dial-Up Using FTP

When you are using FTP, the connection between the server and
remote is always initiated from the remote computer. This can be
done through a LAN or a dial-up connection. If a remote is set up for
dial-up connections and a connection fails, a Windows Dial-up
Connection dialog box appears when a processing session is initiated.
This includes when a processing session is automated.

» To connect by dial-up using FTP

e Click the Connect button. You can enable the Connect
automatically option if you want to dial in to your Internet
service provider when you start a processing session.

Dial-up Connection x|
Select the service you want to connect

to, and then enter your user name and

password,
Connectto: | Dialup -
Username:  [masimizer

Password

¥ Save password

™ Conmect gutomatically

Comect | Seftings. Cancel

If you have set up your remote computer to process upon
startup, the Windows Dial-up Connection dialog box
automatically appears when you log on to Windows. Otherwise,
when you click the Process Data Packets on the remote
computer, the Dial-up Connection dialog box appears.

Timing Preferences x|

—Transport and transaction processing timing

How do pou want the timing of MaxExchange transaction processing and transport to be handled?

" Manually - Manual data processing and transport session

& Bimuiltansoush - Transpor packets mmadiately beiore andror after data pIocessg

" Independently - Schedule packet transport and transaction pracessing independantly

Eist process at [1201 M

Bocesshg nterval [12 [houts) 7]
Figs transpert at: [12.01 AM

Tiensport e 12 [houts) 2]

% Automatically ransport packets and procsss data on \windows login <

[¥ Display remote clisnt when automated processing begins
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Note that in your Internet Options, the Dial whenever a
network connection is not present option on the
Connections tab must be set in order for the Windows Dial-up
Connection dialog box to appear.

Internet Options

General | Securiy | Privacy | Content Connectians | Programs | Advanced |

i Tosetup an Intemet connection, click
Setup

i~ Diakup and Yitual Private Metwork settings—————————————————

Diskup Connestion Add..
Rermove

Choose Setiings if you need to configure a proxy Settings
senver for & commeaion,

© Never il a gonmection

Gl <}
© ey el my defaul cgrmection

Curent defauls Nare Set Defaul

i~ Local Area Netwark (LAM] setting:

LA Setiings do not apply to diahup connections. LA Settings..
Chaoss Settings abovs for diakup settings

ok Cancel Apply

Changing Your MaxExchange FTP Password

When the MAXEXCHANGE user profile Password changes, all
distribution sites need to receive this information so that they can
access the MaxExchange FTP server.

The MAXEXCHANGE Password can be changed only at the server
using the MaxExchange Site Manager. When the Password is
changed, and the change is processed by the server, the change is
contained in a data packet for each distribution site to pick up.

» Changing your MaxExchange FTP password

n Click Process Data Packets. The data packet containing the
Password change is downloaded to your computer.

If your computer is set to use FTP transport, and the server FTP
password has been changed, you will receive the Server Login
dialog:

E Enter the password given to you by your system administrator.
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Kl cliick ok.

Server Login [x]

The connestion ta the FTF server at 204.174.40.9 has failed
because your passsword isnt walid any more. Pleass enter the new
password, and pracess again.

New Password: E
El

To process any additional packets retrieved after the Password
change, click Process Data Packets once again.

Email Transport Method

The following sections include instructions that apply only to the
Email transport method.

e  “Changing Email Preferences” on page 411

e “Changing Email from LAN to Dial-Up or Vice Versa” on
page 413

e  “Setting Scheduling Options for Dial-Up Email” on page 413

Changing Email Preferences

To optimize MaxExchange Remote operations when using email data
transport, you may specify the email system you plan to use in the
Email Preferences dialog box.

When you select your email system in the Email Preferences dialog
box, MaxExchange accounts for the differences in the third party
email software to ensure proper transport operation.

Email preferences should not have to be changed except under the
following circumstances:

* You are installing MaxExchange Remote and your chosen
transport method is email.

* You are changing your email application software.
®  Your transport method is changed to email.

» To set email preferences

n Select Edit > Email Preferences.

E Select the email system that applies to your computer.
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@ Email account information is

set up after your email
application is installed. If you
are using Microsoft Outlook,
you can access this
information through the
Windows Control Panel. See
your system administrator for
more information.

B Specify the maximum size of any single packet in kilobytes

(KB). This applies to the outgoing packet size on the remote.
Email packets are then limited to this size. If a packet is larger
than this limit, the packet is spanned into smaller packets within
the limit. If the limit is set to 0, the packet size is unlimited.

Indicate whether to convert packets so they can be sent over the
Internet in its standard, 7-bit email format. If you send packets
over the Internet, you must select this option to ensure that they
are reliably transmitted.

Enable the partial packet warning if necessary.

When the size of a packet exceeds the maximum size set for a
packet (if enabled in Maximum Size above), partial packets are
created. The sum of these partial packets makes up the entire
data packet. For instance, take an example where a system
administrator sets the limit on packets to 2 MB (or 2000 KB).
Assume that the Server creates a large data packet that is 3.5 MB
or 3500 KB. MaxExchange will break this packet into 2 partial
packets. If only one of these data packets arrives, but the other is
still in transit, the data from the first partial data packet cannot
be processed until the second partial data packet is received as
well.

Enter your email account Email profile/User name and
password (if required). The available options vary depending
on what type of email application you are using.

Click OK.

~Sellect your primary emal system

£ Outiook

© Outlook Express

" Microsoft Exchange Server E
© Lotus Mail (MAPT}

€ Lokus cciMail (MART)

© Movell GroupWise

" Other email system

Mazximum size [ 0 KB ﬂ

Use Z-bit Internet Format
¥ Show partial packst warning

~Email login
Email profile:
Password: ||
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Changing Email from LAN to Dial-Up or Vice Versa

To change a distribution site computer from a LAN remote to dial-up
remote, or vice versa, you must make changes to both the
MaxExchange Remote settings and your current mail driver on the
distribution site computer.

» To change a LAN email remote to a dial-up email
remote

n Select Edit > Remote Dial-Up Preferences. Set all time fields in
the Process and Transport Timing group box and select the
Enable Remote Dial-Up checkbox.

E Change your current mail driver from Network to Remote.
Contact your system administrator for additional details.

ﬂ Ensure that the automatic dial-up time of your email
communications program corresponds to the processing and
communication times set above.

Setting Scheduling Options for Dial-Up Email

If you are using dial-up email to exchange updates with the
MaxExchange server, you can set a schedule for processing and
sending the updates.

You can set up MaxExchange Remote and your email connection to
automate the process of dialing into the email system and sending
and receiving central Address Book updates. When you set up an
automatic dial-up schedule, you do not need to see MaxExchange
Remote again until you want to change its settings. You simply set
your email application to automatically connect using the same
schedule you set for MaxExchange Remote. For more information
about scheduling email connections, see the documentation for your
email program.

Remote dial-up scheduling can be used only when the following
conditions are present:

e Email is the Active Transport Method for your MaxExchange
data transport.

e  The third-party email program you employ has its remote email
client/driver set.

When dial-up email is not installed, the Edit > Remote Dial-Up
Preferences dialog is unavailable.
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» To set remote dial-up scheduling options

n Select Edit > Remote Dial-Up Preferences.

E In the Remote Dial-Up Preferences dialog box, select the Enable
Remote Dial-Up checkbox.

Remote Dial-Up Preferences

Processing & communication times

1:00 AM
2:00 AM

Pre-connect processing time:

Communications time:

3:00 AM

Post-connect processing time:

[~ Enabie remote dial-p}

E In the Pre-Connect Processing Time field, type the time at which

you want to create outgoing data packets for later transmission
to the server.

n In the Communications Time field, type the time at which you
want the update data packets placed in your email outbox.

You must configure your email program to connect and send
and receive mail separately. You should set it to do so sometime
later than the Communications Time.

E In the Post-connect Processing Time field, type the time at which
you want MaxExchange Remote to process incoming data
packets from the server to update your image of the central
Address Book.

I3 ciick ok.
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Troubleshooting Logs

The following sections describe how to set up and view
MaxExchange troubleshotting logs.

e “Setting Up the Troubleshooting Logs” on page 415
e  "Checking the Troubleshooting Logs” on page 416

Setting Up the Troubleshooting Logs

You can log MaxExchange Remote activity in troubleshooting logs.
MaxExchange Remote creates two logs for each synchronized
Address Book (a Packet Summary Log,
[AddressBookName]_packlog.txt, and a Remote Activity log,
[AddressBookName]_log.txt), both of which are text files located in
the same directory (folder) as your MaxExchange programs.

» To create logs

n Select Edit > Logging Preferences.

E To log when data packets are received by your computer, select
Maintain Packet Summary. Log information is saved in the
text file [AddressBookName]_packlog.txt.

E To log detailed information about when data packets are sent
and received, and what happens to them, select Maintain
Remote Activity. Log information is saved in the file
[AddressBookName]_log.txt.

ﬂ Indicate the level of log detail you want to see in the
[AddressBookName]_log.txt:
e Tolog errors only, select Low.

e To log record-level updates (additions, changes, and
deletions of Maximizer entries), select Medium.

¢ To log field-level updates (details of changes within
Maximizer entries), select High.

E Click OK.

Logging Preferences [x]

ok
Caneel

~Loglevel

© Low [Errars anly)

& Medium [General activity)
€ High [Field level activity)
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Checking the Troubleshooting Logs

@ If you employ email transport,
you may also check your email
system’s conversation log for
more information.

If you have set the troubleshooting logs to record MaxExchange
activity, you can check the logs when you experience problems
during a synchronization session or suspect that updates are not
being sent or received.

Remote Activity Log ([AddressBookName]_log.txt)

Check the [AddressBookName]_log.txt by selecting View > Remote
Activity Log. The [AddressBookName]_log.txt file can include:

e  The number of information packets sent.
¢ The number of information packets received.

e The number of additions, updates, and deletions made to your
image of the central Address Book.

The contents of the log depend on the detail level you set when
configuring MaxExchange Remote’s log file.

Packet Summary Log ([AddressBookName]_packlog.txt)

For information about the date and time information packets were
received, check the [AddressBookName]_packlog.txt by selecting
View > Packet Summary Log.
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Backing Up Address Book Data

@ For information on backing up

Address Books in Maximizer
CRM Enterprise Edition, see
the Maximizer CRM
Administrator’s Guide and
your Microsoft SQL Server
documentation.

Quick Backup

@ If you are backing up a global

Address Book from a
workstation, the backup is
automatically saved to the
default SQL Server Express
backup folder. You do not
have the option to save the
backup to a different location.

You can back up and restore Maximizer Address Book data. If your
Address Book uses a custom dictionary or holidays you must back up
this data separately from the Address Book. After creating backup
copies of your Address Book, you can restore the Address Book using
Administrator.

The following two backup procedures are available in Maximizer
CRM Group Edition:

e Regular Backup - This backup procedure requires the Address
Book to be closed and must be done in Administrator. See the
Maximizer CRM Administrator’s Guide and Administrator Help
for assistance

¢  Quick Backup - This backup procedure is performed on an open
Address Book. You can perform a Quick Backup from either
Administrator or Maximizer. If security is enabled, you will need
access to the MASTER user password.

The following sections contain information on backing up Address
Book data in Maximizer:

e "Quick Backup” on page 418
e “Backing Up the Dictionary and Holiday Files” on page 420

You can use the Quick Backup command in Maximizer CRM Group
Edition. The advantage of using Quick Backup over a regular backup
is that you can perform frequent backups of any open Address Book.

By default, the backup is saved to the current Address Book folder. If
you don’t want to save the backup to this location, you can browse
to another one.

If you choose to save the backup to the default location, Quick
Backup creates a subfolder named Backup in the same folder as the
Address Book files.

The backup file name includes the current date as an identifier. For
example, the following backup file was created from a Quick Backup
performed on March 23, 2007. (The backup was saved to the
following default location).

C:\ProgramData\Maximizer\AddrBks\EsconaTutorial\Backup\EsconaT
utorial_20070815_01.BAK

The “_01" is added to the file name to differentiate between

backups from the same day, so a second backup on the same day
would be saved as follows:
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C:\ProgramData\Maximizer\AddrBks\EsconaTutorial\Backup\EsconaT
utorial_20070815_02.BAK

Quick Backup also lets you determine how many backups are kept. If
you were to set Quick Backup to retain only five backups, then when
you create the sixth backup, Quick Backup deletes the oldest backup.

» To perform a Quick Backup

n Open the Address Book to back up.

E In the top-left corner of the window, click the Maximizer
button, and select Quick Backup.

The Quick Backup Address Book dialog box opens.

Quick Backup Address Book ==
MASTER user password
Password: —
Backup Options
Backup Location: | Browse...

W Retsinlsst [5 = bacups

NOTE: To restore your Address Book data, use the Maximizer Administrator module. Select
Start > Programs > Maximizer > Administrator to open Maximizer's Administrator
module. Then, choose the ‘Utilities > Restore Address Book...' command.

ﬂ Enter the MASTER user password.
If this field is disabled, continue to the next step.

ﬂ Select the backup folder:

e To save the backup file to the default location (Address Book
folder), leave the Backup Location field blank.

¢ To save the backup file to a different location, click Browse.
Select a folder and click OK.

The location is displayed in the Backup Location field.

E If necessary, specify the number of previous backups to retain:
This step is necessary in the following cases:
* You are backing up a local database on a workstation.

* You are backing up a global or local database on a server
machine.

E Click OK to begin backing up.

When the Quick Backup is complete, a message box confirms
that the backup was successful. The backup file name and
location are displayed.
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Click OK.

Backing Up the Dictionary and Holiday Files

@ Holiday files are created in

Holiday Editor in
Administrator. The holidays
listed in the Holiday Editor
appear in the Calendar in
Maximizer. You can use
Administrator to modify or
delete existing holidays, or add
new holidays.

@ By default, the Maximizer

program folder is C:\Program
Files\Maximizer. If Maximizer
was installed in a different
folder, then change the path
accordingly.

The Maximizer dictionary and holiday files are not backed up as part
of the Address Book backup procedures. Therefore, if you have
customized the dictionary or holidays, you need to back up those
files separately, especially before upgrading or re-installing
Maximizer.

To back up the dictionary and holiday files, copy them from the
following location and paste them to another location, preferably
the same location where your Address Book is backed up.

The user dictionary file is unique to each Maximizer workstation, so
you will need to back up this file for each workstation.

User Dictionary File Location:

C:\Program Files\Maximizer\MaData6\Userdict.lexHoliday File
Location:

C:\Program Files\Maximizer\MaData6\Mxzhol.nam
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Exporting Address Book Data

@ Encrypted user-defined fields
cannot be exported.

You can export Address Book entries, customer service cases, and
knowledge base articles from Maximizer, not Administrator.

Exporting Address Book entries creates a text file or XML file
containing information from the current Address Book. It exports
any Companies and Individuals selected in the Address Book list. If no
Address Book entries are selected, it exports all Companies and
Individuals currently displayed in the list.

The following sections contain information on exporting Address
Book data from Maximizer:

e  "Exporting Address Book Entries in XML Format” on page 421
e  "Exporting Address Book Entries in Text Format” on page 423
e  "Selecting Fields for Export” on page 426

e  “Exporting Customer Service Cases” on page 426

e "Exporting Knowledge Base Articles” on page 428

Exporting Address Book Entries in XML Format

@ The unique ID is exported with
each Company or Individual,
but unique IDs for contacts are
not exported.

By default, exporting Address Book entries in XML format exports
name, address, phone number, email address, and company details
information from the Basic Information tab of the selected
Companies and Individuals (or all entries in the list if none are
selected). You can then easily import this file into another Maximizer
Address Book.

You can optionally export the following additional information:

¢ Include contacts exports the contacts associated with the
exported Address Book entries.

¢ Include Customer Service Cases exports customer service
cases associated with the exported Address Book entries.

¢ Include Opportunities works the same way as Include
Customer Service Cases from above. It exports opportunities
associated with the exported Address Book entries.

¢ Include UDFs exports all Address Book user-defined fields
associated with the exported Address Book entries, along with
their attributes, and in the case of table user-defined fields, any
items they contain. Keep in mind that exporting user-defined
fields increases the length of time required for the export
process, and not selecting this option improves speed.
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@ Formula user-defined fields are
exported as alphanumeric,
date, or numeric user-defined
fields. The values are exported,
but they will not be
recalculated after export.

¢ Include notes exports notes associated with the exported
Address Book entries, including date and time, owner, creator,
type, and text fields.

¢ Include documents exports documents associated with the
exported Address Book entries, including date and time,
document type, document name, creator, owner, as well as the
document data itself.

e Support non-English characters converts the contents of the
exported XML file to Unicode format, which is required for
languages using more than one byte per character, such as
Chinese. If you don't select this checkbox, characters will be
exported in ASCIl format.

» To export Address Book entries in XML format

n In Maximizer, open the Address Book window, and select the
Companies and Individuals to export.

Don't select any entries to export all entries currently displayed
in the Address Book list.

E In the top-left corner of the window, click the Maximizer
button, and select Import/Export/Transfer. Then, under
Export, select Address Book entries.

The Export Address Book Entries dialog box opens.
E From the Format drop-down list, select XMMIL.

Export Address Book Entries ==

Spedfy expart file

Eormat: |Comma Separated Value () v| [~ DOS text
d Value

Comma Separatec
Export option{tab-delmited
¥ Incude field names as first record in export fle

-

===

Cancel

ﬂ Click Browse.
The Select Export File dialog box opens.

E Specify the destination location and file name for the exported
file.

E In the Save as type drop-down list, select either MXI or XML.
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Click Save.
B save As ==
Savein: [ )] Madmizer - o B
L= Name * Date modified Type
i
— =] ABentries070612.xm 10/15/2007 200 PM XML Docu
Recent Places
Desktop
=
Joe Mapol
A
Computer
A < i r
-
Netwok  Fie name [ABErines071012 -] Save
Saveastype: | WA ) =] Cancsl ‘

MXI " rodi:”
All Files (.

B Select any of the Export options, as needed.

El ciick ok.
Export Address Book Entries ==
Spedfy export file
File name: \ D:\Maximizer \ABentries071012 Browse...
Format: [xmL - =
Expart options
-

I~ Indude contacts

[~ Include Customer Service Cases
[~ Include UDFs

I~ Indude notes

I~ Indude documents

[~ Support non-Engiish characters

Exporting Address Book Entries in Text Format

You can export Address Book entries in the following text formats:
comma-separated values (CSV) and tab-delimited. User-defined fields
that contain more than one item are not supported in a CSV or
tab-delimited export. Use XML export instead.

Exporting to comma-separated values (CSV) format creates a file with
a .CSV extension, which is readable by spreadsheets such as Microsoft
Excel and many other programs.

Exporting to tab-delimited format creates a text (.txt) file with tabs
separating each field value. This file is readable by any program that
supports .txt files.
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Exporting to these formats exports selected Companies and
Individuals in the Address Book, but you do not have the option of
exporting Contacts.

Unlike XML format, exporting to CSV and tab-delimited format
enables you to specify individual fields to export, including Address
Book user-defined fields.

You can also export notes associated with the Companies or
Individuals. You have the option of exporting all notes or most
recent notes.

» To export Address Book entries in CSV or
tab-delimited format

n In Maximizer, open the Address Book window.

E In the top-left corner of the window, click the Maximizer
button, and select Import/Export/Transfer. Then, under
Export, select Address Book Entries.

The Export Address Book Entries dialog box opens.

E From the Format drop-down list, select Comma Separated
Value or tab-delimited.

Export Address Book Entries ==

Spedfy export file

File name: | Browse...

Format: |Comma Separated Value (")) ~ [ DOS text
ed Value

Comma Separa
Export option{ tab-delimited
XM
¥ Indude field names as first record in expart file

-

] ] =N =

ﬂ Click Browse.
The Select Export File dialog box opens.

E Specify the destination location and file name for the exported
file, and click Save.

You can verify that the format you selected previously appears in
the Save as type field.



B Save As ==
Savein: [ )} Maxmizer ~| il g
I Name - Date modified Type
i .
- Ne items match your search.
Deskiop
=
Joe Napoli
Computer
i g = B
-
Network  File game [Agertneso71012 | Save
Saveastype:  [CSV(esv) | Cancel

E Specify the remaining export options.
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e To export data that is in DOS standard ASCII, select the DOS

text checkbox.

If the data is in ANSI ASCIl (Windows default), do not select

the checkbox.

¢ To export the field names exported as the first record in the

exported file, similar to a headings row, select the Include

field names as first record in export file checkbox.

Export Address Book Entries ==

Specify export file
File pame: | D:WMaximizer\ABentries071012

Eormat: |Comma Separated value (") ~ [~ DOS text

Export options

¥ Include field names as first record in export file

-

:

=

:

A

r

—

Click OK.

The Select Fields for Export dialog box opens.

clicking Add.

—or —

B From the Available Maximizer fields list, select each field and

Click Catalog to retrieve a previously saved export list.

For more information, see “Selecting Fields for Export” on

page 426.
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Select Fields for Export ==
Avaiable Maxdimizer fields: Order of export fields to
ABentries071012.CSV:
*UseAlternateForm - First Name
< Empty Field > Last Name
Account Manager C Company [ Individual Name
Category T Address Line 1
Compan! Address Line 2
asd-> | [y
Customer Profile\Contact How? State / Province
Customer Profile Emplayees P— _
Customer Profile\First Contacted Date —

Customer Profile\Have Internet Access
Customer Profile\Industry

Customer Profile\Preferred Language
Customer Profile\Region

Customer Profile\Retail Wine Cost
Customer Profile\Size of Client
Customer Service\Contract Expiry
Customer Service\Contract Number
Customer Service)l ast Customer Service Cal
Department

Discount Levels\Percentage RED
Niscouint | ewels\Percentans ROSE

< m D

Export Cancel ‘ Catslog |

E Click Export to begin the export process.

Selecting Fields for Export

When exporting to CSV or tab-delimited format, you must select
which fields to export, and in which order. The Select Fields for
Export dialog box has two columns: the left column lists the Address
Book entry basic fields, user-defined fields, and two fields for notes;
the right column is initially blank. Select the fields to export from the
left column and add them to the right column.

The order of fields in the right column is the order in which they will
be exported. If you need to change the order of any fields, select
each one and click Remove to delete it from the list; then, in the right
column, select the field after which you want to place another field.
Fields added to the right column appear directly below the field
currently selected in the right column.

Once you have established the order of export fields as you would
like it, you can click the Catalog button to save the export list for
future exports. In the Export Catalog dialog box, click Add to create a
new saved export list, or click Save to overwrite an existing export
list. The Retrieve button opens an existing export list.

Exporting Customer Service Cases

You can export customer service cases, their associated Address Book
entries, as well as any related user-defined fields, notes, or
documents. Exporting customer service cases exports any cases that
have been selected in the Customer Service window (or all cases in
the list if none are selected). The export file can be either Maximizer
XML Interface (MXI) or XML format.

MXI and XML files are both in XML format. However, you can import
into Maximizer with MXI files more easily than XML format. To



@ You can also export customer
service cases from the Export
Address Book Entries dialog
box, but doing so only exports
cases associated with the
exported Address Book entries.
For more control over which
cases are exported, use Export
Customer Service Cases.

@ Formula user-defined fields are
exported as alphanumeric,
date, or numeric user-defined
fields. The values are exported,
but they will not be
recalculated after export.
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import an MXI file, simply double-click the file and it automatically
handles the import.

The Export Customer Service Cases dialog box includes the following
options:

¢ Include UDFs exports all Customer Service user-defined fields
associated with the exported cases, along with their attributes,
and in the case of table user-defined fields, any items they
contain. Keep in mind that exporting user-defined fields
increases the length of time to export, and not selecting this
option improves speed.

¢ Include notes exports notes associated with the exported cases,
including date and time, owner, creator, type, and text fields.

¢ Include documents exports documents associated with the
exported cases, including date and time, document type,
document name, creator, owner, as well as the document data
itself.

e Support non-English characters converts the contents of the
exported MXI or XML file to Unicode format, which is required
for languages using more than one byte per character, such as
Chinese. If you don't select this checkbox, characters will be
exported in ASCIl format.

\

To export customer service cases

n In Maximizer, open the Customer Service window, and select the
cases to export.

Don't select any entries to export all entries currently displayed
in the Customer Service window.

E In the top-left corner of the window, click the Maximizer
button, and select Import/Export/Transfer. Then, under
Export, select Customer Service Cases.

The Export Customer Service Cases dialog box opens.

E Click Browse.
The Save As dialog box opens.

n Specify the destination location and file name for the exported
file.

E From the Save as type drop-down list, select either MXI or XMIL.
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B Save As ==
Savein: [ Madmizer - i gl
R Name ’ Date modified Type
gy
", % ABentries070612.xml 10/15/2007 200 PM XML Dacu
Recert Places  —
Desktop
i
Joe Napoli
LY
Computer
i Q m v
-
Network  File name: [ABentrieso70812 ~] Save
Save as type: [ 1341 * o i) | Cancel

> o
XML ("xmi)
Al Files (*

E Click Save.
Select any of the export options, as needed.

Export Customer Service Cases ==l

Blle Name: | p: \Maximizer\ABentriesD 706 12.mxi Browse...

I™ Indude UDFs
I™ Indude Notes
I™ Indude Documents

I™ Support non-English characters

oK Cancel

El ciick ok.

Exporting Knowledge Base Articles

You can export knowledge base articles to either MXI or XML
format. The resulting file contains the content of the article itself, as
well as additional information, such as file name, file extension,
keywords, product, status, and creator.

» To export knowledge base articles

n In Maximizer, open the Knowledge Base window.

E In the top-left corner of the window, click the Maximizer
button, and select Import/Export/Transfer. Then, under
Export, select Knowledge Base Articles.

E Specify the destination location and file name for the exported
file.
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ﬂ From the Save as type drop-down list, select either MXI or
XML.

E Click Save.

Importing Address Book Data

Use Administrator or Maximizer to import Address Book information
from other sources. Some import methods are available only through
Administrator.

After importing Address Book entries into Maximizer, a list of
imported Address Book entries is stored in a Favorite List named
according to the file format and import date and time.

Maximizer provides the following methods of importing data. The
best import method depends on the type of data you are importing.

e  MXI or XML Files - This method imports Address Book entries,
customer service cases, knowledge base articles, and other data
from MXI (Maximizer XML Interface) or XML Files. These MXI
and XML files may have been created by exporting from
Maximizer or by exporting the information from another source
and converting it to XML using the Maximizer XML schema. For
more information about the Maximizer XML Schema, refer to
the Maximizer CRM Administrator’s Guide.

¢ Address Book Entries — This method imports entries from a
text file that is created when you export from another
application. Outlook, for example, can export its address book to
a text file. When you import from a text file, you must choose to
import all the entries as Companies/Individuals or as Contacts, or
you can do a two-tier import to import Companies/Individuals
first and then import the associated Contacts.

e ACT! or GoldMine Database - Importing an ACT! or GoldMine
database is straightforward as Maximizer can detect the ACT! or
GoldMine database version and map the fields automatically. In
Maximizer CRM Enterprise Edition, this import method is
available through Administrator only. In Maximizer CRM Group
Edition, this import method is available through Administrator
or Maximizer if you are logged in as the MASTER user. For
information about importing from ACT! or GoldMine, refer to
the Maximizer CRM Administrator’s Guide.

e Other Contact Manager Database - This option enables you
to import a variety of data file formats, including Organizer,
Clipper, dBASE, FoxBase, and FoxPro, among others. or
GoldMine database version and map the fields automatically. In
Maximizer CRM Enterprise Edition, this import method is
available through Administrator only. In Maximizer CRM Group
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Edition, this import method is available through Administrator
or Maximizer if you are logged in as the MASTER user. For
information about importing from other contact manager
databases, refer to the Maximizer CRM Administrator’s Guide.

The following sections contain information on importing Address
Book data into Maximizer:

e “Importing Address Book Entries” on page 430
e “About Two-Tier Imports” on page 432

e "Field Mapping” on page 432

e “Ilmporting MXI and XML Files” on page 433

¢  "The MaxExchange Distribution Field and XML Import” on
page 434

e “Importing Knowledge Base Articles” on page 435

Importing Address Book Entries

@ Always back up the Address
Book before importing.

The Import Address Book Entries command enables you to perform a
two-tier import. In a two-tier import, you first import Company
entries as Companies/Individuals Address Book entries, and then you
import the people as Contacts.

If you import a Company record, and an existing Company record in
the database has an identical value in the “Company” field, then the
records are considered duplicates, and Maximizer will not import the
duplicate Company record. However, Maximizer will import
duplicate Individual and Contact records.

Note that user-defined fields containing more than one available
item are not supported in a CSV (comma-separated values) import.
Use the Advanced Import feature or MTI (Maximizer Transfer
Interface) as an alternative.

» To import Address Book entries

n In the top-left corner of the window, click the Maximizer
button, and select Import/Export/Transfer. Then, under
Import, select Address Book Entries.

The Import Address Book Entries dialog box opens.
E Click Browse and locate the file to import.

B Under Type of import, select the type of Address Book entries
you want to create from the import—Companies / Individuals
or Contacts.

If you are performing a two-tier import, first select the
Companies / Individuals. Then, after completing this procedure,
repeat it a second time to import the Contacts.



@ You can save the field
mapping for reuse by clicking

the Catalog button.
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ﬂ Under Lead handling, select the appropriate option for
importing records as lead or non-lead Address Book entries.
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Import Address Book Entries ==
Select mpart file
File name: | Browse...
Format: [Comma Separated Value () | T postext
Type of mport Error handing Lead handing
& Companies / Individuals @+ Display each error @+ Use values from the import file
" Contacts " Virite errors to fle " Import all entries as leads
" Impart gll entries as nen-feads

H ciick ok.
The Select Fields for Import dialog box opens.

E Map the Maximizer fields with the fields in the file.

In the Available Maximizer fields column, select the field
that best corresponds to the first field in the Fields from file
column, and click Add.

For example, if the first field in the right column is First
Name, select First Name from the Available Maximizer fields.

To exclude a field from being imported into Maximizer, add
<Skip Field> to the middle column for that field position.

Repeat this step until you have mapped all the fields from the
source file to Maximizer fields.

Specify the remaining settings for the import.

To convert text that is in capital letters (uppercase) into
mixed case, select the Convert to name case option.

To exclude the first line from being imported, select the Do
not import first record; it is a header option.

Many comma-delimited data files use the first line as a
column header.
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B Click Import.

Select Fields for Import ==l

Available Maximizer ficlds: Order of Import Fields fram file Herb, csv:
- Field Number 14:

MNotes (Address Book entries) P First Name 1. First Name
Partner (Retail-Reseller) Info\Business Partner Level Last Name 2. Last Name
Partner (Retail-Reseller) Info\Partner Sales (YTD) E-mail Address 3. E-mail Address
Partrer (Retail-Reseler) Info\Reseller Type Phone 3 4. Mobile Phone
Partner (Retai-Reseller) Info'Volume < Skip Field > 5. Personal Web Page
Partner Interests Address Line 1 6. Business Strest
Phone 1 Description City 7. Business City
Phone 1 Extension <-Remove Zip { Postal Code 8. Business Postal Code
Phone 2 State / Province 9. Business State
Phone 2 Description Country 10. Business Country
Phane 2 Extension E Web Site 11. Business Web Page
Phone 3 Description Phone 1 12, Business Phone
Phone 3 Extension Compan: 13. Company
Fhone 4 15, Tob e
Phone 4 Description
Phone 4 Extension
Reports To
Sales Lead
Sales\Annual Sales
Sales\First Contacted Date
Sales\Last Visit
Sales\Lead source -
[~ Convert to name case | Do not import first record; it is a header Import Cancel Catalog

About Two-Tier Imports

Field Mapping

@ When you import from a
recognized database type,
such as GoldMine or ACT!,
Maximizer automatically maps

the fields for you.

Many contact management programs keep two types of address
book entries:

e Companies

e Contacts for Companies

Maximizer keeps its Address Book entries organized in a similar way:
e Companies/Individuals

e Contacts (associated with a Company or Individual)

In a two-tier import, you first import Company entries as
Companies/Individuals Address Book entries, and then you import
the people as Contacts.

Two-tier importing is only applicable to comma-separated value
(CSV) files, tab-delimited files, dBase IlI, lll+, or IV, or XML files using
the Import Address Book Entries command.

When importing some types of data files, you need to map—create
an association between—the fields in the source file and the fields in
Maximizer. Keep in mind that different applications name their fields
differently. For example, the field for a company name is called
“Company” in Microsoft Outlook and “Company or Individual” in
Maximizer.

When you are importing a file type that requires you to map fields,
the Field Mapping dialog box opens where you can map Maximizer
fields to fields in the source file. For each field in the source file,
select one of the available Maximizer fields, and click Add to map the
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fields. Select a corresponding Maximizer field for every field in the
source file. If there is no corresponding field, select <Skip Field> from
the list of Maximizer fields. When you have finished mapping the
fields, the Order of Import (middle column) displays the
corresponding Maximizer field beside each field in the Fields from
File column.

Select Fields for Import ==
Available Maximizer fields: Grder of Import Fields from file Herb.csv:
- Field Number 14:

MNotes (Address Book entries) - First Name 1. First Name
Partner (Retail-Reseller) Info'Business Partner Level Last Name 2. Last Name
Partner (Retail-Reseler) Info\Partner Sales (YTD) £-mail Address 3. E-mail Address
Partner (Retail-Reseller) Info\Reseller Type Phane 3 4. Mobile Phone
Partner Retail-Reseller) Info\olume - | < Skip Field > 5. Personal Web Page
Partner Interests Address Line 1 6. Business Street
Phone 1Description Gity 7. Business City

Phone 1 Extension <-Remove Zip | Postal Code 8. Business Postal Code
Phone 2 State / Province 9. Business State
Phone 2 Description Country 10. Business Country
Phone 2 Extension = Web Site 11. Business Web Page
Phone 3 Description Phone 1 12, Business Phone
Phone 3 Extension Compan 13. Company

Fhone 2 15, Tob e

Phone 4 Description

Phone 4 Extension

Sales Lead

Sales\Annual Sales

Sales\First Contacted Date

Sales'Last Visit

Sales\ ead source -

[~ Convert toname case | Do not import first record; it is a header Import Cancel Catalog

Importing MXI and XML Files

@ Always back up the Address
Book before importing.

For more control over importing MXI files, or to import XML files, use
the Advanced Import method described below, which enables you to
specify a number of preferences about how to import the file.

Note that customer service cases are always imported as separate
records and are never merged with existing cases.

» To import from an MXI or XML file

n In the top-left corner of the window, click the Maximizer
button, and select Import/Export/Transfer. Then, under
Import, select Advanced Import.

E Next to the File name field, click Browse and locate the .xml or
.mxi file to import.

Once you have selected the file to import, Maximizer fills in the
Log File field automatically to create a log file with the same
name and location as the import file.

ﬂ To change the default Log File, click Browse and provide an
alternate log file location and/or name.

n In the Log Level drop-down list, specify how much detail to
include in the log file.

E Specify any additional import options.
E Click OK to begin the import.
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Advanced Import ==
Select XML or MXI import flle
File name: ‘I Browse...
LogFie: | Browse. ..
LogLevel: [Errors ~|

‘Address Book entry update optians
" Alwaysinsert
" Use Identification field to match entries
@+ Use Name field to match entries

" Use this user-defined field to match entries:

Cantact update options
" Alwaysinsert
" Use Identification field to match entries
+ Use Name field to match entries

" Use this user-defined field to match entries:

Lead handing Client ID generation

= Use values from the import file = Follow system setting
" Imgort all entries as leads " Always system gencrated

" Use values fram the import file

" Import all entries a5 non-eads

Maximizer imports the data and then displays the number of
records inserted, updated, and failed for each record type.

Click OK to close the message box.

The MaxExchange Distribution Field and XML Import

When importing the MaxExchange Distribution field from an XML
file, if the destination Address Book hasn't created the field already,
a version of this field will be created in the Address Book during the
XML import, but it will not be the system MaxExchange Distribution
field, and therefore will not work with the MaxExchange product.

If your XML file contains the MaxExchange Distribution field, please
ensure that the destination Address Book has created the field
already. (For information about creating the MaxExchange
Distribution field, refer to the Maximizer CRM Administrator’s
Guide.) This measure will ensure proper MaxExchange distribution in
the destination Address Book.

Also if the name of the MaxExchange Distribution field has been
changed in the XML file, you must rename the field in the
destination Address Book to match the name in the XML file before
importing it.
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Importing Knowledge Base Atrticles

@ Always back up the Address
Book before importing.

To import knowledge base articles that have been exported from
Maximizer in MXI or XML format, use the Import Knowledge Base
Articles functionality in Maximizer.

Note that knowledge base articles are always imported as separate
records and are never merged with existing articles.

» To import a knowledge base article

n In the top-left corner of the window, click the Maximizer
button, and select Import/Export/Transfer. Then, under
Import, select Knowledge Base Articles.

E Next to the File name field, click Browse and locate the .xml or
.mxi file to import.

Once you have selected the file to import, Maximizer fills in the
Log File field automatically to create a log file with the same
name and location as the import file.

E To change the default log file, click Browse and provide an
alternate log file location and/or name.

n In the Log Level drop-down list, specify how much detail to
include in the log file.

E Click OK to begin the import.

Import Knowledge Base Articles ==
Select XML or MXI import file
File name: ‘ Erowse...
togFie: | Browse...
LogLevel: [Errors ~|
Cancel

Maximizer imports the data and then displays the number of
records inserted, updated, and failed for each record type.

E Click OK to close the message box.
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Transferring Entries Between Address Books

@ Encrypted user-defined fields
cannot be transferred to
another Address Book.

Importing refers to copying data from an external database into a
Maximizer Address Book. However, transferring refers to copying
data between Maximizer Address Books. Transferring data is ideal
for merging Address Books together and sharing entries and setups.

Transfer rights can be set on a per-user basis, although some field
transfer options apply to all users.

You can transfer entries by direct access between Address Books or
by email. Note that you should never use Maximizer Email Transfer
(MET) between two MaxExchange-synchronized computers. Using
MET and MaxExchange in combination adds records twice on the
destination computer—once through MET, and again through
MaxExchange.

The following sections contain information on transferring entries
between different Address Books:

e "What happens During Transfers?” on page 436
e “Transferring Address Book Entries” on page 437

e “Transfer Summary Reports and Logging” on page 438

What happens During Transfers?

@ Note that each Address Book
entry has a unique ID.

Once you start a transfer, Maximizer uses the following rules to
determine which records to copy from the source Address Book into
the target Address Book:

e Address Book entry IDs - If an Address Book entry ID number
from the source Address Book does not exist in the target
Address Book, the Address Book entry is inserted into the target
Address Book.

¢ Address Book entry names - If the Address Book entry ID
number from the source exists in the target Address Book,
Maximizer compares the source and target Address Book entry
names.

If the names are different, Maximizer changes the ID number in
the target Address Book and inserts the entry as a new Address
Book entry.

If the Address Book entry names are the same, they are
considered to be duplicate entries. In this case, Maximizer
merges duplicate Address Book entries in the target Address
Book.

¢ Date and Time - Maximizer also checks the date and time of
the record. It will not overwrite data in the target Address Book
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that has been modified more recently than the data in the
source Address Book.

Transferring Address Book Entries

By default, when you transfer Companies or Individuals, the
following are included—all associated Contacts, user-defined fields,
notes, files, appointments, Hotlist tasks, orders (not available for
SQL), and opportunities. Encrypted user-defined fields and customer
service cases cannot be transferred.

» To transfer Address Book entries

n In the Address Book window, select the entries you want to
transfer.

E In the top-left corner of the window, click the Maximizer
button, and select Import/Export/Transfer. Then, under
Transfer, select Address Book Entries.

ﬂ Select Direct Address Book Access or Email as the transfer
method.

If you are transferring your Address Book entries using direct
Address Book access, select the target Address Book.

Transfer ==
Transfer method
¢ Direct Address Book access
Cancel
" Email
Direct Address Book access
Available target Address Books:
CommercialReal Estate |
Escona Tutorial
Financial
General
High Tech
Legal
Sales
Location of target Address Book:
3 ciick ok.

The Login dialog box opens.

E Type your user ID and password to log in to the target Address
Book, and click OK.

The Transfer Address Book Entries dialog box opens.

E Select the transfer options.
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For example, you can choose to include or not include
user-defined fields, documents, notes, appointments, Hotlist
tasks, orders, and simple opportunities (not using a strategy).

You can also click Advanced to set the advanced options, click
the Advanced button.

Enter a note to be logged for each Address Book entry affected
by the transfer if necessary.

E Click OK to begin.

Transfer Address Book Entries

Transfer options
¥ Indude user-defined fields

¥ Indude documents p—
¥ Indude notes
¥ Indude gppeintments Adyanced...

¥ Indude hotiist tasks
-
¥ Indude opportunities not using a strategy

Source Address Book log options
Message to log to notes :

Target Address Book log options
IV Log transfer restits to notes

When Maximizer finishes, the Transfer Summary displays the
results of the transfer.

If you are sending the data by email, Maximizer prepares the
transfer file (with an .MET extension) as an email file attachment
and displays the Compose Mail Message dialog box.

E Enter the email address where you would like the transfer sent,
and send the email.

Transfer Summary Reports and Logging

Each time you transfer Address Book entries, Maximizer displays a
transfer summary report. The report indicates the number of data
items inserted, modified, bypassed, and deleted. It also displays the
transfer setting used and other related information. You can print
this report for your records.

As well, for each Address Book entry updated in the target Address
Book, Maximizer can, optionally, add a note. The note summarizes
the fields that have been added, changed, and deleted. This feature
can also be used if you want to find the data that has been added or
modified. After a transfer, simply do a search by notes.
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Enabling TAPI

Maximizer can use TAPI (Telephony Application Programming
Interface) to detect incoming phone numbers (using caller ID) and
log the phone conversation for the matching Address Book entry.

The following requirements must be met to use TAPI with Maximizer:
*  Your telephone system must be TAPI-enabled.

* Your phone system’s TAPI driver must be installed.

e Your computer’'s modem must be compatible with TAPI.

You can configure your modem for TAPI through the Windows
Control Panel (Control Panel > Phone and Modem Options >
Advanced tab). For more information, refer to your TAPI system
and Windows documentation.

e Maximizer must be configured for TAPI.

The following sections contain information on using TAPI with
Maximizer:

e  "Requirements for Caller ID” on page 439
e “Phone Number Matching with TAPI” on page 440
e “Configuring Maximizer to Use TAPI” on page 442

Requirements for Caller ID

Specific requirements are essential to implement caller ID detection:
e Caller ID service from the local telephone company.
e TAPI-compliant hardware that is Caller-ID capable.

e A TSPl component (such as an .INF file driver) for your Caller-ID
enabled TAPI hardware (e.g., UniModemV)

¢ Microsoft TAPI software components.

Even if you meet these requirements, caller ID may not operate
properly, especially if your local telephone company uses a different
standard for caller ID than your TAPI driver. Call your local phone
company to obtain more information regarding your caller ID
standard and compare it to the standard used by the TAPI driver.

Reasons Why Caller ID May Not Work

If you use a TAPl-enabled modem (as opposed to a PBX, H.323, or
other TAPI hardware), and your telephone company provide
MESG-format caller ID information (rather than SDM, another
common format), caller ID call detection is unlikely to work.
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Microsoft's UniModemV TAPI driver and MODEM.INF file, provided
with most TAPI modems, do not support MESG caller ID format,
which means your modem (and Maximizer) may never receive caller
ID information from TAPI. If your modem manufacturer provides its
own TAPI modem or PBX driver and the appropriate INF file, or you
are able to obtain SDM-format caller ID, you might have more
success.

Phone Number Matching with TAPI

When Maximizer uses TAPI to detect an incoming phone call, it
matches the phone call to a Maximizer Address Book entry and logs
the call as a note for the entry. Depending on your TAPI
configuration in Maximizer, it uses either the “Smart Phone Number
Matching” or “Exact Phone Number Matching” algorithm to
determine which Address Book entry matches the incoming phone
number.

Smart Phone Number Matching

By default, Maximizer uses the Smart Phone Number Matching
algorithm to determine which Address Book entry matches the
incoming call.

When a call comes in, Smart Phone Number Matching looks for all
Address Book entries with phone numbers ending with the incoming
phone number string and displays those Address Book entries in a list
so you can select the correct entry.

For example, if the incoming phone number string is four digits,
Maximizer displays a list of all Address Book entries ending in those
four digits.

Smart Phone Number Matching matches the digits from right to left.
The number of matched digits required for matching is equal to the
shorter length of the two phone numbers.

The following table illustrates Smart Phone Number Matching for
four-digit and seven-digit incoming phone numbers.

Does the incoming | Does the incoming
four-digit phone seven-digit phone

Address Book entry number (2314) number (732-2314)
phone number match? match?
9-604-732-2314 Yes Yes
1-604-732-2314 Yes Yes

403-732-2314 Yes Yes
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Does the incoming | Does the incoming
four-digit phone seven-digit phone

Address Book entry number (2314) number (732-2314)
phone number match? match?

732-2314 Yes Yes
497-2314 Yes No

2314 Yes Yes

3514 No No

14 Yes Yes

Exact Phone Number Matching

If you select the “Enable exact number matching” checkbox in the
TAPI preferences in Maximizer, it uses the Exact Phone Number
Matching algorithm instead of Smart Phone Number Matching. Exact
Phone Number Matching considers an Address Book entry to match
the incoming call only if both numbers contain exactly the same
phone number with the specified number of digits.

By default, Exact Number Matching requires both phone numbers to
be seven digits, but you can change the required number of digits.

The advantage of Exact Phone Number Matching is that when
Maximizer finds an Address Book entry that matches exactly, you do
not need to select it from a list of possible matches, as you do with
Smart Phone Number Matching.

The following table illustrates Exact Phone Number Matching for
four-digit and seven-digit incoming phone numbers.

Does the incoming | Does the incoming
four-digit phone seven-digit phone

Address Book entry number (2314) number (732-2314)
phone number match? match?
9-604-732-2314 No No
1-604-732-2314 No No
403-732-2314 No No
732-2314 No Yes
497-2314 No No

2314 Yes No

3514 No No

14 No No
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Configuring Maximizer to Use TAPI

Before you can configure Maximizer to use TAPI, you must have a
TAPl-enabled telephone system, and your computer’s modem must
be configured to use TAPI. You can configure your modem for TAPI
through the Windows Control Panel (Control Panel > Phone and
Modem Options > Advanced tab). For more information, refer to
your TAPI system and Windows documentation.

» To configure Maximizer to use TAPI

n On the Setup tab, select Preferences.
E Select the Dialing tab.

E Under Method, select TAPI.

n Under TAPI, click Properties.

E Fill in your location information, and click OK to return to the
Dialing Preferences.

E Click Device.

Device ==

Connect using this line and address

Address: [Address 0 =l

From the Line drop-down list, select the TAPI device name, and
click OK.

E Select the Detect incoming calls option.

E If desired, select the Enable exact number matching option,
and specify the number of phone number digits to match.



Chapter 17 | 443

Preferences - Joe Napoli E
Envelopes | Labels | Reports | Fx | Emal
Oullock Synchronization | Frntingto HTML | Disgnostic | Overview Page

System Defauks | Logging | Fomat | Calendar/Hotlist Dialing Transfer

~Method

TAPT
" Mone Properties Device... ¥ Betectinco

€ Modem
& TAPT [ Enable exact number matching ~ Match # of digits: | 7

~Long distance settings Modem strings — |~ Dialing—|

Local arsa cods: Hang-up: [ ATHD & Tone
Current area code: Init string L; [ATZ e @
Fulse
Long distance prefix: [ 1 Init string 2:

Modem settings

~Phone number prefix and suffix

Active orefic[None =] Active suffic: [None <] Fort; [com2  «

Primary prefiz: Baud rate: [2400 -
Atermateprefi [ Data bits:
Pmary suffie [ Parity: [None | =
Aermatesitfic [ S s

Ji

[ ok | cancal Apply

mCIick OK to close the Preferences dialog box.
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Updating Maximizer with Live Update

@ The updates download folder
path is specified in the
Preferences tab of Live Update
Manager.

@ Live Update options iare
accessible through the Live
Update button on the System
Options preferences in
Administrator. (Select File >
Preferences.)

The Maximizer Live Update Service is installed automatically with
Maximizer CRM server and workstation. It enables users to download
updates such as hot fixes and service releases, and you can configure
Live Update to provide automatic notification of available updates.

The Live Update Wizard on Maximizer workstations connects to your
Live Update Server and downloads any available updates.

After downloading the software updates, the downloaded
executable file should launch immediately to start the installation. If
you need to locate the downloaded file, it is in the user’s Application
Data folder (typically C:\Documents and
Settings\<CurrentUser>\Application Data\Maximizer\Live Update).

If the Enable automatic Maximizer Live Update notification option is
selected in the Live Update options in Administrator, a message box
you when new updates are available. You can also check for updates
at any time from Maximizer or Administrator.

» To download software updates from the server

n If you are notified that new updates are available, click OK in the
message box to start the Live Update Wizard.

In the top-left corner of the Maximizer window, click the
Maximizer button, and select Help. Then, under About
Maximizer, select Maximizer Live Update.

Masximizer Software Inc. Live Update

Welcome to the Live Update Wizard

This wizard helps you download updates for your Maxmizer
Software Inc. products

®

To begin. click Next.

Cancel

E Click Next.

The Live Update Wizard connects to the Live Update Server to
check for any available updates.

E Select the update(s) to download.
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ﬂ Click Next to download the selected updates.
E Click Finish to close the wizard.

Changing Languages for the Maximizer Spell Checker

In many of the Maximizer dialog boxes, you can use the Maximizer
Spell Checker to check the spelling of text. By default, the selected
language is American English, but you can change this language to
any other of the following languages:

e Brazilian Portuguese
e  British English
e Canadian French

*  Spanish

» To change the language for the Spell Checker

n Open the Maximizer Word Processor.
E Select Tools > Options.

E In the Spelling tab, choose a language from the Currently
installed languages list.
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APPENDIX

Maximizer GRM 11
Ribhon Interface

Find the locations of commands in Maximizer CRM 11

In this chapter...

“The Maximizer CRM Ribbon Interface” on page 448
“Finding Commands in Maximizer CRM 11" on page 449
“Keyboard Shortcuts” on page 463
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The Maximizer CRM Ribbon Interface

Maximizer CRM 11 has an improved interface where all commands
are available on tabbed ribbons. In previous versions of Maximizer,
the commands were available in menus and toolbars. This section
lists the menu commands from the previous version of Maximizer
CRM and the new locations of the commands in the Maximizer CRM
11 ribbon interface.

The following terms refer to elements in the Maximizer CRM 11
interface:

n Tabs - The ribbons where commands are displayed. Tabs are
displayed at the top of the Maximizer screen. The content of the
tabs changes depending on the controlling or following window
currently in focus.

E Groups - The sections separating different commands within
the tabs.

E Maximizer button - The button in the top-left corner of the
window. When you click the button, a menu containing
additional commands is displayed.

"N Mazximizer CRM [Escona Tutorial] - =%
Home | Edit  View SearnTno\s Reports Setup
= — - s Letter 3 [ To-do 7 Insert a File o
) & el B3 B B %
= = Fax

2 Phone call = Print an Envelope

Address  Case Opportunity = Email Note Make Receive | Meeting Time || Assign to

Book Entry~ #|Document || acall acCall & Action Plan = Print a Label aTask || Campaign
Create Write Phone Schedule Insert / Print Track || Subscribe
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Finding Commands in Maximizer CRM 11

File Menu

The following sections list the commands in Maximizer CRM 10.5
along with a description of how to find the commands in Maximizer

CRM 11.

e  "File Menu” on page 449
e "“Edit Menu"” on page 453
e “View Menu” on page 455

e  “Search Menu"” on page 456

e “Actions Menu” on page 458

e “Web Menu” on page 459
e "Tools Menu"” on page 459

e  "“Reports Menu” on page 461

e “"Window Menu"” on page 461

e "Help Menu” on page 462

You can access most commands from the File menu in Maximizer
CRM 10.5 by clicking the Maximizer button in Maximizer CRM 11.
You can also access commands on the Home and Setup tabs.

& Qpen Address Baok...
\

|&f ciose seress baok

IL}J Login...

=) print

3,

Administrator

Eo

\y.\ Help

Exit

b

Import/Export/Transter #

The following commands appear on the File menu in the Address
Book window in Maximizer CRM 10.5.
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In Maximizer CRM 10.5,

select File > In Maximizer CRM 11

Open Address Book Click the Maximizer button, and select
Open Address Book.

Close Address Book Click the Maximizer button, and select
Close Address Book.

Login Click the Maximizer button, and select
Login.

Administrator Click the Maximizer button, and select
Administrator.

Page Setup This command is unavailable in Maximizer
CRM 11.

Print > Merge Documents | Click the Maximizer button, and select
Print > Merge Documents.

Print > Envelopes Click the Maximizer button, and select
Print > Envelopes.

Print > Labels Click the Maximizer button, and select
Print > Labels.

Print > Column Report Click the Maximizer button, and select

Print > Column Report.

Print > Detailed Report Click the Maximizer button, and select
Print > Detailed Report.

Print > Name/Address/ Click the Maximizer button, and select

Telephone Report Print > Name/Address/Telephone
Report.

Print > Note Report Click the Maximizer button, and select

Print > Note Report.

Print > Personal Organizer | Click the Maximizer button, and select
Print > Personal Organizer.

Print > Custom Report Click the Maximizer button, and select
Print > Custom Report.

Send Email On the Home tab, select Email from the
Write group.

vCard > Import Click the Maximizer button, and select
Import/Export/Transfer. Then, under
vCard, select Import.

vCard > Export Click the Maximizer button, and select
Import/Export/Transfer. Then, under
vCard, select Export.

vCard > Send Click the Maximizer button, and select
Import/Export/Transfer. Then, under
vCard, select Send.



In Maximizer CRM 10.5,
select File >

Set Up User-Defined
Fields

Preferences

Users

Security Groups and
Teams

MaxMobile
Administration

Libraries > Strategy
Library

Libraries > Action Plan
Library

Libraries > Automated
Campaign Templates

Libraries > Traditional
Campaign Templates

Import > Address Book
Entries

Import > Knowledge Base

Articles

Import > Advanced
Import

Import > Vertical
Templates

Export > Address Book
Entries

Export > Customer Service

Cases
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In Maximizer CRM 11

On the Setup tab, select User-Defined
Fields.

On the Setup tab, select Preferences.

On the Setup tab, select Manage Users
from the User Management group.

On the Setup tab, select Security Groups
or Teams from the User Management
group.

On the Setup tab, select Administration
from the MaxMobile group.

On the Setup tab, select Template
Library > Strategy Library from the File
Management group.

On the Setup tab, select Template
Library > Action Plan Library from the
File Management group.

On the Setup tab, select Template
Library > Automated Campaign
Templates from the File Management
group.

On the Setup tab, select Template
Library > Traditional Campaign
Templates from the File Management
group.

Click the Maximizer button, and select
Import/Export/Transfer. Then, under
Import, select Address Book Entries.

Click the Maximizer button, and select
Import/Export/Transfer. Then, under
Import, select Knowledge Base Articles.

Click the Maximizer button, and select
Import/Export/Transfer. Then, under
Import, select Advanced Import.

Click the Maximizer button, and select
Import/Export/Transfer. Then, under
Import, select Vertical Templates.

Click the Maximizer button, and select
Import/Export/Transfer. Then, under
Export, select Address Book Entries.

Click the Maximizer button, and select
Import/Export/Transfer. Then, under
Export, select Customer Service Cases.
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In Maximizer CRM 10.5,
select File >

Export > Knowledge Base
Articles

Transfer > Address Book
Entries

Transfer > Column Setups

Transfer > Document
Templates

Transfer > User-Defined
Fields

Transfer > Macros

Transfer > Drop-Down
Tables

Transfer > Strategies

Document
Administration > Convert
Embedded Documents

Document
Administration > Move
Linked Documents

Exit

In Maximizer CRM 11

Click the Maximizer button, and select
Import/Export/Transfer. Then, under
Export, select Knowledge Base Articles.

Click the Maximizer button, and select
Import/Export/Transfer. Then, under
Transfer, select Address Book Entries.

Click the Maximizer button, and select
Import/Export/Transfer. Then, under
Transfer, select Column Setups.

Click the Maximizer button, and select
Import/Export/Transfer. Then, under
Transfer, select Document Templates.

Click the Maximizer button, and select
Import/Export/Transfer. Then, under
Transfer, select User-Defined Fields.

Click the Maximizer button, and select
Import/Export/Transfer. Then, under
Transfer, select Macros.

Click the Maximizer button, and select
Import/Export/Transfer. Then, under
Transfer, select Drop-Down Tables.

Click the Maximizer button, and select
Import/Export/Transfer. Then, under
Transfer, select Strategies.

On the Setup tab, select Document
Administration > Convert Embedded
Documents from the File Management
group.

On the Setup tab, select Document
Administration> Move Linked
Documents from the File Management
group.

Click the Maximizer button, and select
Exit.
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You can access most commands from the Edit menu in Maximizer
CRM 10.5 on the Edit tab in Maximizer CRM 11. You can also access
commands on the Home and Setup tabs.

@ s Mazximizer CRM [Escona Tutorial] =
Y/ Home | Edit | View  Search  Tools  Reports  Setup
} Open % % % _ } ‘ o Relate Entries Copy Link
R
| Delete &3 Convert Contacts to Individuals -| Paste Link
) Make List Invert Select ot Deselect  Global | Combine
Duplicate || current Selection Al All Entry Edit Entries * ConvertIndividuals to Companies

Entry List Replace Relate & Convert Links

The following commands appear on the Edit menu in the Address

Book window in Maximizer CRM 10.5.

In Maximizer CRM 10.5,
select Edit >

Add > Company

Add > New Company and

New Contact

Add > Individual

Add > Contact

Add > Company Lead

Add > New Company
Lead and New Contact
Lead

Add > Individual Lead

Add > Contact Lead

Open [Address Book
Entry]

Delete Selected Entries

Global Edit

In Maximizer CRM 11

On the Home tab, select Address Book
Entry > Company from the Create group.

On the Home tab, select Address Book
Entry > New Company and New
Contact from the Create group.

On the Home tab, select Address Book
Entry > Individual from the Create
group.

On the Home tab, select Address Book
Entry > Contact from the Create group.
On the Home tab, select Address Book
Entry > Company Lead from the Create
group.

On the Home tab, select Address Book
Entry > New Company Lead and New
Contact Lead from the Create group.
On the Home tab, select Address Book
Entry > Individual Lead from the Create
group.

On the Home tab, select Address Book
Entry > Contact Lead from the Create
group.

On the Edit tab, select Open from the
Entry group.

On the Edit tab, select Delete from the
Entry group.

On the Edit tab, select Global Edit from
the Replace group.
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In Maximizer CRM 10.5,
select Edit >

Create Duplicate Entry
Default Entry

Default Note

Territory Management
Select Entry

Select All

De-select All

Invert Selection

Make Selected List
Current

Combine Selected Entries

Relate Entries

Convert Contacts to
Individuals

Convert Individuals to
Companies

Insert File
Links

Copy Link

In Maximizer CRM 11

On the Edit tab, select Duplicate from the
Entry group.

On the Setup tab, select Default Entry
from the Default Entry group.

On the Setup tab, select Default Note
from the Default Entry group.

On the Setup tab, select Territory
Management from the Territory group.

On the Edit tab, select Select Entry from
the List group

On the Edit tab, select Select All from the
List group.

On the Edit tab, select De-select All from
the List group.

On the Edit tab, select Invert Selection
from the List group.

On the Edit tab, select Make List Current
from the List group.

On the Edit tab, select Combine Entries
from the Relate & Convert group.

On the Edit tab, select Relate Entries from
the Relate & Convert group.

On the Edit tab, select Convert Contacts
to Individuals from the Relate &
Convert group.

On the Edit tab, select Convert
Individuals to Companies from the
Relate & Convert group.

On the Home tab, select Insert a File from
the Insert/Print group.

This command is unavailable in
Maximizer CRM 11.

On the Edit tab, select Copy Link from the
Links group.
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View Menu
You can access most commands from the View menu in Maximizer
CRM 10.5 on the View tab in Maximizer CRM 11.
@ B Maximizer CRM [Escona Tutorial] - 82X
/ Home Edit View Search Tools Reports Setup
7 Clear List - AllLeads = b X Phone Log (3] | Properties 3| Free Time ,:—'7 — T
= Last Session List ‘—J % Company & Individual Leads 5 J L |" r Activities ﬁt“'—l * Map 4} Peg Board 0 %
My - All Recent Add Remove Organization Switch  Refresh  Sort
Leads & Contactleads % || Lists Lists~ tolist From List Chart @ Website Window By~

Filter Favorite Lists

Logging Show Availability Window

The following commands appear on the View menu in the Address
Book window in Maximizer CRM 10.5.

In Maximizer CRM 10.5,
select View >

My Leads
Last Session List
Favorite Lists

Recent Favorite Lists >
Clear Recent Favorite Lists

Recent Favorite Lists >
[Favorite List]

Add to Favorite List
Remove from Favorite List
Clear List

Default Entries for All

Users
Activities for [Address

Book Entry]
Phone Log

Free Time

Peg Board

In Maximizer CRM 11

On the View tab, select My Leads from
the Filter group.

On the View tab, select Last Session List
from the Filter group.

On the View tab, select All Lists from the
Favorite Lists group.

On the View tab, select Recent Lists >
Clear Recent Favorite Lists from the
Favorite Lists group.

On the View tab, select Recent Lists from
the Favorite Lists group, and select a
Favorite List.

On the View tab, select Add to List from
the Favorite Lists group.

On the View tab, select Remove from List
from the Favorite Lists group.

On the View tab, select Clear List from the
Filter group.

On the View tab, select Default Entries
from the Filter group.

On the View tab, select Activities from
the Logging group.

On the View tab, select Phone Log from
the Logging group.

On the View tab, select Free Time from
the Availability group.

On the View tab, select Peg Board from
the Availability group.
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Search Menu

In Maximizer CRM 10.5,
select View >

Organizational Chart
Column Setup
Toolbars

Sort by > [Column]
Properties

Refresh

In Maximizer CRM 11
On the View tab, select Organization
Chart from the Show group.

On the Setup tab, select Column Setup
from the Display group.

This command is unavailable in
Maximizer CRM 11.

On the View tab, select Sort By from the
Window group, and select a column.

On the View tab, select Properties from
the Show group.

On the View tab, select Refresh from the
Window group.

You can access all commands from the Search menu in Maximizer
CRM 10.5 on the Search tab in Maximizer CRM 11.

Maximizer CRM [Escona Tutorial] -

Edit View Search Tools Reports

ATl 0 -
(= # a=]
Recent Catalog | All | Company Last

o Repeat All Fields Searches ~ Fields Name
Catalog Search By

- All Email Addresses

Setup

All Phone Numbers L l 3 Partners @“] >
3 Companies / Individuals A W‘a
Opportunities Cases . Check Web

Other Fields ~ &3 Contacts B

Retrieve Validation

The following commands appear on the Search menu in the Address
Book window in Maximizer CRM 10.5.

In Maximizer CRM 10.5,
select Search >

Undo Search
Clear Undo
Repeat All Fields

Last Catalog Searches >
[Catalog Search]

Last Catalog Search >
Reset Last Searches

In Maximizer CRM 11

On the Search tab, select Undo Search
from the Options group.

On the Search tab, select Clear Undo from
the Options group.

On the Search tab, select Repeat All
Fields from the Options group.

On the Search tab, select Recent Catalog
Searches from the Catalog group, and
select a saved search.

On the Search tab, select Recent Catalog
Searches > Reset Last Searches from the
Catalog group.



In Maximizer CRM 10.5,
select Search >

All Fields

Last Name

First Name
Company

All Email Addresses
City/Town

State/County/Province

Zip/Postcode
IDentification

All Phone Numbers
Notes

Documents

Other > [Field]
Retrieve Contacts
Retrieve Companies/
Individuals

Retrieve Partners

Retrieve Opportunities

Retrieve Customer Service

Cases

Check [Column Name]
Column for Duplicates
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In Maximizer CRM 11

On the Search tab, select All Fields from
the Search By group.

On the Search tab, select Last Name from
the Search By group.

On the Search tab, select Other Fields >
First Name from the Search By group.

On the Search tab, select Company from
the Search By group.

On the Search tab, select All Email
Addresses from the Search By group.

On the Search tab, select Other Fields >
City/Town from the Search By group.

On the Search tab, select Other Fields >
State/County/Province from the Search
By group.

On the Search tab, select Other Fields >
Zip/Postcode from the Search By group.

On the Search tab, select Other Fields >
IDentification from the Search By group.

On the Search tab, select All Phone
Numbers from the Search By group.

On the Search tab, select Other Fields >
Notes from the Search By group.

On the Search tab, select Other Fields >
Documents from the Search By group.

On the Search tab, select Other Fields
from the Search By group.

On the Search tab, select Contacts from
the Retrieve group.

On the Search tab, select Companies/
Individuals from the Retrieve group.

On the Search tab, select Partners from
the Retrieve group.

On the Search tab, select Opportunities
from the Retrieve group.

On the Search tab, select Cases from the
Retrieve group.

On the Search tab, select Check Duplicate
from the Validation group.
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Actions Menu

You can access all commands from the Actions menu in Maximizer
CRM 10.5 on the Home tab in Maximizer CRM 11.

@ B Maximizer CRM [Escona Tutorial] -
v

Home Edit View Search Tools Reports Setup

l_g T = 53 4 Letter

l =i CIR=- R

Address  Case Opportunity | Email Note

Book Entry~ 7] Document
Create Write

= ) =
TR AR EE Frodo Insert a File ” %
E; 5 : v )
N N 7 Phone Call || 4 Print an Envelope J -
Make Receive | Meeting ) Time || Assign to
aCall acall & Adtion Plan = Print a Label aTask || Campaign

Phone Schedule Insert / Print Track Subscribe

The following commands appear on the Actions menu in the Address
Book window in Maximizer CRM 10.5.

In Maximizer CRM 10.5,
select Actions >

Create a Customer Service
Case

Create an Opportunity
Make a Call

Receive a Call

Time a Task

Schedule a Meeting
Schedule a To-do
Schedule a Call
Schedule an Action Plan
Write an Email

Write a Note

Write a Letter

Write a Fax

Write a Document

In Maximizer CRM 11
On the Home tab, select Case from the
Create group.

On the Home tab, select Opportunity
from the Create group.

On the Home tab, select Make a Call from
the Phone group.

On the Home tab, select Receive a Call
from the Phone group.

On the Home tab, select Time a Task from
the Track group.

On the Home tab, select Meeting from the
Schedule group.

On the Home tab, select To-do from the
Schedule group.

On the Home tab, select Phone Call from
the Schedule group.

On the Home tab, select Action Plan from
the Schedule group.

On the Home tab, select Email from the
Write group.

On the Home tab, select Note from the
Write group.

On the Home tab, select Letter from the
Write group.

On the Home tab, select Fax from the
Write group.

On the Home tab, select Document from
the Write group.
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Tools Menu
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In Maximizer CRM 10.5,
select Actions > In Maximizer CRM 11

Print an Envelope On the Home tab, select Print an
Envelope from the Insert/Print group.

Print a Label On the Home tab, select Print a Label
from the Insert/Print group.

You can access commands from the Web menu in Maximizer
CRM 10.5 on the View, Search, and Tools tabs in Maximizer CRM 11.

The following commands appear on the Web menu in the Address
Book window in Maximizer CRM 10.5.

In Maximizer CRM 10.5,

select Web > In Maximizer CRM 11

Draw a Map for [Address | On the View tab, select Map from the

Book Entry] Show group.

Search for [Address Book | On the Search tab, select Web.

Entry]

View Website for On the View tab, select Website from the

[Address Book Entry] Show group.

Create Web Form On the Tools tab, select Web Form from
the Internet group.

Mailing Lists On the Tools tab, select Mailing Lists
from the Internet group.

Visit Maximizer This command is unavailable in Maximizer
CRM 11.

You can access most commands from the Tools menu in Maximizer
CRM 10.5 on the Tools tab in Maximizer CRM 11.

@ B Maximizer CRM [Escona Tutorial] -
v

Home Edit View Search Tools Reports Setup

— = - = &
[xz lix e ws X %,

3 % &) 'j] 1< B e CH B @

Record Run last Macro | Export Advanced  Synchronize Open Maximizer Graphing Phone Timer Maximizer World

Macro  Macro List to Excel Export to Excel with Outlook Microsoft Word Editor Wizard Clock
Internet Macro Office Other

4 Web Farm
%1 Mailing Lists

The following commands appear on the Tools menu in the Address
Book window in Maximizer CRM 10.5.
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In Maximizer CRM 10.5,
select Tools >

Phone

Timer

Graphing

Maximizer Word
Processor

Maximizer Wizards
World Clock

Record Macro

Run Last Macro

Macro List

Synchronize with Outlook
Synchronize with
MaxMobile

Reset MaxMobile

Export to Excel

Advanced Export to Excel

Open Microsoft Word

Expert Advice

In Maximizer CRM 11
On the Tools tab, select Phone from the
Other group.

On the Tools tab, select Timer from the
Other group.

On the Tools tab, select Graphing from
the Other group.

On the Tools tab, select Maximizer Editor
from the Other group.

On the Tools tab, select Maximizer
Wizard from the Other group.

On the Tools tab, select World Clock from
the Other group.

On the Tools tab, select Record Macro
from the Macro group.

On the Tools tab, select Run Last Macro
from the Macro group.

On the Tools tab, select Macro List from
the Macro group.

On the Tools tab, select Synchronize with
Outlook from the Office group.

This command is unavailable in Maximizer
CRM 11.

This command is unavailable in Maximizer
CRM 11.

On the Tools tab, select Export to Excel
from the Office group.

On the Tools tab, select Advanced Export
to Excel from the Office group.

On the Tools tab, select Open Microsoft
Word from the Office group.

This command is unavailable in Maximizer
CRM 11.
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Reports Menu

You can access all commands from the Reports menu in Maximizer
CRM 10.5 on the Reports tab in Maximizer CRM 11.

N s Maximizer CRM [Escona Tutorial] -
Y/ Home  Edt  View

: - —
3 Journal @ EREECE: H H
*H Expenses =

Quota | Crystal | Address Lead Contacts Related | Opportunities || Campaign  Customer Knowledge

ZPhone - Report | Report+ || Book~ - ~  Entries~ Service~  Basev
persanal Address Book Sales

Search  Tools | Reports | Setup

/3 Notes - Calendar ~
'3 Documents
75 User-Defined Fields

Associated Entries

] Hotlist ~
-] Activities
Activities

Marketing Customer Service

Window Menu

You can access the commands from the Window menu in Maximizer
CRM 10.5 on the Setup and View tabs in Maximizer CRM 11.

Maximizer CRM [Escona Tutorial] -

M e
5% Window -

Column Coloring || Custom

i Teams Setup  Rule | Actions

User Management Display Workspace

@/‘ Home Edit View

LY 1 t 3 ES
=y =N = $5
Document Template Default Default Territory Preferences  User-Defined

Administration - Library~ | Entry Note || Management Fields
File Management Default Entry Territory

Search  Tools  Reports | Setup
§ Manage Users

33§ Security Groups

The following commands appear on the Window menu in the
Address Book window in Maximizer CRM 10.5.

In Maximizer CRM 10.5,
select Window >
Window Settings >

Window Layout >
[Layout]

Window Settings >
Favorite Layouts

Window Settings > Save
Settings on Exit

Window Settings > Reset
Default Layout

Window Settings > Set
Color > Current Window

Window Settings > Set
Color > All Windows

In Maximizer CRM 11

On the Setup tab, select Window >
Window Settings from the Workspace
group, and select a layout.

On the Setup tab, select Window >
Window Settings > Favorite Layouts
from the Workspace group.

On the Setup tab, select Window >
Window Settings > Save Settings on
Exit from the Workspace group.

On the Setup tab, select Window >
Window Settings > Reset Default
Layout from the Workspace group.

On the Setup tab, select Window >
Window Settings > Set Color > Current
Window from the Workspace group.

On the Setup tab, select Window >
Window Settings > Set Color > All
Windows from the Workspace group.
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Help Menu

In Maximizer CRM 10.5,
select Window >

Window Settings > Set
Font > Current Window

Window Settings > Set
Font > All Windows

Window Management >
[Option]

[Window]

In Maximizer CRM 11

On the Setup tab, select Window >
Window Settings > Set Font > Current
Window from the Workspace group.

On the Setup tab, select Window >
Window Settings > Set Font > All
Windows from the Workspace group.

On the Setup tab, select Window >
Window Management from the
Workspace group, and select an option.

On the View tab, select Switch Window
from the Window group, and select a
window.

You can access all commands from the Help menu in Maximizer CRM
10.5 by clicking the Maximizer button in Maximizer CRM 11.

The following commands appear on the Help menu in the Address
Book window in Maximizer CRM 10.5.

In Maximizer CRM 10.5,
select Help >

Contents

Online Support

Getting Started
MaxMobile User’s Guide
Other Products >
[Product]

Training

About Maximizer CRM

Maximizer Live Update

In Maximizer CRM 11

Click the Maximizer button, and select
Help > Local Contents or Online
Contents.

Click the Maximizer button, and select
Help > Online Support.

Click the Maximizer button, and select
Help > Getting Started.

Click the Maximizer button, and select
Help > MaxMobile User’s Guide.

Click the Maximizer button, and select
Help > Other Maximizer Products.

Click the Maximizer button, and select
Help > Training.

Click the Maximizer button, and select
Help > About Maximizer CRM.

Click the Maximizer button, and select
Help > Maximizer Live Update.
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Sometimes you will find it faster to use keyboard shortcuts instead of
using your mouse. Keyboard shortcuts are available to change the
focus of windows, to select commands from ribbons, to work with
entries in lists, and to work in many other areas of the interface.

The following sections list the keyboard shortcuts available in
Maximizer:

“Keyboard Shortcuts:
"Keyboard Shortcuts:
“Keyboard Shortcuts:
"Keyboard Shortcuts:
“Keyboard Shortcuts:
"Keyboard Shortcuts:
“Keyboard Shortcuts:
"Keyboard Shortcuts:
“Keyboard Shortcuts:

Keyboard Shortcuts: Windows

Windows"” on page 463

Ribbons” on page 464

Dialog Boxes” on page 465

Entries” on page 465

Drop-Down Calendars” on page 465
Notes” on page 466

Phone Calls” on page 466

Macros” on page 467

Other Tasks” on page 467

The following keyboard shortcuts apply to Maximizer windows.

Press

Alt+spacebar, n

Alt+spacebar, x
Alt+-(hyphen),n
Alt+-(hyphen), x
Alt+-(hyphen), r
Ctrl+1
Ctrl+2
Ctrl+3

Ctrl+4
Ctrl+5
Ctrl+6
Ctrl+7
Ctrl+8
Ctrl+9
Ctrl+0

To

Minimize Maximizer.

Maximize Maximizer.

Minimize the current window.
Maximize the current window.
Restore the current window.
Open the Address Book window.
Open the Contacts window.

Open the User-Defined Fields following
window.

Open the Notes following window.
Open the Documents following window.
Open the Hotlist window.

Open the Calendar window.

Open the Journal window.

Open the Expenses window.

Open the Opportunities window.
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Press

Ctrl+A
Ctrl+D
Ctrl+E
Ctrl+H
Ctrl+K
Ctrl+L
Ctrl+M
Ctrl+P

Ctrl+R

Ctrl+Q
Ctrl+S

Ctrl+T
Ctrl+F4
Ctrl+F9
Ctrl+Tab
Ctrl+Shift+F
Shift+F4
Shift+F5
Shift+F6
Tab

Esc

Keyboard Shortcuts: Ribbons

To

Open the Opportunities following window.
Open the My Work Day window.

Open the Email window.

Open the Customer Service window.

Open the Knowledge Base window.

Open the Company Library window.

Open the Campaigns window.

Open the Automated Campaigns following
window.

Open the Related Entries following
window.

Stop searching or list building.

Open the Customer Service following
window.

Open the Quotas window.
Close the current window.
Open the Activities dialog box.
Move between open windows.
Move the focus to the View bar.
Tile all windows vertically.
Cascade all windows.

Tile all windows horizontally.
Sort by next column.

Move the focus back to the window from a
tab or drop-down list.

The following keyboard shortcuts apply to selecting tabs and
commands in the ribbon interface.

Press

Alt+highlighted letter
highlighted letter

Esc

Shift+F10

To

Select a tab.

Select a command from the current tab.
Select a different tab.

Access the shortcut menu.
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The following keyboard shortcuts apply to working in dialog boxes.

Press

Tab
Shift+Tab

Enter

Shift+F10

Esc

Keyboard Shortcuts: Entries

To

Move to the next field or button.
Move to the previous field or button.

Close the dialog box and accept entries in
the dialog box.

Access the shortcut menu on edit fields.

Close the dialog box and optionally save
changes.

The following entries apply to working with entries in a list.

Press

Home

End

Insert

Enter

Delete
Ctrl+spacebar

Ctrl+/ (forward slash)
Ctrl+\ (back slash)
Ctrl+= (equal symbol)
Shift+Down Arrow
Alt+Enter

Keyboard Shortcuts: Drop-Down Calendars

To

Go to the first entry in the list.
Go to the last entry in the list.
Add an entry.

Open the current entry.

Delete the current entry.

Select the current entry

Select all entries.

Clear selection of all entries.
Invert which entries are selected.
Drag and select entries.

Show the properties of the selected entry.

The following keyboard shortcuts apply to drop-down calendars that
are available when you select a date.

Press

Down Arrow
Up Arrow
Page Down

Page Up

To

Move ahead one week.
Move back one week.
Move ahead one month.

Move back one month.



466 | Maximizer CRM 11
User’s Guide

Press To
Ctrl+Page Down Move ahead one year.
Ctrl+Page Up Move back one year.

Keyboard Shortcuts: Notes

The following keyboard shortcuts apply to notes, including Journal

notes.

Press To

Right Arrow Move right one character.

Left Arrow Move left one character.

Up Arrow Move up one line.

Down Arrow Move down one line.

Home Jump to the start of the line.

End Jump to the end of the line.
Ctrl+Home Jump to the top of the document.
Ctrl+End Jump to the bottom of the document.
Page Up Move up one screen.

Page Down Move down one screen.

Keyboard Shortcuts: Phone Calls

The following keyboard shortcuts apply to using the phone call

features.
Press To
F7 Phone the current entry.
Shift+F7 Use the quick dial feature to phone the
main phone number for the current entry.
Ctrl+F7 View the phone log.

Alt+F7 Receive a phone call.
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Keyboard Shortcuts: Macros

The following keyboard shortcuts apply to working with macros.

Press To

F11 Record a macro.
Shift+F11 Run the last macro.
Ctrl+F11 View the list of macros.

Keyboard Shortcuts: Other Tasks

The following keyboard shortcuts apply to any other tasks in

Maximizer.

Press To

F1 View help for the current window or dialog
box.

F8 Open the Maximizer Word Processor.

Shift+F9 Use the Timer.

Ctrl+W Use a Maximizer Wizard.

Ctrl+Z Undo the last search.

Alt+F4 Exit Maximizer.
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Overview

This chapter is a technical reference for using Crystal Reports with
Maximizer data. For information on Maximizer SQL views and tables,
refer to the Customization Suite documentation.

Data Population for the Current Window

@ For more information on user
access rights for creating
Crystal Reports, see the
Maximizer CRM
Administrator’s Guide.

When you create a new report template or edit an existing report
template, the default table/view for the report is based on the
current Maximizer window. You are connected to the
MAS_[Address Book name] for Microsoft SQL data source by
default. If you want to link to additional tables, you must do so in the
Database Expert dialog box in Crystal Reports. See “Linking” on
page 473 for more information.

Following is a list of each controlling window and its associated
default table and file names used for Crystal Reports.

Controlling Window Views for Microsoft SQL
Address Book AMGR_Client
Opportunity Opp_View

Campaigns AMGR_Opportunity
Hotlist AMGR_Hotlist

Customer Service CSCases_View

If you are not in the controlling window that corresponds with the
type of report you choose, you are limited to running the report on
all entries in the Address Book rather than a selected or current entry
list.

Print Crystal Report
—Generate report usin:
s
" Selected entriss in the current lisk [y — ]

© all entries in the current list

Gensrate repott Using

 Entire Address Book!
 Selected entries in the current list

Cancel
€ Al entries in the current list
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Database Views for User-Defined Fields

When you create a user-defined field, a database view for that user-
defined field is also created. You can use these views to report on
user-defined fields in Crystal Reports. For example, when a new
Address Book user-defined field called “Salary” is created, a new
view named “A_Salary” is dynamically created. Based on the type of
user-defined field, the view name is prefixed by a designated letter.
The following table identifies the view name prefixes for each type
of user-defined field.

Microsoft SQL View Prefixes

The Microsoft SQL driver creates database views for user-defined
fields, using the following prefixes.

Prefix | Type of user-defined field

A_ Address Book

BP_ Third-Party Integration
c_ Campaign

as_ Customer Service

o_ Opportunity

u_ Users

S_ System

Database Driver Used to Create Crystal Reports

Maximizer uses the native SQL Server driver (MAS_ DSN) exclusively
to create Crystal Reports in this version of the software. However,
Crystal Reports created in some previous versions of Maximizer were
created using the Maximizer ODBC driver.

The Maximizer ODBC driver is still supported for compatibility
reasons with previous versions of Maximizer. If you are creating new
reports for use with Maximizer, use the SQL Server driver.
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Filtering Data

In order to report on particular types of data, you need to use
selections or filtering in Crystal Reports. Use the Select Expert
(Report > Select Expert) to select or filter data for your report. In the
case of the Address Book table/view, use the Record_Type field to
select or filter Address Book entries. For example, to create a report
that only shows Company records, use the Select Expert to return
only those records where “Record_Type = 1".

You can also filter or select the data for the report using Maximizer.
Once a report has been saved, populate the appropriate Maximizer
windows with the desired information then run the personal report
and select the all entries in the current list option.

Maximizer contains default records in many of the common modules.
These are denoted by an “@" sign and can be filtered using the
Select Expert by using the “does not start with” criteria as illustrated
in the following graphic.

E
CSCases_View.Case_Id | <Mew |
Mews, ..
=l Delete
s @ Browse...
Remove =
o | caed | mep | Show Formula 5>
Record Type for
Address Book Entry Data Type  Microsoft SQL
Company Record_Type =1
Individual Record_Type = 2
Contact Record_Type = 31
Individual Contact Record_Type = 32
Default Entry Record_Type =5

Alternate Address for Contact Record_Type = 41

Alternate Address for Record Type = 42
Individual
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Linking

Linking determines how the report data elements are related. For
example, to report all notes related to an Address Book Entry you
would link the Client_Id and Contact_Number fields of the
AMGR_Client view to the fields of the same name in Notes.

Crystal Reports enables you to specify the type of join and type of
link you want to use when linking tables. Joins and links indicates
how linked fields in two tables are compared when records are read.
Join, enforce, and link options can be specified in the Links Options
dialog box. Using the various join enforcement options can ensure
that linked tables are included in the SQL query, even when none of
the fields in the table are used in the report. The Crystal Reports help
files contain more information on Linking options.

laix
Data  Links |

Link together the tables you added to the report.
Linking is needed to match records of one table with cormesponding records of another table.

e - Butotirange
Data_Machine_Id - Data_Machine_Td - _
Sequence_Kumber Sequence_Number
Record_Type Record_Type |
Ouwner_1d i Case_1d
Privats Case_Humber
Client_1d b Clentd
Contact_Number b= Client_Mumber
Mame._Type Contact_Id w‘
Mame: Contact_Number
Last_ModFy_Dats Priority Delete Link
Transfer Dats Severity
Highest_Alt_Adr_Mumber =l Type = Lirfe Bptlons. . |

= Inder Legend. |

0k | Cancel Helo |

Controlling Windows

As mentioned previously, when you choose to create a new report
template or edit an existing template, the default view for the report
is based on the active controlling window. Following is an example
of a controlling window in Maximizer outlining the associated view
name, links, and common selections.
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Customer Service Window Example

Each customer service case created for an Address Book entry is a
record in the CSCases_View view. To report on cases for Address
Book entries, you must add the view and link it to the Address Book
entry table according to the following table.

Case Microsoft SQL Maximizer ODBC

Case view name CSCases_View CSCases

Links Client_Id => Client_Id Client_Id => Client_Id
Contact_Number => Contact_Number =>
Client_Number Client_Number

Including Additional Views in Your Reports

To include additional views in your reports, you must link them to
the parent table of the controlling window. You do so through the
Database Expert (Database > Database Expert) by linking to the data
source.

Il

Data |

Browse the data source for the tables you want to add.

[Mote: to edit the alias for & table, select the table in the 'Selected Tables tree and click on it or
press the F2 key)

Available Data Sources Selected Tables

- Database Files =l El -9 MAS_EsconaTutorial
([ Eschange 5.5 Message Tracking Log AMGR_Opportunity
++-(L] Eschange Message Tracking Log
++-(Z1 Field Defiritions Orly

- ] File System Data

-1 IDAPI Database DLL

([ Legacy Exchange

+- (] Mailbox Adrin

+-(ZIMS 115 /Prosy Log Files

- (ZINT Archived Event Log

#-(ZJNT Current Event Log

ol 0DEC (FDO)

o- (0 0lap

+(Z10LE DB (4D0)

#- (1 Outlook.

++-(2 Outlook/E schange

++-(Z Public Folder ACL

++-(Z2 Public Folder Admin

+-(Z Public Folder Rieplica

- (] Universes -
(L0 Wweb/IS Log Files

- (] «Base
=t =l

bl L

[
[
[
[
[
[
[
[
[
[
[
[
[
[
[
[
[
[
[
[
[

ak I Cancel Help
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User-Defined Fields Example

User-Defined Field

User-defined field view
name

Links

When a new User-Defined Field is created, a new database table or

view for that User-Defined Field is also created. User-Defined Fields
can be associated with Address Book, Campaign, Opportunity,
Customer Service, and Users. Use the Database Expert (Database >
Database Expert) to include a user-defined field and link it to the
desired parent view/table.

Sales”.

Microsoft SQL

A_<user-defined field name>
example: A_ANNUAL_SALES

Client_Id => Client_Id
Contact_Number =>
Contact_Number

Epatabasebwpert =ofx|

Data  Links |

Link together the tables you added to the report.
Linking is needed to match racords of ane table with cormespanding records of another table.

The following example is using a user-defined field named “Annual

Maximizer ODBC

U_<user-defined field name>
example: U_ANNUAL_SALES

Client_Id => Client_Id
Contact_Number =>
Contact_Number

AMGR_Client
Client_Id o
Cantact_Number
Name_Type J
hame
Address_Id
Last_Modify_Date
Transfer_Date
Highest_alt_adr_Number
Phone_t
Reverse_Phone_L =l

Client_Id

P Contack_Number

Type_Id
Code_Id
A_ANNUAL_SALES
Creator_Id
Creation_Date
Creation_Time

Auto-Arrange

Ordder Links
Clear Links
Defete Link

Lk Dptiors...

Index Legend. |

Ok | Cancel Helo |
A
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Notes Example

Each note created for an Address Book entry is a record in the view
called Notes. To report on notes associated with Address Book
entries, you must add the view and link it to the Address Book entry
table according to the following table.

Note Microsoft SQL
Notes view name AMGR_Notes
Links Client_Id => Client_Id

Contact_Number =>
Contact_Number

1ol x
Data  Links |

Link together the tables you added to the report.
Linking is needed to match records of one table with cormesponding records of another table.

AMGR_Client

= Auto-Airange

Data_Machine_Id - Dats_Machine_Id - AutaLink
Sequence_Number Sequence_Number & ByMName
Recard_Type Owiner_Td - "

- - By K
wner 1d Clisrt_1d ]
Private Contack_Number Link.
Client_Id Type

Conkact_Murber Frivate :
Name_Type Datecol Oyder Links..
Name TimeCol :
Address_1d [ NewRatord Clear Links
: Owned_By_Id Delete Link

Record_Id
Hote_Typs Link Dptiors
ReadPriv

Resdonly 1d =l IremalLeeme |

0K | Cancel Hep |
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SQL Views and Data Tables

Following is an appendix of the most common Maximizer SQL views and tables.

AMGR_Client View

The AMGR_Client View contains name, address, phone number, and email address information for
Address Book entries, including Companies, Individuals, and Contacts, as well as alternate addresses
and default entries. Many other tables in the database reference the Client_Id and
Contact_Number fields of this table.

Note
This view supports insert, modify, and delete actions and supports MaxExchange transaction journalling.

Table 1 AMGR_Client View

Field Name Data Type Len. Foreign Table Ref. Description and Rules

Data_Machine_ld Numeric | 9

Sequence_Number | Numeric | 9

Record_Type String 2 Type of Address Book entry:
1 = Company
2 = Individual

5 = Default entries

31 = Company Contact

32 = Individual Contact

41 = Company or Company Contact
alternate address

42 = Individual or Individual
Contact alternate address

Owner_Id String 11
Private Integer 4
Client_Id String 23 Unique client identification string.
Contact_Number Integer 4 Unique client identification
number.
0 = Company or Individual record
< 60,000 = Contact record
> 59,999 = Alternate address
Name_Type String 1 C = Company

| = Individual, Contact, Default
entry, or Alternate address
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Table 1

Field Name

Name

Address_ld

Last_Modify_Date

Transfer_Date

Highest_Alt_Adr_
Number

Phone_1
Reverse_Phone_1
Phone_1_Extension
Phone_2
Reverse_Phone_2
Phone_2_Extension
Phone_3
Reverse_Phone_3
Phone_3_Extension
Phone_4
Reverse_Phone_4
Phone_4_Extension

Highest_Contact_
No

Maximizer CRM 11

AMGR_Client View

Data Type

String

Integer

DateTime

DateTime

Integer

String
String
String
String
String
String
String
String
String
String
String
String

Integer

Len. | Foreign Table Ref.

79

o]

21
21
21
21
21
21
21
21
21
21
21
21
4

Description and Rules

One of the following:

e Company name

Individual last name

Contact last name

Alternate address description
Default Entry

0 = Use default address

Value other than 0 = Contact_
Number of address to use for this
Address Book entry.

Date and time when the last
transfer occurred.

Highest alternate address number
in use.



Table 1 AMGR_Client View

Field Name

Receives_Letters

Use_Client_Name

First_Name
Initial

MrMs

Title
Salutation
Department

Firm

Division
Address_Line_1
Address_Line_2

Data Type | Len.

Integer

Integer

String
String
String
String
String
String
String

String
String
String

4

4

79
79
79
79
79
79
79

79
79
79
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Foreign Table Ref.

Description and Rules

Indicates whether Contact

(Record_Type = 31 or 32) receives

mail sent to the Company/

Individual:

0 = Contact doesn't receive mail
sent to Company/Individual

1 = Contact receives mail sent to
Company/Individual

Note:

¢ For Individual records
(Record_Type = 2), this value is
always 1.

e For Company records
(Record_Type = 1) and alternate
addresses (Record_Type = 41 or
42), this value is always 0.

Applies to Contacts (Record_Type =

31 or 32) only. Indicates whether

the Contact’s Company/Individual

name should be included in the

address:

0 = Do not include Company/
Individual name in address

1 = Include Company/Individual
name in address

Middle name or initials.

The Company Name of an
Individual record. Applies to
Individual (Record_Type = 2)
records only.
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Table 1

Field Name
City
State_Province
Country
Zip_Code
Last_Client_Id
Record_Id
Creator_Id
Create_Date

Updated_By_Id

Reports_To_
Contact_Number

Assigned_To
ReadPriv
ReadOnly_Id

Phone_1_Desc
Phone_2_Desc
Phone_3_Desc
Phone_4_Desc
Email_1_Desc
Email_2_Desc

Email_3_Desc

Maximizer CRM 11

AMGR_Client View

Data Type | Len.

String
String
String
String
String
Integer
String
DateTime

String

Integer

String

Integer
String
String
String
String
String
String
String
String

79
79
79
79
23

11
21
21
21
21
15
15
15

Foreign Table Ref.

ADMN_User_
Details.User_Id

AMGR_Client.
Contact_Number

ADMN_User_
Details.User_Id

Description and Rules

Last Client ID used for transfer.

User_ld of user who most recently
updated the Address Book entry.

Contact_Number of Contact
(Record_Type = 31 or 32) to whom
this contact reports (e.g., contact’s
supervisor or manager). Applies
only to Contact records (Record_
Type = 31 or 32).

User_ld of user assigned to the
Address Book entry as the Account
Manager. Applies to Company
(Record_Type = 1), Individual
(Record_Type = 2), and Default
Entry (Record_Type = 5) records
only.



Table 1 AMGR_Client View

Field Name

Lead_Status

Change_Bits

Contact_Inherits_
UDFs

Territory_Status

Territory_ID

Data Type | Len.

Integer

Binary

Integer

Integer

Numeric

2

10
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Foreign Table Ref.

AMGR_Territory.
Territory_ID

Description and Rules

0 = Not a sales lead

1 =Sales lead

Applies to Company (Record_Type
= 1) and Individual (Record_Type =
2) records only.

MaxMerge Change Field. Used by
Maximizer.

“New contact inherits user-defined
fields” checkbox in Company and
Individual Address Book entries.

0 = Contact does not inherit UDFs
1 = Contact inherits UDFs

Indicates how the territory was set.
0 = Unassigned

1 = Unaligned

101 = Set by user

102 = Set by rule

201 = Set by manager

Note: Unaligned status is used
when territory alignment moves
an Address Book entry from a
defined territory so that it no
longer falls under any of the
territory criteria. The old territory
remains in the Territory_ID field.

Unique identification number.
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Company View
The Company View includes fields from AMGR_Client for Company Address Book entries.

Note
This view is read-only.

Table 2 Company View
Field Name Data Type Len. Foreign Table Ref. Description and Rules

Data_Machine_ld Numeric | 9

Sequence_Number | Numeric | 9

Record_Type String 2 Record identifier.
Owner_Id String 11
Private Integer 2

If modified, all contacts and
addresses with the same Client_Id
will also be modified.

Client_Id String 23 Unique identification number.
System generated if field is Null
and “System to assign Address
Book entries’ Identification field
values” option is selected in
Administrator (File > Preferences >
System Options). Must be unique.
Non-modifiable.

Contact_Number Integer 2 Always 0
Name_Type String 1 Always C
Company_Name String 79 Name of Company.
Mandatory field.
Address_Id Integer 2 AMGR_Client. Points to the address to use. 0 to
(Client_Id, use main address or must already
Address_ld) exist in the Address table. >= 60000
means unsigned.
Department String 79
Firm String 79
Division String 79

Address_Line_1 String 79
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Table 2 Company View

Field Name Data Type Len.  Foreign Table Ref. Description and Rules
Address_Line_2 String 79
City String 79
State_Province String 79
Country String 79
Zip_Code String 79

Last_Modify_Date | DateTime |8
Last_Modify_Time | DateTime | 11

Transfer_Date DateTime 8 Date and time of transfer. If left

Transfer_Time DateTime | 11 celr:fl?l' it defaults to the system

Phone_1 String 21

Phone_1_Extension | String 21

Phone_1_Desc String 21

Phone_2 String 21

Phone_2_Extension | String 21

Phone_2_Desc String 21

Phone_3 String 21

Phone_3_Extension | String 21

Phone_3_Desc String 21

Phone_4 String 21

Phone_4_Extension | String 21

Phone_4_Desc String 21

Change_Bits_Low Binary 8 MaxMerge Change Field 1.
Used by Maximizer. Do not use.

Change_Bits_High | Binary 8 MaxMerge Change Field 2.
Used by Maximizer. Do not use.

Creator_Id String 11

Creation_Date DateTime | 8 Date and time when Company/

Creation_Time DateTime | 11 Individual record was created.

Default value is current system
date and time.
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People View

The People view includes fields from AMGR_Client for Individual and Contact entries.

Note
This view is read-only.

Table 3 People View
Field Name Data Type Len. Foreign Table Ref. Description and Rules

Data_Machine_ld Numeric | 9

Sequence_Number | Numeric | 9

Record_Type String 2 Record type indicator.
Owner_Id String 11
Private Integer 2
Client_Id String 23 AMGR_Client. Unique identification number.
Contact_Number Integer 2 E\ICLIJi;r;)te_rl)d, Contact_ Valid valu.ef: 0-59999

e 0 = Individual

¢ Value other than 0 = Contact

Cannot modify. Pair (Client_lId,
Contact_Number) must be unique.

Name_Type String 1

Last_Name String 79

Address_Id Integer 2 AMGR_Client. Pointer to address record to use:
(Client_Id, e 0= Use main address
Address_Id) e >=60,000 (unsigned) = Use

alternate address

Department String 79

Firm String 79

Division String 79

Address_Line_1 String 79

Address_Line_2 String 79

City String 79

State_Province String 79

Country String 79

Zip_Code String 79



Table 3 People View

Field Name

Last_Modify_Date
Last_Modify_Time
Transfer_Date
Transfer_Time
Phone_1
Phone_1_Extension
Phone_1_Desc
Phone_2
Phone_2_Extension
Phone_2_Desc
Phone_3
Phone_3_Extension
Phone_3_Desc
Phone_4
Phone_4_Extension
Phone_4_Desc

Receives_Letters

Use_Client_Name

First_Name
Initial
Mr/Ms
Title

Salutation

Data Type
DateTime
DateTime
DateTime
DateTime
String
String
String
String
String
String
String
String
String
String
String
String

Integer

Integer

String
String
String
String
String
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Len. | Foreign Table Ref.

11

11
21
21
21
21
21
21
21
21
21
21
21
21

79
79
79
79
79

Description and Rules

Date and time of transfer.

Applies to Contacts only.
0 = Contact does not receive mail
1 = Contact receives mail (default)

Applies to Contacts only.

0 = Do not include Company/
Individual name in mailing
address

1 = (Default) Include Company/
Individual name in mailing
address

Salutation (e.g., Dear:) to use in
correspondence.

485
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Table 3 People View

Field Name Data Type Len. Foreign Table Ref. Description and Rules

Change_Bits_Low Binary 8 MaxMerge Change Field 1. Used by
Maximizer.

Change_Bits_High | Binary 8 MaxMerge Change Field 1. Used by
Maximizer.

Creator_Id String 11

Creation_Date DateTime 8 Date and time Individual or

Contact was created. Default is

Creation_Time DateTime | 11
current system date.

AMGR_Appointments View

The AMGR_Appointments View includes both personal and Address Book-related appointments.

Note

This view supports insert, modify, and delete actions and supports MaxExchange transaction journalling. All times are
stored in Coordinated Universal Time (UTC).

Table 4 AMGR_Appointments View

Field Name Data Type Len.  Foreign Table Ref. Description and Rules

Data_Machine_ld Numeric | 9

Sequence_Number | Numeric | 9

Owner_Id String 11 AMGR_Resources. User, location, or resource that the
Resource_Id appointment is scheduled with.
—or- (There is a separate record for each
ADMN Users.User | user, location, and resource
d | participating in the same

appointment.) If the Location field
includes a location that is not in
the AMGR_Resources Table
(Owner_Type=101), the Owner_Id
value is L@FREEFORM.

App_Date DateTime | 8 Start date and time of
appointment. Mandatory field.

Lead_Date DateTime | 8 Date and time when the
appointment notification should
take place. Default is 10 minutes
prior to App_Date.



Table 4 AMGR_Appointments View

Field Name

End_Date

Client_Id

Contact_Number

Private

Type

Alert_Flag

Priority

Completed

Data Type | Len.

DateTime | 8
String 23
Integer 4
Integer 4
Integer
Integer 2
String 4
Integer 2
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Foreign Table Ref.

AMGR_Client.
(Client_Id, Contact_
Number).

Description and Rules

End date and time of
appointment. Default is 30
minutes after App_Date.

Client the appointment is
associated with. If filled in, the
entry must exist in the AMGR_
Client View. Cannot modify.

Identifies all records of a single
appointment, group appointment,
recurring appointment, or
recurring group appointment. The
value is 0 for a single-user
appointment and is another
unique value for a group,
recurring, or recurring group
appointment.

Note: Recurring, group, and
recurring group appointments
consist of multiple records in the
AMGR_Appointments Table—one
for each user and one for each
recurrence.

0 = Alarm not set
1 = Alarm set

Defines the priority text (e.g., Hi,
MED, LOW).

0 = Appointment incomplete
1 = Appointment complete
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Table 4 AMGR_Appointments View

Field Name Data Type | Len. | Foreign Table Ref.
Icon_Type Integer 2
Rsvp Integer 2
Recurring_lId Integer 2
Appt_Rec_Freq Integer 2

Description and Rules

Icon associated with the
appointment:

0 = None

1 = Mail

2 =ToDo

3 = Phone

4 =Travel

5 =Sale

6 = Meal

7 = Presentation
8 = Speech

9 = Meeting

Note: Icons can be viewed when
an appointment is being created.

User’s response to appointment
invitation:

0 = No response

1 = User accepts appointment

2 = Declined

3 = Tentative response

Cannot modify.

Unique recurring ID:

* 0= Not recurring

e Other unique value = Identifier
for records belonging to a
recurring appointment

Frequency of recurring

appointment:

0 = Daily

1 = Weekly

2 = Day of month (e.g., first
Monday)

3 = Monthly (e.g., 14th)

4 = Yearly



Table 4 AMGR_Appointments View

Field Name

Appt_Num_Occur

Appt_Day_Of_
Week

Data Type | Len.

Integer

Integer

2

2
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Foreign Table Ref.

Description and Rules

Identifies relative day of recurring
appointment (e.g., second
Tuesday). Applies to weekly, day of
month, and monthly appointments
only.

Weekly appointments:
0=Every ___

1 = Every second ___

2 = Every third __

25 = Every 26th ___

Day of month appointments:
0 = Every 1st ___ of the month

1 = Every 2nd ___ of the month

31 = Every Last ___ of the month
Monthly appointments:

0 = First ___ of the month

1 =Second ___ of the month

2 =Third ___ of the month

3 = Fourth ___ of the month

4 = Last ___ of the month

Day of recurring appointment (e.g.
, Friday). Applies to weekly, day of
month, and monthly appointments
only.

Weekly and Monthly
appointments:

0 = Sunday

1 = Monday

2 = Tuesday

3 = Wednesday

4 = Thursday

5 = Friday

6 = Saturday

Day of month appointments:
0 = Day

1 = Weekday
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Table 4 AMGR_Appointments View

Field Name

Skip_Weekend

Move_To_Weekday

Rec_Start_Date
Rec_End_Date

PegBoardState

Record_Id
Creator_Id
Create_Date

Snooze_End_Date

Email_Date
Email_Flag
Owner_Type

Data Type

Integer

Integer

DateTime

DateTime

Integer

Integer
String
DateTime

DateTime

DateTime

Integer

Integer

Len. | Foreign Table Ref.
2

11

Description and Rules

Applies to daily appointments

only.

0 = Default

1 = Daily appointments do not
occur on weekends.

Applies to yearly appointments

only.

0 = Default

1 = If appointment occurs on a
weekend, move to nearest
weekday

Appointment start date.

Appointment end date. Mandatory
if Rec_Start_Date is used.

Peg board state during
appointment:

0 = Unknown

1 = Busy

2 = Out (Default)

Date and time when a snoozed
appointment will display a
reminder.

Date and time to send email
appointment reminder. Applies
only if Email_Flag is set to True (1).

0 = Don’t send email reminder
1 = Send email reminder

0 = User

1 = Location

2 = Resource

101 = Custom Location



Table 4 AMGR_Appointments View
Field Name Data Type | Len.
Plan_Id String 23
Plan_Number Integer 4
Master_Id String 23
Master_Number Integer 4
Entity_Type Integer 4
TextCol String 1024
Appointment_Id String 24
Appointment_ Integer 4

Number
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Foreign Table Ref.

AMGR_
ActionPlanTemplat
e.(Plan_Id, Plan_
Number)

AMGR_CSCases.
(Case_Id, Case_
Number)

AMGR_
Opportunity.(Opp_
Id, Opp_Number)

Description and Rules

Unique identification value of the
Action Plan template, as defined in
AMGR_ActionPlanTemplate.

Sequential number of the activity
in the plan.

Identifies the customer service case
or opportunity the appointment is
associated with.

Type of record this template is

applicable to. Entity_Type values

correspond to the Client_Id/

Contact_Number pair references

on the right:

0 = Not specified (default for old
notes)

1 = Address Book entry

2 = Opportunity

3 = Campaign

4 = User

5 = Customer service case

6 = Knowledge base

7 = Order

8 = Order item

9 = Default entry

100 = Custom Independent table

101 = Custom Child table

Text description of appointment.
Appointment identification string.

Appointment identification
number.
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AMGR_Hotlist View

The AMGR_Hotlist View includes both personal and Address Book related tasks.

Note

This view supports insert, modify, and delete actions and supports MaxExchange transaction journalling. All times are
stored in Coordinated Universal Time (UTC).

Table 5 AMGR_Hotlist View
Field Name Data Type
Data_Machine_Id Numeric
Sequence_Number | Numeric
Owner_Id String
Schedule_Date DateTime
Client_Id String
Contact_Number Integer
Entry_Type Integer
Original_Date DateTime
Type_Id Integer

Len. | Foreign Table Ref.

9
9
11

23 AMGR_Client.
(Client_Id, Contact_

Number)

4

Description and Rules

If originated from
AMGR_Opportunity_Link, it is the
Owner Id of the Team Member
responsible for the opportunity.

Date of task. Mandatory field.

Client who the task is associated
with. Leave empty for a personal
appointment. Otherwise it must
already exist in the AMGR_Client
table. Cannot modify.
Contact_Number = 0-59999

Flag for the source of the task.

0 = Manual task

1 = Task associated with follow-up
deadline for customer service
case

2 = Reserved system value. Do not
use.

3 = Task created by a Date user-
defined field that has the
"Include in Hotlist" attribute

4 = Reserved system value. Do not
use.

Original date of the task. If left
empty, it defaults to the system
clock.

Pointer to date field in the Detail_
List table. Cannot modify.



Table 5 AMGR_Hotlist View

Field Name

Status_Id
Priority
Completed

Opp_Id
Opp_Number

Step_Id

Activity_Id

Alarm

Icon_Type

Lead_Date

End_Date
Record_Id
Creator_Id

Create_Date

Data Type

Integer
String

Integer

String

Integer

Numeric

Numeric

Integer

Integer

DateTime

DateTime
Integer
String

DateTime
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Len. | Foreign Table Ref.

23 | AMGR_
(Opp_lId, Opp_

Number, Step_ld,
Activity_ld)

11

Opportunity_Link.

Description and Rules

Not in use.
Priority of task.

0 = Not complete
1 = Complete

Identifier of the associated
opportunity related to the AMGR_
Opportunity_Link that the task
originated from. Must already exist
in the AMGR_Opportunity_Link
table. Opp_Number = 0.

Must already exist in the AMGR_
Opportunity_Link table, unless it's
a follow-up activity.

Must already exist in the AMGR_
Opportunity_Link table.

0 = No alarm set
1 = Alarm set

Icon associated with the task:

0 = None

1 = Mail

2 =ToDo

3 = Phone

4 = Travel

5 =Sale

6 = Meal

7 = Presentation
8 = Speech

9 = Meeting

Icons can be viewed when the
Hotlist task is being created.

Date when alarm is to sound. If left
empty, defaults to Schedule_Date.

Task end date.
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Table 5 AMGR_Hotlist View

Field Name Data Type  Len. | Foreign Table Ref. Description and Rules

Snooze_End_Date | DateTime | 8 Date and time when the alarm
deferral ends.

TextCol String 255 Text of task. Mandatory field.
Related_To Integer 4 Type of record this template is
applicable to:
0 = Undefined. Defaults to Address
Book.

1 = Address Book entry
2 = Opportunity

3 = Campaign

5 = Customer service

Plan_Id String 23 AMGR_ActionPlan | Unique identification value of the
Template.(Plan_Ild, | Action Plan, as defined in AMGR_
Plan_Number) ActionPlanTemplate.

Plan_Number Integer 4 Sequential number of the activity
in the plan.

TaskFlags Integer 2 Determines if a Hotlist task is
scheduled or timeless.
0 = Scheduled
1 =Timeless

AMGR_Resources Table

The AMGR_Resources table lists the users’ display names (e.g,. Joe Napoli), locations (e.g., Staff
Room), and resources (e.g., Projector) available in the Appointments dialog box.

Table 6 AMGR_Resources Table

Field Name Data Type Len. | Foreign Table Ref. Description and Rules

Record_Id Integer

4
Data_Machine_Id Numeric |9
Sequence_Number | Numeric |9

4

Record_Type Integer Resource_ld’s type:
1 = User display name
2 = Location

3 = Resource



Table 6 AMGR_Resources Table
Field Name Data Type  Len.
Resource_lId String
Creator_Id String
Create_Date DateTime
Name String

AMGR_Notes View

12

11

80
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Foreign Table Ref.

ADMN_User_
Details.User_Id

Description and Rules

Depends on Record_Type:

¢ If Record_Type = 1 (User), then
Resouce_Id = User_Id.

¢ If Record Type = 2 (Location) or
3 (Resource), then Resource_Id is
the unique ID of the location or
resource.

Friendly name of the user or
resource (e.g., Joe Napoli, Staff
Room, Projector). Mandatory field.
Unique Name.

The AMGR_Notes View includes history and notes for Address Book entries, opportunities,

campaigns, etc..

Note

This view supports insert, modify, and delete actions and supports MaxExchange transaction journalling.

Table 7 AMGR_Notes View
Field Name Data Type
Data_Machine_ld Numeric
Sequence_Number | Numeric
Owner_Id String
Client_Id String
Contact_Number Integer

Len.

11

23

Foreign Table Ref.

AMGR_Client.
(Client_ld, Contact_
Number)

AMGR_
Opportunity (Opp_
Id, Opp_Number)

Description and Rules

This field actually contains the
Creator_ld, not the Owner_Id.

Client_ld/Contact_Number or Opp_
Id/Opp_Number of the record the
Note is associated with. Associated
record must already exist.
Mandatory field. Must provide
Client_Id/Contact_Number for
insert. Cannot update.
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Table 7 AMGR_Notes View

Field Name

Type?

Private
DateCol

TimeCol

NewRecord

Owned_By_lId
Record_Id
Note_Type

Data Type | Len.

Integer

Integer
DateTime

DateTime

Integer

String
Integer

String

4

[e]

Foreign Table Ref.

Description and Rules

Can insert. Can update.

Valid values: 0-32,767

Standard Maximizer note types

and Detail note types may be

specified:

0 = Manual note

1 = Mail-out note

2 = Outgoing call note

3 =Timed note

4 = Transfer note

5 = Completed task or
appointment

6 = Scheduled task or appointment

7 = Email sent note

8 = Opportunity created or
opportunity status changes

9 = History note

10 = Reassign task note

11 = Reserved for future use

12 = Customer service

14 = Incoming call note

Date and time when note was
created. Default is current system
date and time. Can insert. Can
update.

Maximizer system field. Do not
use.

Within Maximizer, this string is
used only for display purposes to
indicate a sub-type of note. If a
standard type is defined in the
Type field, this string is appended
to the standard type name for
display. In Maximizer, this field
appears as Category on the Note
dialog box for manual notes only.
Can insert. Can update.



Table 7 AMGR_Notes View

Field Name Data Type  Len.
ReadPriv Integer 2
ReadOnly_Id String 11
SynchFlags Integer 4
Entity_Type Integer 2
TextCol? Text 9216
RichTextP Text No
limit
NoteFlags Integer 2

Foreign Table Ref.
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Description and Rules

Do not use this field. It is reserved
for use by MaxExchange.

Specifies the type of parent record

the note belongs to. Entity_Type

values correspond to the Client_Id/

Contact_Number pair references

on the right:

0 = Not specified (default for old
notes)

1 = Address Book entry

2 = Opportunity

3 = Campaign

5 = Customer service case

10 = Appointment

100 = Custom Independent table

101 = Custom Child table

This field must be specified upon

note insert, and it cannot be

updated later.

Text of Note, without HTML tags.
Can insert. Can update.

Text of Note, including HTML tags.
Can insert. Can update.

0 = Note is not flagged.
1 = Note is flagged as important.

a. Some Maximizer functions, such as purging, searching, and MaxExchange synchronization, do not
support user-defined note types, which have a Type value greater than 17.

b. If both TextCol and RichText are populated, the value in the RichText field is used as the note. If the
RichText field is not null and a note is inserted into the TextCol field or the TextCol field is updated, the

information in the RichText field must be set to null.
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CMGR_Auto_Campaign_Accounts Table

The CMGR_Auto_Campaign_Accounts Table contains details about the Address Book entries that
are subscribed to an automated campaign.

CMGR_Auto_Campaign_Accounts Table

Table 8

Field Name Data Type
Record_Id Integer
CamplD String
ClientID String
ContactNo Integer
StartDate DateTime
NextDate DateTime
AccStatus Integer
ActCount Integer
ActType Integer
ActFlag Integer

AMGR_CSCases View

Len. | Foreign Table Ref.

4

24 AMGR_
Opportunity.Opp_
Id

24 AMGR_Client.
(Client_ld, Contact_
Number)

Description and Rules

Unique identifier of the campaign.
Insert operations are allowed, but
not delete and update operations.

Client_Id and Contact_Number of
Address Book entries subscribed to
the campaign. Insert operations
are allowed, but not delete and
update operations.

Date when the Address Book entry
was subscribed to the campaign.

Date when the next campaign
activity for the Address Book entry
should be processed. Applies to
ongoing campaigns.

Not in use.

Next campaign activity to process
for the Address Book entry.

Not in use.

Not in use.

The AMGR_CSCases View stores information about customer service cases.

Note

This view supports insert, modify, and delete actions and supports MaxExchange transaction journalling.

Table 9 AMGR_CSCases View
Field Name Data Type
Record_Id Integer

Len. | Foreign Table Ref.
4

Description and Rules



Table 9

Field Name

Data_Machine_ld

Sequence_Number

Record_Type

Case_Id

Case_Number

Client_Id

Client_Number

Contact_Id

Contact_Number

Status

Priority

Severity

Type
Reason

Origin

AMGR_CSCases View

Data Type | Len.

Numeric 9

Numeric 9

Integer 4
String 23
Integer 4
String 23
Integer 4
String 23
Integer 4
Integer 4
Integer 4
Integer 4
Integer 4
Integer 4
Integer 4
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Foreign Table Ref.

AMGR_Client.

(Client_ld, Contact_

Number)

AMGR_Client.

(Client_Id, Contact_

Number)

Description and Rules

0 = Customer service case
1 = Customer service user

Unique customer service case
identifier. Case_Number is always
0.

Reference to client.

Reference to default contact.

Case status:

57999 = Unassigned

57998 = Assigned

57997 = Escalated

57996 = Callback

57995 = WaitCustomer

57994 = Cancelled

57993 = Resolved

Pointer to value in System UDFs
(60041).

Case priority:

57900 = Low
57901 = Medium
57902 = High
Case severity:
57900 = Low
57901 = Medium
57902 = High

Case type. Pointer to value in
system UDFs (60022).

Case reason. Pointer to value in
system UDFs (60023).

Case origin. Pointer to value in
system UDFs (60024).
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Table 9

Field Name

Queue

Class
Area

Fee

BillRate
BillableTime
Fee_Type

Assigned_To_Id

Deadline_Date
Creator_Id
Create_Date
Modified_By_Id
Last_Modify_Date
Owner_Id

Private
Solution_lId

Solution_Number

Subject

Maximizer CRM 11

AMGR_CSCases View

Data Type

Integer

Integer
Integer

Float

Float
Float

Integer

String

DateTime
String
DateTime
String
DateTime
String
Integer
String

Integer

String

Len.

4

11

11

11

11

24

128

Foreign Table Ref.

ADMN_User_
Details.User_Id

AMGR_Documents.
(Document_lId,
Document_
Number)

Description and Rules

Case queue. Pointer to value in
system UDFs (60029).

No longer in use.
No longer in use.

Case fee. (BillRate x BillableTime =
Fee).

Cost per hour of billable time.
Number of billable hours.

Case fee type. Pointer to value in
system UDFs (60027).

User_ld of user who the case is
assigned to.

Follow-up deadline date.

Case owner.
Not in use.

For resolved cases, it points to a
knowledge base article with the
case solution.

Subject line of the case.



Table 9 AMGR_CSCases View

Field Name

Article_Number

Notify_Flag

Case_Resolved_By

Case_Resolved_
Date

Case_Owner_Id

Description

Data Type

String

Integer

String

DateTime

String
Text

Len.

24

12

12
16
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Foreign Table Ref.

AMGR_Documents.
(Document_lId,
Document_
Number)

ADMN_Users.User_
Id

Description and Rules

Points to the solution article in
AMGR_Documents table when the
Solution_Id and Solution_Number
fields are empty. This field is
intended for remote users who
don't have access to the
knowledge base database but
know the article number for this
case in the main database. The
remote user fills in this field
manually, and when the case is
synchronized with the main
database, it will reference the
article in the knowledge base.

Customer service case notification

flag:

0 = Notification disabled

1 = Notification sent to default list
of users

2 = Notification sent to custom list
of users

User ID of the user who resolved
the case.

Date and time when the case was
resolved.

Description of the case.
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CSCases_View

The CSCases_View View includes all the fields from the AMGR_CSCases Table and the following
additional fields.

Note
This view is read-only.

Table 10 CSCases_View

Field Name Data Type Len.  Foreign Table Ref. Description and Rules

User_Case_lId String 32 Case identifier for user references.

Client_Name String 80 AMGR_CSCases. Name of Company/Individual who
(Client_lId, Client_ originated the case. Name field
Number) from AMGR_Client table.

Contact_Name String 160 | AMGR_CSCases. Name of the contact for the case.
(Contact_lId, "First_Name, Name” field
Contact_Number) concatenation from Case Contact.

Solution_Name String 256 | AMGR_CSCases. Knowledge base article description
(Solution_ld, of this case.

Solution_Number)

Type_Name String 80 AMGR_User_Field_ | Text value of the Type field
Defs_Tbl.(Type_Id =
60022, Table_Id =
2, Code_ld)

Reason_Name String 80 AMGR_User_Field_ | Text value of the Reason field.
Defs_Tbl.(Type_ld=
60023, Table_Id =
2, Code_lId)

Origin_Name String 80 AMGR_User_Field_ | Text value of the Origin field.
Defs_Tbl.(Type_Id =
60024, Table_Id =
2, Code_lId)

Queue_Name String 80 AMGR_User_Field_ | Text value of the Queue field.
Defs_Tbl.(Type_Id =
60029, Table_Id =
2, Code_lId)

Class_Name String 80 No longer in use.

Area_Name String 80 No longer in use.



Table 10 CSCases View

Field Name

Fee_Type_Name

Status_Name

Assigned_To_Name

Case_Owner_Name

Address_Line_1
Address_Line_2
City
State_Province
Country
Zip_Code

Priority_Name

Severity_Name
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Data Type Len. Foreign Table Ref.

String

String

String

String

String
String
String
String
String
String
String

String

80 AMGR_User_Field_
Defs_Tbl.(Type_Id =
60027, Table_Id =
2, Code_lId)

80 AMGR_User_Field_
Defs_Tbl.(Type_Id =
60041, Table_Id =
2, Code_lId)

160

160

80
80
80
80
80
80
80

80

Description and Rules

Text value of the Fee_Type field.

Text value of the Status field:
57999 = Unassigned

57998 = Assigned

57997 = Escalated

57996 = Callback

57995 = WaitCustomer
57994 = Cancelled

57993 = Resolved

Name of the user responsible for
the case.

Name of the user who owns the
case.

Address information of the
Company/Individual who
originated the case.

Text value of the Priority field:
57900 = Low

57901 = Medium

57902 = High

Text value of the Severity field:
57900 = Low

57901 = Medium

57902 = High
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Amgr_Opportunity View

The AMGR_Opportunity View contains information about

e Sales opportunities (Opp_Type=0),

e Traditional marketing campaigns (Opp_Type=30), and
Automated marketing campaigns (Opp_Type=10, 15, or 20).

Note
This view supports insert, modify, and delete actions and supports MaxExchange transaction journalling.

Opportunities
Table 11  AMGR_Opportunity View — Opp_Type = 0 (Opportunity)

Field Name Data Type Len.  Foreign Table Ref. Description and Rules

Data_Machine_ld Numeric | 9

Sequence_Number | Numeric |9

Client_Id String 24 AMGR_Client. Company/Individual that is
(Client_Id, Contact_ | associated with the opportunity.
Number) Mandatory field. Associated entry

must already exist in the AMGR_
Client table. Cannot modify.

Contact_Number Integer 4 Not used. Reserved for future use.
Always 0.
Opp_Id String 23 AMGR_ Unique identifier of an
Opportunity_Link. | Opportunity. System generated.
Opp_Number Integer 4 &%F:sgﬁ') Opp_ Unique identifier of an
Opportunity. Must be 0.
Comp_Client_Id String 24 AMGR_ Client_Id and Contact_Number of

Opportunity_Link. | Competitor that the Opportunity
(Client_Id, Contact_ | was lost to.
Number)

Comp_Cont_No Integer 4

Owner_Id String 1 Team member that is chosen as the
Opportunity leader. If Team ID is
equal to -1 (no Team is assigned, i.
e., this is a Personal Opportunity),
then it defaults to the Login ID.



Table 11

Field Name

Strategy_Id

Team_Id

Status

Name

Objective

Reason_Id

Probability_Closing

Cost
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Data Type Len. Foreign Table Ref.

Numeric |9 AMGR_Strategy.

Strategy_Id

Integer 4 EXCH_Sites.
(Owner_ld, Team_
Id)

Integer 4

String 80

String 254

Numeric 9 AMGR_OMS_

Object.Step_Id

Integer 2

Float 8

AMGR_Opportunity View — Opp_Type = 0 (Opportunity)

Description and Rules

Strategy that has been assigned to
the Opportunity. Strategy_Ild must
already exist in the AMGR_
Strategy table. If the strategy is
4294967295 (OXFFFFFFFF), no
strategy is assigned to the
Opportunity.

Team_ld of Sales team assigned to
this Opportunity, or 65535 (OxFFFF)
if assigned to a single user. Team_
Id must already exist in EXCH_Sites
table. Mandatory field.

Status of the Opportunity:
0 = New

1 =1In progress

2 = In progress new

3 =Won

4 = Lost

5 = Abandoned

6 = Suspended

Name of Company/Individual that
is associated with the Opportunity.

Sales Objective for the
Opportunity.

Reason why the opportunity was
won, lost, abandoned, or
suspended. Only the Opportunity
Leader user can modify this field.
0 = Opportunity still in progress

Percentage probability of closing
the opportunity. Based on an
internal calculation formula.

Valid values: 0-100.

Only the Opportunity Leader user
can modify this field. (May be
updated automatically by selecting
“Update Opportunity” in
Opportunities window.)

Running total of the costs
associated with activities for the
opportunity.
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Table 11

Field Name

Forecast_Revenue

Start_Date

Estimated_Close_
Date

Close_Date

Last_Modify_Date

Actual_Revenue

Record_Id
Creator_Id
Create_Date

Suspend_Date

Maximizer CRM 11

Data Type

Float

DateTime

DateTime

DateTime

DateTime

Float

Integer
String
DateTime

DateTime

Len. | Foreign Table Ref.
8

11

AMGR_Opportunity View — Opp_Type = 0 (Opportunity)

Description and Rules

Revenue anticipated from
Opportunity once it is successfully
complete. Only the Opportunity
Leader user can modify this field.

Date when the opportunity was
started. If left empty, defaults to
the system clock. If 1, only the
Opportunity Leader user can
modify this field.

Start_Date + Strategy Duration =
Estimated_Close_Date. Original
close date for the opportunity.
Must be greater than Start_Date.
Only the Opportunity Leader user
can modify this field. If specified,
becomes the Close_Date by
default.

Projected or actual close date of
the opportunity. Updated as the
opportunity's steps are applied
before or ahead of schedule. Must
be greater than Start_Date. Only
the Opportunity Leader user can
modify this field.

Close date specified by user, not
calculated from steps and
activities. (Date and time when
campaign was last modified stored
in Last_Update_Date.)

Actual revenue generated by the
opportunity. Applicable only if
Status = 3.

The date an opportunity was
suspended. Applies only to
opportunities using a strategy.
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Table 11  AMGR_Opportunity View — Opp_Type = 0 (Opportunity)

Field Name Data Type Len.

Days_Suspended Integer

Dynamic_Strat Integer
Dynamic_Team Integer
Opp_Type Integer
Comment String
Completion_ String
Comment

Last_Update_Date | DateTime

Updated_By_Id String

4

2

2

2

508

508

8

11

Foreign Table Ref.

ADMN_Users.User_
Id

Description and Rules

The number of days an
opportunity was suspended.
Applies only to opportunities using
a strategy, where the opportunity
is suspended and then resumed
after one day or more.

0 = Static strategy

1 = Dynamic strategy

Note: A strategy becomes dynamic
after it has been assigned to an
opportunity and then one or more
of the Steps has been modified in
that opportunity.

0 = Static team

1 = Dynamic team

Note: A team becomes dynamic
after it has been assigned to an
Opportunity and then a team
member is added or removed from
the team for that Opportunity.

Opportunity or campaign type:

0 = Opportunity

10 = Fixed-date automated
campaign

15 = Ongoing automated
campaign

20 = Automated campaign from
web

30 = Traditional campaign

Any comments about the
opportunity. Only the Opportunity
Leader user can modify this field.

Any comments related to the
completion of the opportunity.
Applicable only if the Status is
won, lost, abandoned, or
suspended.

Date and time when the record
was last modified.

User_ld of the user who last
changed the opportunity.



508

Maximizer CRM 11
User’s Guide

Table 11

Field Name

TestStatus

Last_Opp_Id

Cont_Client_Id

Cont_Cont_No

NextAction

NextAction_
Projected

Revenue_Currency_
Id

Revenue_Rate_
Type_Id

Last_Cal_Date

Calculated_Won_
Revenue

Calculated_
InProgress_
Revenue

Notify_Flag

Data Type | Len.

Integer

String

String

Integer

String

String

String

Integer

DateTime

Float

Float

Integer

4

23

23

63

63

[e]

Foreign Table Ref.

AMGR_Client.
(Client_ld, Contact_
Number)

AMGR_Opportunity View — Opp_Type = 0 (Opportunity)

Description and Rules

Applies only to records where
Opp_Type =10, 15, or 20.

Stores original Opp_Id when it is
changed during transfer between
databases.

Client_Id of the associated Contact.
Applicable only when Opp_Type =
0.

Contact_Number of the associated
Contact. Applicable only when
Opp_Type = 0.

Next action in the Action Plan for
this opportunity, as defined by the
user. Applicable only when Opp_
Type = 0.

Next action in the Action Plan for
this opportunity, as defined by the
strategy. Applicable only when
Opp_Type = 0.

Three-character currency ID of the
corporate or entry currency for the
opportunity. Applicable only if
multi-currency is enabled for the
Address Book.

Reserved for future use. Do not
use.

Not applicable to opportunities.

Not applicable to opportunities.

Not applicable to opportunities.

0 = No opportunity monitoring
1 = Use the system default
opportunity monitoring user list
2 = Use a custom list
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Table 12 AMGR_Opportunity View — Opp_Type = 10, 15, 20 (Automated Campaign)

Field Name

Data_Machine_Id
Sequence_Number
Client_Id

Contact_Number

Opp_Id

Opp_Number

Comp_Client_Id
Comp_Cont_No

Owner_Id

Strategy_Id

Team_Id

Status

Name

Objective

Data Type | Len.

Numeric
Numeric
String

Integer

String

Integer

String

Integer

String

Numeric

Integer

Integer

String
String

9
9
23
4

24

24

11

80
254

Foreign Table Ref.

AMGR_Client.
(Client_Id, Contact_
Number)

CMGR_Auto_
Campaign_
Accounts.(CamplD)

AMGR_
Opportunity_Link.
(Client_Id, Contact_
Number)

Description and Rules

Not applicable.

Not used. Reserved for future use.
Always 0.

Unique identifier of an automated
campaign. System generated.

Always 0.

Not applicable to campaigns.

Team member that is chosen as the
Opportunity Leader. If Team ID is
equal to -1 (no team is assigned, i.
e., this is a personal opportunity),
then it defaults to the Login ID.

ProgID of the automated
campaign.

Always 65535 (OxFFFF) (single
user). Mandatory field.

Status of the campaign:
0 = New

1 =In progress

2 = In progress new

3 = Completed

5 = Abandoned

6 = Suspended

Name of the automated campaign.

Name of the template used for the
campaign.
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Table 12 AMGR_Opportunity View — Opp_Type = 10, 15, 20 (Automated Campaign)

Field Name Data Type Len. Foreign Table Ref. Description and Rules
Reason_Id Numeric 9 AMGR_OMS_ Reason why the campaign was
Object.Step_Id completed, abandoned, or

suspended. Only the Campaign
Leader user can modify this field.
0 = Campaign still in progress

Probability_Closing | Integer 2 Not applicable to campaigns.
Always 0.

Cost Float 8 Campaign budget.

Forecast_Revenue | Float 8 Revenue expected from campaign

once it is successfully complete.
Only the Campaign Leader user
can modify this field.

Start_Date DateTime | 8 Start date of the automated
campaign.

Estimated_Close_ DateTime | 8 Not applicable to campaigns.

Date

Close_Date DateTime | 8 Actual close date of the campaign.

Must be greater than Start_Date.
Only the Campaign Leader user
can modify this field.

Last_Modify_Date | DateTime |8 Close date specified by user. (Date
and time when campaign was last
modified stored in Last_Update_
Date.)

Actual_Revenue Float 8 Actual revenue generated by the
campaign. Applicable only if Status

Record_Id Integer 4

Creator_lId String 12

Create_Date DateTime | 8

Suspend_Date DateTime 8 Not applicable to automated
campaigns.

Days_Suspended Integer 4 Not applicable to automated
campaigns.

Dynamic_Strat Integer 2 Not applicable to automated

campaigns.
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Table 12 AMGR_Opportunity View — Opp_Type = 10, 15, 20 (Automated Campaign)

Field Name

Dynamic_Team

Opp_Type

Comment

Completion_
Comment

Last_Update_Date

Updated_By_Id

TestStatus

Last_Opp_Id

Cont_Client_Id

Cont_Cont_No

NextAction

NextAction_
Projected

Data Type

Integer

Integer

String

String

DateTime

String

Integer

String

String

Integer

String

String

Len. | Foreign Table Ref.
2

2

508

508

11 ADMN_Users.User_
Id

23

23

64

64

Description and Rules

Not applicable to automated
campaigns.

Opportunity or campaign type:

0 = Opportunity

10 = Fixed-cate automated
campaign

15 = Ongoing automated
campaign

20 = Automated campaign
from web

30 = Traditional campaign

Description of the campaign. Only
the Campaign Leader user can
modify this field.

Any comments related to the
completion of the Campaign.
Applicable only if the Status is
Complete, Abandoned, or
Suspended.

Date and time when the record
was last modified.

User_Id of the user who last
changed the campaign.

0 = Not tested
1 = Tested

Applies only to records where
Opp_Type =10, 15, or 20.

Applicable only when Opp_Type =
0.

Applicable only when Opp_Type =
0.

Applicable only when Opp_Type =
0.

Applicable only when Opp_Type =
0.

Applicable only when Opp_Type =
0.
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Table 12 AMGR_Opportunity View — Opp_Type = 10, 15, 20 (Automated Campaign)

Field Name

Revenue_Currency_
Id

Revenue_Rate_
Type_Id

Revenue_Rate_
Type_Id

Last_Cal_Date

Calculated_Won_
Revenue

Calculated_
InProgress_
Revenue

Notify_Flag

Data Type | Len.

String

Integer

Integer

DateTime

Float

Float

Integer

Traditional Campaigns

4

Foreign Table Ref.

Description and Rules

Not applicable to campaigns.

Reserved for future use. Do not
use.

Reserved for future use. Do not
use.

Opportunity revenue is calculated
as of the date specified in this field.
Default is the current date.

Revenue generated from won
opportunities.

Revenue generated from
opportunities still in progress.

Not applicable for Automated
Campaigns.

Table 13 AMGR_Opportunity View — Opp_Type = 30 (Traditional Campaign)

Field Name

Data_Machine_Id
Sequence_Number
Client_Id

Contact_Number

Opp_Id

Opp_Number
Comp_Client_Id
Comp_Cont_No

Data Type
Numeric
Numeric
String

Integer

String

Integer
String

Integer

Len.

9
9
23
4

23

24

Foreign Table Ref.

Description and Rules

Not applicable.

Not used. Reserved for future use.
Always 0.

Unique identifier of a traditional
campaign. System generated.

Always 0.

Not applicable to campaigns.



Table 13

Field Name

Owner_Id

Strategy_Id

Team_Id

Status

Name

Obijective

Reason_Id

Probability_Closing

Cost

Data Type | Len.

String 11

Numeric 9

Integer 4
Integer 4
String 80
String 254

Numeric 9

Integer 2

Float 8
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Foreign Table Ref.

AMGR_Strategy.
Strategy_lId

AMGR_
Opportunity.
(Owner_Id, Team_
Id)

= EXCH_Sites.
(Owner_ld, Team_
Id)

AMGR_OMS_
Object.Step_Id

AMGR_Opportunity View — Opp_Type = 30 (Traditional Campaign)

Description and Rules

Team member that is chosen as the
Opportunity Leader. If Team ID is
equal to -1 (no team is assigned, i.
e., this is a personal opportunity),
then it defaults to the Login ID.

Strategy_ld of the Template that
has been assigned to the
Campaign. Strategy_Id must
already exist in the AMGR_
Strategy table. If the strategy is
4294967295 (OXFFFFFFFF), no
template is assigned to the
campaign.

Team_ld of the Sales team
assigned to the campaign, or
65535 (OxFFFF) if assigned to a
single user. Team_Id must already
exist in EXCH_Sites table.
Mandatory field.

Status of the campaign:
0 = New

1 =In progress

2 = In progress new

3 = Completed

5 = Abandoned

6 = Suspended

Name of the traditional campaign.

Marketing objective of the
traditional campaign.

Reason why the campaign was
completed, abandoned, or
suspended. Only the Campaign
Leader user can modify this field.
0 = Campaign still in progress

Not applicable to campaigns.
Always 0.

Campaign budget.
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Table 13

Field Name

Forecast_Revenue

Start_Date

Estimated_Close_
Date

Close_Date

Last_Modify_Date

Actual_Revenue

Record_Id
Creator_Id
Create_Date

Suspend_Date

Days_Suspended

Maximizer CRM 11

Data Type

Float

DateTime

DateTime

DateTime

DateTime

Float

Integer
String
DateTime

DateTime

Integer

Len. | Foreign Table Ref.
8

11

AMGR_Opportunity View — Opp_Type = 30 (Traditional Campaign)

Description and Rules

Potential revenue anticipated from
campaign once it is successfully
completed. Only the Campaign
Leader user can modify this field.

Start date of a traditional
campaign that is not using a
template. Null for campaigns using
a template.

Not applicable to campaigns.

Actual close date of the campaign.
Updated as the campaign’s steps
are applied before or ahead of
schedule. Must be greater than
Start_Date. Only the Campaign
Leader or MASTER user can modify
this field.

Not applicable to Opp_Type = 30.
(Date and time when campaign
was last modified stored in Last_
Update_Date.)

Actual revenue generated by the
Campaign. Applicable only if
Status = 3.

The date the campaign was
suspended. Applies only to
campaigns using a template.

The number of days a campaign
was suspended. Applies only to
campaigns using a template,
where the campaign is suspended
and then resumed after one day or
more.
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Table 13 AMGR_Opportunity View — Opp_Type = 30 (Traditional Campaign)

Field Name

Dynamic_Strat

Dynamic_Team

Opp_Type

Comment

Completion_
Comment

Last_Update_Date

Updated_By_Id

TestStatus

Last_Opp_Id

Data Type | Len.

Integer

Integer

Integer

String

String

DateTime

String

Integer

String

2

508

508

8

11

23

Foreign Table Ref.

ADMN_Users.User_
Id

Description and Rules

0 = Static template

1 = Dynamic template

Note: A template becomes
dynamic after it has been assigned
to a campaign and then one or
more of the Steps has been
modified in that campaign.

0 = Static team

1 = Dynamic team

Note: A team becomes dynamic
after it has been assigned to a
campaign and then a team
member is added or removed from
the team for that campaign.

Opportunity or campaign type:

0 = Opportunity

10 = Fixed-date automated
campaign

15 = Ongoing automated
campaign

20 = Automated campaign from
web

30 = Traditional campaign

Any comments about the
campaign. Only the Campaign
Leader or MASTER user can modify
this field.

Any comments related to the
completion of the campaign.
Applicable only if the Status is
complete, abandoned, or
suspended.

Date and time when the record
was last modified.

User_ld of the user who last
changed the campaign.

Applies only to records where
Opp_Type = 10, 15, or 20.

Applicable only when Opp_Type =
0.
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Table 13 AMGR_Opportunity View — Opp_Type = 30 (Traditional Campaign)

Field Name Data Type Len.  Foreign Table Ref. Description and Rules

Cont_Client_Id String 24 Applicable only when Opp_Type =
0.

Cont_Cont_No Integer 4 Applicable only when Opp_Type =
0.

NextAction String 64 Applicable only when Opp_Type =
0.

NextAction_ String 64 Applicable only when Opp_Type =

Projected 0.

Revenue_Currency_ | String 4 Not applicable to campaigns.

Id

Revenue_Rate_ Integer 2 Reserved for future use. Do not

Type_Id use.

Last_Cal_Date DateTime 8 Not applicable to traditional
campaigns.

Calculated_Won_ Float 8 Not applicable to traditional

Revenue campaigns.

Calculated_ Float 8 Not applicable to traditional

InProgress_ campaigns.

Revenue

Notify_Flag Integer 4 Not applicable to traditional
campaigns.

AMGR_Opportunity_Link Table

The AMGR_Opportunity_Link Table links various opportunity- and traditional campaign-related
information with other tables. The type of information and tables it links depend on the value of
the “Type" field. The use of numerous fields in this table also depends on the value of the “Type”
field.

Table 14  AMGR_Opportunity_Link Table

Physical Field Name  Data Type Len.  Foreign Table Ref. Description and Rules

Data_Machine_ld Numeric | 9

Sequence_Number | Numeric |9



Table 14 AMGR_Opportunity_Link Table

Physical Field Name

Opp_Id
Opp_Number

Step_Id

Activity_Id

Type

Data Type | Len.

String

Integer

Numeric

Numeric

Integer

24
4
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Foreign Table Ref.

AMGR_
Opportunity.(Opp_
Id, Opp_Number)
AMGR_Client.
(Client_Id, Contact_
Number)

Description and Rules

Unique identifier of an
opportunity or campaign. System
generated. Opp_Number is always
0.

Refer to AMGR_Client(Client_Id,
Contact_Number) when Type =23.

Unique identifier of the step the
activity belongs to. Mandatory
field. Cannot modify.

ID of the activity linked to the step.
Mandatory field. Value must
already exist in AMGR_OMS_
Object. Cannot modify.

If Type = 1: Unique identifier of the
activity. Otherwise, always 0.

1 = Activity link for opportunity/
campaign step
2 = Step link for opportunity/
campaign
3 = Success factor standing link for
opportunity/campaign
4 = Success factor standing link for
opportunity role
5 = No longer used
8 = Competitor link for
opportunity
13 = Contact link for opportnity/
campaign role
14 = Related entry link
15 = Company Library folder or
document reference
20 = Partner link for opportunity
21 = Customer service notification
default user
22 = Customer service notification
user
23 = Partner link for Address Book
entry
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Table 14

Physical Field Name

Client_Id String
Contact_Number Integer
Status Integer
Duration Numeric
Cost Float

AMGR_Opportunity_Link Table

Data Type | Len.

24
4

9

Foreign Table Ref.

AMGR_
Opportunity_Link.
(Client_ld, Contact_
Number) = AMGR_
Client.

(Client_ld, Contact_
Number)

AMGR_
Opportunity_Link.
(MesName =
AMGR_User_Fields.
(Client_ld)

for Type_Ild =17 in
AMGR_User_Fields

Description and Rules

Company or Individual that is
associated with the opportunity.
Mandatory field. Associated entry
must already exist in the AMGR_
Client table. Cannot modify.

0 = New

1 =In progress

2 = In progress new

3 =Won

4 = Lost

5 = Abandoned

6 = Suspended

3337 = Not applied

3338 = Reviewed

3339 = Behind

3340 = On schedule

3341 = Ahead

3342 = Complete

3676 = Waiting

3677 = Applied (Hotlist entry must
exist with same Activity_Id)

Duration of the activity or step, in
seconds. Value must be between 0
and 2,500,000,000.0.

Applicable only if Type =1 or 2.

Running total of the costs
associated with activities of the
opportunity. Value must be
between 0.0 and 9,999,999,999.0.

Applicable only if Type = 1 or 2.
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Table 14 AMGR_Opportunity_Link Table

Physical Field Name | Data Type | Len.  Foreign Table Ref. Description and Rules

Start_Date DateTime | 8 Date when the activity or step
starts. If left empty, defaults to the
system clock time. If 1, the date can
be updated by the OppLeader

only.
Applicable only if Type =1, 2, or
15.

End_Date DateTime | 8 Date when the activity or step
ends.

Start_Time DateTime | 8 Time when the activity or step

starts. If 01/01/1900, not followed
by a time, then there is no start

time.
Icon_Type Integer 2 0 = None

1 = Mail

2 =ToDo

3 = Phone

4 = Travel

5 =Sale

6 = Meal

7 = Presentation

8 = Speech

9 = Meeting

Note: Icons can be viewed when a
record is being created or
modified.

Alarm Integer 2 0 = Alarm not set
1= Alarm set
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Table 14 AMGR_Opportunity_Link Table

Physical Field Name

Alarm_Lead_Min

Resp_Mem_Id

With_Role_Id

Priority

Standing_Id

Score

MesName

Data Type | Len.

Integer

Integer

Numeric

String

Numeric

Integer

String

a

256

Foreign Table Ref.

Description and Rules

Lead time for alarm, in minutes.
Value must be between 0 and
5,000,000.0. Up to 999 complete
minutes, hours, days, or weeks can
be entered in the GUI. (No partial
minutes, days, or weeks.) Once 999
minutes has been reached the
number must first be rounded up
to the nearest whole hour and
then converted back to minutes. (I.
e., 1000 minutes is rejected but
1020 —17 hours— is accepted.)
Once 999 hours has been reached
the number must be converted to
days and then back to minutes. The
same theory applies once 999 days
and weeks have been reached.

ID of the team member responsible
for activity.
Applicable only if Type = 1.

ID of the role that this activity is to
be assigned to.
Applicable only if Type = 1.

Priority (HI, LOW, MED, etc.)
Applicable only if Type = 1.

ID of the Standing associated with
this role.

Applicable only if Type = 3, 4, or
15.

Value (weight) of the success
factor standing. Valid values: 0—
100.

Applicable only if Type =1, 3, 4, or
15.

For Type = 15, contains names of
folders, documents, and notes in
the Company Library.

For Type = 14 (related entries),
contains relation id. This field is
related to the Client_Id field in the
AMGR _User_Fields where Type_Id
=60017.
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Table 14 AMGR_Opportunity_Link Table

Physical Field Name
Record_Id
Creator_Id
Create_Date

Follow_Up_Task

Opp_Type

NotReserved

Description

ADMN_User_Details Table

Data Type Len. Foreign Table Ref.

Integer 4
String 12
DateTime '8
Integer 2
Integer 2
String 22
String 254

Description and Rules

Applicable only if Type = 1
(Activity):

0 = No follow-up task

1 = Follow-up task

Record type:

0 = Opportunity

10 = Automatic campaign

15 = Automatic recurring
campaign

20 = Automatic campaign from
web

30 = Traditional campaign

Not in use.

Description of the opportunity or

campaign.

The ADMN_User_Details table contains personal information on Maximizer users.
Table 15 ADMN_User_Details Table

Field Name

Record_Type
User_Id
Old_Password
User_MrMs
User_FirstName
User_Init
User_Name
User_Title
User_Salutation

User_Firm

Data Type Len.  Foreign Table Ref.

Integer
String
String
String
String
String
String
String
String
String

4
11
511
80
80
80
80
80
80
80

Description and Rules

521
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Table 15 ADMN_User_Details Table (Continued)

Field Name Data Type Len. Foreign Table Ref. Description and Rules
User_Route String 80
User_Div String 80
User_AddressLine1 String 80
User_AddressLine2 String 80
User_City String 80
User_State_Province | String 80
User_Zip_Code String 80
User_Country String 80
User_Phone_1 String 22
User_Phone_1_Exte | String 22
nsion

User_Phone_2 String 22
User_Phone_2_Exte | String 22
nsion

User_Phone_3 String 22
User_Phone_3_Exte | String 22
nsion

User_Phone_4 String 22
User_Phone_4_Exte | String 22
nsion

User_Email_Address | String 120
User_WebSite String 120
User_CustomField1 String 120
User_CustomField2 | String 120
User_CustomField3 | String 120
User_CustomField4 | String 120
Creator_Id String 12
Create_Date DateTime |8

LastUpdate_Date DateTime | 8
User_ReadAccess Integer 4

WindowLogin String 33
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Table 15 ADMN_User_Details Table (Continued)

Field Name

Display_Name

Record_Id

Reports_To

Data Type | Len.

String

Integer

String

80

1
12

Foreign Table Ref.

Description and Rules

Not in use.
Note: The user’s display name is
stored in the AMGR_Resources Table.

The user ID of the person the user
reports to. This information is used in
organizational charts generated by
Maximizer.
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Glossary of Terms

Use this list of terms to help familiarize yourself with the terminology
of Maximizer CRM.

Access Rights - security settings for users. Access rights control each
user’'s permissions to read, insert, modify, or delete various types of
Maximizer entries. They also control general Maximizer privileges,
user roles, and allowed printing destinations. Access rights are
determined by the user’s access settings and the access settings of
any security groups the user belongs to.

Access Settings - there are two types of access settings: user access
settings and group access settings. Combined user and group access
settings determine a user’s access rights.

Accounting Link — a Maximizer add-on that enables users to
connect to QuickBooks , Microsoft Dynamics GP, and Sage 50
Accounts through Maximizer. For more information, refer to the
Accounting Link User’s Guide or the Maximizer website.

Address Book - a Maximizer database.

Address Book entry - a Company, Individual, or Contact in the
Maximizer Address Book.

Administrator - a Maximizer module in which the Address Book
administrator can perform system configuration and maintenance
for the Maximizer system and Address Books.

Administrator’'s Guide - a Maximizer reference guide for system
administrators.

Advanced Import - importing an MXI or XML file into an Address
Book.

Application Server - see Maximizer Application Server.

automated campaign - a series of automated email messages,
faxes, or printed documents that Maximizer sends on a predefined
schedule. An automated campaign is based on an automated
campaign template.

Calendar - a Maximizer window in which you can manage your
appointments.

campaign template - a pre-defined strategy used by email and
traditional marketing campaigns. See automated campaign and
traditional campaign.

catalog - a product listing created using OrderDesk. You build your
catalog by adding sections and catalog items, and publish the catalog
on your web server.

catalog item - an individual product or service in your online
catalog.

catalog section - a category for classifying types of catalog items.
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Company - an Address Book entry used to record information for a
company or organization.

Company Library - a shared library of company literature.

Contact — an Address Book entry used to record information for an
individual person associated with a Company or Individual type of
Address Book entry.

Controlling window — a main Maximizer window, such as the
Address Book window, that determines what tabbed following
windows are displayed. The contents of the following window
depend on which entry is selected in the main controlling window.

Crystal Reports - a tool for generating reports. Crystal reports are
available for viewing and generation through the Reports tab in
Maximizer.

dashboards - components of Maximizer and Maximizer Web Access
that display real-time information on your company using
dashboard-style instrumentation.

default entry — an entry (such as an Address Book entry) containing
default field values that are propagated to new entries by default.

Escona - the Escona Address Book is a sample Address Book included
with a typical installation of Maximizer. Using the example of a
fictitious vintner in the Sonoma Valley, this Address Book
demonstrates many of Maximizer’s possibilities.

Following window - a tabbed sub-window of a controlling
window. The contents of the following window depend on which
entry is selected in the main controlling window. For example, the
Contacts window displays only those Contacts that belong to the
selected entry in the Address Book window.

Global Edit — a Maximizer operation that enables you to apply the
same change to multiple Maximizer entries simultaneously.

Holiday Editor - a tool in Administrator for adding holidays to the
Maximizer Calendar window.

Hotlist - a window in Maximizer used to display tasks and
appointments in a specific date range.

HTML - HyperText Markup Language. A document format used for
displaying web pages in a browser.

IIS - see Microsoft Internet Information Server.

intranet - an internal network—much like the Internet—that is self-
contained with the local area network (LAN). Frequently, a web
server is used to display pages that should be accessible only within
the company.

IP address — a number used to uniquely identify a specific computer
on a network. Every network-connected computer has an IP address.
In Maximizer, you use the IIS server’s IP address when you preview or
publish your online catalog.
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Knowledge base - a database containing articles pertaining to
solutions for customer service and/or technical issues.

lead - an Address Book entry that has been flagged as a potential
client or customer.

list — a listing of entries in Maximizer. You can create a list using a
search or by selecting specific entries and reducing the list to the
selection. Most activities are performed for the current list or the
current entry.

log in - the act of entering your user ID and password to gain access
to a Maximizer Address Book. The Login dialog box prompts you for
your user ID and password.

marketing team - used with campaigns to organize marketing
efforts in a team environment. Set up using Administrator.

MASTER user - the Address Book administrator’s user ID. This user
ID permits access to Administrator.

MaxExchange Site Manager - a utility for creating and managing
sales and marketing teams. MaxExchange Site Manager is accessed
through Administrator.

MaxExchange - a Maximizer program used to synchronize an
Address Book between a central server and remote distribution sites
via FTP, email, or a direct network connection.

Maximizer - a Maximizer module in which you can perform contact
management and sales force automation activities.

Maximizer Application Server - the principal Windows Server
where you install Maximizer.

Maximizer Remote Workstation (MaxExchange Remote) - a
computer that has the Maximizer client components installed and
connects to the Maximizer Application Server.

merge field - text inserted into a document or template that is
replaced by Address Book information during a mail merge. For
example, a merge field can be a Contact’s name, so you can
customize a letter’s salutation with the recipient’s name.

Microsoft Internet Information Server - Microsoft web server
software. Internet Information Server—or “1I1S"—is used for many of
the Maximizer components.

Microsoft SQL Server - a database server used by Maximizer for
the Address Book data.

Microsoft Windows Server - the operating system used by the
servers.

note - a text document attached to Address Book entries, Contacts,
opportunities, and campaigns.

OLE - object linking and embedding (OLE) is a technology that
allows you to insert files, portions of files, and links to files into a
document or application. You can insert files in the Documents
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window and the Company Library. Double-clicking the file opensitin
the associated (and installed) application.

online - information that is “online” is sometimes used to describe
information on the Internet or on your computer screen. An “online”
user guide or “online” Help is documentation displayed on your
screen.

opportunity - an entry in Maximizer used to record an opportunity
to make a sale. Opportunities can organize a sales team using a
structured sales strategy.

OrderDesk - a window in Maximizer used to manage orders and
inquiries from your online catalog.

Outlook Synchronization — a Maximizer feature for synchronizing
some Maximizer entries, such as Address Book entries, between
Maximizer and Microsoft Outlook.

preferences - a collection of program options that allow users to
customize how Maximizer functions. Some preferences are set in
Administrator; some are set in the modules.

prospect - a potential customer. ListsNOW.com lets you acquire and
import lists of prospects. You can then use the data for your
marketing campaigns or sales prospecting activities.

related entries - an entry that records a relationship between two
Address Book entries. For example, one Address Book entry might be
an accountant for another Address Book entry, which could be
recorded as a related entry in Maximizer.

sales team - a team created using Administrator to support team-
based work on sales opportunities in Maximizer.

search engine - a website on the Internet that keeps a searchable
index of websites. You can register your website with a search
engine so customers can find your site by performing a search.
Examples of search engines are Google and Yahoo!.

security group - a set of access settings for a subset of Maximizer
users.

strategies - a structured, team-based approach to pursuing sales
opportunities. Strategies define the steps, activities, and roles
involved in successfully completing a sale.

SMTP - an SMTP server is a server used for outgoing Internet email.
SQL - see Microsoft SQL Server.

template - a file that outlines the design for a document, email
message, or web page. Maximizer uses templates for word processor
documents, and for automated activities that belong to automated
campaigns. Templates can contain merge fields for bulk mailings.
Also, see Campaign Template.

traditional campaign - used to organize a marketing effort,
including a marketing team’s steps, activities, and roles.
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transaction processing - credit card transactions can be processed
from your online catalog using a transaction processing company.

UNC - Universal Naming Convention. A kind of network path used to
locate files and folders. An example of a UNC path is
“\\Escona\MxServer\".

user-defined field - a custom field used to record additional “user-
defined” information for Address Book entries, opportunities,
campaigns, customer service cases, and users.

user ID - a name that uniquely identifies a Maximizer user. Users
must enter their user ID and password in order to gain access to a
Maximizer Address Book.

virtual directory - an IIS folder that “points” to a physical location
on the server. The contents of the physical folder that the virtual
directory refers to is accessible to the Internet or intranet via the IIS
server.

Windows Server - see Microsoft Windows Server.

wizard - a series of interactive screens that walk you through the
steps necessary to perform an action or procedure in a program.
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access rights 195, 257
about 526
Customer Access 279
for Address Book entries 39
for currencies 193
for launching Crystal Reports 354, 356
accessing
Customer Access 279
Escona Tutorial Address Book 271, 275, 279
Maximizer Web Access 271
Partner Access 275
Wireless Access 283
account managers 44, 46
Accounting Link
about 7
accounting notes 106
Accounting window 18
accounts
adding 336
recording for dates 337
ACSII format
exporting in 422, 425
ACT! databases
importing 429
importing from 432
Action Plan Library permissions 144
Action Plans 144
scheduling 146
templates 144
Actions menu, in Maximizer CRM 10.5 458
activities
adding to automated campaign templates 221
assigning to team members and roles 214
in automated campaigns 219, 235, 243
in entries 148
in opportunities 186, 190
in traditional campaigns 207
reviewing in automated campaigns 237
suspending in automated campaigns 236
Activities tab 148
activity logs, in MaxExchange Remote 415—416
adding 336, 375
Address Book entries 36, 287
appointments 141, 158, 311
automated campaigns 229
catalogs 382
coloring rules 101
column setups 98
Contacts 288

currencies 193

customer service cases 249, 251

documents 113

entries to Favorite Lists 316

Favorite Lists 94

Hotlist tasks 134, 158

income/expense accounts 336—337

indicators to dashboards 346

items to catalogs 383

journal notes 112

knowledge base articles 265

notes 108

opportunities 183

sections to catalogs 382

tasks 311

to Favorite Lists 96

to the Company Library 127

traditional campaigns 211

user-defined fields 65
addition, in user-defined fields 71
Address Book

Escona Tutorial 271, 275, 279
Address Book entries 22, 32

access rights 39

Action Plans for 146

activities for 148

adding 36, 38, 165

appointments for 136, 140

defaults 83

documents in 113

email for 154, 168

email reminders for appointments with 139

exporting 421, 423

global edits 90

Hotlist tasks for 132

importing 430

in automated campaigns 239

in Favorite Lists 94

in Partner Access 276

in Wireless Access 285—289

logging notes for 106

modifying 35, 41

organizational charts for 54

phoning 50

related entries 42

searching for 84

synchronizing with Microsoft Outlook 172

transferring 437

unlinking 44

user-defined fields for 58

viewing 35, 171
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Address Book list 34
Address Book OrderDesk following window 374
Address Book window 15, 33
Address Books
backing up 418
connecting to 20
opening 19
Administrator
about 5
ADMN_User_Details table (SQL) 521
advanced export to Microsoft Excel 360
alarms
for appointments 139, 141
for Hotlist tasks 133
aligning territories 47
all fields search 85
column setups in 98
Allow export privelege 360
alphanumeric user-defined fields 60
functions for 72
alternate addresses 41
AMGR_Appointments view (SQL) 486
AMGR_Client view (SQL) 477
AMGR_CSCases view (SQL) 498
AMGR_Notes view (SQL) 495
AMGR_Opportunity view (SQL) 504
AMGR_Opportunity_Link table (SQL) 516
AMGR_Resources table (SQL) 494
analysis reports 359
AND operator in formula user-defined fields 82
applications
opening from custom actions 327
appointments 136
adding 141, 158
and Microsoft Outlook Synchronization 173
in Action Plans 144
in Hotlist 132
in My Work Day 25
in Wireless Access 309—312
personal 159
synchronizing with Microsoft Outlook 172
viewing 139, 148
arithmetic in user-defined fields 71
ASCII format
exporting to 427
assigning
cases 303
customer service cases 252
Hotlist tasks to users 135
territories 46—47
attachments in email 153, 223
Automated Campaign Template Library 219
automated campaign templates
messages 224

automated campaigns 203
activities 219
activities in 235
adding 229
adding activities to templates 221
creating templates 219
example of email message 228
fixed-date 204
merge fields 227
messages 224
ongoing 204
resuming 243
reviewing activities 237
status 242
subscribers in 239
suspending 242
templates 218
testing 243
viewing 232
Automated Campaigns window 15
average
function for dashboard indicators 344

backing up 418, 420
Address Books 418
backing up Address Book 90
basic fields
coloring entries by 101
displaying 98
searching by 84
billing for customer service cases 255
BlackBerry 3
blind carbon copy (Bcc) 222
BMP file format
in the Company Library 124
bookmarks 273
browsers, for Wireless Access 282

C

Calendar 136

preferences 143
calendar

holidays in 420

in Wireless Access 309—312
Calendar window 16, 136
Calendar/Hotlist preferences 132
caller ID 439
Campaign Message Editor 224, 226

Campaign_Opened_Email_Tracking_URL merge field 227

Campaign_Redirect_URL merge field 223, 227

Campaign_Remove_Subscriber_URL merge field 227

campaigns 22, 202



activities for 148
adding documents to 113
appointments for 136, 139
filtering 204
Hotlist tasks for 132
logging notes for 106
scheduling Action Plans for 146
searching for 84
traditional 203
user-defined fields for 58
Campaigns window 15, 204
carbon copy (Cc) 222
Case_Solution_Note merge field 255
cases
in Partner Access 278
in Wireless Access 300—304
monitoring 257
catalog, for all fields searches 85
catalogs 382
adding 382
for exports 426
items in 383
sections in 382
categories
and Microsoft Outlook Synchronization 172
in Microsoft Outlook 175
ceiling function 79
central Address Book
folder 390
installing at a distribution site 395
updating 394, 398
Chart wizard 366
classic window layout 324
Click Throughs
for dashboard indicators 346
Clipper 429
CMGR_Auto_Campaign_Accounts table (SQL) 498
color scales 360
coloring rules 101
applying 103
creating 101
in export to Microsoft Excel 360
column reports 359
column setups 98
campaigns 204
creating 98
in all fields searches 88
in export to Microsoft Excel 360
in Favorite Lists 94
retrieving 100
columns, sorting by 22
commands
locating 449
Companies 32
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adding 36
Contacts in 37
Company Announcement Authors security group 25
company announcements 25
Company Library 124
adding to 127
company announcements in 25
in Wireless Access 313—315
organizing 127
sending documents from 315
sending email from 129
Company Library window 17, 125
Company view (SQL) 482
comparing values in formula user-defined fields 81
competitors 184
completing
activities in opportunities 191
Hotlist tasks 133
complex sales 180
conditional formatting 360
confidence rating 183
Confirm when creating Contact, in Microsoft Outlook 163, 165
Confirm when saving email, in Microsoft Outlook 163, 170
connecting to Address Books 20
Contacts 32
adding 37, 288
assigning to campaign roles 213
associating with cases 291
converting to Individuals 42
exporting 421
in customer service cases 249
in strategy roles 190
user-defined fields for 62
Contacts window 17
contents help 28
controlling windows 473
controls
for dashboard indicators 345
copying
notes from Windows Clipboard 108
Corel Word Perfect
integration 121
mail merge 120
corporate currency 193—194
corporate reports
creating 354
counters
resetting for automated campaign activities 237
creating
automated campaign templates 219
custom actions 328
dashboards 342
graphs 363
item table merge fields 380
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traditional campaign templates 209 user-defined fields for 58
credit cards 385 viewing 247
Crystal Report Users security group 354, 356 customer service managers 252
Crystal Reports 197, 354 customer service notes 106
corporate reports 354 Customer Service permissions 257
data population 470 customer service representatives 252
database drivers 471 Customer Service window 16, 246
opening from Maximizer 354 customers
personal reports 356 Customer Access 279
SQL views and tables 477 notifying about cases 257
user-defined field tables and views 471 customizing
CS.Assigned_To merge field 260 interface 324
CS.Case_Number merge field 259
(CS.Case_Solution merge field 260 D
CS.Case_Solution_Note merge field 260 o
CS.Client_Name merge field 259 daily view, for Calendar 136
CS.Contact_Name merge field 259 Dashboard 340
CS.Resolved_By merge field 260 indicators 343
CS.Resolved_Date merge field 260 dashboarc.is o
CS.Resolved_Time merge field 260 add|n.g indicators to 346
CS.Subject merge field 259 creating 342
CSCases view (SQL) 502 importing 352
CSV format in My Work Day 25
exporting to 423, 426 in Wireless Access 317
importing from 430, 432 n}odi.fying 352
currencies 193 viewing 340
adding 193 data bars 360
Currency Library 193 data packets. See packets
custom actions 327 database
creating 328 drivers for reports 471
Custom Actions tab 328 user-defined field tables and views 471, 476
custom notes 107 Date function 76

custom window layout 324 date user-defined fields 60
Custom_Child 392 functions for 76
Custom_Independent 392 dates

Customer Access 8, 279 keyboard shortcuts 465

customer service cases 22 Day function 77 _
about 246 Dayofweek function 77, 82
activities for 148 dBASE_ 429 _
adding 167, 249, 251 importing from 432

default addresses 41

appointments for 136, 139 :
default case monitors 257

assigning/escalating 252

defaults 83 default entries 83

documents in 113 default notes 109

exporting 421, 426 default opportunity monitors 195
global edits 9(; default passwords 19

Hotlist tasks for 132, 254 detailed reports 359

importing 433 devices, for Wireless Access 282
in Favorite Lists 94 dialog boxes

logging notes for 106 keyboard shortcuts 465
resolving 254 dial-up connection, using FTP 409
scheduling Action Plans for 146 d!al.-up ema.nl, scheduling 413
searching for 84 dictionary files 420

status of 252 dictionary/holiday files 420

disabled users



in organizational charts 55
discounts
in sales quotes 377
disk, saving and importing packets to 402
displaying entries 24
Distribution List Manager 389
distribution site
and central Address Book 395
defined 391
division, in user-defined fields 71
DOC file format
for automated campaign activities 222
for automated campaign messages 224
for knowledge base articles 267
in the Company Library 124
document knowledge base articles 261
adding 266
documentation 27
documents 112
adding 113
creating 117
exporting 422, 427
in the Company Library 127
in the Maximizer Word Processor 116
in Wireless Access 308
saving email as 156
viewing 113
Documents window 18, 112
draft knowledge base articles 264

drivers
PBX 440
TAPI 439
E

ecBuilder 385
Edit menu, in Maximizer CRM 10.5 453
Edit tab 453
email 152
Address Book entries from 38
appointments/tasks from 158
clients 160
composing 153
customer service cases from 251
in automated campaigns 235
in Wireless Access 293, 308, 315
options 156
preferences 161
reminders for appointments 139
saving 169
sending 129, 168
sending knowledge base articles 267
setting up 160
templates 157
transferring by 436

email activity 221
email addresses

validating in automated campaigns 231
email messages

retrieving entries that have opened 238

tracking entries that open, for campaigns 227

email notes 106
email notifications
for appointments 142

Email Opened Unique, automated campaign statistic 236
Email Opened, automated campaign statistic 236

Email window 17, 152
integrating with email system 160
enabling
OrderDesk 374
encrypted user-defined fields 60, 421, 436
Enterprise Edition 9
entries
keyboard shortcuts 465
escalating cases 303
escalating, customer service cases 252
Escona Tutorial Address Book 271, 275, 279
eStore 385
ETF file format
for automated campaign activities 222
for automated campaign messages 224
for automated campaigns 227
for templates 259
exact phone number matching 441
executive reports 359
expenses 335—337
Expenses window 335
expired knowledge base articles 264
exporting 421
customer service cases 426
from catalogs 384
in text formats 423
in XML format 421
knowledge base articles 428
saving to catalogs 426
to Microsoft Excel 360

F

F1 help 27
Favorite Lists 94
adding/removing entries 96

and Microsoft Outlook Synchronization 172, 175

at Address Book startup 34, 95
column setups in 98

creating 94

in automated campaigns 230
in Wireless Access 316
retrieving 96

viewing 97
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favorites 273
fax activities 235
resetting counters for 237
fax activity 221
fields 476
file formats
of knowledge base articles 267
File menu, in Maximizer CRM 10.5 449
files
opening from custom actions 327
filtering
activities 148
entries 22
notes 107
opportunities 180
First_Name merge field 118
fiscal year 199
fixed date campaigns 204
fixed-date campaigns 239
floor function 80
folders
for user-defined fields 63—64
in the Company Library 127
following windows 13, 204, 246
Address Book OrderDesk 374
for Hotlist window 132
Opportunities 180
Related Entries 42
User-Defined Fields 59
follow-up activities
for phone calls 50
in opportunities 191
follow-up deadlines 132, 249
footers
in graphs 367
forecast analysis reports 359
formula user-defined fields 60, 70
alphanumeric functions 72
arithmetic expressions in 71
conditional expressions in 81
date functions 76
exporting 422, 427
numeric functions 79
FoxBase 429
FoxPro 429
FTP
changing MaxExchange password 410
transport session 397, 399
troubleshooting connections 408
full access
for Address Book entries 39
for appointments/tasks 143
full-text search 263

G

gauges
in dashboard indicators 345
GIF file format
in the Company Library 124
global Address Books 19
global edits 90
glossary 526
GoldMine databases
importing 429
importing from 432
Graph Catalog 370
graphs 361
appearance 366
creating 363
customizing 368
in other applications 369
launching as custom actions 327
merge fields 367
saving settings 370
group appointments

and Microsoft Outlook Synchronization 174

Group Edition 9

Group Edition, of Maximizer CRM 19—20
group indicators 345

groups 448

headers
in graphs 367
help 27
Help menu, in Maximizer CRM 10.5 462
history notes 106
Holiday Editor 527
holiday files 420
Home tab 449, 453, 458
Hotlist 132
follow-up activities in 50
in Wireless Access 309—312
of sales team members 185
preferences 143
Hotlist tasks 132
adding 134, 158
in Action Plans 144
in Calendar 137
in customer service cases 250, 254
in My Work Day 25
personal 159
reassigning 135
viewing 133, 148
Hotlist window 16, 132
HTML format
for automated campaign activities 222



for automated campaign messages 224
for automated campaigns 227
for email 153, 158
for knowledge base articles 267
for notes 108
for templates 259
in the Company Library 124
hyperlinks
in email 153
in notes 108

icon bar
adjusting 325
icon sets 360
ID
for traditional campaigns 211
If expressions in formula user-defined fields 81
importing 429
Address Book entries 430
field mapping 432
in two-tiers 432
knowledge base articles 435
MXI and XML files 433
to catalogs 384
income 335
adding 336
recording 337
incoming call notes 106
incoming calls 52
indicators 343
adding to dashboards 346
Click Throughs 346
controls 345
customizing 350
functions for 344
moving 351
resizing 351
search catalog 344
SQL metrics for 344
Individuals 32
adding 36
Contacts for 37
converting to Companies 42
inquiries
online 385
inserting
item table merge fields 381
interface 448
internal knowledge base articles 264
Internet transport, converting outgoing packets 400
ISO codes, for currencies 193
item table merge fields 379
creating 380
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inserting 381
items

adding to catalogs 383
items, in user-defined fields 67—68

J

Journal

keyboard shortcuts 466
journal

about 110

adding notes 112
Journal window

windows

Journal 111

JPG file format

in the Company Library 124

K

Key Fields 62
in Address Book entries 37
in automated campaigns 232
in customer service cases 249
in opportunities 183
keyboard shortcuts 463
KIN files
importing 352
knowledge base 261
in Partner Access 275
knowledge base articles 261
adding 265
exporting 428, 435
file formats of 267
linking customer service cases to 256
viewing 262
Knowledge Base window 16, 261
KnowledgeSync, Workflow Automation 6

L

landing page URL
retrieving entries that have visited 239
tracking entries that visit 227
landing page URLs 223, 232
languages
changing for spell checker 445
lead times, for alarms and reminders 139
leader
of marketing team 212
leaders
quotas for 200
Len function 72
list controls
in dashboard indicators 345
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lists
keyboard shortcuts 465

local Address Books 19

locations, in appointments 136, 140

logging
changes to territory status 46
email for Address Book entries 157
for Microsoft Word integration 122
for transfers 438
notes for global edits 90
phone calls 50
preferences 106

logs
AddressBookName_log.txt 416
AddressBookName_packlog.txt 416
in MaxExchange Remote 415
troubleshooting 415

Lotus cc:Mail 160

Lotus cc:mail
setting up 161

Lotus Mail 160

Lotus mail
setting up 161

Lotus Notes 160

macros
keyboard shortcuts 467
launching as custom actions 327
mail merge 120
mailing rules 92
mail-out notes 106
mandatory fields 61—62
manual notes 106
MAPI (Messaging Application Programming Interface) 160
maps 49
in Wireless Access 289
Marketing Plans tab 148
marketing teams 212
assigning activities to members 214
assigning to traditional campaigns 213
MASTER user 391
MaxAlarm 7
MaxExchange 6
and Maximizer Email Transfer 436
and Microsoft Outlook Synchronization 174
importing distribution field 434
synchronizing traditional campaigns 211
MaxExchange Remote 19
activity log (AddressBookName_log.txt) 416
defined 389
installing central Address Book 395
troubleshooting logs 415
updates 394

MaxExchange Server 388
Maximizer
about 5
companion applications 6
editions 9
modules 5
Maximizer button 448—449, 462
Maximizer CRM 12
Maximizer Email Service 139
maximizer entries
for searches 85
Maximizer Live Update 444
Maximizer ODBC
driver for Crystal Reports 471
user-defined fields 476
Maximizer Spell Checker
changing languages for 445
Maximizer Web Access
about 8
accessing 271
Maximizer Word Processor 114, 259
about documents and templates 116
adding item table merge fields in 381
creating documents 117
item table merge fields in 379
mail merge 120
merge fields 119
window 115
maximum
function for dashboard indicators 344
MaxMobile 3, 7
MaxSync for Microsoft Exchange 174
member
of marketing team 212
member with edit rights
of marketing team 212
merge fields
about 118
adding to email templates 158
adding to Microsoft Word documents 121
examples in automated campaigns 228
for campaigns 227
for customer service 259
for OrderDesk entries 379
in email activities 223
in email messages 155
in graphs 367
in mail merge 120
in the Maximizer Word Processor 119
unlinking 123
MESG format
for caller ID 439
Message Body Library 224
messages



creating for campaigns 225
example for automated campaigns 228
in automated campaigns 224
MET format 436, 438
Microsoft Dynamics GP 7
Microsoft Excel 124, 267, 360, 423
Microsoft Exchange Server 160
Microsoft Outlook 160
field mapping from 432
setting up 161
synchronizing with 172
Microsoft Outlook Integration
and MaxExchange 174
and MaxSync for Microsoft Exchange 174
Microsoft Outlook integration 162
adding Address Book entries from 165
adding customer service cases from 167
saving email to Address Book entries 169
sending email to Address Book entries 168
setting up 164
viewing Address Book entries from 171
Microsoft Outlook Synchronization 172
appointments and tasks 173
mapping phone numbers 177
setting up categories in Outlook 175
setting up in Maximizer 175
synchronizing manually 178
Microsoft PowerPoint 124, 267
Microsoft SQL Server
driver for Crystal Reports 471
Reporting Service Viewer 6
Microsoft SQL Server, Full-Text Search engine 263
Microsoft TAPI 439
Microsoft Word 124, 267
adding item table merge fields in 381
item table merge fields in 379
Microsoft Word integration 121, 381
inserting merge fields 121
mail merge 120
sending documents to printers 122
Mid function 73
minimum
function for dashboard indicators 344
MODEM.INF file 440
modems 53
TAPI 440
Modify Appointment dialog box 139
modify permissions 195, 257
modifying
Address Book entries 276
entries in Wireless Access 290
monitoring
cases 257
opportunities 195
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Month function 78
monthly view, for Calendar 136
MSG file format

in the Company Library 124
MTI file format

for web inquiry forms 332
multi-currency 184, 193
multiplication, in user-defined fields 71
MXD file format

in the Company Library 124
MXI format

exporting in 422

exporting to 426, 428

importing from 433, 435
My Work Day 25
My Work Day window 15
My_Company merge field 259
My_Name merge field 259

navigating
Partner Access 275
Wireless Access 284
NOT operator in formula user-defined fields 82
notes 106
adding 108
default 109
exporting 422, 424, 427
in journal window 112
in the Company Library 128
in Wireless access 306—307
keyboard shortcuts 466
logging 106, 122
logging with entries in global edits 90
saving email as 156
types 106
notes report 106
Notes window 18, 107
notifications
for appointments 141
Novell GroupWise 160
setting up 161
numeric user-defined fields 61
functions for 79
in advanced export to Excel 360

o

ODBC driver, for Crystal Reports 471
On Schedule success factor 190
One email, option in email 156
ongoing campaigns 204, 239
opening

Address Books 19
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Crystal Reports from Maximizer 354
Opportunities
folowing window 180
opportunities 22, 180
activities for 148
adding 183
appointments for 136, 139
defaults 83
documents in 113
exporting 421
global edits 90
Hotlist tasks for 132
in Favorite Lists 94
in Wireless Access 295—299
logging notes for 106
monitoring 195
scheduling Action Plans for 146
searching for 84
strategies for 189
synchronizing 393
user-defined fields for 58
viewing 181
Opportunities permissions 195
Opportunities window 15, 180
opportunity notes 107
Opportunity Pipeline report 197
OR operator in formula user-defined fields 82
OrderDesk 374
catalogs 382
credit card processing 385
enabling 374
item table merge fields 379
online orders/inquiries 385
OrderDesk window 17, 374
orders
online 385
organizational charts 54
for Maximizer users 55
modifying 55
Organizer 429
outgoing call notes 107
Outlook style window layout 324

P

packets
converting for Internet transport 400
restricting size of 401
saving to disk 402
Partner Access 8, 275
accessing 275
Address Book entries 276
cases 278
partners
access to sales leads 37

in opportunities 184

notifying about cases 195

Partner Access 275
passwords 19

default 19

Escona Tutorial Address Book 271, 275, 279

MaxExchange FTP 415
pausing

traditional campaigns 217
PBX drivers 440
PDF file format

for reports 358

in the Company Library 124
PDF format

for online manuals 29
Peg Board 139, 141
People view (SQL) 484
permissions

Action Plan Library 144

Customer Service 257

Opportunities 195

quotas 200

User-defined field setup 65
personal appointments 136, 145, 159
personal Hotlist tasks 134, 145, 159
personal preferences 96
personal reports

creating 356
Personal window 17
phone calls 50

automatic dialing 53

in Wireless Access 289

keyboard shortcuts 466

receiving 52

TAPI 439

transfering 53

with Address Book entries 50
phone numbers

mapping for Microsoft Outlook Synchronization 177

matching with TAPI 440
Political Alignment success factor 190
PPT file format

in the Company Library 124
PPT, file format 267
preferences 322

Calendar/Hotlist 132, 143

distribution 406

logging 106

Wireless Access 318
prefixes, for user-defined field SQL views 471
print activities

resetting counters for 237
print activity 221
printing 358



activities in automated campaigns 235
in My Work Day 25
Microsoft Word documents 122
priority
for appointments 141
private appointments 139
priveleges
Allow export 360
probability of close 192
processing immediate updates 398
products/services

and Microsoft Outlook Synchronization 172

progress indicator 190, 192
public

access to Address Book entries 40
published knowledge base articles 264

Q

Quick Backup 418
quick backup 418
quick search

in Wireless Access 286
QuickBooks 7
quotas 198

templates 199
Quotas window 15, 198

range
function for dashboard indicators 344
read access
for appointments/tasks 143
readl access
for Address Book entries 39
Recent Entries
displaying 325
record count
function for dashboard indicators 344
recording 337
recurring appointments 139

and Microsoft Outlook Synchronization 173

recurring tasks

and Microsoft Outlook Synchronization 173

related entries 42
Related Entries following window 42
reminders, for appointments 139
remote sales teams 181
remote servers 391
removing
entries from Favorite Lists 96
subscribers from campaigns 240
values in global edits 90
Reporter

opening from dashboards 346
reports 358

notes 106

Opportunity Pipeline 197

types 359

user-defined field tables and views 476
Reports menu, in Maximizer CRM 10.5 461
Reports tab 461
resetting

counters for automated campaign activities 237

resolving cases 303
resolving customer service cases 254
resources, in appointments 136, 140
restricting size of packets 401
resuming

activities in automated campaigns 236
resuming automated campaigns 243
retrieving

lists of subscribers for automated campaigns 238

lists of subscribers for campaigns 238
retrying

activities in automated campaigns 237
revenue 198

currency for opportunities 193
reviewing

activities in automated campaigns 237
ribbons 448

keyboard shortcuts 464
roles

assigning activities to 214

assigning Contacts to in traditional campaigns 213

in strategies 186
in traditional campaigns 207
Sales Manager 44
rolling date ranges 86
Round function 80
RTF file format
for reports 358
in the Company Library 124

S

Sage 50 Accounts 7
sales alert reports 359
sales leads 32
accesible to partners 37
adding 36—37
Sales Manager user role 44, 47, 199
Sales Plans tab 148
sales quotes 375
discounts in 377
shipping and tax 378
sales teams 180, 185
in Wireless Access 298
saving

541



542 | Maximizer CRM 11
User’s Guide

documents with entries 114
knowledge base articles 267
packets to disk 402
searches to catalog 88
scheduling
Action Plans 146
options for dial-up mail 413
strategies for opportunities 189
transport method options 403
SDM format 440
search by all fields 85
search catalog 85
for dashboard indicators 344
for graphs 370
retrieving searches from 89
running searches as custom actions 327
saving searches in 88
Search function 73
Search menu, in Maximizer CRM 10.5 456
Search tab 456, 459
searching 84
all fields 85
by basic fields 84
by notes 106
for journal entries 111
for knowledge base articles 263
in the Email page 152
in Wireless Access 285, 295, 300
undoing 90
security groups
Company Announcement Authors 25
selecting entries 23
sending email
in Wireless Access 293, 315
Separately, option in email 156
Server computer 388
Service_Computer_Name merge field 227
setting up
troubleshooting logs 415
Setup tab 449, 453, 461
shipping
in sales quotes 378
Show blank fields 61
Show hidden fields 61
Show hidden items 68
single-value table user-defined fields 93
sites
about 3, 8, 270
Customer Access 279
Maximizer Web Access 271
Partner Access 275
Wireless Access 282
size, restricting for packets 401
smart phone number matching 440

sorting
lists 22
user-defined fields 64
spelling 153
checking in notes 109
SQL metrics
for dashboard indicators 344
SQL tables
ADMN_User_Details 521
AMGR_Opportunity_Link 516
AMGR_Resources 494
CMGR_Auto_Campaign_Accounts 498
SQL views
AMGR_Appointment 486
AMGR_Client 477
AMGR_CSCases 498
AMGR_Notes 495
AMGR_Opportunity 504
Company 482
CSCases 502
People 484
standard knowledge base articles 261
adding 265
starting MaxExchange Remote 395
statistics, for automated campaigns 235
status
of automated campaigns 242
of customer service cases 252
of knowledge base articles 264—265
of opportunities 184
of traditional campaigns 212
status bar 14
Status Filter 246
steps
applying/working in traditional campaigns 216
in traditional campaigns 207
steps, in strategies 186
strategies
components of 186
Hotlist tasks in 132
in opportunities 184, 186, 189
Strategy Library 186, 188
subscribers
retrieving for automated campaigns 238
reviewing automated campaign activities for 237
subscribers, in automated campaigns 238—240, 243
Substitute function 74
subtraction, in user-defined fields 71
success factors, in strategies 186
sum
function for dashboard indicators 344
suspending
activities in automated campaigns 236
suspending, automated campaigns 242



synchronization times, setting on Remote 403

synchronizing
data with MaxExchange 392—394
manually with Microsoft Outlook 178
with Microsoft Outlook 172

system fields 62

T

tab-delimited format
exporting to 423, 426
importing from 432
table user-defined fields 61
adding items to 67
exporting 421, 427
in export to Microsoft Excel 360
modifying items in 68
removing values in global edits 90
tabs 448
TAPI 439
called ID 439
configuring 442
exact phone number matching 441
phone number matching 440
smart phone number matching 440
task notes 107
tasks
and Microsoft Outlook Synchronization 173
in Wireless Access 309—312
synchronizing with Microsoft Outlook 172
tax
in sales quotes 378
team leaders 185
team members 185, 190
team members with edit rights 185
teams
marketing 212
quotas for 200
Telephony Application Programming Interface (TAPI) 50, 53
templates
about 116
creating for automated campaigns 219
for Action Plans 144
for automated campaigns 218
for email messages 157
for email notification 195, 257
for traditional campaigns 206
quotas 199
traditional campaigns 209
terms, glossary of 526
territories
aligning 47
assigning manually 46
quotas for 200
setting up 44
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Territory Management 44
aligning territories 47
matching territory rules to entries 44
unaligning entries 47
territory status 44, 46
testing automated campaigns 243
Text function 74
text, email format 153
TIF file format
in the Company Library 124
time zones 150
timed notes 107
title bar 22
Tools menu, in Maximizer CRM 10.5 459
Tools tab 459
tooltips
displaying 325
for custom toolbars 330
Total unique clicks 232
Total URL Visited, automated campaign statistic 236
Traditional Campaign Template Library 209
traditional campaign templates
Hotlist tasks in 132
traditional campaigns 203
adding 211
applying/working steps 216
assigning activities to members and roles 214
assigning Contacts to roles 213
components 207
example 208
pausing 217
templates 206, 209
tradtional campaigns
assigning marketing teams to 213
tranferring
logging for 438
transaction journaling 391
transfer log notes 107
transfer summary report 438
transfering calls 53
transferring 436
Address Book entries 437
rules for 436
troubleshooting logs for MaxExchange Remote 415
TSPI 439
two-tier importing 432
TXT file format
for automated campaign messages 224
for automated campaigns 227
for knowledge base articles 267
in the Company Library 124
TXT format
exporting to 423
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u

unaligned entries 47
undoing searches 90
Unicode format

exporting in 422

exporting to 427
UniModemV 439
Unique opened emails 232
unlinking entries 44
Unsubscribed, automated campaign statistic 236
Unsubscribes 232
unsuccessful Address Book entries

retrieving lists for automated campaings 238
updates, receiving for MaxExchange Remote 394

updating
Maximizer 444
updating central Address Book 394, 398

URL Visited Unique, automated campaign statistic 236

URL Visited, automated campaign statistic 236
user-defined field reports 359
User-defined field setup permissions 65
user-defined fields 58, 391

adding 233

coloring entries by 101

creating 65

database tables and views 471, 476

displaying 98

exporting 421, 427

folders for 64

formula 70

importing 430

in automated campaigns 233

in customer service cases 250

in opportunities 184

in traditional campaigns 211

in Wireless Access 305

modifying 66

searching 85

setting up 63

sorting 64

types 60

using to launch files/applications 327
User-Defined Fields following window 59
User-Defined Fields tab 60
User-Defined Fields window 18
users

appointments for 137, 140

Hotlist tasks for 132—133, 135

notifying about cases 195, 257

organizational charts for 55

selecting to monitor cases 257

selecting to monitor opportunities 195

user-defined fields for 58

Vv

validating email/ fax in automated campaigns 231

Value function 75
vCards 160
View bar 22
View in Address Book 180
View menu, in Maximizer CRM 10.5 455
View tab 455, 459, 461
viewing
appointments 139
automated campaigns 232
customer service cases 247
dashboards 340
documents 113
Favorite Lists for entries 97
knowledge base articles 262
opportunities 181
subscribers of automated campaigns 238
time in world locations 150
views
for user-defined fields 471
VIM (Vendor Independect Messaging) 160
virtual directories
for web forms 334

w

web access sites

about 3, 8, 270

Customer Access 279

Maximizer Web Access 271

Partner Access 275

Wireless Access 282
web browsers 273
Web Inquiry Form wizard 332
web inquiry forms 332

direct insert 334

requirements 333
Web menu, in Maximizer CRM 10.5 459
website

linking to custom actions 327
weekly list view, for Calendar 136
weekly view, for Calendar 136
Window menu, in Maximizer CRM 10.5 461
windows

Address Book 33

Calendar 136

Campaigns 204

controlling 473

Customer Service 246

Email 152

Expenses 335

Hotlist 132

keyboard shortcuts 463



Knowledge Base 261
layout 324
Maximizer Word Processor 115
Opportunities 180
OrderDesk 374
overview 15
Quotas 198
Windows Bitmap
for graphs 370
Windows Clipboard
copying note text from 108
Windows Metafile
for graphs 370
Windows Server 334
Wireless Access
about 8, 282
Address Book entries 285—289
calendar 309—312
Categories 292
Company Library 313—315
customer service cases 300—304
dashboards 317
documents 308
Favorite Lists 316
logging in 283
modifying entries 290
navigating 284
notes 306—307
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preferences 318

Products/Services 292

sending email 293

tasks 309—312

user-defined fields 305
wizards

Web Inquiry Form 332
Workflow Automation powered by KnowledgeSync 6
World Clock 150

X

XLS file format
in the Company Library 124
XLS, file format 267
XML file format
for web inquiry forms 332
XML format
exporting Address Book entries in 421
exporting to 426, 428
importing from 432—433, 435

Y

Year function 78
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