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CHAPTER

Getting Started

Introducing Maximizer CRM

In this chapter...

“Maximizer CRM” on page 2
“Maximizer on the Web” on page 3
“Maximizer Interface” on page 6
“Lists of Entries” on page 10

“My Work Day"” on page 12
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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, 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.

¢ Managing customer service and your knowledge base
operations.

e  Promoting your product through automated campaigns.
¢ Sending email messages to one or many recipients.

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

® 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 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.

Accessing Maximizer Web Access

@ You can access the sample
Escona Tutorial Address Book
using “jnapoli” as the user ID
and "maximizer” as the
password.

You can access Maximizer Web Access by entering the site’s URL
directly in a browser. If you are accessing Maximizer Web Access from
a computer where Maximizer server or workstation is installed, you
can also access Maximizer Web Access from the Start menu.

» 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.
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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
Password: |essssssss

¥|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.

» 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.

E If necessary, clear the Require server verification (https:) for
all sites in this zone checkbox.

ﬂ Enter the URL for the Maximizer Web Access server and click
Add.


www.maximizer.com
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Trusted sites ==
# You can add and remove websites from this zone, All websites in
J" this zone will use the zone's security settings.
Add this website to the zone:
Websites:
hittps://maximizer server.com e —
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.

E Click OK to save the changes in the Security Settings dialog box,
and click OK again to save your Internet options.

Navigation Tips

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.



6 | Maximizer Web Access
User’s Guide

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 pages in Maximizer. You can
easily move from page to page to access different types of entries.

Keep the following points in mind when working with the Maximizer

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.

E Select an icon in the icon bar to move to a different page.

n 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.

B 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.
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Administration to access administrative tasks.

(€ Maximizer Web Access [Escona Tutorial]-[Address Book] - Windows Internet Explorer (===
@\J < [le] hitpy//server/MaximizerWebAccess/Content/ContentPage.aspx 4] x

*§ Google P |

{3 Favorites @ Maximizer Web Access [Escona Tutorial]-[Addres...

# Address Book [94 Displayed - 91 Companies, 3 Individuals] Current User: Joe Hapoli | Preferences | Logout | Help +

Edt ~ VlewESearch - Actions v  Report v
Columns: *Default Address Book View [ Company (G4 Individual &y Contact | < | 7
@ Address Book
~ Name | Phone Humber | Email Address | city -
s [ Aggessi Cold Beer & Wine Store (504) 6016000 esconag@mazimizer com Alice Spring
5 Ouotas.
B (5 Albert's Steak Houss (604) B01-E000 r.com
Campai
ampaigns [E5180 The Best Spirtts (504) B 5000 escona@maximizer com Riverside
Dﬁ Customer Service (% £melia Liquors South (604) 601-5000 escona@maximizer.com Amela lsland
@ Knowledge Base (5 Anslsy ine Mercharts (604) B01-E000 escona@maximizer com Alarta
R
Calendar b5 Astor Wines & Spirts (604) B01-5000 escona@maximizer.com Hew York
— c i iri Open | Edt | View: Cases Opportunitiss Notss Documerts
2 et 5 Atlas Food = Astor Wines & Spirits
[El Company Information
Company Library [3Bscchus i §
_ Address Phone numbers Emails and website
@ Reporter ¥ 12 Astor Place Main: (5043 B01-8000 Main escona@maximizer com
[FBeacon'W New York, NY Fax: (B04) B01-8001 Wehsite: www.maximizer.com
10003 USA .
£5) Beringer Cell:
0
@3 RecentEntries »
[“*Bilabong
Contacts (1)
il user information» [=iBoston
_ |5 BridgeHead Winery 5047 BOT-B000 )
(@] Links »
7= Camitol Yinevards (504) 6016000 esconag@mazimizer com Austin S

a i |

1234»»25-

47 Administration »

Maximizer Pages

The main Maximizer page is the Address Book page, which lists the
Companies, Individuals, and Contacts in your Maximizer database
(Address Book). The following list provides a brief description of each
main page accessible from Maximizer.

My Work Day

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

Address Book

The Address Book page 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
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Opportunities

Campaigns

Customer Service

=

Knowledge Base

<

Contacts, Hotlist tasks, customer service cases, opportunities,
documents, and user-defined fields.

The Opportunities page 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.

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

Email

=

Company Library
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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 page 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.

The Email page 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 merge fields
to customize mail-outs to multiple Address Book entries.

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

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 pages, 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 page 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 page 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 page.

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

e  “Types of Entries” on page 10

e  "Selecting Entries” on page 11

e “Displaying Entries” on page 11

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.

¢ 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.
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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.

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 or clear all entries in the current list, click the gray box
in the top-left corner of the list. Or select Edit > Select All in
Current Page.

~ NHame Phone Humber
P [C5ABCWIne Shop Inc (604) B01-8000

£, Adams, Darte (604) 601-8000

L3 Aggassi Cold Beer & Wine S (604) 601-8000

5 Albert's Steak House (B04) 601-8000
£51 40 The Best Spirits (604) 601-8000
# amelia Liquors South (604) 501-6000
51 Ansley Wine Merchants (604) 501-6000
* Armanetti Wine Shoppe (604) 601-8000
* Arrow Wine & Spirts (604) 601-8000
£ Astar Wines & Spirits (604) 501-6000

1.2 3 = = 10 =

e To clear selected entries, select Edit > Deselect All.

e To reverse which entries in the list are selected, select Edit >
Invert Selection in Current Page.

Some actions can be performed on the entire list of entries in a page.
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 Select Edit > Make Selected List Current.
The other entries are removed from the list.
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My Work Day

@ You must be part of the
Company Announcement
Authors security group for your
documents to display in the
announcements list.

» To remove all entries from a list

e Select View > Clear List.

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 page.

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

B 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.

ﬂ Click Preferences, click Other Preferences, and select the
Overview Page tab to show or hide company announcements,
tasks and appointments, or dashboards.

E 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.

# My Work Day Current User: Joe Napoli | Prefersnces | Logout | Help
«
T J My Work Day ‘ | Dashboards 3
| |
Q Address Book -:j,:, Activities Warch 18,2010 7@ | /= i'ﬁ Company Annot £ =
¥, Opportunities Appointments | | welcome to Maximizer CRM B -
@ March 18, 2010, 10:00 AM - 11:00 AM o
@ cuotas Forecast meeting Date:  January 14, 2010 12:45 PM
=
Subject: Welcome to Maximizer CRM
c
ampaigns 4} March 18, 2010, 12:00 PM - 1:30 PM O

Ep—— Lunch with California Wine Commissioner My Work Day Announcement for=
= Maximizer CRM 11
@ Knowledge Base

March 18, 2010, 2:00 PM - 4:30 PM, Priorit
Finalize proposal and email to customer

te

2] ot With: Michelle Torrance - Atlas Foed Inc
Calendar - Welcome to Maximizer CRM 11!
Email @ gat"‘:l' 13*;?“" P"i“"'itt’_‘V;hA \ tat . = Congratulations on selecting the leading, easy-to-use customer
WethPrSSDE B o aﬁrfg; o | S'rlp Em;;‘ ation plan. E relationship management (CRM) software solution for companies like
Company Library fth Darin Powe ayville Package store 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

@ Reporter

& March 18, 2010, Priority: [m} single da ]
Initiate implementation checklist gle day.
With: Darin Powell - Bayville Package Store
(@3 RecentEntries »
& mMarch 18, 2010, Priority: A @ To get the most out of your Maximizer CRM experience, below are
il User information» Prepare and present contract documentation to prospect for signing some helpful links:
With: Darin Powell - Bayville Package Store
(@] Links » + Online Documentation

+ On-Demand Online Training

- .
& March 18, 2010, Prio = Customization. Integration. Other Service Information j

ty: A
47 Adrinstraton » Ewnlain tarme and ~anditiane b istamar
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CHAPTER

Address Book Entries

Keep Track of Companies and Contacts

In this chapter...

“About Address Book Entries” on page 16

“Adding Address Book Entries” on page 20

“Modifying Address Book Entries” on page 24

“Territory Management” on page 28

“Drawing Maps of Address Book Entries” on page 32
“Logging Phone Calls with Address Book Entries” on page 33
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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 page 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 Page” on page 17
e “Choosing an Address Book List” on page 18
e “Viewing Address Book Entries” on page 18
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Typically, most of the activities on your Address Book entries are
completed in the Address Book page. Keep the following points in
mind when working in the Address Book page.

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

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

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

n Click on an Address Book entry to open it.

# Address Book [25 Displayed - 10 Companies, 15 Contacts] Current User. Joe Napoli | Preferences | Logout | Help v

%

5-",L, My Work Day

Columns: *Defau\tAddressEJ\ew v | Add: [y Company (g4 Individual 3y Contact | < | ] ] #)
(L owess oo [1]

Edit = View w Search v  Actions v Report «

~ llame | Phone Hlumber | Email Address | city | state  +
L‘zg Opportunities =
5, Adams, Dante (604) 601-5000 sscona@maximizer com Chicage [
(55 e ‘
[ Aggassi Cold Beer & Wine 3 (504) 601-5000 escona@meximizer com Alice Spring BC
campi
ampaigns [ Allert's Stesk House (604) 601-6000 sscona@maximizer com Albuuertue i
l Customer Service | | | ) 4l The Best Spirts (604) B01-8000 escona@mexmizer com Riverside cr
@ Knowledge Base (% amelia Liguors South (604) B01-8000 escona@meimizer com Amelia kstand L 1
- [ Ansley Wine Mercharts (604) 6015000 sscona@maximizer com Atlarts G 1
(] totist -
D o .
Email (25 Astor Wines & Spirts (504) B01-8000 escona@maximizer com Mew York Y
. Atlas Food In (604) B01-8000 escona@meximizer com San Francisca ca
[E¥| Company Library
— Benningtan, Alkert (604 601-8000 sscona@maximizer com Albugusraus M
©|| Reporter L
B 7o £ Cash, defterey Reid (604) B01-8000 escona@meximizer com Dayton oH
1 Chen, Melarie (604) 6015000 sscona@maximizer com Amelia tstand FL
@3 RecentEntries »
1 Doe, Jane (604) B0 -6000 escona@maximizer com alice Spring aC
§il user information» 8 Doton, James (604) B01-5000 escona@meximizer com Pittshurgh Pa
3 1 nouye, Derek (604) 6015000 sscona@maximizer com San Francisco ca
8l Links »
£ Johnson, Ed (604) B01-8000 escona@meximizer com wancauver BC -
< n | 5

I Ad trati
9 Agmnsaon ||
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Choosing an Address Book List

@ If you clear the "Ask at
Address Book startup which
list to view" option in the
Personal Preferences dialog
box, an empty Address Book
list is displayed each time you
open the Address Book page.
(To open this dialog box, in the
top-right corner of the page,
click Preferences.)

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

Choose an Address Book List 3

Options
View empty list
©) View list from last Maximizer session
View Last Search (Al Fisids)
View Favorite List

View Saved Search; | “Last Search

Make this my default and do not ask again

The following options are available for viewing an Address Book:
e An empty list (no Address book entries displayed)

e The list from your last Maximizer session

e Your last search (All Fields)

e A Favorite List

e Asaved 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 personal preferences.

Viewing Address Book Entries

You can view and edit details of Address Book entries at any time.

» To view an Address Book entry

n In the Address Book page, click on the entry to open it.

In an open opportunity or customer service case, select the View
in Address Book icon.

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

E To send an email message or visit an Address Book entry’s
website, click the related link in the Email addresses/Website
section of the entry.
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E To modify the details of the entry, click Edit.

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

You can also view the customer service cases, opportunities,

notes, and documents attached to the entry.

E If necessary, click Save to save changes made to the Address

Book entry.

19

Address Book Entry

(S 3 G2y Copy | [E] Favorite List ~ [=] | [} Actions ~

Address Book Information ‘ Customer Service Opportunities. ‘ Notes | Documents. ‘ Activities |

] All The Best Spirits

& Kine, Winifred

Add Contact

Basic Information User-Defined Fields

Name
All The Best Spirits.

Main address
1155 E Putnam Ave
Riverside CT 06878
usa

Key Fields for: General Customer -

Primary Interest: As an agent/distributor

Last Visit:

Annual Sales, 975000.00
Retail Wine Cost:

Region: US - Northeast
Industry: Wine-Retail
Size of Client:

First Contacted Date:

Phone numbers

Main: (604) 601-8000
Fax: (604) 601-8001
Cell

Email addresses | Website

Main: escona@maximizer.com
Email 2:

Email 3:

Webstte: W maximizer.com

Company details

Do not solicit by:

Category: Distributor, Partner
Territory: East
Territory Status: Set by Rule
Account Manager:  Mark Bertoli
Full Access Fublic

Read Access:

Fartner

Sales Lead: No

Lead status

MaxExchange

Distribution.
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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 20

e "Adding Contacts” on page 21

e "“Adding Address Book Entries from Email” on page 22
e "Access Rights for Address Book Entries” on page 22

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 page.

E Select Edit > Add Company/Individual or
Company/Individual Lead.

The Address Book Entry dialog box opens.

B Enter the basic information for the Company or Individual
including name, address, phone numbers, and email
addresses.

n 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
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Administrator. 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.

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.

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 Save 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 page, select or open the Company or
Individual entry.

E Select Edit > Add Contact for or Add Contact Lead for.
In an open entry, click the Add Contact button.
The dialog box for the new Contact opens. Some fields are
populated with values from the Company or Individual entry.

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 Save to save the entry.
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Adding Address Book Entries from Email

@ The document name cannot
contain the following
characters:\/: * 2 <> |

You can create Address Book entries from email messages in the
Email page. 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.

» To add an Address Book entry from an email
message
n In the Email page, select the email message.

E Select Actions > Create New Address Book Entry from
Current Email Message

B Select the type of Address Book entry, and click OK.

ﬂ Enter the details for the new entry, and click Save to save the
entry.

E Close the Address Book entry
The Add Email to Address Book Entry dialog box opens.

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

Click OK to save the email message with the Address Book entry.

Access Rights for Address Book Entries

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:



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

Click a type of group to view different groups of users.

Click the right arrow 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.

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

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

Click the left arrow to remove the selected user or group from
the list, stripping all access rights for the user or group.

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 - Webpage Dizlog ==
Available users and security groups Selected users and securtty groups
All Users ~ lName Permission
& Ceiine Dancer B rubic Mo Access
& Daniel Brown b | & Jos Napol Full Access
] Joe napo & Lucy Garcia Full Aocess

& Jon Bowse . Sales Read Access
& LouJones & Accounting Full Access
& Lucy Garcia
& Mark Bertoli
& Matt Graham
& Miranda Corel

& wonda white

I
I

Departments

Divisions Permissions for selected user(s) or security group(s)

Security Groups Full Access
Teams
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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, moving Contacts to other Companies
or Individuals, and converting Individuals to Companies and Contacts
to Individuals.

The following sections contain information on modifying Address
Book entries:

e “Adding Alternate Addresses for Address Book Entries” on
page 24

e “Moving Contacts to Other Companies and Individuals” on
page 26

e  “Converting Individuals to Companies and Contacts to
Individuals” on page 27

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.

E Click the ellipsis button next to the Address 2 field.
The Mailing Addresses dialog box opens.
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& Mailing Addresses -- Webpage Dialog ==
Descriptions of all available mailing addresses Selected mailing address
1006 West 10th
Vancouver, BC
Houston Canada
Pittsburgh Plant 2R3 5Y5
Modify
oK Cancel

n 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.

£ Mailing Address -- Webpage Dialog ==l
Mailing address description and details
Description.

Address 1: | 1006 West 10th

Address 20
City/Town: | Vancouver State/Province: | BC
ZipiPostal: | 2R3 55 Country: Canada

Cancel

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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Moving Contacts to Other Companies and Individuals

@ The Move Selected Contact
option is available only when a
Contact is selected and for
users with permission to insert,
modify, and delete Address
Book entries.

You can move a Contact from one Company or Individual to another
Company or Individual. The Contact’s notes, documents, and
user-defined fields move with the Contact. Appointments and Hotlist
tasks are updated to reflect the new location.

You have a number of options when moving a Contact:

>

Change the Contact’s address to the main address of the new
Company or Individual.

Prefix all of the Contact’s notes with text indicating that the
Contact has moved.

Maintain the Contact’s association with opportunities and
customer service cases.

Maintain relationships between the Contact and related entries.

Update Favorite Lists containing the Contact to reflect the
Contact’s move.

Update campaigns to reflect the Contact’s new location.
Delete or save the Contact’s entry with the original Company.

To move a Contact to another Company or
Individual

n In the Address Book page, select the Contact.

E Select Edit > Move Selected Contact.

The Find Target Address Book Entry dialog box opens.

E Enter the search criteria, and click Search.

n Select the Company that the Contact is moving to, and click OK.

The Move Selected Contact dialog box opens.
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& | Move Selected Contact -- Webpage Dialog ==

Source entry: \Samson, Paul - Samson Consulting

Target entry: ‘ABC Wine Shop Inc.

Options

7] Use the main address of the source entry to create a maiing address for the
target entry

| Prefix contact's notes with move text:
Contact moved from ‘Samson Consutting’ to "ABC Wine Shop Inc."

/| Maintain contact's association with Opportunities and Customer Service
Cases

Update Related Entries to maintain relationships.
Update Favarite Lists to reflect contact move

Update Campaigns to reflect contact move

< K < [«

Delete source entry after move

E Select the options for the move, and click OK to complete the
move.

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 Select Edit > Convert Individuals to Companies or Convert
Contacts to Individuals.

E Click OK to confirm the change.
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Territory Management

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

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 28
e  “Assigning Territories” on page 29

e "Aligning Territories” on page 30

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.

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.



@ The Territory Management
command is available only to
users with the Sales Manager
role.

@ 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
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» To set up a territory

n From the Address Book page, select Edit > Territory
Management.

The Territory Management dialog box opens.

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.

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.

E 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 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.

KA click Edit.

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”.

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

E Click Save.
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Aligning Territories

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

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 A territory 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 From the Address Book page, select Edit > Territory
Management.

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 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 X]

Setup Alignment

Territory alignment conditions

(©) Entries created / modified since 1810342010

@ Al entries
©) Allentries in the current view
©) Selected entries
Options
[ unassign territories

[ overwrite territories set by manager

Align Territories

Alignment results

Aligned: 26 Unassigned: 0 Skipped: 66 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 or open an Address Book entry, opportunity, or customer
service case.

E Select Actions > Draw a Map.

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.

¢ 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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Logging Phone Calls with Address Book Entries

@ The Message, No Answer, and
Busy options are available only
if you have phone call logging
preferences set to create
notes.

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.

» To log a phone call

n Select or open the entry that you want to log the call with.

E To log an outgoing call, select Actions > Make a Call.
To log an incoming call, select Actions > Receive a Call.

ﬂ If you are logging an outgoing call, select the phone number
that you are calling, and select a response:

If you select Message, No Answer, or Busy, the log is
automatically saved in a note to the entry with the result of the
call.

If you select Answered or if you are logging an incoming call,
the Phone dialog box opens timing the duration of the phone

call.
& | Phone Call -- Webpage Dialog 7|
Lift receiver and dial

Wain '(§04) 601-3000" -

Fax "(604) 801-8001"

answered | [ Message | [ Moanswer | [ Busy

In the Subject field, enter a subject for the phone call, and
record notes on your call as you talk.

When the phone call is finished, click Hang Up.
The timer stops.
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& 0101 - Phone - Windows Intemnet Explorer o o5

Subject: Follow-up on price list D Hang Up

Name: |Petrocks Liquor Pause

Petrocks Liquor has received the price list | sent. They're happy with

eset
the selection and wil get back to me sbun about a sale.

Al

Transfer

Cancel

E Edit the note, and click Save.

If your phone call logging preferences are set to show results on
hang-up, you are prompted to select a result of the phone call.
Select a value for the result.

@You can also select a result of Select whether or not you want to schedule a follow-up activity.

the phone call from the Phone ; i - ivi
dialog box. Click the Result If you select Yes, specify the properties of the follow-up activity.

button before saving the note.
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Manage All Types of Information

In this chapter...

“User-Defined Fields” on page 36

“Setting Up User-Defined Fields” on page 40
“Formula User-Defined Fields” on page 47
“Default Entries” on page 60

“Searching” on page 61

“Global Edits” on page 69

“Favorite Lists” on page 72

“Column Setups” on page 76

“Coloring Rules” on page 79
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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 an open Address Book entry.

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

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

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

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

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

“User-Defined Fields Tab” on page 37

“Types of User-Defined Fields” on page 37
“"Working with User-Defined Fields” on page 38
“Mandatory, System, and Key Fields” on page 39
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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.

37

Address Book Entry ]
(S 3 L2 copy | [€] Favorte List~ [=] | [l Actions ~ + @
o A The Bst Spits Address Book Information ‘ Customer Service | Opportunties ‘ Notes | Documents ‘ Activities |
Basic Information User-Defined Fields
& Kine, Winifred
Field Value(s)
= 2 User-Defined Fields =
=[] Fields for All The Best Spirits
“UseAlternateForm
Combined Partner and Internal Sales
= f* 2010 Campaigns and Sales
Received 2010 Email Campaign
Accepted Winter Promotions.
# ™ sales
& ) Marketing
@ ) Customer Service
® {2 Partner (Retail Reseller) Info
® % Customer Profile
® {2 Discount Levels
® {2 Wine Preferences
® {2 Wines of Interest o
[ Customer Interests |
V| Show blank fields.
7] Show hidden fiekds

Types of User-Defined Fields

@ Encrypted user-defined fields
cannot be transferred,
imported, or exported. They
are also not searchable.

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.

an annually recurring date.

e Formula user-defined fields - These fields calculate values

Date user-defined fields - These fields store a specific date or

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.
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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.

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

B 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.

n 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.

Basic Information User-Defined Fields Strategy Compettors & Partners Status.
Field Value(s)
= ) User-Defined Fields
® [] Fields for Amelia Liquors South E
® { Fields for Chen, Melanie
= (¥} Fields for this opportunity
R Regions) North West
i store size E Under 2,000 square fest
R wine Preference Imported

[ Number of Retai Lines E
Number of Distributors

= f Partner Information
HH Partner is Leag?
Partner Team Leader

T Internal Resources.

7] Show blank fields. E

V] Show hidden figlds

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.

e 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.

e 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.
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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 Administration section in the left navigation pane.

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 ]
New: S Field v [ gl Folder | Savess = | 7€ Delete  MoveUp 4 Move Down [ MoveTo
Address Book | Opportunities | Campaigns ‘ Customer Service | Users ‘
Hame Type Requested by
= 3 [Escona Tutorial]
“UseAttemateForm Alphanumeric
Combined Partner and Internal Sales. Formula Joe Napol
= 5 2010 Campaigns and Sales Folder
Received 2010 Email Campaign YesiNo Joe Napol
Accepted Winter Promotions. VesiNo Joe Napoli
® > Saks Folder
@ ) Warketing Folder
@ ) Customer Service Folder
@ ) Partner (Retai-Reseler) Info Folder
® 5 Customer Profie Folder
® > Discount Levels Folder
@ 5 Wine Preferences Folder
® {5 Wines of Interest Folder Joe Napoli
H* EsconaRoles Table
) customer interests. Table
[EH Partner Interests Table

Close

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

e  "Sorting User-Defined Fields” on page 41

e  “Creating Folders for User-Defined Fields” on page 41

e  "Creating User-Defined Fields” on page 42

e  "Modifying User-Defined Fields” on page 44

e "Adding Items to Table User-Defined Fields” on page 44
e “Modifying Items in User-Defined Fields” on page 45
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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.

» To move a user-defined field or folder to another
folder

n In the left navigation pane, hover your mouse over
Administration.

E In the Administration pop-up, select Set Up User-Defined
Fields.

B Select the field or folder you want to move.
ﬂ Click Move To.

E From the Folder name drop-down list, select the folder you
want to move the field or folder to, and click Save.

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 In the left navigation pane, hover your mouse over
Administration, and select Set Up User-Defined Fields from
the pop-up.

The Set Up User-Defined Fields dialog box opens.

E Select the tab for the category of user-defined fields you want to
work with.
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@ User-defined field and folder
names cannot contain forward
slash or backward slash
characters (/\).

@ If you set the folder to hidden,
itis not displayed on the
User-Defined Fields tab when
you clear the Show hidden
fields option.

B 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.

I3 ciick Add Folder.
E Enter a name for the new folder, and click Save.

The new folder now appears in the Set Up User-Defined Fields
dialog box.

£ Add Folder -- Webpage Dialog ==
Add Folder Ldsave Jcancel
Field Properties
Parent folder: \Wine Preferences
Hame: Reds
[T setto hidden

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

Creating User-Defined Fields

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. Users can create
user-defined fields only if they have insert permission for
User-defined field setup.

» To create a user-defined field

n In the left navigation pane, hover your mouse over
Administration, and select Set Up User-Defined Fields from
the pop-up.

The Set Up User-Defined Fields dialog box opens.

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



@ User-defined field and folder
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B 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.

Click Add Field, and select the type of user-defined field you
want to add.

In the Name field, type a name for the user-defined field.

If you are adding a formula user-defined field, enter the formula
in the Formula field.

Click Insert Field to add basic or user-defined fields to the
formula.

If you are adding a formula user-defined field, select the type of
value the formula should return from the Formula return type
drop-down list.

E Specify the properties of the user-defined field.

E Click Save.
The user-defined field is added to the list.

£ Add Table Field -- Webpage Dialeg ==

Add Table Field |save [Jcancel

Field Properties

Folder name: \Discount Levels

Hame. Distributor discounts
Field may be added to: (¥ companies [V individuals (V] Contacts

Attributes

[ single value anty
[] mandatory
[T set to hiden
Access rights
Full access: Public -
Read access:
Creation details
Creator:
Requested by, Joe Napoi -
Description: =
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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 In the left navigation pane, hover your mouse over
Administration, and select Set Up User-Defined Fields from
the pop-up.

The Set Up User-Defined Fields dialog box opens.
E Click on the user-defined field.
ﬂ Change the properties as required.
n Click Save 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 In the left navigation pane, hover your mouse over
Administration, and select Set Up User-Defined Fields from
the pop-up.

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

E) ciick Add 1tem.



® If you set the item to hidden,
you can hide it from the
Available Values list by
clearing the Show hidden
items option.
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& | Set Up ltems -- Webpage Dialog ==

Items list [Field name: Industry |

(E=Add tem ¥ Delete © # Move Down EClose

Item name Requested by Created Date and Time Creator J
Banking & Financial Services January 20, 2004, 23:36:08 Joe Napoli

Food Services January 20, 2004, 23:36:08 Joe Napoli

Retail Sales January 20, 2004, 23:36:08 Joe Napoli
Wholesaler Qctober 03, 2002, 12:35:25 Lou Jones
Wine-Retail Joe Napoli January 21, 2004, 02:49:55 Joe Napoli

E

n Type a name for the item, and specify the other properties of the
item.

E Click Save.

& | Add Table ltem -- Webpage Dialog ==

Add Table Item dsave [Jcancel

Item properties

Name: Government

Set to hidden

Creation details

Creator:

Requested by’ Joe Napoli -

B 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 In the left navigation pane, hover your mouse over
Administration, and select Set Up User-Defined Fields from
the pop-up.

The Set Up User-Defined Fields dialog box opens.

E Select the table or yes/no user-defined field, and click Items.
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The Set Up Items dialog box opens.
B Click the name of the item you want to 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.

E Click Save.
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Formula User-Defined Fields

Arithmetic Expressions

When you create a new or modify an existing formula user-defined
field, you 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.

Insert Field

Formula:

If ([Creation Date] = Date(2008, 7, 8, “New”, "0ld™)

H
H

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 47
e "Alphanumeric Functions” on page 48
e “Date Functions” on page 53

e “Numeric Functions” on page 56

e “Conditional Expressions” on page 58

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.
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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).

Alphanumeric Functions

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.

¢ 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.

¢ Substitute - Substitutes existing text with specified text.
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¢ 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.

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

Syntax

Mid (Alphanumeric, Startint, Lengthint)
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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”.

Search

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.

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

Text
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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”.

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

Syntax

Text (Number, DecPlace)

Parameters

Parameter Data Type Description

Number Decimal The numeric value that you want
to convert.

DecPlace Integer (Optional) The number of decimal

places to return.
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Value

Example

Text ([Revenue], 2)

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 Data Type Description

Alphanumeric String The alphanumeric string to
convert.

Example

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.
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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.

Converts integers to date values.

Date - Converts integers to date values.

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.

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

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

Syntax

Date (Year, Month, Day)

Parameters
Parameter Data Type
Year Integer
Month Integer
Day Integer
Example

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

Description
The four-digit year.
The one- or two-digit month.

The one- or two-digit day.
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Day

Dayofweek

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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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.
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Numeric Functions

Ceiling

Floor

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
Number Decimal
DecPlace Integer
Example

Ceiling(2.32, 1)

This example returns 2.4.

Description

The numeric value to round.

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

Rounds a number down to the nearest integer or down to a specified

number of decimal points.

Syntax

Floor(Number, DecPlace)
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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", "0Id")

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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Default Entries

You can set up default entries in the Address Book, Opportunities,
and Customer Service pages. 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 Select Edit > Default Entry.
The dialog box for the default entry 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 Save to save the changes to the default entry.

Address Book Entry x]
(=) %% 2 copy | €] Favorite Listw [£] | [l Actions » + @
Basic Information User-Defined Fields
Name and address Other information
WriMs:  First Name:  Middle Name: Last Name: Phone numbers
Defaut Entry Man
Fosition Salutation
[7] Dear <= [ Fax
Company el
Department Division:
Fl Email addresses / Websie ||
Address 1 Email
Address 2 D Email 2
Cityown [ swprov: =l Email 3
Zip/Postal Country: El Website:
Default Entry details
Do not solicit by Print 4|
Category.
Terrtory: -
Territory Status: o
Account Manager. Joe Napoli -
Full Access: Joe Naoli =
[
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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 page. For instance, when you print a
report from the Address Book page, you are generally given a choice
between printing the selected entry (or entries) or printing the entire
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 61

e “Searching by All Fields” on page 62

e  “Saving Searches in the Search Catalog” on page 64

e  “Retrieving Saved Searches from the Search Catalog” on page 65
e “Searching by Notes” on page 66

e “Searching by Documents” on page 67

¢ "Undoing Searches” on page 68

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 menu vary depending on what page 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 menu, select the field you are searching 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.

ﬂ Select how you want to update the current list with your search
results.
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Searching by All Fields

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

e 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.

ﬂ If applicable, specify the Range of the items to search.
E Click OK to run the search.

Search by City[Town ]

Leads conditions

CityTown: Atlanta

Find maiching  Meodify current entries list

| Companies Add search results to list Entries that are not leads

V| Individuals. Narrow list 9! All entries.

| Contacts '@ Replace list with search results Leads

Wy leads only

Maximizer’'s Search by All Fields feature is useful when you need to
search by fields that are not listed in the Search menu 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 page, 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.

» To search by all fields
n Select Search > All Fields.

The Search by All Fields dialog box opens.
H ciick Add.

The Select Fields for Search dialog box opens.

E Select one or more fields and click OK.
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To be able to select more than one field, you must have the
Allow multi-selection in the Search by All Fields option enabled
in the Personal Preferences. (In the top-right corner of the page,
click Preferences.) This option is off by default.

& | Select Fields for Search -- Webpage Dialog ==
Available fields: Selected fields:
# Basic Fields ~| | User-Defined Fields\2010 Campaigns and Sales\Received

User-Defined Fields\2010 Campaigns and Sales\Accepted

=- User-Defined Fields User-Defined Fields\Marketing\Promotions.

*UseAlternateForm

Combined Partner and Internal Sales
=-f 2010 Campaigns and Sales
V] Received 2010 Email Campaign
V] Accepted Winter Promations
2 Sales
= Marketing
i J““Pmmntinns
B Subscription
B Heard About
i) Promo level
2 Customer Service
2 Partner (Retai-Reseller) Info
2 Customer Profile
2 Discount Levels

A e F— hd
4 | >H
Show hidden fields

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

¢ 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.

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

¢ Select the Search for no value checkbox to search for
entries where no value is assigned to the selected field.

& | Specify Date Field Values for Search -- Webpage Dialog ==
Field: Creation Date
©) Roling date range:  Last Month - Values to be searched for:
Specified date range:;
Enter or change values.
A

From:

To:

ULk

Search for no value
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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.

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.

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

@ Use Last Search and Catalog Click OK to start the search.

for previously defined
searches.

Search by All Fields

Watch entries using the following fiekds:
ir an

Account Wanager ='Joe Napol’

Column Setup:  Territory/Account Manage ~

Add._.. H Change. H

Remove H Not Equal

Search condition
'@/ Must match all

Match one or more

Find matching
V| companies
/| individuals.
| Contacts

Modify current entries list
Add search resutts to list
Narrow list

' Replace list with search results

Leads options
Entries that are not lzads
© Allentries
Leads
Wy leads only

LastSearchl ‘ Catalog... ‘ |

0K | ‘ 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,
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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

KB sclect search > All Fields.
E Enter your search criteria in the Search by All Fields dialog box.
E] ciick 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.

E Click OK.

The search is added to the search catalog.

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 menu. 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

¢ Select Search > Last Catalog Searches, and select the name of
the saved search.

» To retrieve a search from the search catalog

EB sclect search > All Fields.
E Click Catalog.

ﬂ 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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Searching by Notes

@ This option is available for
full-text searching on notes
only if you are using Microsoft
SQL Server with the Full-Text
Search component installed.
See the Maximizer CRM
Administrator’s Guide and
your system administrator for
more information.

You can search for entries that have notes matching search criteria
you specify.

» To search for entries by notes

n In a main page, select Search > Notes.

The Search by Notes dialog box opens.

E Specify your search criteria.

To search for entries with notes that contain a specific word
or phrase, type the word or phrase in the Text search field.

If your system administrator has enabled full-text search, the
Perform search using Full-Text Indexing checkbox is
available. This option provides faster, and often more
accurate, results. For more information, refer to the
Maximizer CRM Administrator’s Guide or your system
administrator.

To search for entries with notes created by a specific user,
select the user's name from the Creator drop-down list.

To search for entries with notes that are accessible by a
specific user or security group, select the name of the user or
group from the Full Access drop-down list.

To search for entries with notes that were created within a
specific date range, enter the date range in the From and
Until fields. Or select Search all dates.

To search for entries with notes of a specific type, select the
type(s) to search for in the Type of Note section.

To search for a specific type of Address Book entry, select the
type(s) to search for in the Find Matching section. To search
for Address Book entries that are not leads, entries that are
leads, all entries, or your own leads, select the applicable
option in the Leads Options section.

To search for an opportunity or a case with a specific status,
select the status in the Find Matching area.

E In the Modify current entries list section, 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.
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¢ Replace list with search results removes all entries
currently displayed in the list and replaces them with entries
that match your search criteria.

n Click OK to run the search.

Search by Notes ]

Search Criteria
Textsearch: burgundy 2008
| Perform search using Full-Text Indexing

Creator: Joe Napoli - Full Access: -

Date Range
From

Type of Hote

V| Manual e

Until Mai-outs Outgoing calls Incoming calls
Opportunity

Accounting Task

Timed notes Transfer log

/| Search all dates | Customer Service

| Email History

Find Matching
V| Companies
V| Ingividuals

/| Contacts

Modify current entries list
Add search results to list
Narrow list

@ Replace list with search results.

Leads Options
Entries that are not leads
© Allentries

Leads

My leads only

Searching by Documents

If your system administrator has enabled full-text search, you can

search for entries that have documents matching the search criteria
you specify. For more information about full-text search, refer to the
Maximizer CRM Administrator’s Guide or your system administrator.

You can search by the following types of documents: .doc, .xls, .ppt,
.txt, and .htm. You may also be able to search by .rtf, .xml, .pdf, and
other document types, depending on which document types your
system administrator has configured for full-text search.

» To search for entries by documents

n In a main page, select Search > Documents.

The Search by Documents dialog box opens.

E Specify your search criteria.

e To search for entries with documents that contain a specific
word or phrase, type the word or phrase in the Text in
document field.
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Undoing Searches

e To search for entries with documents that have a specific
name, type the beginning of the name of the document in
the Name of document field.

The search looks for document names that begin with the
characters entered.

e To search for entries with documents of a specific category,
select the category from the Category drop-down list.

e To search for entries with documents created by a specific
user, select the user’'s name from the Creator drop-down list.

e To search for entries with documents that are accessible by a
specific user or security group, select the name of the user or
group from the Owner drop-down list.

e To search for entries with documents that were created
within a specific date range, enter the date range in the
From and Until fields. Or, select Search all dates.

¢ To search for entries with documents that exceed a given file
size, enter the minimum number of kilobytes in the
Documents larger than field.

e Tosearch for a specific type of Address Book entry, select the
type(s) to search for in the Find Matching area.
ﬂ In the Modify current entries list area, select one of the
options.

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.

ﬂ Click OK to run the search.

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

» To undo the most recent search

¢ Select Search > Undo Search.

The entries in the current list are replaced with the entries in the
previous list.
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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.

e 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.

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.
A sclect Edit > Global Edit.

The Global Edit dialog box opens.

B 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.

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.
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Global Edit 3
Address Book Information | Giobal Edit Rules ‘
Basic Information User-Defined Fields
Hame and address Other information
MriMs:  First Hame, Middle Name: Last Hame: Phene numbers
Postiion: Salutation Fl Fl
— E E E
Department Division Email auﬁass 1 Website .
Address 1: | e o
Address 2: | o
Web Site
Cityowin: [+] strov H B
ZipiPostal: [ country. [l | | petais
Do not solicit by (=
Category Competitor (|
Territory -
Teritory Status:
Account Manager: - -

n Select 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.

E Under Update options, specify how you want to use the
current list.

In the other sections of the Global Edit Rules tab, specify how
you 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 ¢ To replace the existing values with the selected values, select
single-value only”, the Add Replace table field values or Replace user/group field
Table Field values option does
not apply. The new value values.

always replaces the existing
one.



¢ Toremove 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
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in the Remove column of the User-Defined Fields tab.

Global Edit

Address Book Information Global Edit Rules.

Mailing rules
Receives mail sent to Company or Individuak Do not change =

Use Address Book entry's name in mailing address: Do not change

Details rules

Do not solicit by Category
© Add table field values © Add table field values
*) Replace table field values *) Replace table field values

_! Remove table field values ) Remove table field values

Full Access Read Access

© add userfgroup field values © add userfgroup field values
7 Replace user/group field values 7 Replace user/group field values

7 Remove user/group field values 7 Remove user/group field values

*User-defined fields and Details rules

@ Add table field values () Replace table field values

Update options
@ Only selected Address Book entries

_) All Address Book entries in the list

MaxExchange Distribution
@ Add table field values
_! Replace table field values

_! Remove table field values

* Applies to InsertiModify action only

B 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 72

e  "Retrieving Favorite Lists” on page 74

e "Adding and Removing Entries in Favorite Lists” on page 74
e  "Retrieving Favorite Lists” on page 74

You can quickly create a new Favorite List from a list of entries in the
Address Book, Opportunities, or Customer Service page. 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 Select View > Favorite Lists.

The Favorite Lists dialog box opens displaying all existing
Favorite Lists.
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Favorite Lists

Available Favorite Lists dd

Hame Associated Column Setup Save
e

Retrieve
All entries in WA
Allleads Properties
Allnon-leads in California Beleia
CSV imported October 14, 2009 9:53 AM
Waxlobile synchronization entries
i imported November 3, 2009 2:24 PM
12

il {11

Close

["] Retrieve this list when an Address Book is opened

["I Do not apply associated Column Setup this time

Favorite List Details

Number of visible entries: |331

Description

Quick way to retrieve all original Address Book entries in Escona Tutorial

El ciick Add.
The Add 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.

€] -- Webpage Dialog =1

Favorite List Details

Hame My leads
Description: Al leads belonging to Jog Napoli

Fullaccess:  Joe Napoli -
Read access:  Joe Napoli -

Associated Column Setup

Hame Leads Summary -

Spelling ‘ | oK | ‘ Cancel

€& Local intranet | Protected Mode: Off

B cik ok.

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

The default Favorite List is retrieved automatically when you first
open the Address Book or Opportunities page.

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

» To retrieve a Favorite List

n Select View > Favorite Lists,.

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 page,
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 Select View > Add to Favorite List or Remove from Favorite
List.

—or —

In an open entry, select Favorite List > Add to Favorite List or
Remove from Favorite List.

The Add to Favorite List or Remove from Favorite List dialog box
opens.
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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 x]

Add to Favorite List
@) Selected entries
() Current entry

) Al entries

Modify Favorite Lists

Al Entries in Escona
All entries in WA

Allleads

Allnon-leads in Calfornia
MaxHobile synchronization entries
iy leads

Outlook synchronization entries

Favorite List Details

Number of visible entries: |6

Description:

[Allleads belonging to Joe Napol

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 pages. 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 page. You can specify the fields
displayed in each column of the page, as well as the width and
heading of the columns.

In the Opportunities or Customer Service page, 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 76

e  "Retrieving Column Setups” on page 78

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 pages.

» To create a column setup

n Select View > Column Setup.
The Column Setup dialog box opens.

Column Setup

Available Column Setup Views

“Defaut Address Book View

*Defautt Contact View
“Defautt Related Entries View Save As
Territory/Account Manager

Delete

Use Now

IIIII j
6
(]

Close
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H ciick Add.
The Add Column Setup View dialog box opens.

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

¢ Enter a Name for the column setup.

e 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.

n In the Defined columns area, click Add.

E In the Selected column details area, click Insert Field.
The Insert Fields dialog box opens.
E In the Available fields list, click the plus symbol to expand a

folder, select a field, and click OK 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
Content template list. You can customize how fields are
displayed in the column by adding spacing, punctuation, or
labels between fields.

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

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

£ Add Column Setup View -- Webpage Dialog ==
Details of View
Name: Sales Column Setup
Full access: Public -
Read access: Public -
Columns
Edit Preview:
Defined columns Selected column details

Content template: Insert Field.

Header: Width

Add Delste *New Column 15
oK Cancel

Retrieving Column Setups

You can retrieve existing column setups to change the fields
displayed in the current page.

» To retrieve a column setup

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

Columns: "Default Address Book View =

“Default Address Book Yiew
- Hamy
“Default Contact View
» I5ABC*Default Related Entries View

| Column Setup
"jABBTemturyfAccount Manager

e Select View > Column Setups. 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 pages. 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 79
e “Applying Coloring Rules” on page 81

Creating Coloring Rules

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

» To create a coloring rule

n Select View > Coloring Rules.

H ciick Add.
The Add Coloring Rule dialog box opens.

B 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 page, the text color of overdue cases is
always red. To distinguish overdue cases from other cases,
choose text colors other than red for values in customer service
cases.
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£ Set Up Criterion - Webpage Dialog

Details
Name: Cancel
Do not solict by
Valug

Email -

=
[ o< |
[ Cancel ]

Color settings

ot oo [N ]
e

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

E Click OK to save the coloring rule.

& Add Coloring Rule -- Webpage Dialog

Details of the rule

Hame: |0 not solict by

Shades entries based on the Do not solicity by” field.
Description:

Full access: Joe Napoli -

Read access:  Public -

(Criteria of the rule

Match entries using this field: | Do not solicit by

J [

Do not solicit by=Fax

-

H Change._ H 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 page.

In the Customer Service page, 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 Select View > Coloring Rules
The Coloring Rules dialog box opens.

E Select an existing coloring rule, and click Apply.

Coloring Rules

Defined rules: \dd.

(ot using a ruls)

Do not solicit by Properties...

Lead Status
Save As...

Delete

Apply

i

Close
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CHAPTER

Galendar and Hotlist

Track Your Appointments and Tasks

In this chapter...

“Hotlist Tasks” on page 84

“Calendar Appointments” on page 88
“Action Plans” on page 93

“Viewing Activities for Entries” on page 96
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Hotlist Tasks

Hotlist Page

@ Select View > Carry Forward
Unfinished Tasks 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 page 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, Hotlist tasks are created for all
of the activities in the opportunities. 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 Page” on page 84

e "Viewing Hotlist Tasks” on page 85

e “Adding Hotlist Tasks” on page 86

e  "Reassigning Hotlist Tasks” on page 87

You can view all of your Hotlist tasks in the Hotlist page. Keep the
following points in mind when working in the Hotlist page.

n Select the Hotlist icon to open the Hotlist page.

E Use the View drop-down list or click the Build Hotlist icon to
select the date range you want to show.

B From the Columns drop-down list, select a column setup.

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.
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E Click on a task to view its details.

# Hotlist [9 displayed] E Current User: Joe Napoli | Preferences | Log out | Help +
- Edit » View = Actions = Report w view: Today + [H user Joe Mapoli n - Show appointments
F My Work Day
= Columns: *Defaull\liew - ‘ BN ‘ ﬂ | ®] =) W)
@ Address Book
~ Date: Time Pr. Task Hame Company
F Opportunities » & Movember 24, 2009 Boak hotel for Santa Rosa trade show
E\ Quotas & Movember 24 2003 11:00 AM Phone representative about nevy deal For Al Occasions  For All Occasions
o & Movember 24,2009 11:00 AW Phone to confirm reservation. Kane, George Loews Yertans Canyon Res
!, campaigns
— December 21, 2009 30 PM Meeting Craig, Etton Kristofer  VWest End Wine Shop
D:.’ Customer Service
& December 22, 2009 Find & caterer for the Mew Year's welcoming pa
;i Knowledge Base
December 22, 2009 200 At 30 to performance review intranet site and dow
[£] Hotist
€ December 22,2003 10000 AM Make intial cortact with customer and guality int Connoiseur Connoiseur
Calendar December 22, 2009 11:30 AM Meeting
[y
Email December 22,2008 1200 P Mezting
[[\_j Company Library
EJ Reporter

Viewing Hotlist Tasks

You can click on a Hotlist task in the Hotlist page 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.

n Specify a date and, optionally, a time for the task.

E Select Set alarm to remind yourself of the task before the
scheduled time.

ﬂ Enter the activity.
n Mark the task as completed when you are finished with the task.

E Click the ellipsis button beside the Assigned to field to assign
the Hotlist task to another user.
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Adding Hotlist Tasks

E Select Personal task if you want to make the task personal and
remove the Address Book entry associated with the task.

Hotlist Task ]
Scheduled date and time
n Date: 19/03/2010 =
Time: gonaM |-
Set alarm minute(=) ~ | prior to task
Details of task
“Activity:  Schedule meeting to talk about new product line. =l

=
ﬂ Completed
B o

O Hotlist task weith Chen, Melanie - Amelia Liguors South

Priority, -
o HEEREH L@

Assigned To!  Jos Napol

E Persoraltask
Open Address Book entry

* Denotes mandatory field.

| Spelling ‘ | Ok H 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

n Select or open the entry associated with the task.

To add a personal task, select the Hotlist icon to open the
Hotlist page.

E Select Actions > Schedule a To-do.
—or—-
In the Hotlist page, select Edit > Add Task.
The Add Hotlist Task dialog box opens.

B Enter the Hotlist task details.

ﬂ Click OK to save the Hotlist task.
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Reassigning Hotlist Tasks

You can reassign Hotlist tasks to different Maximizer users directly in
the Hotlist page. You can reassign one or multiple Hotlist tasks at the
same time.

> To reassign Hotlist tasks

n In the Hotlist page, select the tasks you want to reassign.
E Select Edit > Reassign.

The Reassign Hotlist Tasks dialog box opens. Users are displayed
by group.

ﬂ Select a user and click OK.
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Calendar Appointments

Calendar Page

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 Page” on page 88
e “Viewing Appointments” on page 90
e "Adding Appointments” on page 91

You can view, add, and modify your appointments in the Calendar
page. 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 page.
n Select the Calendar icon to open the Calendar page.

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 page.

¢ 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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E Select the Open Address Book entry icon to view the Address

B &

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
to add users and resources to the calendar and to set icon colors
for these users and resources.

# Calendar

=1 My Work Day

Q Address Book

[¥, opportunttes

[57 auotas
1 campaigns

[F] customer service
—

il Knowledge Base
[£] Hotist

Calendar n

Emai
@ Company Library

Ltj Reporter

(@3 RecentEntries »
§il User information»
(@ vuinks »

47 Administration »

Current User: Joe Napoli | Preferences | Logout | Help +

Edit «

0 03 December 21, 2009 (Week 52) [ E\

9:00

View w

Actons ~ Repart - E

B %User: Show My Calendar  ~ (] December 2009 0

Su Mo Tu We Th Fr Sa

2[ 3l 4 s

L] il dieaes

Customer Service team metting 6 7| 8 10/ 11| 12
13| 14| 15 7 17| 18| 19
20 031 22| 23| 24 25/ 26
27| 28 29 30| 3
Hotlist Tasks
0 @ november 24, 2009 0:00 AM
Book hotel for Santa Rosa trade show

i i Alejandro Baird - Liberty Wine Merchanl: 1€ November 24, 2009 11:00

Lunch Meeting Phone to confirm reservation.

12:30 PM-1:30 PM
O & November 24, 2008 11:00 AM

Lunch Meeting Phone representative about new deal

With: Alejandro Baird - Liberty Wine Merchants

User: Joe MNapoli
Location:  Joe's Grill ﬂ

Legends

B

Uncheck All | Edit List -

Westing

5 Eiton Kristofer Craig - West End Wine Shop) Users

W Joe Napoii E 7

M ceine Dancer
M Daniel Brown

Lucy Garcia
Wark Bertoli
W Vatt Graham
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Viewing Appointments

Appointments for a day, week, or month, are displayed in the
Calendar page. 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 open the 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.

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.

@You can click Options to This generic message lists the basic appointment details; you
specify that email reminders cannot edit this message. This feature is available only if the
are also sent to Address Book . . Lo .
entries. Maximizer Email Service is running.

E’ 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.

E Select the Users and Address Book Entries tabs to assign
Maximizer users and Address Book entries to the appointment.
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You can view the current users and Address Book entries
assigned to the appointment in the Attendees and response
list.

Soeet E ’E &
3% [84) Options +_¥Recurring | £ 1con | ™ Completed

Appointment E
Users Address Book Entries

Basic Information

Appointmert wit: Michelis Torrance ﬂ

Subject: Finalize: proposal and email to customer

Appointment details Attendees and response
Dt JamAEm E = Hame Response | - |
Michelle T - Mias Food |
From  2m0Pm |7 Unti; 30Pm [+ 8 pichele Torrance - Ates Food e
o - - 2 Celne Dancer
Priority.  HI private [] atarm [ Reminder 7
E Joe Mapol Accepted v

Location:  Mesting Room [

Resources: | Product Samples E O

Products | Services: | g (] =l
Cateroriss Calitorria (]

Hotes:

Joe and Celine: Wiork tagether to finish proposal far Alias Foodl, Michelle is availablz to phone if nesded, =

Adding Appointments

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 page. If
you add an appointment from one of the main pages, the
appointment is linked by default to the current entry. If you add an
appointment from the Calendar page, it is by default created as a
personal appointment.
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>

To add an appointment

In the Calendar page, select a day, and select Edit > Add
Appointment.

—or —

In a main page, select or open an entry, and select Actions >
Schedule a Meeting.

The Add Appointment dialog box opens.

Specify the details of the appointment.

Appointment ]
35 (s} options 4 Recurring | (icon v | I completed

Appointment
Basic Information Users Address Book Entries

Appointment with: James Dokan K Remave link
Subject: Mesting

Appointment details Attendees and response

Dete: 190372010 = Hlame Respanes| |

James Dottan - ABC 1Wins Shop |
From: 2a0em [+ urtit z40PM || & James Doton ne Shop ine
S Joe Napol Acoepted

Priority [ lerivate [#] aiarm [ Reminder

Location:  Jog Napolis offics [

Resources: Product Samples, Marketing Calleteral (|

Products / Services: | a)l D J
Categories: (] V] hictity other users

Netes:

If necessary, select the Users and Address Book Entries tabs
and add other Maximizer users or Address Book entries to the
appointment.

In the Basic Information 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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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 for Address
Book entries.

The following topics contain information on working with Action
Plans:

e  "Creating Action Plan Templates” on page 93
e “Scheduling Action Plans” on page 94

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 In the left navigation pane, hover your mouse over
Administration, and select Action Plan Library from the

pop-up.
H ciick Add.
The Add Plan Template dialog box opens.

ﬂ Enter the template name and description.

n 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.

e Select the Personal or Personal Hotlist task option to
mark the activity as personal, not associated with an Address
Book entry.

E Click OK.
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The activity is listed as part of the template.
Repeat steps 4-6 for each activity in the template.

B 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.

Scheduling Action Plans

You can schedule Action Plans for Address Book 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 Address Book entries

n Select or open the entry or entries to associate with the Action
Plan.

E Select Actions > Schedule an Action Plan.

B 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 in the current page, or with all entries in
the list spanning all pages.

If no entries are selected, the Action Plan is automatically
scheduled with the current entry.

Schedule Action Plan x]

Address Book entry options

For whom in your current list do you want to schedule this Action Plan?

Current entry only
© All selected entries in the current page

All entries in the list spanning all pages

OK Cancel

ﬂ 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 the Calendar icon to choose a date from a pop-up
calendar.
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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.

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.

B 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.

E 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: | on its own o with an existing Servics workflow to folow upon =
resolved cases. The start date is the resolution date.

Panname: sinpeseve Pan
Start plan on: 19/03/2010 &
Replace current user with:  Joe Napoi - | Skip non-work days
Description

Use on its own or with an existing Service workflow to folow upon =
resolved cases. The start date is the resolution date.

El
Action Plan activities
Activity Start date Assignedto |
[ confirm that solution notes are complets 2010 Joe Napoli
[ € contact Channel Manager to plan Partner 2010 Joe Napoli
8§ conduct lunch and leam for CS&S staff 2010 Joe Napoli, Ce
-]

*Denotes required field Spelling | [ More>> | [ 0k | [ Caneel |
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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,
opportunities, campaigns, and customer service cases. 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 tab depending on the type of entry that is
open.

El 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.

Address Book Entry x]
(=) 3F 52 copy | [€] Favorite Listw [Z] | [}l Actions ~ + @

Address Book Information ‘ Customer Service | Opportunities. ‘ Notes | Documents. ‘ Activities. |

] All The Best Spirits

& Kine, Winifred Action Plan options: | Al Appeintments and Tasks - l:l Schedule..

View: All dates - E User: Show My Activities Show appointments | ¥

@ Add appaintment L’-l Add task € Delete

Tasks and Appeintments ~ DateTime | User Pr. Com 1]
Confirm deacline 05022010 500 Jos Napol vl
p G My follow-up deadine is approaching 18022010 516 Joe Napol 7
X Complets idertification of customer's gosls and busi 18052011 Joe Napoli A
3% Develop call plan: 13 Contacts identifisd 2) Call ohject 18052011 Joe Mapoli &
% Develap call plan: 1) Cantacts idertified 2) Call object  18/05/2011 Joe Napoli &
X Complets idertification of customer's gosls and busi 18052011 Joe Napoli A
¥ dertify all opportunities 180572011 Joe Napoli &
£ Idiertify all opportunitiss 18052011 Joe Napoli A
& Review the details of the next step, with the team 180552011 Joe Mapoli - B

1 2 3 = #=» 25 w

Add Contact




CHAPTER

Notes, Documents,
and Email

Store Notes and Documents in your Address Book

In this chapter...

“Notes” on page 98

“Documents” on page 103

“Company Library” on page 106

“Email” on page 111

“Merge Fields” on page 121

“"Microsoft Office Integration” on page 123
“Microsoft Word Integration” on page 125
“Microsoft Outlook Integration” on page 129
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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. (In the
top-right corner of the page,
click Preferences. Click Other
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.

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

e "Types of Notes” on page 98
e “Notes Tab” on page 99

e "Adding Notes” on page 100
e “Default Notes” on page 101

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

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

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

¢ Email - Created when you send an email message to one or
more Address Book entries.

¢ 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.

¢ Manual - Added manually to entries.

¢ 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
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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 notes - Created when you use the Timer

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

The Notes tab in an open entry displays all of the notes for the entry.
You can use the notes tab to view, modify, add, and delete notes in
the entry.

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

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”).

ﬂ 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.

ﬂ Click on an entry to view the entire note.
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Adding Notes

E Use the buttons at the top of the list to perform commands on

the notes.
Address Book Entry ]
(=) 359 | ] Favorite List - [Z] | (] Actions + + @

Address Book Information Customer Service Opportunities ‘ Motes | Documents ‘ Activities |
] ABC Wine Shop Inc

Fiter: - Shoewe All
—— A T 2|

3 Johnison, Ed |4 Add 7€ Delete E
3 Torres, Martha ~ 1 | pate Time Type Text Creator Full Access
n ! 15012011 11:48 AM  History Terr?‘ury Al?gnmem has Eﬂ fiel Lou Jones Public
Territory Alignment has cl fiel
180372010 306 PM Histary Territory changed from North # Intt to Joe: Napoli Public:
Territory Status changed from 'Set By Rul
25022010 325 PM History +Joe Napoli has subscrined ABC Wine Sho  Joe Mapoli Public
090272010 418 PM Customer ©  Case HR-00047 haz been created: Shipe  Joe Mapoli Public
1810172010 3:04 PM Customer :  Case H2-00033 has been creatsc: Packa  Joe Mapoli Public:
1BOM/2010 1225PM Task Appointment Modified Joe Napoli Public

Conference call...

15012010 201 PM Task Scheduled Generic Action Plan plan on Ja - Joe Mapol Public:

28 -

Add Contact

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

n Open the entry to which you want to add the note.
E Select the Notes tab, and click Add.
ﬂ Enter the content of the note.

n 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.

E If necessary, select the Important icon to mark the note as
important, and adjust the Full access, Read access, and
Category fields in the note.
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@The Category field is available E Click OK.
for only manual notes.

Address Book Entry [X]

(2) F | pe] Favorite List » [Z] | [ Actions » + @

£ Dotton, James
& Johnson, Ed Fort MECIOR |2z u ‘g A-lg ! ‘

1 talked with James Dolton at ABC Wine Shaop. He expects they'll increase next month's arder
o take advantage of our spring pramation.

=

| ABCWine Shop Inc.

Addd & e note:

3 Torres, Martha

Properties Details

Date: 18103/2010 Full access:  Jos Napol [=]
Time: 8146 PN Read sccess: Public [=]
Creator Joe Napoli Category:  §Commert =l

Add Contact.

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, and Customer Service pages.

> To add a default note
n Select Edit > Default Note.

The Default Note dialog box opens.
E Enter the content of the note.

ﬂ 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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n Click OK to save the default note.

Default Note

Tahoma - 2(10pt) v i=

%]
o s ufE]

|A-am |

Note Text

Joe Napoli
President, Escona Estate Wines

Details

Full access: Joe Napol
Read access: Public
Category.
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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 page. 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 Tab” on page 103
e “Viewing Documents” on page 104
e "Adding Documents” on page 104

You can view all of the documents attached to entries in the
Documents tab in an open entry.

Address Book Entry ]
(S %5 L2 copy | [€] Favorits List » [=] | [ Actions ~ + i
Address Book Information ‘ Customer Service | Opportunitiss ‘ Hotes | Documents ‘ Activties |
[ ABC Wine Shop Inc.
3 Doton, James A Download [ZgAdd € Delete
& dohnson, Ed v Date | Time Category | Type lName Creator Owner
j‘.l 18032010 928PM  Urgert  FOF Cortract 2010 Joe Hapoli Public
& Torres, Wartha 04022010 902 AM TF 2BC Logo Joe Napali Pukllic
P 04032005 227 PM Lefter of Introduction  Joe Napoli Public
25
< ]
Add Contact.
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Viewing Documents

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 documents from Microsoft Internet Explorer, you should add
Maximizer Web Access to the Trusted sites zone with the security
level set to medium-low.

» To view a document

n Open the entry to which the document is attached.

E Select the Documents tab.
All documents attached to the entry are displayed.

B Select the document that you want to open, and click
Download.

You may be prompted to open or save the document. If you
select Save, you must choose a location to save the file before
viewing the document.

Adding Documents

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 Open the entry to which you want to add the document.
E Select the Documents tab, and click Add.

ﬂ Specify properties for the document, such as name,
description, and owner.

ﬂ Click Browse and browse to the location of the file, and click
Open.
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E Click Save to save the file with the entry.

105

Address Book Entry

(S 3F G2y copy | [E] Favarits List ~ [E] | [} dctions ~

Add document

Hame and description

Mame: Escona Promation

o B 6L

Category: -

Description: Includes promational material sent to ABC earlier this year.

Properties Details
Date: | 1803/2010 =] Owner:  Public
Time: | 9:43PM Crestor: | Joe Napali
Upload file

Mame: D.'Shared\EzconaPromotion.pdf

Browse...

Hote: macdmum supported upload fils sizs is 4ME
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Company Library

Company Library Page

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.

The following sections contain additional information on working
with the Company Library:

e "Company Library Page” on page 106
e "“Organizing the Company Library” on page 107

e "Adding Documents and Notes to the Company Library” on
page 109

e “Sending Documents by Email from the Company Library” on
page 110

Keep the following points in mind when working in the Company
Library page.

n Select the Company Library icon to open the Company Library
page.

E In the area on the left side of the page, 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.

B Use the toolbar for common tasks.

ﬂ Select the Preview checkbox to display a preview of notes in the
right part of the page.
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E Click on a document or note to open it.

# Company Library Currert User: Joe Hapoli | Prefsrences | Logout | Help »
« Search = Actions = B

25 My Wiork D = ~
D " i Hew: [Z3Document [ gNote [gFoider 25 | [EEmaibocument [5] B | [Fpreview
| é Address Book = [-]Company Library Opportunity for . ﬂ

= [ [ Company Announcement

[, opportunities (] comeeny Competitor Notes

= [£] 7] petsutt Maximizer CR:
E! Gustes E ][] Template: Company i WWho's our campetitian for this oportunity?

= 5y

a |2 [7] sales Contest Competitor Strengths:
@1 Campaigris [E3 [7] velcome to Maximize

— . ; Competitor Wesknesses:
D: customer Service ® IT]D Customer Services

® [ [7] Finance How o we overcame strengths?

i] Knowledge Base @ (][] General
@ u o How o we capitalize on weaknesses?

- ® [ [7] Human Resources

2] Hotist —

IJ ! # (2] [7] Marketing Departmert | Accitional notes:
Calendar = [£7][7] Ssles Department
— [£] [¥] Tempiste: Oppor 1
m Email [ 7] price List
[Ep—— 1 |
LL_J Reporter

@3 Recent Ertries »
§il User informations

(@] Links »
37 Administestion >

4 »

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.

» To add a folder to the Company Library

n In the Company Library page, click on the parent folder that you
want to add the new folder to.
—-or —

To add the folder at the root level, click the Company Library
folder.

E In the toolbar, click the Add Folder icon.
The Add Folder dialog box opens.
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@ If you select a folder, all
documents and notes in the
folder are moved with it.

E Enter the name for the new folder, and click Save.

£ Add Folder - Webpage Dialog ==l
Add Folder el Save [ cancel
Field properties
Parent folder:  Company Announcements.
Name: February Announcements

» To move a document, note, or folder
n In the Company Library page, click the checkbox next to the
document, note, or folder that you want to move.

You can select multiple documents, notes, and folders to move a
number of items to the same destination folder.

E In the toolbar, click the Move To icon.
The Move To dialog box opens.

E In the Folder name drop-down list, select the destination

folder.
To move the item to the root level, select the Company Library
folder.
n Click Save.
£ Move To -- Webpage Dialog ==l
Move To Ll save [] cancel

Folder properties

Foldername:  Company Library -
Company Library

Company Library\Company Announcements.
Company Library\General

Company Library\Customer Services
Company Library\Finance

Company Library\Human Resources
Company Library\Marketing Department
Company Library\Sales Department
Company Library\Dashboards

Company Library\Dashboards\Templates

E If necessary, click OK at the prompt to confirm that you want to
move all selected items.
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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.

» To add a document to the Company Library

n In the Company Library page, click on the folder to which you
want to add the document.

E In the toolbar, select the Add Document icon.
The Add Document dialog box opens.

E Click Browse to select a file.
ﬂ Locate the file, and click Open.

E Specify a Name, Category (optional), and Owner for the
document.

E Click Save.

» To add a note to the Company Library

n In the Company Library page, click on the folder to which you
want to add the note.

E In the toolbar, select the Add Note icon.
The Add Note dialog box opens.

ﬂ Type the content of the note in the large text box at the bottom
of the dialog box.

ﬂ Specify a Name, Category (optional), and Owner for the note.
E Click Save.
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Sending Documents by Email from the Company Library

You can send documents by email directly from the Company Library
page. The Company Library documents are attached to the email
message. You can select one or multiple documents and notes or a
folder to attach all documents in the folder to the email message.

» To send documents by email from the Company
Library

n In the Company Library page, select the checkbox beside any
documents and notes you want to send.

You can also select a folder to attach all documents and notes in
the folder to the email message.

E In the toolbar, select the Email Document icon.

The Send Email dialog box opens with the selected documents
attached to the email message.

ﬂ Enter the details of your email message.

3 click send.
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Email

You can use the Email page to send and receive email using your
existing email system. You can also send email to Address Book
entries directly from the other main pages. When you create email
messages in the Address Book page, you can insert merge fields into
the message text.

Email preferences are set in Maximizer Web Access and in
Administrator. To set email preferences, in the top-right corner of
the page, click Preferences. Then, click Other Preferences, and select
the Email tab.

The following sections contain additional information on using email
in Maximizer:

e "Logging In to the Email Server” on page 111

e  “Email Page” on page 112

e  "Moving Email to Other Folders” on page 113

e "Viewing Address Book Entries from Email” on page 113

e  “Saving Email to Entries” on page 113

e “Viewing Email from Entries” on page 115

e “Sending Email” on page 116

e “Sending Email to Address Book Entries” on page 117

e "“Creating Appointments and Tasks from Email” on page 119

Logging In to the Email Server

You may need to log in to your email server before performing your
email tasks.

» To log in to the email server
n Select the Email icon.
The login page opens.

E If necessary, enter the name of the email server and/or your
email server user ID.

ﬂ Enter your email server password.

n Click the Log In button.
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Email Page

Use the Email page 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
page.

n Select the Email icon to open the Email page.
E Select email folders on the left side of the Email page.

ﬂ 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 page.

E Toggle the preview pane on and off with the Preview checkbox
in the top-right corner of the page.

E View the currently selected email message in the preview pane.

Use the icons to perform common tasks—such as reply and
forward—on the selected email message.

¥ Email inbox Today's Messages [17 Displayed]

Current User: Joe Napoli | Preferences | Logout | Help

<«

25 wy work Day

Edit -

) = Mailbox

Print +  Actions +

View: Today

+  Subject All [T Show unread only o

* | (4 Reply 10 Sender g Replyto All (3 Forward | 5 (4 | [/] Preview || Show Address Boak entry ‘ H

Calendar

Q Address Book

Contacts
) Deleted tems | *
Drafts

[¥, opportunites

E‘ Quotas

@1 Campaigns [ Journal
=l Junk E-mil
| Customer Service Notes
@' Knowledge Base = Outbox
[ Sent tems

[£] Hotist
Calendar

Spam Mail
Sync Issues

[ Tasks J
Email n s -
From:
Company Library
Sent:
D Reporter To:
Subject:

@3 RecentEntries »
§il User information»
(@] Links »

37 Administration »

Prior  Attac Flag Rece From

i3 Joe Napoli
Joe: Napoli
n Joe Mapoli

Joe Napoli
Joe Napoli

Joe Napoli

DPDDDD

Joe Napoli

(T

"Joe Napolf” <jnapoli@maximizer.com=
March 19, 2010 11:10 AM
"Joe Napoli® <jnapoli@maximizer.com=

Subject

Case H2-00018 has been m

polled product, resend

Escona Estats Wines Marketing Roadmap

Lunch Meeting with Wonca White

Sales Territary Assignment for Jon Bowser

Appointment Created

Marylyn Anoza - Distributor Agreemert

Meeting with Bilie Holly

Case HQ-00018 has been medified: Spoiled product, resend

——Original Message—

From: Lucy Garcia [maitolgarcia@maximizer.com]
Sent: Wednesday, March 17, 2010 4:33 PM

To: Jos Napoli; Matt Graham ; Celine Dancer
Subject: Case HO-D0018 has been modified: Spoiled product, resend

Case number: HO-00018

Case subject: Spoiled product, resend
Company: Bacchus Wine Market & Tasting Room
Contact: Jarvis, Leslie

Assigned to: Lucy Garcia

Case owner: Jos Napoli

Case categories: South Africa

Fase nendurts/sariras: Gawirstaminer

n
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Moving Email to Other Folders

You can easily move your email messages from folder to folder in the
Email page. You can move a single email message or multiple email
messages.

» To move email messages to another folder

n In the Email page, select the email messages that you want to
move.

E Select Edit > Move to Folder.
The Move Items dialog box opens.

ﬂ Select the folder you want to move the message to.
The name of the selected folder is displayed in bold.

1 click ok.

The message is moved to the selected folder.

Viewing Address Book Entries from Email

Saving Email to Entries

You can open Address Book entries associated with email messages
directly from the Email page. Email messages must be sent from
addresses matching the email addresses of Address Book entries.

» To view an Address Book entry associated with an
email message

n In the Email page, select an email message associated with the
Address Book entry.

E Select Edit > Open Address Book Entry.

The Address Book entry opens without leaving the Email page.

You can save email messages to existing Address Book entries or
customer service cases. Email messages are saved as documents with
the entries.

» To save an email message to an entry

n In the Email page, select the email message.

E Select Actions > Save Email Message to Address Book
Entry/Customer Service Case.
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The Search Address Book or the Search Customer Service Case
dialog box opens displaying entries with matching email
addresses.

You can select one of the entries listed, or you can search for
another entry.

B To search for another entry, select Last name or Company for
Address Book entries, or select Basic fields for customer service
cases. Enter the search criteria, and click Search.

The dialog box updates to display the new list of entries.

Number

HO-00035
HQ-00043
HQ-00044
HQ-00045
HQ-00046
HQ-00034
HQ-00036
HQ-00041
HQ-00042

Search Customer Service Case

Search for case

©) Basic fields
Case number:
Company / Individual:

Contact name:

Company/individual
Arrow Wine & Spirits
Bacchus Wine Marke
Bilabong and Co. Wit
Ansley Wine Mercha
Atlas Food Inc

All The Best Spirits
Bayvile Package Sto
Alberts Steak House
Armanetti Wine Shop

Customer Service cases with matching email address

Subject:
Status. Assigned
Assigned to: Joe Napoli

Cases available for assignment from search result

Contact
Cash, Jefferey Reid
Jarvis, Leslie
Skalmerud, Larry
Viiley, Kendall Val
Martinez, Danila A
Kine, Winifred
Fowel, Darin
Bennington, Albert

‘Adams, Dante

Subject
Packaging defect

Spoit product, resen
Spoit product, resen
Spoit product, resen
Spolt product, resen
Packaging defect

Packaging defect

Spoit product, resen
Spoit product, resen

Status
Assigned
Assigned
Assignad
Assigned
Assignad
Assigned
Assignad
Assignad
Assigned

[X]

Assigned To
Joe Napoli
Joe Napoli
Joe Napoli
Joe Napoli
Joe Napoli
Joe Napoli
Joe Napoli
Joe Napoli
Joe Napoli

ﬂ Select an entry and click OK.

The Add Email to Address Book Entry or the Add Email to
Customer Service Case dialog box opens.

E Enter properties of the document including the name, owner,
category, and description.
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@The document name cannot E Click OK to save the email as a document.
contain the following
characters: \/: * 2 <> |

& | Add Email to Customer Service Case -- Web... (2]

The selected email message wil be added as a
document for the following Customer Service Case,
Spoit product, resend

Details of document
Name: Complaint: Spoilt bottle of Meriot
Owner: Public -

Category:

E| <«

Description:

Speling_| | oK || Cancel

Viewing Email from Entries

You can open and view email messages that have been saved as
documents to Address Book entries, opportunities, and customer
service cases. You can also reply to, forward, and print the email
messages.

» To view an email message from an entry

n In the Address Book, Opportunities, or Customer Service page,
open the entry the email message is saved to.

E Select the Documents tab.

E Select the email message you want to view and click the
Download button.

The email message opens in the View Email dialog box.

You can use the icons at the top of the dialog box to reply,
forward, or print the email message.
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Sending Email

@ Do not use angle brackets, <
or >, in the email editor. Any
text between the brackets will
be removed from the email
message.

You can compose email messages in HTML or plain text format. To
change the format, use the Format drop-down list. 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 page, select the Compose New Email icon.
In the Email page, select Edit > Compose New Email.

The Send Email 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.

The Add Email Recipient dialog box opens.

¢ To select email recipients from the Address Book, select
Maximizer Address Book in the Search for recipients
drop-down list.

You can search by last name or by company. For entries with
multiple email addresses, select the desired address from the
drop-down list in the row for the entry.

¢ To select email recipients from your global address list, select
Global Address List in the Search for recipients
drop-down list.

You can search by first name, last name, or group name.
ﬂ Enter a subject and your email text.

n If required, change the priority level of the message to Low or
High.

E If the email recipient is associated with an Address Book entry,
set the logging options.

I3 click send.
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Sending Email to Address Book Entries

@ You can also click the email
address in an open Address
Book entry.

You can send email to Address Book entries directly from the Address
Book, Opportunities, Customer Service, and Hotlist pages. If you send
the email message from the Address Book page, the message is sent
to the selected Address Book entries. If you send the email message
from another page, the email message is sent to the Address Book
entries associated with the selected entries.

The From address is automatically retrieved from your user
properties. If you do not have an email address, your email message
will not be sent.

» 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 Select Actions > Write an Email.

The Send Email dialog box opens. If an entry is currently open,
skip to Step 4.

E Choose how to use the current list, and click OK.

You can send the message to only the current entry, to all
selected entries, to all entries in the list, or to none of the entries.

Send Email x]
Email address options
To whom in your current list do you want to address this email message?
Current entry only
© All selected entries in the current page
All entries in the list spanning all pages

Do not use the list

n If you are sending the email message to multiple Address Book
entries, choose an option from the Send as drop-down list.

e Select Separately to send a separate email message to each
Address Book entry.

¢ Select One email to send one email message to all the
selected entries at once.
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@ In your email preferences, you
can set a default setting for
sending email separately when
you are sending email to
multiple Address Book entries.

@ Do not use angle brackets, <
or >, in the email editor. Any
text between the brackets will
be removed from the email
message.

E To add more email recipients, click the To, Cc, or Bcc 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 as drop-down list.

Enter a subject and the text of the email message.

Use the toolbar icons and font drop-down lists 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 the Insert Fields icon and select the
field from the Available Fields list. When the message is sent,
the field value corresponding to the Address Book entry,
opportunity, or customer service case is merged into the
message.

Click the Attach File icon to select file attachments to send with

the email message.

B Set your logging options as follows:

¢ In the Text for note field, enter any additional text you
would like to log as part of the note created by the email
message.

e Select the Include message body in note option to save
the message to the note created.

¢ Select the Save copy to entry’s documents option to save
the message as a document for the entry.

e C(Click the Logging Details button and then the Assign
More button to log the email details to additional Address
Book entries.
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E Click Send.

& | Send Email -- Webpage Dialog

Send

[Fry—
=
==

Subject: Escona Promotion

Attachments | EsconaPromotion.pdf

4 a@lo|o]r 8 _1|®| Sendas: Separalely v  Format: HTML

i«
L[]
b=

Normal + Tahoma < awpy < EEEE(B I U= ey

Hello [First Name] [Last Name],

Please find attached our latest Escona promotional list.

Regards,

- Joe Napoli

President,

Escona Estate Wines
Logging
Text for note; Sent updated promotional material to key prospects.

7] Include message body in note Save copy to entry's documents

Creating Appointments and Tasks from Email

You can create appointments and tasks directly from the Email page.
You can create the appointment or task for the Address Book entry
associated with the email message. 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

—or —

In the Email page, select the email message you want to create
an appointment or a task for.

On the toolbar, click the Create Appointment/Task from
Current Email Message button.

Select Actions > Create Appointment/Task from Current
Email Message.

The Search Address Book dialog box opens displaying the
Address Book entries with matching email addresses.
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B If necessary, enter the search criteria and click the Search
button.

n Select the Address Book entry and click OK.

E Enter the appointment/task details and click OK.

The Add Email to Address Book dialog box opens notifying you
that the selected email message will be added to the associated
Address Book entry as a document.

» To create a personal appointment or task from an
email message

n In the Email page, select the email message you want to create
an appointment or a task for.

E Select Actions > Create Personal Appointment/Task from
Current Email Message.

E Enter the appointment or task details and click OK.



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.

Email Templates
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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, and
Microsoft Word documents.

The following section contains additional information on working
with merge fields in Maximizer:

e  "Email Templates” on page 121

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, opportunities, or customer service
cases when email messages are sent using the template.

» To create an email template

n From the Address Book, Opportunities, or Customer Service
page, select the entries to send the email to.

E Select Actions > Write an Email.

ﬂ Compose the text of the email message.

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 the Insert Fields icon to insert merge fields in your
template.
E Select the Email Template icon.

The HTML Email Templates or Text Email Templates dialog box
opens.
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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.
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Microsoft Office Integration

You can set up integrations with Microsoft Office applications
directly in Maximizer Web Access. The Microsoft Word integration
installs a toolbar in Word that lets you merge word documents with
information from your Address Book. The Microsoft Outlook
integration installs a toolbar in Outlook that lets you create and view
Address Book entries directly from email and Contacts in Outlook.

The following section contains additional information on Microsoft
Office integrations in Maximizer Web Access:

e "Installing Microsoft Office Integration” on page 123

Installing Microsoft Office Integration

@ This setup involves
downloading Active X
controls, which may be

disallowed on some networks.

Word and Outlook integration
can also be installed from the
Maximizer CRM CD. For more
information, see the
Maximizer CRM
Administrator’s Guide.

If Microsoft Word or Microsoft Outlook integration is enabled, you
can install Word or Outlook integration directly from Maximizer Web
Access. For information on enabling Word and Outlook integration,
see the Maximizer CRM Administrator’s Guide or your system
administrator.

» To install Office integration

n In the left navigation pane, hover your mouse over
Administration, and select Set Up Office Integration from
the pop-up window.

The Personal Setup page opens.

E Select MS Word Integration or Outlook Integration.

The Personal Setup > Desktop Integration page opens describing
the basic steps required to install the files.
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¥ Personal Setup Current User: Joe Hapoli | Preferences | Logout | Help v

<«

251 wy work Day

Q Address Book

Personal Setup > Desktop Integration

‘Outlook Integration

Description
[, opportunties Outlook Integration allows you to
- - Save email sender as a contact in Naximizer CRM
E! Quotas - Create a Customer Service Case from email
= - Save email to contacts in Waximizer CRI
=] - View contact in Maximizer CRH
Il campaigns
E Customer Service System Requirements

WS Outiook XP (2002), 2003, 2007

@ Knowledge Base

Instructions

lj Hotlist 1. Click the Download butten on this page to start the download
2.To start the installation immediately, cick Open or Run this program
Calendar from its current location. To Save the download to your computer for

installation at a later time, ciick Save or Save this program to disk.

Email
o P——

Ltj Reporter

(@3 RecentEntries »
§il User information»
(@] Links »

47 Administration »

ﬂ Click Download.
A window opens giving you the option to run or save the file.

ﬂ Click Run and follow the steps outlined in the setup wizard to
install the files.
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Microsoft Word Integration

@Word integration is available
only in Microsoft Internet
Explorer.

You can use Microsoft Word 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.

Word integration installs a Maximizer Web Access toolbar menu in
the word processor. The options in the Maximizer Web Access
toolbar menu integrate Address Book entries in Maximizer with the
word processor. This toolbar menu is different from the Maximizer
toolbar, which integrates with Maximizer and not with Maximizer
Web Access.

The following sections contain additional information on working
with Word Integration:

e "Microsoft Word Macros Security Settings” on page 125

e “Inserting Merge Fields in Microsoft Word"” on page 126

e “Merging Microsoft Word Documents” on page 127

e “Sending Microsoft Word Documents to Printers” on page 127

Microsoft Word Macros Security Settings

Maximizer macros can operate in Microsoft Word with a “high”
security setting. To adjust your macro security setting, go to Tools >
Macro > Security in Word and make your selection in the Security
Level tab.

The first time you open Word after installing Word Integration, you
are prompted to trust the Maximizer macros. Simply select the
“Always trust macros from this source” option and click the Enable
Macros button. The dialog box will not appear again.

Security Warning ==l

"C:\Program FilesWMicrosoft Office \OFFICE 11\STARTUPYMaxWin97.dot”™

contains macros by
Maximizer Software Inc.

Macros may contain viruses. Itis usually safe to disable macros, but if the
macros are legitimate, you might lose some functionality.

The security level is set to High. Therefore, you cannot enable macros
from sources that you do not trust.

[ Disable Macros ][ Enable Macros ][ More Info
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Inserting Merge Fields in Microsoft Word

®Word integration is available
only in Microsoft Internet
Explorer.

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 CRM Web Access toolbar menu, select
Insert Merge Field.

The Insert Merge Field dialog box opens.

E In the Select a Merge Field for drop-down list, select the type
of merge field to insert.

n Select a merge field from the list.
E To add the merge field as a link, select the Link checkbox.
E Click OK to finish adding the merge field to the document.

Insert Merge Field E=5ESE 5
Select 3 Merge Field for: [Address Book =
Account Manager =
Accourting Link Type
Address Line 1 !
Address Line 2 b
Category

Company

Company Detais/Company Profile/# of Employess in Company

Company Details/Company Profile/Annual Revenue

Company Ditails/Company Profile/Industry

Company Details/Company Profile/Partner or MSI Assigned

Company Details/Customer Details/Customer Type

Company Ditails/Customer Details/Software & Suppart Details/# of Licenses
Company Details/Customer Details/Software & Support Details./# of Licenses, C
Company Ditals/Customer Detaits/Software & Support Details/# of Licenses, D
Company Details. Customer Details/Saftware & Support Details/# of Licenses, M
Company Details/Customer Details/Software & Support Details/# of Licenses, P. =

P Lk e ==
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Merging Microsoft Word Documents

@Word integration is available
only in Microsoft Internet
Explorer.

You can merge your Microsoft Word documents with entries in your
Maximizer Address Book. Merging a document replaces all merge
fields in the document with values for the current Maximizer user,
Address Book entry, opportunity, or customer service case.

> To merge a Word document
n Open the document in Word.

E Select the entry with which you want to merge in Maximizer
Web Access

B From the Maximizer CRM Web Access drop-down menu in
Word, select Merge Document.

Sending Microsoft Word Documents to Printers

@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, 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 or
with all selected entries in Maximizer. You can also log a note to all
entries included in the merge.

The document is automatically sent to the printer that is currently set
up in Word.

» To send a Word document to the printer

n Open the document in Word.
E Select the entry or multiple entries in Maximizer Web Access.

E From the Maximizer CRM Web Access toolbar menu in Word,
select Send Document.

The Send Document dialog box opens.

ﬂ Under Merge with, select how you want to use the current list.

¢ Select Current Entry to merge the document with only the
current entry.

¢ Select Selected List to merge the document with all selected
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.
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Click OK to send the document to the current printer.

Send Document. [= ==

Merge with:

¢ Cyrrent Entry oK
@ Selected List Cancel

¥ |gnore Leads

Send document to:
& Printer

Log Message
Message to Log to Notes

[Spring Escona Promation
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Microsoft Outlook Integration

Microsoft Outlook integration for Maximizer Web Access installs
toolbars in the Mail, Contacts, and Contact information windows in
Outlook.

To access Maximizer Web Access commands, the Maximizer Web
Access Outlook Integration toolbar must be enabled. From the
toolbar, you can complete the following tasks in Maximizer:

@ In Outlook, select View > e Set Up Outlook Integration for Maximizer Web Access.
Toolbars to view and modify .
the toolbars that are currently e Create Address Book entries.
enabled.

e 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 Web Access:

e “Setting Up Microsoft Outlook Integration” on page 129

e "Adding Address Book Entries from Microsoft Outlook” on
page 131

e  "Adding Customer Service Cases from Microsoft Outlook” on
page 132

e  “Saving Email from Microsoft Outlook” on page 133

e “Viewing Address Book Entries from Microsoft Outlook” on
page 135

Setting Up Microsoft Outlook Integration

After installing Microsoft Outlook integration, you must configure
the Outlook integration to communicate with your Address Book.
You must specify the URL for the web access site, 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.

The Outlook Integration for Maximizer Web Access wizard opens
automatically when you start Outlook, letting you choose the setting
for the integration. After setting up Outlook integration, you can
change these settings at any time by selecting the Maximizer Web
Access Outlook Integration Options icon in Outlook.



130 | Maximizer Web Access
User’s Guide

@ To prevent the wizard from
opening every time you open
Outlook, clear the “Show this
wizard each time Outlook
starts” checkbox.

» To set up Outlook integration

n After installing Outlook integration for Maximizer Web Access,
open Outlook.

The Outlook Integration for Maximizer Web Access wizard
opens.

E Click Next.

E Enter the URL of the Maximizer Web Access site.

By default, the Maximizer Web Access URL is in the following
form:

http://<servername>/MaximizerWebAccess/

5 Maximizer Web Access URL ==

Please enter the website address for your Maximizer Web Access as you would in the
address bar of your web browser

Maximizer Web Access URL: [http://server/MaimizerWebAccess/|

<ok [ Mea> Cancel

n Click Next.

E In the Address Book drop-down list, select the Maximizer
Address Book that you want Outlook to connect to.

B Specify your Maximizer User ID and Password, and click Next.

5 User Information ==

Please select the Address Book you would like to use for Qutlook Integraticn with Maximizer
‘wieb Access and enter the user ID and password for that Address Book,

Address Book: |Escona Tuorial =] userip: [inapel

Psssword: [~

< Back | Next > Cancel
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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.

E click Finish.

51 Other System Options ==

Please set the other system aptions for Outlook Integration with Maximizer Web Access

¥ Confirm when saving email

¥ Confirm when creating Contact

Default Contact type: |Company/Contact ~|

<Back | Finish Cancel

Adding Address Book Entries from Microsoft Outlook

You can create Address Book entries in Maximizer Web Access
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
Web Access button in a contacts window or from the Save Sender As
Contact to Maximizer Web Access 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,
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@ To enable or disable the
"Confirm when creating
Contact” option, select the
Maximizer Web Access
Options icon.

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 Web Access or the
Save Sender As Contact to Maximizer Web Access icon.

If the “Confirm when creating Contact” option is disabled, the
Company or Individual Address Book entry is created
automatically in Maximizer.

If the “Confirm when creating Contact” option is selected, the
Save Contact to Maximizer dialog box opens.

ﬂ If necessary, change the Address Book entry type.

n If you are creating a Contact for an existing Company/Individual,
click Search to find and select the Address Book entry for which
you want to create a Contact.

E Edit the information in the available fields as required.
E Click OK to save the entry.

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.
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» To add a customer service case from Outlook

n Select an email message in Outlook, and select the Create Case
in Maximizer Web Access icon.

The Maximizer Customer Service Case dialog box opens.
E Select the type of entry you want to create, and click OK.

B If you are creating a new Contact at the same time as the
customer service case, enter the information for the Contact.

n 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.

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.

Saving Email from Microsoft Outlook

You can save email messages in Microsoft Outlook directly to Address
Book entries in Maximizer Web Access. 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.

» 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 Web Access icon.

—or —

In Outlook, compose a new email message, and select the Send
email and save to Contact in Maximizer Web Access icon.
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@ To enable or disable the
“Confirm when saving email”
option, select the Maximizer
Web Access Options 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 sscona@maximizer.com
Andy 5 Market com |
Hillers Market escona@madimizer.com
Add
Assign other entries
Search for Entry
T Lestlame: | Search
& Compens: |
I lonore leads
Entries available for assignment from search results
Name | Email - Assign
Heidelberg escona@maximizer com
Hertage Viine & Liquor escor com view |
Hertage Wine & Liquor escana@maimizer com
Hertage Wine & Liquor escana@maimizer com
Hillers Market escana@maimizer com
Hilers Market escana@maimizer com
Horizon Beversge Company escona@maximizercom ™
a 0 '
oK Cancel

E If necessary, click Add to create an Address Book entry to save
the email message to. Then, enter and edit information as
required and click OK.

B 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.

e Select the entries from the Entries available for
assignment from search results list and click Assign.

E Click OK.
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Viewing Address Book Entries from Microsoft Outlook

You can automatically open Maximizer Web Access to view Address
Book entries from Microsoft Outlook. You can view Address Book
entries associated with Outlook contacts or with email messages. The
Address Book entries with an email address matching the email
address in the email message or of the Outlook contact are
displayed.

When you view Address Book entries from Outlook, a new instance
of Microsoft Internet Explorer opens displaying the Address Book
page in Maximizer Web Access. The page 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 Web Access icon.
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CHAPTER

Opportunities

Organize Your Sales with Opportunity Management

In this chapter...

“About Opportunities” on page 138

“Adding Opportunities” on page 142

“Sales Teams” on page 144

“Strategies” on page 145

“Email Notification for Opportunities” on page 150
“Quotas” on page 153
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About Opportunities

Opportunities Page

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 page:

n Select the Opportunities icon to open the Opportunities page.

E Use the View drop-down list to show all opportunities,
team-updated opportunities, or current opportunities.

B Click an opportunity to view or modify it.

ﬂ Click the Open Address Book entry button in the View bar to
view the Address Book entry associated with the current
opportunity.
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# Opportunities [34 displayed] Current User: Joe Napoli | Preferences | Logout | Help +
<«
Edt » View v Search v Aclons v  Reporl = View: All Opportunities E -
28] iy work Day
Calumns: *Default Opportunity View = ‘ 5 K | £ | ) &) W)
| gg Address Book
Status ~ CompanyIndividual | Obj Stage -
[v! Upponunmesn & wion Amelia Liguors South el Escona ine Customer's Revisw
&P vion Arrow Wine & Spirts Do Seasonal Promation Mot Started
(5 quotas
& won Atlas Food Inc Sell Esconaine Mot Started
el ¢
@1 ampaigns y @ Prugressﬂﬁa::hus YWine Market & Tastir Sell Escona Wine Mot Started
E Customer Service @ InProgress Beringer Vineyards Sell Esconaine Mot Started
@ Knowledge Base @ InProgress Baston Wine Cellar Get Seasonal Display Quality Interests ]
2 @ suspended BostonWine Cellar Get Seasonal Display Qualify Interests 3
27| Hotist
= @ InProgress BridgeHead Winery Acauire as distributor Presentation
Calendar & won BridgeHead Winery Aciire as distributor Propossl Development
m Email T Abandoned Cabrini Liguors Sell Reds (Cabernet & Merlat) Make Intial Contact
[ Wion Capttal Vineyards Partnershi Customer's Review
t\:ﬁ Company Library ¥ o ¥ °
@ Suspended Carlyle Wines & Spirits Sell Fume Blanc Reserve Analyze Reguirements
D Reporter -
@ InProgress Connoiseur Sellvine Mot Started
@ InProgress Denver Wine Connection  Aceuire as distributor Presentation
@3 RecentEntries »
& won Edgar Bros Get Escona on Yine List Negotistion
§il user information» @ InProgress Edger Bros. Get Escona on Wine List Megatiation
) & won Farmer & Co Acquire as distributor Customer's Review
(@ Links »
P vion Happy Times Restaurant Sugy Acquire as reseller Custamer's Review -
« I ¥
4 Administration >
12 25 =

Viewing Opportunities

You can view and modify existing opportunities in your Address
Book from the Opportunities page or from the Address Book entry
associated with the opportunity.

» To view an opportunity from the Opportunities
page

n Select the Opportunities icon to open the Opportunities page.
The Opportunities page opens.

E If necessary, select an option from the View 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.
ﬂ Click on an opportunity to open it.

The Opportunity Entry dialog box opens displaying the details of
the opportunity.

You can click Edit to modify the opportunity.
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Opportunity Entry X]

(S ¥ | (= wonitoring 8] €] Favorits List~ [E] |

Actions + | Probabilty: 54% + i

Basic Information User-Defined Fields Strategy Competitors & Partners Status

Companyiindividual: Bayvile Package Store Contact: Powell, Darin (|
Opportunity description

Objective: Sell Escona Wine [

Products / Services: Dolmoth, Chardonnay, Gewurztraminer|[_| Categories: | Australia, Bordeaus, France, taly (|

Description: Opportunity to introduce our basic California production. Also interested in domestic sparkiing. =
Opportunity analysis

Stage: Presentation Confidence rating: Warm -

Key Fields for: Gsversl Oppertunides - Opportunity details

Region: North West Status: In Progress

Store size: Under 2,000 square feet Start Date

Wine Preference: imported

Close Date: | 15/05/2010

Number of Retail Lines:
umber of Retail Lines. Next Action: Call plan: Develop call plan: 1) Contacts ident
Number of Distributors:

Revenue: | 567,500.00

Cost 537,825 00

Sales Team:  Channel Sales -

[

ﬂ Select the other tabs to view more information on the
opportunity.

Opportunity Entry X]

(S ¥ | (= Monitoring B3] [€] Favorits List+ [E] | [

Basic Information User-Defined Fields Strategy

Actions + | Probabilty: 54% + i

Competitors & Partners Status

Field Value(s)
= 2 User-Defined Fislds

(1 Fields for Bayville Package Store

& Fields for Powell, Darin

= ¥} Fields for this opportunity

R Region)

[ store size

R wine Preference

(8 Number of Retail Lines

Humber of Distributors.

= 5 Partner Information
H Partner is Lead?

) internal Resources.

Show blank fields

Show hidden fields

Horth West
Under 2,000 square feet
Imported

E If necessary, click Save to save changes made to the opportunity.
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» To view an opportunity from an Address Book entry

n Open the Address Book entry.
E Select the Opportunities tab.

All opportunities for the current Address Book entry are
displayed in the list.

Address Book Entry ]
(S 3 G2y Copy | [E] Favorite List ~ [=] | [} Actions ~ + @
) Address Book Information ‘ Customer Service | Opportunties ‘ Notes | Documents. ‘ Activities |
[ Bayville Package Store
& Powel, Darin Calumns: *Default Opparunity View ‘ 5 K ‘ £ = W
~ Status Company/Individual Objective Stage Revenue
» Piwion Bayville Package Store Get Escona onWineList  Make Iniizl Cantact $62,000.00
@ In Progress Bayvils Packags Stors Sell Escona Wine Frezentation $57,500.00
25
< 2l
Add Contact. ..

E Click on an opportunity to open it.
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Adding Opportunities

@You can also add an
opportunity from the
Opportunities page. Select
Edit > Add Opportunity.

@ 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.

All opportunities have an associated Address Book entry. You can
add new opportunities by selecting an Address Book entry in the
Address Book page, then adding the new opportunity.

» To add an opportunity

n Select or open the Address Book entry.
E Select Actions > Create an Opportunity.

—or —

In an open Address Book entry, select the Opportunities tab,
and click Add.

A new opportunity dialog box opens.

B Specify the basic fields for the opportunity.

e Enter the opportunity Objective. The objective should
describe the goal of this opportunity.

e 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. 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.

ﬂ 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
Fields tab.) An unlimited number of Key Fields lists can be set up
using up to eight opportunity user-defined fields for each list.

E Enter the opportunity’s details such as the revenue, cost, sales

team and leader.
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(D If multi-currency is enabled for E Work through the remaining tabs, entering the opportunity’s

your Address Book and details including the user-defined fields, strategy, competitors,
currencies other than the
default currency have been set partners, and status.

up, you can select a specific . .
currency for the opportunity Click Save to save the opportunity.
revenue field.

Opportunity Entry x|
(S ¥ | (= Montoring 85| [€] Favorits List+ [E] | [} Actions + | probabilty: I + i
Basic Information User-Defined Fields Strategy Competitors & Partners Status
Company/individual: All The Best Spirits Contact: Kine, Winifred

Opportunity description
Objective: Get Escona on Wine List
Products / Services: Chardannay, Finot Blanc, Pinot Gris, Rie [__| Categories:  Caifornia
Descriptio Opportuntty for Escona to be added to their wine list season...

b= &

Opportunity analysis

Stage: Make Initial Contact +  Confidence rating: Warm -
Key Fields for: Genersl Opportunities - Opportunity details

Region: West Status: In Progress

Store size Under 2,000 square fest

Start Date
Wine Preferance: Closs Date E =
Number of Retail Lines: 3 -5 n Next Action .

Number of Distributors: Revenue: 50.00

Cost 50.00
Sales Team: West Coast Sales -
Leader: Joe Napoli (Team Leader)
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Sales Teams

Sales Team Members

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 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.

Strategies must be created in Maximizer. In Maximizer Web Access,
you can only schedule strategies for your opportunities and add and
modify strategy components in opportunities.

The following sections contain additional information on strategies:
e “Strategy Components” on page 145

e  “Scheduling Strategies for Opportunities” on page 146

e “Progress Indicator” on page 149

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
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on your assessment of how much it will influence the outcome of
the opportunity.

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 Strategy tab.
H ciick Edit.

ﬂ 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.

n Click Schedule and specify the Start date for applying the
strategy. Then, click OK to return to the Strategy tab.

& | Scheduled Strateqy -- Webpage Dialog [
Name  Significant Strategy

Specification of strategy's start date
Start date:  21/0412010 [

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.
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E 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.

Opportunity Entry %]
(=) ¥ | =3 Wonitoring 8] [e] Favorite List » [Z] | []) Actions v | Probabiity: 59% + @
Basic Information User-Defined Fields Strategy Compettors & Partners Status
Strategy template: Significant Strategy (scheduled) - |:|
Template details:  User: | All users Show folow-ups (] Show completed activities
ClRoles =
Roles Standing Score Contacts
CFO (Financial Approver)  Their opinion is not known 18
nsider Wants our product, has influsnce overp 4
Head Connoisseur Our Product mests their requirements 314

End Consumer Advocate Loves our entire product line-sells out i 4\

ElSuccess Factors

Success Factors Standing Score Warning I
Polttical Alignment Not yet defined 1420
0On Schedule 0On Schedule 1515
Budget Approved Funds will be available in time 1215
Competition We Face ‘We are the only ones being considered 100
Urgency of Heed ae
S Dettinnshin mn P

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. 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.

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.

Use the Show follow-ups option to display follow-up
activities related to an activity within a step.

Use the Show done 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.
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Opportunity Entry

(=) ¥ | (=3 wonioring 8] [fE] Favorite List~

Actions = | Probabilty: 59%

Basic Information User-Defined Fields strategy Competiors & Pariners Status
Strategy template; Significant Strategy (scheduled) -
Template details:  User:| All users [ show folow-ups  [_] Show completed activities
Cash Fostion s
Insider Identified? s

Clsteps

Identify/analyze requirements Way 6, 2010

Watch our products to their needs. Way 11,2010
Propossl development Way 15, 2010

Proposal presentation June 2, 2010

Contract signing June 7, 2010

Steps and Activities DateTime Assigned to | status
=] Make initial contacts April 21, 2010
& Review next step: Review the delail.. April21, 2010 Joe Napoli O
¥ dentity goals: Complets identifica April21, 2010 Joe Napoli O
Call plan: Develop call plan: 1) C... April21, 2010 Joe Napoli O
& \gentify Opportunities; identity .. April 21, 2010 Joe Napoli m}
Qualify customer interest April 26, 2010

E Click Save 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.

Standing/Score Roles

—n

)
00
Political

Alignment

8=

Standing/5core

:

Standing/Score

EEE

Standing/Score Success Factors

f

Probability of Close

w %

Standing/5core

Standing/Score

T Tf
£ B B

-
o
E]

i
a
=
g
£
=
L
-
o
=
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ﬁ

On Schedule

=

Completed Activity
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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 Select Edit > Opportunity Monitoring.
In an open opportunity, select the Monitoring icon.

B Select one of the opportunity monitoring options.
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¢ Select Do not monitor this opportunity to remove all
users from the list so no user receives email regarding this
opportunity.

e 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 Opportunity Monitoring x]

Select which list of users should monitor this opportunity

Do not monitor this opportunity
Use the system default opportunity monitoring user ist

'@ Use the custom list below

Selected users for opportunity monitoring

Daniel Brown Add...
Joe Hapoli
Jon Bowser

ﬂ If you select to use a custom list for opportunity monitoring, click
Add to add a user to the list.

The Assign User dialog box opens. A list of available users is
displayed on the left and the current list of opportunity monitors
is displayed on the right.

E Select a user from the list on the left and click the right arrow
button to add the user to the list on the right.

E Click OK to close the Assign User dialog box.
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& Assign User -- Webpage Dialog =
Select a user to assign
All Users Joe Napoli
& celine Dancer Wonda White

Celine Dancer

Lou Jones

& Daniel Brown
& Joe Napoli
& Jon Bowser

] Lou Jones

H Lucy Garcia
& Mark Bertoll
& Matt Graham
& Miranda Carell
& Wonda White

4] [

Departments
Divisions
Security Groups
Teams

Click OK to save the changes to the opportunity monitoring list.



Quotas

@ Quotas are available only in
Maximizer CRM Enterprise
Edition.

Quotas Page

@ The year shown in the Period
column refers to the fiscal year
not the actual year. If the fiscal
year does not begin in January,
the year shown for the months
before January refers to the
next year, when the fiscal year
ends.
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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 Page” on page 153

e  “Creating Quota Templates” on page 154

e  “Applying Quotas” on page 155

You can view your current sales quotas in the Quotas page. Keep the
following points in mind when working in the Quotas page:

n Click the Quotas icon to open the Quotas page.

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.
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¥ Quotas [16 displayed] Current User: Joe Napoli | Preferences | Logout | Help +
= Edit + Report v E
[Z2], wy work Day
Filter: My Current Quotas v Show: Quarter ~ %] ]
DQ Aaddress Book - . .
~ Name. Period  Quota Weighted Forecast | Unweighted Forecast  Closed Sales | Lost Sales | % of Quota
[, opportunties }  Joe Napoi Q12010 $45,000.00 542,300.00 $130,000.00 527,500.00 S156,00000  61%
= Joe Napol 22010 $45,00000 $142,790.00 $311,000.00 50.00 50.00 0%
5 quotas
& | Joe Napoi 032010 $45,000.00 568,600.00 $95,000.00 50.00 50.00 0%
] campaigns Joe Napoi 042010 $45,000.00 515,300.00 $102,000.00 50.00 50.00 0%
= ) [Channel Sales] 012010  §125000.00 536,500 00 $110,00000 $62,000 00 50.00 50%
[E] customer Servics
= [Channel Sales] 022010  §125000.00  55,700.00 $35,000.00 50.00 50.00 0%
@ Knowledge Base [Channel Sales] Q32010 $125,000.00 $68,600.00 $96,000.00 $0.00 $0.00 0%
] Hotit [Channel Sales] Q42010 $125,000.00 515,300.00 E $102,000.00 50.00 50.00 0%
[North/Inf] Q12010  §112500.00  $42,300.00 570,000.00 $62,000.00 $136,00000  55%
MNorth/int] 022010  §11250000  $13,32000 548,000 00 50.00 50.00 0%
I7Eh Emai [North/inf] 032010  S112500.00  $65,500.00 $95,000.00 50.00 50.00 0%
([ comvany Lovay MNorth/int] 042010  §11250000  $15,30000 $102,00000 50.00 50.00 0%
ng Reporter
% -

Creating Quota Templates

Sales Managers can create quota templates that can be applied to
many teams, territories, and leaders.
@ Maximizer users must have the » To create a quota template
Sales Manager user role to

access quota templates. n In the Quotas page, select Edit > Quota Templates.

H ciick Add.
E Specify a name for the quota template.

n In the Quota field, enter the total amount of the quota for the
fiscal year.

E In the Fiscal Year drop-down list, specify the year that the
quota applies to.

@The beginning of the fiscal year B Under Milestones, select Month or Quarter as the milestones
is set in Administrator. 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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B Click OK to save the quota template.

£ New Queta Template -- Webpage Dialog ==
Options
Name:
Quotas for sales teams.
TeamTerritory/Leader:
Quota: $600,000.00 Fiscalyear. 2010 -
Full access: Joe Napoli ~ Readaccess: [Sales] -
Milestones
Month '@ Quarter
Milestone 9% of Quota (amount)
20101 25.00 (150000.00)
2010 Q2 25.00 (150000.00)
2010Q3 25.00 (150000.00)
2010 Q4 25.00 (150000.00)
Total % of Quota (amount): 100.00% (E00000.00)
Description:
Quota template to be applied to sales teams. -]

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.

>» To apply a sales quota

n Select the Quotas icon to open the Quotas page.
E Select Edit > 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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CHAPTER

GCampaigns

Market Your Products and Services

In this chapter...

“About Campaigns” on page 158

“Adding Automated Campaigns” on page 162
“Automated Campaign Messages” on page 166
“Adding Automated Campaigns” on page 162
“Activities in Automated Campaigns” on page 170
“Automated Campaign Subscribers” on page 174
“Status of Automated Campaigns” on page 177
“Testing Automated Campaigns” on page 179
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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.

Activity 1

Automated Campaign Template

You can send out automated campaign message by email,
fax, or printed document. An automated campaign
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 sections contain additional overview information
about campaigns:

e "Automated Campaigns” on page 159
e “Automated Campaign Templates” on page 159

e “Campaigns Page” on page 160



Automated Campaigns

@ Fax and print campaigns are
available only in Maximizer
CRM Enterprise Edition.
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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.

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. Automated campaign
templates must be set up in Maximizer. When adding a campaign in
Maximizer Web Access, you must select an existing campaign
template created in Maximizer.

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.
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Automated campaign template X X

Campaign

First Seond

scheduled scheduled

activity activity
Y

——p | Campaign

Third Fourth

scheduled scheduled

activity activity
z
Campaign

Campaigns Page

You can work with your campaigns in the Campaigns page. Like the
other main pages, the Campaigns page 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 page.

Here are some tips for working in the Campaigns page:
n Select the Campaigns icon to open the Campaigns page.

E From the Column setup drop-down list, select a column setup
and change the information displayed about each campaign.

B Use the View drop-down list to filter the list of campaigns.

ﬂ Use the icons in the Type column to quickly distinguish ongoing
campaigns from fixed-date campaigns.
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E Click on a campaign to open it.

161

<«
22, vy wiork Day

|:é Address Book

[, opportuntes

[57) cutas

[ customer service
=

@ Knowledge Base
2] Hotist

Calendar

Email
@ Company Library

B Reporter

¥ Campaigns [2 displayed]

Current User: Joe Napoli | Preferences | Log out | Help

Edit

Column setup: Joe's Campaigns E b

View -  Search -

Actions v Report v

Hx | E3 | EE

View: All Campaigns E -

o

Type
&
3

~ Status
T Abandoned

P Completed
? Completad
@ Completed
@ InProgress
@ Suspended
@ Suspended

@ Suspended

Hame Revenue
Email Campaign - 2007 Escona Wines Reserve 10000000

Email Campaign - 2009 Escona Wines| 000000
Fax Abold the Winery Documents to Leads  100000.00

Print Out Personalized Cover Letter for Joe's ¥i 0.00

Email Campaign - 2010 Escona Wine 60000.00
Email Campaign - 2008 Excona Wines T00000.00
Fax Price List to Leads 25000.00
Fax Price Listto Leads 40000000

Budget
1500.00

B000.00
25000
500.00
6000.00
15000.00
7400.00

250.00
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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 page.

When you create a new campaign, you can choose either a saved
search or a Favorite List of Address Book entries to subscribe to the
campaign. You can also choose to add no subscribers to the
campaign.

» To add an automated campaign

n In the Campaigns page, select Edit > Add Automated
Campaign.

E Select the template on which this campaign is based. Enter the
name, description, budget, and expected revenue. Specify
the start date for the campaign. And click Next.

Automated Campaign Information (%]

Campaign information
% Name:* Email Campaign - Summer 2010
Template:* Email Campaign - 2010 Escona Wines -
Descriplion: il campaign to pramote new offerings

Budget and revenue

Budget: 500.00 Expected Revenue: 750000

When should this campaign start?

m Chosen start date: 16/04/2010 _J

* Denotes required field |Spe|hng...” ” Next> | ‘ Cancel

ﬂ Select the subscribers to add to the campaign and select
options for validating Address Book entries.

You can select a Favorite List or a saved search from the search
catalog.

You can select the Validate email addresses and Validate fax
numbers options to be notified of any blank email addresses or
invalid fax numbers.
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Automated Campaign Information ._j
Subscribers

% © Favorite List. My leads -
Saved Search: | ‘LastSearc
No selection (choose Address Book entries later)

Validate
@ /| Valdate email addresses
* Denotes required field Spelling... ” <Back ” Finish | ‘ Cancel

n Click Finish to save and launch the campaign.

Viewing Automated Campaigns

You can view and modify the details of existing automated
campaigns.

>» To view an automated campaign

n In the Campaigns page, click on the automated campaign.

The Campaign Entry dialog box opens at the Basic Information
tab.

E Click Edit to modify the campaign.

E In the Basic Information tab, modify the campaign’s basic
information.

¢ Select products/services and categories related to the
campaign.

¢ Inthe 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.
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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.

Campaign Entry %]
=) % | [E] | [ Actions » @+ *

oot tormaion | 02 | [eaes |

Basic Information | User-Defined Fields |~ Campaign Plan | Subscribers | Status | Test

Campaign description

Hame:: 2010 Escona Wines - Email Campaion
Praducts / Services: Al [] cotegories:  Calfarnia Ll
Description Launch 2010 line of Essona wines

Expected revenue and budget for this campaign

Revenue: 60,000.00 Budget: §,000.00
Key Fields for: Atomated Campaigns - Campaign details
Price List Distribution:  es - | Status: In Progress -
Catelog Distribution.  Daes Mot Receive Calalog Start date: 1smazotn [
Mumber of Catalogs Re: Close date: =]
Selected Custamers for £ | Expected revenue 60,000.00 1
Budgel 5,000.00
Subscribers )
Unieue opened emails: 00 %)

Save Cancel

ﬂ 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).
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Campaign Entry %]
=) % | [E] | [ Actions » @+ *

oot tormaion | 02 | [eaes |

Basic Information | User-Defined Fields =~ Campaign Plan | Subscribers | Status | Test

Field Value(s)
= ) User-Defined Fields
= Fields for this campaign
[ Mumber of Catslogs Received
B Price List Distriaution ves
Selected Customers for Yintage Escona Wi...
[ catalog Distrinution Does Nat Receive Catalog
& ) Collateral

[ o biank fieits
[ show hidlen fieids

Save Cancel

E Select the remaining tabs to view more details on the campaign,
and click Save to save changes made to the campaign.
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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 Campaign Message Editor, and from an activity in an
existing automated campaign. You can create campaign messages
using the Campaign Message Editor (HTML and .TXT 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.

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 Email Messages” on page 166
e  "Campaign Message Editor” on page 167
e  “Campaign Merge Fields” on page 168

Creating Campaign Email Messages

You can create email messages for your automated campaigns using
the Campaign Message Editor in Maximizer Web Access. You can
create a new message while adding or modifying campaign activities
in existing campaigns. You can also click the Message Editor icon on
the toolbar in the Campaigns page to launch the editor.

» To create an automated campaign email message

n In the Campaigns page, select the Message Editor icon from
the toolbar.

The Campaign Message Editor dialog box opens.

E From the Format drop-down list, select the format of the email
message.
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B In the large text box in the center of the dialog box, compose the
email message.

You can use the toolbar icons to apply formatting and insert
hyperlinks, images, and merge fields in the message.

ﬂ Click Save.
The Add Campaign Message dialog box opens.

E Specify the properties of the campaign message, and click OK.

Campaign Message Editor

You can use the Campaign Message Editor to create email messages
for your automated campaign email activities. You can open the
Campaign Message Editor with the Message Editor icon in the
toolbar on the Campaigns page.

The Campaign Message Editor lets you create messages in text or
HTML format. You can add merge fields to messages in both formats.
In HTML formal, you can add 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:

n From the Format drop-down list, select the format of the email
message: Plain Text or HTML.

E Select the Message Library icon to retrieve an existing email
message from the Message Library.

E Select the Insert Fields icon to add merge fields to the message.

n Use the toolbar to apply formatting to the content of the email
message.

These options are available only if you are creating an HTML
message.

E Select the Insert Image and Create Link icons to insert images
and hyperlinks in your message.

These options are available only if you are creating an HTML
message.
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Campaign Merge Fields

@ Although some of these merge
fields can be used in .ETF and
TXT files, they are best suited
for HTML.

E Select the HTML tab to view and edit the HTML source of the

email message.

& Campaign Masﬂiﬂntit\ed] -- Webpage Dialog =

¢ L@[¥RelE])

Format: HTML -

Mormal - Verdana

{Salutation} {First_Name} {Last_Name},

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

B ruj===|A-v-|Ed8 n

(3 Design | = HTML | S Preview:

6 |

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.

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
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field to a hyperlink in your HTML message. You specify the
actual URL of the web page directly in the campaign template.

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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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 "Adding Activities to Automated Campaigns” on page 170

e “Viewing Statistics on Campaign Activities” on page 172

Adding Activities to Automated Campaigns

You can add as many activities as you want to a campaign. When you
add a new activity, you choose the file containing the body of the
message, and you specify when the activity occurs during the
campaign, as well as other details of the activity.

» To add an activity to an automated campaign

n Open the campaign, and select the Campaign Plan tab.

E Click More and select Add Print, Add Fax, or Add Email.
The Add Print/Fax/Email Activity dialog box opens.

ﬂ Enter the details of the activity.
e Enter the Name and Description.
¢ 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.

¢ 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.
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¢ Click Select Message Body File to access the list of saved
templates (body files).

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.

& | Add Email Activity -- Webpage Dialog ==
Ve
Activity

General Email Addresses Attachments Landing Page URLs

Name:  |ntroductory Email

Description: ' First email sent out in seasonal promotional campaign

Email sublect:  Escona Wines Promtion =

Delay start. 4 days from Campaign start date

Starttime:  z.30-00 AM E

Message Body

Name: EsconaPromotion htmi More == -

Logging
] Log successful activity to Address Book entry notes

] Log unsuccessful activity to Address Book entry notes

n If you are adding a print or fax activity, click OK to finish adding
the activity to the campaign.

If you are adding an email activity, continue with the remaining
steps.

E 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.

e 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.
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¢ 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.

E Select the Attachments tab and click Add to add any
attachments to the email message.

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 to finish adding the email activity to the automated
campaign.

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 Campaign Plan tab.

E Scroll to the right to view more statistics for the activities.
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Campaign Entry
e
& 7 | E] [ Acions > @
Basic Information User-Defined Fields Campaign Plan Subseribers | Stalus | Test
Selected campaign template Email Campaign - 2010 Escona Wines
Activities of this Campaian More
Hame Status A Start Date Sent Error
P Introcuctory Email New 16312010 8:30 AM 0 0
Email - 2010 Escona Wines Mew ATAI32010 5:00 PM o 0
I
| |
Description of selected activity
First email sent out in seasonal promotional campaign =

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
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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.
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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 174
e  "Adding Subscribers to Automated Campaigns” on page 175

e “Removing Subscribers from Automated Campaigns” on
page 176

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 page.

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.

» To retrieve a list of subscribers for a campaign

e Select the automated campaign, and select Actions > Retrieve
Address Book Entries.

The Address Book page 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, and select an item from the

Actions 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 page

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, and select Actions > Retrieve
Unsubscribed Address Book Entries.

The Address Book page 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, and select Actions > 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 a Favorite 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 Favorite List.

ﬂ Search for an Address Book entry by last name or Company
name, select the entry, and click OK.

—or —

Select a Favorite List, and click Retrieve.

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 select entries to remove from the campaign
directly in the Subscribers tab, or you can remove all entries in a
Favorite List.

» 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 a Favorite List from a
campaign
n Open the campaign, and select the Subscribers tab.

E Click Remove, and select Remove Based on Address Book
Favorite List.

ﬂ Select the Favorite List, and click Retrieve.
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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 page. 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 177
e "Resuming Automated Campaigns” on page 178

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.
H ciick Edit.
ﬂ In the Current working status area, select Suspended.

n Optionally, in the Completion details area, specify the date
and reason, and enter a comment.
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Campaign Entry x]
aa
=) % | [E] | [ Actions ~ + *
Basic Information User-Defined Fiekds Campaign Plan Subscribers | Status | Test

Campaign creation date and start date
Creation date: March 15, 2010 Startdate: | March 15, 2010
Current working status
@ completed Revenue:
) In progress (@ Abandoned
@ Suspended

Completion details

Date: 19132010 =]
Reason: -
Comment Understaffed right nov:. Wait until Celine returns from vacation =

Save Cancel

E Click Save.

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.
H ciick Edit.

ﬂ In the Current working status area, select In progress.

n Click Save.
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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 Favorite List.

¢ Search for an Address Book entry by last name or Company
name. Or select a Favorite List and click Retrieve.

ﬂ 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 182

“Adding Customer Service Cases” on page 186

“Status of Customer Service Cases” on page 189

“Email Notification for Customer Service Cases” on page 192
“Knowledge Base” on page 196

“Adding Articles to the Knowledge Base” on page 200
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Customer Service Cases

Customer Service Page

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 Page” on page 182
e  “Viewing Customer Service Cases” on page 183

The Customer Service page is list-based like the other Maximizer
pages. Keep the following points in mind while working with the
Customer Service page:

n Select the Customer Service icon to open the Customer Service
page.

E Use the Columns drop-down list to change the displayed
column setup.

B Use the View drop-down list to display cases assigned to you or
show other queues.

ﬂ Use the View bar buttons to resolve, assign, and escalate cases.

E Use the Deadline drop-down list to view cases according to
deadline.
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E Click on a customer service case to view or modify it.

¥ Customer Service [25 displayed]

Current User: Joe Napoli | Preferences | Logout | Help

«

=1 My Work Day

| % Address Book

[xl

C!

& customer mi
=

’j-_ Knowledge Base

Opportuntties

Quotas

Campaigns

Hotlist

Calendar

IEh Emai
[
m Company Library

&
R
Ji
[@l

Reporter

Recent Entries »
User information®
Links. »

4 Administration >

Edit -

Columns: *Defaultcualﬂewmewew - | ERe ‘ [l Resolve

View -

Search v  Actions =  Report

- E view: My Current Cases = Deadine: Al Ev ‘

[

-

25

~ Case Humber
H&-00034

H&-00035
HG-00036
H&@-00037
H&-000368
H&-00039
H&-00040
H@-00041
H&-00042
HG-00043
H&-00044
HG-00045
H&-00048
HG-00047
H&-00048
HG-00048
H&-00050
H@-00051
H&-00052

HR.NNNS

Company/Individual
Al The Best Spirits

Arrow Wine § Spirits
Bayvils Packags Stors

Aggassi Cold Beer & Wine Store
Amelia Liguors South

Astor Wines & Spirits

Beacon Wine Spirits

Albert's Steak House

Armanetti Wine Shoppe Sg
Bacchus Wine Market & Ta
Billakong and Co. Wine Distriautors
Ansley Wine Merchants

Aflas Food Inc

ABCWine Shop Inc

21 The Best Spirits

Arrow Wine & Spirts

Bayvils Package Stors

Beringer Vineyards

Aggassi Cold Beer & Wine Store

Alhert's Steak House.

Subject

Packaning defect
Packaging defect
Packaning detect
Training Reguest
Training Reguest
Training Reguest
Training Reguest
Spoilt product, resend
Spoilt product, resend
Spoit product, rssend
Spoitt product, resend
Spoit product, rssend
Spoilt product, resend
Ship error, refund requested
Ship error, refund requested
Ship error, refund requested
Ship error, refund requested
Ship error, refund requested
Faulty Product

ety Prodict

aszion ] Escalats | 5 | #] & W)
Assigned To | Follow-up Deadline =

Joe: Napoli
Joe Napoli
Joe Napoli
Joe Napoli
Joe Napoli
Joe: Napoli
Joe Napoli
Joe: Napoli
Joe Napoli
Joe: Napoli
Joe Napoli
Joe Napoli
Joe: Napoli
Celine Dancer
Celine Dancer
Celine Dancer
Celing Dancer
Celine Dancer
Joe: Napoli

Ine Nanoli

February 18, 2010 5:16 F
March 18,2010 5:18 PM
March 18, 2010 5:40 PM
January 18, 2010 5:51 Pb
March 15, 2010 5:51 PM
January 18, 2010 5:51 Pb
January 18, 2010 5:52 P
April 18,2010 609 PM |
May 18, 2010 6:09 PM
March 16, 2010 6:10 PM
March 15, 2010 610 PM
July 18, 2010 5:11 P
August 18, 2010 512 PM
February 9, 2010 6:16 Ph
March 9, 2010 617 PM
Aprll 9,2010 6:17 PM
March 15, 2010 6:17 PM
May 9, 2010 6:18 PM
August 18, 2010 5:27 P

Licnst 17 MNEIRPM T
3

Viewing Customer Service Cases

You can view and modify existing customer service cases in your
Address Book from the Customer Service page or from the Address

Book entry associated with the customer service case.

» To view a case from the Customer Service page

n Select the Customer Service icon to open the Customer Service
page.
The Customer Service page opens.

E If necessary, select an option from the View drop-down list.

B Click on an entry to open it.

The Customer Service Case dialog box opens displaying the
details of the case.

You can click Edit to modify the customer service case.

183
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Customer Service Case 3
(& & | 7 ] ) S Monioring [88] ] Favorie List > [Z] | [ Actions » + @
Basic Information User-Defined Fields. Solution Information & Biling
Company / Individual. Beacon Wine Spirits Contact. Davenport, Renaldo Vincenzo E‘

Case description

Case number HO-00040 Elapsed time: 2.0 months
Subject” Training Request |
Products / Services: * | Al ] Categorics [
Description: [5] We require training for all our representatives and al partners. E
Product knowledge is low and volume is not at all close to where it should be. |
Key Fields for: Customer Service with Gontracts - Case details
Contract Number: Case origin Other - 2
Contract Expiry znllnw—up 042010 B
Last Service Date March 28, 2010 eadiine:
SLA Status:” Escalated -
Satisfaction Caseowner.  Matt Graham -
Assignedto:  Joe Napoli -
Priority: High -
Severiy, Low

n Select the other tabs to view more information on the case.

E If necessary, click Save to save changes made to the case.

» To view a case from an Address Book entry

n Open the Address Book entry.

E Select the Customer Service tab.

All customer service cases for the current Address Book entry are
displayed in the list.
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Address Book Entry x]
(=) % 152y copy | €] Favorie List~

[ ABC Wine Shop inc. Address Book Information ‘ Customer Service | Opportunities ‘ Notes | Documents ‘ Activities |

Actions = + @

-
3 Doton, James Fiter: All v =
& Johnson, Ed Caolumns: *Default Customer Senvice View | (23] K | (7] [ﬂ fiFl | ] = W)
& Torres, Martha A Case Humb: | Company/Individual Subject Assigned To | Follow-up Ds
» Ho-00033 ABC Wine Shap Inc Packaging defect Joe Hapoli January 18, 2
H@-00047 ABCWine Shap Inc Ship error, refund reguested  Celine Dencer February 9,21
Ha-00053 ABCWine Shop Inc Packaging defect Joe Hapoli April 20,2010

Add Contact «

E Click on a customer service case to open it.
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Adding Customer Service Cases

@You can also add a case from
the Customer Service page.
Select Edit > Create a
Customer Service Case.

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
associated with the Address Book entry.

>

To add a customer service case

Select or open the Address Book entry.
Select Actions > Create a Customer Service Case.
The Customer Service Case dialog box opens.

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.

Specify the basic fields for the customer service case.

¢ Select the applicable Products/Services and Categories for
the case.

¢ Enter a Subject and a Description of the case.

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.

Specify the remaining case details.

¢ In the Follow-up by field, select the follow-up deadline for
the case.

¢ In the Case Owner field, select the Maximizer user who is
ultimately responsible for the closure of the case.

¢ Inthe Assigned to field, select the Maximizer user who the
case is assigned to.

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
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assigned user is modified. And when the case is resolved, the
task is marked as complete.

Customer Service Case ]
(S % | [£] B ] = Monitoring &) ] Favorits List~ [E] | [l A [ + @

Basic Information User-Defined Fields Solution Information & Biling

Company / Individual:  Amelia Liguors South Contact | Chen, Melanie .l

Case description

Case number (pending) Elapsed time: (pending)

Subject: Faulty Product El
Products / Services: ~ Accessories l:‘ Categories E‘
Description. [&] The shipment of stainless stesl corckscrews has many defective untts. Wants to rstumn the entirs < |
shipment for a full refund

Key Fields for: Customer Service with Contracts - Case details

Contract Number. Case origin Phone - ﬂ

Contract Expiry: - -
ontract Expiry: Follow-up 8043010 &

Last Service Date: April1, 2010 deadiine:

aLa Status:* Escalated

Satisfaction Caseowner  Matt Graham

Assignedto:  Joe Napol
Priority: High

444 4]

Severtty Medium =

Save Cancel

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.

B Click Save 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 page.

» To add a customer service case from an email
message

n In the Email page, select the email message.

E Select Actions > Create Customer Service Case from
Current Email Message.

The Search Address Book dialog box opens. If there is an
associated Address Book entry for the selected email message, it
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is displayed in the Entries available for assignment from search
results list.

E Search for the Address Book entry to associate with the case,
select the Address Book entry, and click OK.

Search Address Book X]
Search for Entry
Address Book entries with matching email address
Last name:
@) Company: abc
Entries available for assignment from search result
Name Fosition Company
ABC Wine Shop Inc. ABC Wine Shop Inc.
Dotton, James General Manager ABC Wine Shop Inc.
Johnson, Ed Buyer ABC Wine Shop Inc.
Torres, Martha Day Manager ABC Wine Shop Inc.

n Enter the case details.

By default, the email subject becomes the case subject, and the
email body becomes the case description.

E Click Save to save the customer service case.

The Add Email to Customer Service Case dialog box opens. You
can use this dialog box to save the email message as a document
with the customer service case.



Chapter8 | 189
Customer Service

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.

The following sections contain additional information about the
status of customer service cases:

e “Assigning and Escalating Customer Service Cases” on page 189
e "Resolving Customer Service Cases” on page 190
e “Recording Case Solutions” on page 191

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
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.
The Assign Case or the Escalate Case dialog box opens.
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B 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
page, users must be assigned to the Customer Service Manager
or the Customer Service Representative role in Administrator.

ﬂ 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.

E Enter a Note about the case assignment or escalation.

E 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.

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.

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.

¢ Enter the hourly rate in the Billing rate field.

e 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.



@ Note that you can include this
information in automated
email templates for customers
by using the
Case_Solution_Note merge
field.

Recording Case Solutions
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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.

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 192

e  “Customer Service Merge Fields” on page 194

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 Select Edit > Case Monitoring.
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 x]
Select which list of users should monitor this case
Do not monitor this case
Use the system default case monitoring user list
© Use the custom list below
Selected users for case monitoring
Celine Dancer Add...
Joe Napoli
Lou Jones
Matt Graham I:l

n If you select to use a custom list for case monitoring, click Add to
add a user to the list.

The Assign User dialog box opens. A list of available users is
displayed on the left and the current list of case monitors is
displayed on the right.

E Select a user from the list on the left and click the right arrow
button to add the user to the list on the right.

E Click OK to close the Assign User dialog box.
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& Assign User - Webpage Dialog ==l

Select a user to assign

All Users Joe Napoli
Wonda White

S Daniers Celine Dancer
w Daniel Brown Lou Jones

& Joe Mapoli

& Jon Bowser

B Lo Jons:|

4 Lucy Garcia

& Mark Bertoll
& Matt Graham
& Miranda Carell
& Wonda White

& Celine Dancer

4] [

<

Departments
Divisions
Security Groups
Teams

Click OK to save the changes to the case monitoring list.

Customer Service Merge Fields

@ The Maximizer Word Processor
is available only in Maximizer.
You cannot access the
Maximizer Word Processor
from Maximizer Web Access.

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:



@ 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.
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{My_Name?} - Full name of the logged-in user (first name,

initial, and last name).

{My_Company?} - Name of the logged-in user’s company.

{CS.Case_Number?} - Case number.

{CS.Client_Name?} - Name of the associated Address Book
entry (Company or Individual).

{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.

{CS.Subject?} - Case subject.

{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 Page” on page 196
e "Viewing Knowledge Base Articles” on page 197
e “Searching for Knowledge Base Articles” on page 198

“Status of Knowledge Base Articles” on page 199

Knowledge Base Page

The Knowledge Base page provides you with a library-style tool to
manage your knowledge base articles. The page is tightly integrated
with the Customer Service page.

The Knowledge Base page 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.

# Knowledge Base [10 displayed] Current User: Joe Napoli | Preferences | Log out | Help «
« Edt + View w Search = Actons v Report +
25 wy work Day
Status: Al -
[ éi\ddress Book
~ Article lumber | Last Modified | Product Category  Title Status
[}, opportunties Ha-KEODO0 March 17,2010 Dolmoth, Hurte 2005 Bin 999 - Sour Teste Published
b Ha-KBODDD2 March 13,2010 Al Cabernet 5a  Email Campaigns with Maximizer € Internal
> L quotas
. Ha-KEO0003 March 19,2010 Hunter Sour Wine Shipment Dratt
1} campaigns Ha-KEQ0DD4 Seplember 28,2 Hunler Product Descriptions (Chardonnay  Drart
== Ha-KBODDDS September 28,21 St. Fierre 2002 Red Wine has too much Tani Published
| Customer Service
}  HE-KBOODDG March 19,2010 Hunler California Akoutthe Winery Published
@ Lo i H@-KBO000? September 28,20 Al Esonca Wines Qualty Statemert  Draft
[E5] Host Ha-KEO0008 September 28,21 Al Procedure for customers with bro  Internal
Ha-KBODDDS September 28,21 St. Fierre Hotel & Restaurant Wine Descripth  Draft
Calendar
Ha-KEO0D10 September 28,21 Al Reetail Marketing Co-Op Funds Internal
Ik mail
[
t\:ﬁ Company Library
L&j Reporter

@3 RecentEntries »
§il User information»
(@] Links »

47 Administration »
% -
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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 page opens.

E If necessary, select an option from the Status drop-down list to
filter the list of articles.

ﬂ 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.

Knowledge Base Article ]
Article details
Article number: File type:
Status: Draft - Owner: Public -
Creator: Last Modified:

Article description
“Title: Sour Wine Shipment

Keywords:

Products / .
corvices. Hunter (| Categories: L]

Article content
A number of lots of this wine have the same problem. These lots are affected: J

12300-12345

Please ask customers to return these lots for credit

J

Speling H oK H Cancel |

If the article is in document format, only the article details are
displayed.
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Knowledge Base Article x]
Article details
Article number: File type:
Status: Published Owner: Public -
Craator: Last Modified:
Article description
“Title: About the Winery
Keywords: corporate about history
Products / -
corvices. Hunter (| Categories: California L]
Replace article content
Fianams
Downioad |[ ok |[ cancel |

n To view the content of a document article, click Download.

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 external web access users
(customers and partners).

Published - Articles can be viewed by all users who have
knowledge base read rights, including external web access users
(customers and partners), 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 page. 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 200
e “Adding Document Knowledge Base Articles” on page 201

e  "File Formats for Document Knowledge Base Articles” on
page 202

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 page, select Edit > Add Standard
Article.

E Specify details on the article, including the Title, Keywords,
Products/Services, and Categories.

B 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 ]
Article details
Article number: File type:
Status: Draft - Owner: Joe Napol -
Creator: Last Modified:

Article description
“Title: Procedure for processing shipments with broken bottles

Keywords: shipping &rrors

Products / .

B (| Categories: L]
Article content
Follow this procedure o process a request for refund due te broken botties in a shipment. =

1. Verify number of broken botlles in case

2. Verify number of cases involved.

3. Document invoice #, all shipment documents, including freight carrier
4. Draft/file document for re-shipment

5. Re-ship bottles.

6. Track all communications in customer record

J

Speling H oK H Cancel |

Adding Document Knowledge Base Atrticles

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 page, select Edit > Add Document
Articles.

E Specify details on the article, including the Title, Keywords,
Products/Services, and Categories.

B Click Browse. Browse to and select the file, and click Open.
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ﬂ Click OK to save the article to the knowledge base.

Knowledge Base Article ]
Article details
Article number: File type
Status: Draft - Owner: Joe Napol -
Creator: Last Modified:

Article description
“Title: Optimum wine storage temperatures

Keywords: storage

Products /

Services: I:l Categories: D
Article content

Filename: Di\Shared\StorageTemperatures.pdf

File Formats for Document Knowledge Base Articles

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)

e Microsoft Excel (*.XLS)

e Microsoft PowerPoint (*.PPT)
o  Text (*.TXT)

e HTML (*.HTM or *.HTML)



CHAPTER

Report on the Progress of Your Business

In this chapter...

“Dashboards” on page 204
“Reporter” on page 218
“Exporting Entries to Microsoft Excel” on page 223

“Printing Column Reports” on page 224
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Dashboards

Viewing Dashboard

@ If the Dashboards tab is not
displayed, click Preferences >
Other Preferences > Overview
Page 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 204

e “Setting Up Dashboards” on page 205

e “Creating Dashboards” on page 206

e  “About Indicators” on page 207

¢ "Adding Indicators to Dashboards” on page 210

e  “Customizing Indicator Controls” on page 214

e  "Moving and Resizing Dashboard Indicators” on page 215
e “Modifying Dashboard Properties” on page 216

e “Importing Dashboards” on page 216

You can view dashboards from the Dashboards tab in the My Work
Day page. 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 page.
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My Work Day | | Dashboards ‘

Joe's Dashboard -

| save |slsaveAs | Properties | |

=) Print | %A% Dashboard Wizard | Import | ™ Refresh

Open Oppotturities

DOpen Cases

01234

56781310

8

Celine Dancer.

Wwieskly Revenue

Today's Activities

Iy follow-up deadline is approaching
et with Patsy to confirm deal
Customer Service Meeting

Phone La Casita to confirm reservation

Book hatel for West Coast Wines trade
show.

05/01/2010
17/02/2010
Ti0gemo
17/02/2010
17/0z/200

12:31 P
11:30 Ak
300PM
12:00 Ak
12:00 Ak

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 207.

E Create the dashboard using the Dashboard Wizard.

For more information, see “Creating Dashboards” on page 206.

E Add indicators to the dashboard.
For more information, see “Adding Indicators to Dashboards” on

page 210.

ﬂ Customize the appearance of the dashboard indicators.

For more information, see “Customizing Indicator Controls” on

page 214.

E Resize and move the dashboard indicators.

For more information, see “Moving and Resizing Dashboard

Indicators” on page 215.
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Creating Dashboards

You can create new dashboards from the Dashboards tab of the My
Work Day page. 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 page, 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 210.

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.

¢ 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.

¢ 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 page.

» 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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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 209.

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 208.

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 208.
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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 208.

& | 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 210.
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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 page, 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 page, 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 page, 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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Reporter

@ Reporter is available only in
Maximizer CRM Enterprise
Edition.

@ You can get help while using
Reporter by clicking Help in the
top-right corner of the page.

The success of any marketing strategy or campaign depends on the
ability to monitor your progress and some sort of a built-in
improvement mechanism. Using the vast flexibility of Reporter, you
are guaranteed increasing effectiveness. No matter where you are in
the world, you have access to what's going on in your company and
the ability to report on real-time statistics.

Reporter's flexibility allows you to generate reports from any
Internet-connected computer. When you open Reporter in
Maximizer, your list of reports is displayed inside the browser
window. This is the normal mode of using Reporter and requires no
additional setup by your system administrator.

Because Reporter is HTML-based, you can access your reports from
anywhere in the world, provided you have met the following
conditions:

e Your computer has an Internet connection and a web browser.

* Your system administrator has configured Microsoft Internet
Information Server (IIS) to allow external access to Reporter.

Your list of reports appears in a web browser much as it does within
the Reporter module.

After generating a report, you can easily print the report to your
local or network printer. You can also save your reports to a file in
one of a few popular formats for later editing. These file formats
include Crystal Reports, Microsoft Word, Microsoft Excel, and Rich
Text Format.

The following sections contain additional information on Reporter:
e “Accessing Reporter” on page 219

e "Types of Reports in Reporter” on page 220

e  “Generating Reports with Reporter” on page 220

e “Exporting Reports in Reporter” on page 221

e  “Printing Reports in Reporter” on page 222
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You can access Reporter directly from Maximizer Web Access by
clicking the Reporter icon.

¢ Favorites | @& Maximizer CRM Reports

‘& Maximizer CRM Reports - Windows Internet Explorer =5 EoR =)

K3\ = |&] ntpyserverrmeporters =[5 [ x ][4V Googte o~

Reporter is 3 Web-based application designed to report on sales, marketing, and customer service
information. By using report parameters, Reporter gives the user the ability to customize most
reports to their needs and report only on information that is important to them.

Reports are separated into the following groups:

Traditional And Maximizer Reports (Column Style) - This group is comprised of several reports on Maximizer
s:;’;;:edcam“‘g" information. A report offers the user the ability to view Address Book information in a column-
(Column Style style report for a selected date range.

Maximizer Reports (Graphical Style) - This group also reports on Maximizer information, but

Customer Service
Reports offers the user the ability to view information in a chart format. These reports are ideal for

viewing data in a summarized format.

System Reports Traditional and Automated Campaign Reports (Column Style) - This set of reports provides
information on Marketing Campaign Manager. View traditional and Automated Campaign data for a
selected date range.

Customer Service Reports - This group provides information on Customer Service Cases. View
Case Monitor and Assignment data.

System Reports - This group provides reports on sales and marketing teams. A team report,
lists all sales and marketing team members, while other reports display team members' activities.

@ Contact your system
administrator to find out the
URL (the address) of Reporter.

Intranet Access

Reporter is designed so you can generate reports on your data
through the Internet or your company's intranet. You only need a
computer with an Internet (or intranet) connection and a web
browser, such as Microsoft Internet Explorer.

In the case of Internet access, your system administrator must
configure your Microsoft Internet Information Server (lIS) to allow
external access to the “Reporter” virtual directory; otherwise,
Reporter is only accessible internally (within your company's LAN).

If you are on the same network (LAN) where your IIS server is located,
you can open your browser and type the following into the Address
field:

http://<Server Name>/Reporter/Start.asp

The “<Server Name>" is the computer name of the IIS server on your
company's network. If you know the server's IP address, you can
enter that in place of the server name.
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Internet Access

Reporter is only accessible through the Internet if your system
administrator has configured the IIS server to allow external access to
Reporter. At an Internet-connected computer, type the following in
your web browser's Address line:

http://<Server URL>/Reporter/Start.asp

The “<Server URL>" is the domain URL or IP address of your
company's IS server.

Types of Reports in Reporter

With the selection of pre-formatted reports available in Reporter,
you can produce many sales and marketing related reports and
graphs. The left-navigation bar organizes the many pre-formatted
reports by subject. Reports are organized into the following
categories:

e Maximizer Reports - These reports display information on
Address Book entries and opportunities in column or graphical
styles.

¢ Traditional and Automated Campaign Reports — These
reports display information on marketing campaigns.

e Customer Service Reports - These reports display information
on customer service cases.

e System Reports - These reports display information on sales
and marketing teams and on different types of Maximizer
records.

Generating Reports with Reporter

Reporter’s browser-based window allows you to easily select and
generate the report you want.

» To generate a report in Reporter

n In Reporter, click a report heading to see the reports that are
available.

E Select the report that you want to generate.

El ror cach report you generate, specify the report options.
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Some reports require you to choose a financial quarter and a
year, others—such as team reports—ask for opportunity status,

team leader, or perhaps a date range.

‘& Maximizer CRM Reports - Windows Interet Explorer

[ =1 ]

@ Q < (&) hitp:s/server/Reporter/ [ 45 ]x | [*F Google

¢ Favorites | @& Maximizer CRM Reports

£ .|

Automated Campaigns by Campaign Template: This report lists all Automated
Campaigns for the specific day range and selected template.

m

Select campaign status to report by:
@ In Progress © Abandoned
@ completed © Suspended
@ all

Select day range to report by:

@ 0 to 30 days (@) 30 to 60 days

@ 60 to 90 days © 90 + days

Select template to report by:

By All Templates -

Generate Report

n b

n Click Generate Report.

Exporting Reports in Reporter

After generating a report, you can export it as a file in one of the
following formats:

Crystal Report (rpt)

Portable Document Format (pdf)

Rich Text Format (rtf)

Microsoft Word document, editable or data only (rtf)
Microsoft Excel document, editable or data only (xIs)

After exporting the report, you can edit it using other applications.

» To export a report using Reporter

With the generated report displayed in Reporter, click the

Export Report icon in the report's toolbar.
The Export Report dialog box opens.
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E Browse to a location to save the file and enter a file name.

B From the Save as type drop-down list, select the document
format.

Export Report

File Format :

[Costal Reparts =1
Ciystal Ficparts
Microsoft Excel
Microsolt Excel (Data Only)
Microsoft Word
Rich Test Format
Adobe Acrobat

From: [T To: [

File name:

aK I Cancel Browse.

n In the Name field, enter a filename for the report.
E Click Save.

If the export is successful, Reporter asks you if you would like to
open the file. You must have an application associated with the
exported file type to be able to open the file.

Printing Reports in Reporter

After generating a report, you can print it.

» To print a report in Reporter

n With the generated report displayed in Reporter, click the Print
Report icon in the report's toolbar.

The Print options dialog box opens.
E Select the printer and the printing options.
B Click OK to print the report.
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Exporting Entries to Microsoft Excel

@ Export to Excel and Advanced
Export to Excel are available
only in Microsoft Internet
Explorer.

Maximizer enables you to quickly and easily export selected entries
from a Maximizer page to a Microsoft Excel spreadsheet. Maximizer
exports the currently selected entries for the active page using the
column setup and coloring rule displayed in that page. 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 Click the Export to Excel icon or the Advanced Export to
Excel icon (Excel 2007 or later) on the toolbar.

ﬂ If you are performing an Advanced Export to Excel, select the
conditional formatting to apply to each column, and click OK.
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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.

Printing Column Reports

@ To print background colors
from the coloring rule, you
may need to enable
background colors in your
browser’s print settings.

Column reports display information from the current column setup
for entries in the current list. You can choose to include information
for only the current entry, for selected entries, or for all entries in the
list. Entries are displayed in the order that they appear on the screen
using the colors in the current coloring rule.

You can print column reports from the Address Book, Opportunities,
Campaigns, Customer Service, Hotlist, and Knowledge Base pages, as
well as from the Notes, Documents, User-Defined Fields, and
Activities tabs in open entries.

» To print a column report

n From a main page, select a column setup and apply a coloring
rule.

—or-
Open an entry and select the Notes, Documents,
User-Defined Fields, or Activities tab.

E Select the entries that you want to include in the report.

—or-
If you would like to include all entries in the current list, skip to
the next step.

B Select Print > Column Report.

—or-
In an open entry, select the Print icon.

The Print Column Report dialog box opens.

n Specify the report details.

¢ Under Print Column Report, specify how you want to use
the current list.

e Under Report Options and Print Options, specify the title
and format of the report.
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B ciick ok.

The report is displayed in a new window.

E In the top-right corner of the page, click Print or press CTRL+p
to print the report.

Specify the printing properties, and click Print.
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Address Book

Maintain Address Book Data

In this chapter...

“Preferences” on page 228
“Importing Data” on page 238

“Company Information” on page 240
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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.

In Maximizer Web Access, you can set some of the Maximizer
preferences. If you use the desktop application as well as Maximizer
Web Access, these preferences are applied to the Address Book in
both applications. You can also set personal preferences that affect
only Maximizer Web Access.

The following sections contain information on setting preferences:
e  “Setting Personal Preferences” on page 228
e “Setting your Time Zone"” on page 230

e  “Setting Maximizer Preferences” on page 231

Setting Personal Preferences

You can set personal preferences that affect the Maximizer Web
Access interface. The preferences you set are applied only to the
Address Book that is currently open.

» To set personal preferences

n In the top-right corner of the page, click Preferences.

The Personal Preferences dialog box opens.

E Adjust the preferences, and click Save to save the changes.

& | Personal Preferences -- Webpage Dialog ==
Preferences
Maximum number of entries returned: S0
Display blank UDFs: Yes @ Ho
Allow multi-selection in Search By All Fields

(may require the website to be in the Trusted @) Yes () Ho
Sites zone):

Ask at Address Book startup which listto
view:
Display users by groups v

7| Allusers [ |Disabled users V] Departments

V| Divisions [/] Security groups [¥] Teams
Customize lcon Bar_

Time Zone
Time zone:  (GMT-08:00) Pacific Time (US & Canada) -

/| Automatically adjust for Daylight Saving

Other Preferences... | ‘ Password... | ‘ Save | ‘ Cancel
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This dialog box sets user preferences for Maximizer Web Access.

Preferences

¢  Maximum number of entries returned - Select the maximum
number of records you want to search. The default number is
500; other options are 100, 1000, or 2000. If you increase the
setting, and run Maximizer Web Access on a dial-up Internet
connection, it may take considerable time to search the records.

¢ Display blank UDFs - Controls if employees can view
user-defined fields that are in the Address Book, but do not yet
have assigned values. A separate setting controls if user-defined
fields are displayed in a tree-view or list-view.

¢ Allow multi-selection in Search By All Fields (may require
the website to be in the Trusted Sites zone) - Controls the
number of fields you can select when searching by all fields. If
the option is selected, you can select more than one field. If the
option is not selected, you can select only one field. The option is
off by default.

¢ Ask at Address Book startup which list to view - Allows you
to choose an Address Book list to view when you open the
Address Book page. If you deselect this option an empty Address
Book list is displayed when you open the Address Book page.

¢ Check Address Book size at login — Checks whether the
Address Book you are logging in to is approaching or exceeding
the maximum database size. This option is available only in
Maximizer CRM Group Edition.

¢ Display users by groups - Allows you to display available users
by group in dialog boxes such as Add Appointment. If you
deselect this option, users will not be displayed by group. There
will be only one user-selection list that displays all available
users.

Clear the checkbox for any group you don't want users displayed
by in user-selection lists.

This setting affects the System Default Preferences in Maximizer.

e Customize Icon Bar - Determines the icons displayed in the
icon bar and the order of the icons.

When you click the button, the Icon Bar Properties dialog box
opens listing all of the available icons. Select the items that you
want to appear in the icon bar, and clear any items that you
want to hide. Use the Move Up and Move Down buttons to
change the order of the icons.
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Time Zone

Specifies the time zone used for scheduling appointments and Hotlist
tasks.

e Time zone - Sets your time zone.

¢ Automatically adjust for daylight savings — Determines if
times are adjusted for daylight savings.

Other Preferences

Opens the Preferences dialog box where you can specify your
Maximizer preferences. For more information on these settings, see
“Setting Maximizer Preferences” on page 231.

Password

Enables you to change your password.

If your Maximizer CRM database server is running on a Windows
Server 2003 machine with Microsoft SQL Server 2005, user passwords
may expire periodically, according to the domain password policy or
local password policy configured by the system administrator. When
your password expires, Maximizer prompts you to change it.
Depending on the password policy configuration, new passwords
may be required to be of sufficient complexity. For example, it may
have requirements for minimum length, alphanumeric or special
characters, etc.

Your time zone is specified in your personal preferences. When you
log in to Maximizer Web Access, the time zone in your preferences is
compared to the time zone set on your computer. If they do not
match, a message appears in the top of the Maximizer page,
prompting you to change your time zone setting.

& My Work Day Current User: Joe Hapoli | Preferences | Logout | Help v

4 The current time zone is different than the time zone set in your preferences. Do you want to change your time zone setting? Yes N

You can click Yes to change the time zone in your preferences. Or
you can click No to close the message bar without adjusting the time
zone.
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Setting Maximizer Preferences

Logging Preferences

You can set your overall Address Book preferences directly in
Maximizer Web Access. These settings are applied to both Maximizer
and Maximizer Web Access.

> To set your Maximizer preferences

n In the top-right corner of the page, click Preferences.

E Click Other Preferences.
The Preferences dialog box opens.

E Select the tab for the settings you want to edit.

e Select Logging to specify how notes are logged for various
actions.

¢ Select Calendar/Hotlist to specify the default settings and
access rights for the calendar and Hotlist.

¢ Select Email to specify the default settings for sending email
and the email server.

¢ Select Overview Page to specify options for the My Work
Day page.

ﬂ Edit the settings and click OK to save the changes.

The Logging tab of the Preferences dialog box control what notes
are automatically logged by Maximizer.

For each type of note, you can select one of the following options:
¢ None does not log any notes.

¢ Notes logs notes to an entry's Notes tab.

e Journal logs notes to the Journal Window in Maximizer.

e Both logs notes to the Notes tab and to the Journal window.

The Journal window in not available in Maximizer Web Access.
Select the Journal or Both option if you want to log notes to the
Journal window in Maximizer CRM.

Documents

Determines if Maximizer logs a note for the active Address Book
entry or active campaign when the user prints a document from the
Maximizer Word Processor.
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Opportunities

Determines if Maximizer logs a note for the active Address Book
entry every time the user creates or changes an opportunity.

Labels

Determines if Maximizer logs a note for the active Address Book
entry when the user prints a label.

Envelopes

Determines if Maximizer logs a note for the active Address Book
entry when the user prints an envelope from the Maximizer Word
Processor.

Timers

Determines if Maximizer logs a note for the active Address Book
entry when the user turns on the Maximizer Timer.

Scheduled tasks

Determines if Maximizer logs the date and time when the user
creates, modifies, or deletes a task or an appointment in the
Calendar or Hotlist.

Completed tasks

Determines if Maximizer logs a note for the active Address Book
entry each time the user marks a task as completed.

Customer Service

Determines if Maximizer logs a note for the active Address Book
entry when a case is created, a basic field is modified, a user-defined
field that pertains to customer service is changed, a case monitoring
property is changed, or when a case is reassigned, escalated,
abandoned, and resolved.

Campaigns

Determines if Maximizer logs a note for a campaign when it is
processed, modified, or created. This includes logging a note when
an activity is completed, a campaign is suspended, or a campaign
activity fails, for example.
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Phone calls

Determines if Maximizer logs a note for the active Address Book
entry after the user logs a phone call. Logged notes are saved to the
phone log as well as the Notes tab.

¢ View result table on hang-up - Determines if Maximizer
automatically displays the Phone Call Result dialog box while
logging a phone call.

Email

Determines if Maximizer logs a note for the active Address Book
entry each time an email is successfully sent from the Email page.

Calendar/Hotlist Preferences

The Calendar/Hotlist tab of the Preferences dialog box controls the
default preferences for the Calendar and the Hotlist pages.

Default Settings

¢ Alarm lead time - Enter the default amount of time before an
appointment the alarm is to appear; choose minutes, hours,
days, or weeks as the unit of measurement. You can change this
lead time for individual appointments when you create or edit
them.

¢ Default interval - Specify the length of time periods in the
daily and weekly view of the Calendar. For example, if you want
to schedule activities in half-hour intervals, select 30 minutes.
This setting also controls the default appointment length in the
Add Appointment dialog box.

e Set alarm on when adding an appointment - Select this
option to turn on alarm sounds for appointments that you
arrange for yourself and other users.

¢ Default view - Choose whether the Calendar displays the daily,
weekly, weekly list, or monthly views by default. You can change
the current view from the Calendar page.

¢ First day of week - Specify the first day of the week in the
Calendar page.

e Working hours from/to - Select your working hours. Working
hours are displayed in a different color from non-working hours.
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Options

Ignore conflict checking - Suppresses checking for
appointments scheduled for the same time. Maximizer will not
warn you when you create an appointment that conflicts with
another.

Ignore all alarms and notifications - Suppresses all Calendar
alarms and appointment notifications. You will not be notified
of upcoming appointments scheduled for you by yourself or
other users.

Add or modify multi-user appointment - Determines if you
can schedule and modify appointments with other users. This
option is enabled by default and controlled by your system
administrator.

Do not display holidays - Hides holidays in your Calendar.
Holidays are displayed in red. If your Calendar displays too
slowly, select this option to see if the display speeds up. To
change the holidays that display in Maximizer, select Holiday
Editor from Administrator’s Utilities menu.

Carry forward unfinished activities — Displays unfinished
tasks in the Hotlist column of the Calendar.

Show non-work days in weekly view - Allows you to see in
the weekly Calendar view days you normally don’t work.

Suppress follow-up activity prompt - When you receive an
appointment or Hotlist alarm in Maximizer and click the
Complete button, it opens a Schedule Follow-Up dialog box
prompting you to schedule a Hotlist task follow-up or
Appointment follow-up. If you select the Suppress follow-up
activity prompt option, you will not receive these follow-up
activity prompts when marking appointments and Hotlist tasks
as complete.

Include Address Book entries in appointment email
reminders - Sends appointment email reminders to Address
Book entries as well as Maximizer users. You can change this
setting in new or existing appointments by clicking the Options
icon in the Add/Modify Appointment dialog box and selecting
the option.

Show week number - Displays week numbers in the Calendar
window.

First week of year - Determines when the first week of the
year starts for the week numbering.

Email appointment notification - Enables the immediate
sending of an email message to selected users and Address Book
entries when scheduling, modifying (including adding or
removing attendees), or deleting an appointment.
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If your preference is set to Ask, each time you schedule, modify,
or delete an appointment, Maximizer will ask you if you would
like to notify the selected appointment attendees by email.
Upon confirmation, the Compose Email Message dialog box
opens displaying the basic appointment details and allowing you
to edit the email message. If you select Always, the Compose
Email Message dialog box will immediately open after setting
the appointment. Selecting never does not use email
notification.

Note that automatic email notification does not occur when you
are using applications other than Maximizer or Maximizer Web
Access, such as MaxAlarm and Maximizer Outlook Calendar
Integration, to add, modify, or delete appointments.

Access to Calendar/Hotlist

You can choose who has rights to view or modify your Calendar
appointments and Hotlist tasks. None is the default, though you can
choose all users, an individual user, or a security group.

Tasks can be reassigned to other users (though not security groups) if
they have given you permission using the “Full access” option below;
appointments can never be reassigned.

Full access — Gives the same access rights as you.

For example, if you want your assistant to be able to set up and
modify your appointments and tasks, choose the assistant’s
name from the drop-down list. Or, if you want to allow a team
member to reassign tasks to yourself, choose the team member’s
name.

Read access - Gives the selected users or security group the
ability to view your Calendar and Hotlist. Users who are given
read access can view your busy time periods and appointment
details such as meeting subject and participants. They cannot,
however, open your tasks and appointments.

Work Days

Choose the days of the week designated as work days. Non-work
days are displayed in red in your Calendar.
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Email Preferences

The Email tab of the Preferences dialog box determines settings for
the email server and for the Email page.

Options

Show unread messages in blue - Displays your unread
messages in blue inside the Email page.

Save copy of message to entry's Documents - Sets the
default to save the email as a document for the related Address
Book entry. You can change this default setting in the Send
Email dialog box.

Include message body in email note - Sets the default to
include the message body in the note created when an email is
sent. Your logging options for email must be enabled for notes
in your logging preferences.

Display warning when logged email has no Address Book
entries assigned for logging - Displays a warning when you
select to log an email to the Notes and/or Documents tab, but no
address Book entries are assigned for logging.

When sending email from Documents tab, log only to the
current entry by default - Sets the default to log an email
note only to the current entry when sending email from the
Documents tab.

When sending email to multiple entries set the default as
"“Separately” (merging the recipients one at a time) - Sets
the default option in the Send Email dialog box to Separately
when sending email messages to multiple Address Book entries.
The Separately option sends a separate email to each entry
rather than sending one email to all entries at once. You can
change this option in the Send Email dialog box.

Delete message from email service provider after saving
as a document - Transfers an email message to the Deleted
Items folder after it's saved as a document with a Maximizer
entry.

Compose messages in HTML - Sets HTML as the default
format when composing mail messages.

Layout setting

Email folder column width - Specify the width, in pixels, of
the folder column in the Email page.



Overview Page Preferences

Chapter 10 | 237

Maintaining Your Address Book

IMAP/SMTP Server Login Credentials

User ID - Enter the user ID required to log in to the IMAP or
SMTP server. This field is automatically updated when you log in
to the email server in Maximizer Web Access.

Password - Shows the encrypted password. The password is
automatically updated when you log in to the email server in
Maximizer Web Access.

Change Password - Click this option to specify a new
password.

The Change Password dialog box opens. Enter the new password
twice: in the New Password field and in the Confirm New
Password field. Click OK to confirm the change.

AutoSignature

Click this option to add or change your AutoSignature.

The AutoSignature dialog box opens. Enter your AutoSignature and
use the formatting toolbar to customize the appearance of the
AutoSignature.

You can also select the following options for your AutoSignature.

Add AutoSignature to the end of outgoing messages -
Automatically appends the AutoSignature to the end of all email
messages sent with the Maximizer Email Service.

Suppress AutoSignature when forwarding and replying -
Does not automatically add the AutoSignature when you
forward or reply to messages.

The Overview Page tab of the Preferences dialog box determines
settings for the My Work Day page.

Startup

When starting, go directly to My Work Day - Automatically
opens the My Work Day page when you log in to Maximizer
Web Access.

Options

This section determines the contents of the My Work Day page.

Show Dashboards - Includes the Dashboards tab in the My
Work Day page.
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¢ Show Tasks and Appointments - Includes sections for Tasks
and for Appointments in the My Work Day page.

e Show Company Announcements - Includes company
announcements in the My Work Day page. The documents are
stored in the Company Announcements folder in the Company
Library.

Importing Data

You can import 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.

After importing Address Book entries into Maximizer, you can
identify the imported records by selecting View > Favorite Lists in the
Address Book page. A list of imported Address Book entries is stored
in a Favorite List named according to the file format and import date
and time.

In addition to the functionality in Maximizer Web Access, you can use
Maximizer or Administrator to import data from comma-separated
and tab-delimited files and from other contact management and
CRM databases, including ACT! and GoldMine databases.

The following section contains additional information on importing
data into Maximizer Web Access:

e “Importing from MXI or XML Files” on page 238

Importing from MXI or XML Files

You can import Address Book entries, customer service cases, and
knowledge base articles from Maximizer XML Interface (MXI) or XML
files into Maximizer Web Access.

When you import Address Book entries, the imported entries are
saved to a Favorite List. The Favorite List is given a default name that
includes the time and date of the import.

To import data into Maximizer, users must have the Allow import
privilege. As well, users must have the required permissions for
inserting and modifying entries for the import to succeed.
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» To import data from a MXI or XML file

n In the left navigation pane, hover your mouse over
Administration, and select Import from the pop-up window.
The Import dialog box opens.

E Click Browse, and choose the MXI or XML file.

E In the Lead Handling area, choose if you want to import
Address Book entries as sales leads or not.

n Optionally, edit the name of the Favorite List created on import.
If you do not want to create a Favorite List, delete the text in the
Name field.

E Click Import.

The file is imported.
When the import is finished, the Import results section updates

to show the number of entries that were successfully inserted or
modified and the number of entries that failed to be imported.

Import x]
Select import file
Hame
Lead handling

© Use values from the import file
"~ Import all entries as leads
"~ Import all entries as non-leads
Favorite List for imported Address Book entries
Name: MXI imported [DateTimelergeField]

Import results

"ABExport-March15 MXI" was processed 19/03/2010 6:04 P, = |
Address Book entries: 0 inserted, 13 updated, 0 failed

Knowledge Base articles: 0 inserted, 0 updated, 0 failed

Customer Service cases: 0 inserted, 0 updated, 0 falled

£l
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Company Information

You can quickly access information on other Maximizer users directly
from Maximizer Web Access. You can view a phone list of Maximizer
users in a printable format. You can also check the Peg Board to view
the availability of your co-workers.

The following sections contain information on accessing company
information in Maximizer:

e “Viewing Company Phone Lists” on page 240
e  "Checking the Peg Board” on page 241

Viewing Company Phone Lists

You can view a phone list of all users in an Address Book. The short
form of the phone list includes last names, first names, and phone
numbers. The long form also includes the phone numbers listed in
the Phone 2 field and email addresses. The phone lists are displayed
in your browser in a printable format.

» To view a phone list of Maximizer users

n In the left navigation pane, hover your mouse over User
information.

E In the pop-up, select Short phone list or Long phone list.

The phone list is displayed in a separate browser window.

First name Last name Email Phone 1 Phone 2. ext.

Celine Dancar cdancer@maamizar.com (555) 775-0859  (555) 775-0900 Exa. fax
Daniel Brown dbrown@masmizer com  (555) 7750884  (555) 775-0800 Bxt. fax
Jon Bowses jbowser@maxmizer com _(555) 775-0883 (555) 775-0900 B fax
Jo= Napch Inapoi@masimizer com (555) 775-0982 (555) 775-0900 Exxt. fax
Lucy Garcia lgarcia@mazxmizer.com (555) 775-0981 (555} 775-0900 Ext. fax
Lou Jones lor imizer.com (555) 7750987 (555) 7750800 Ext. fax
Mark Bencli mbenoli@maxmzer.com _ (555) 775-0978 _(555) 775-0800 Ext. fax
Miranda Corel mecrel@masimizer com (555) 775-0977 (555) 775-0900 Exxt. fax
Matt Graham mgraham@maximizer com _ (555) 7750876 (555) 775-0900 Fxt. fax
Wonda White wwhite@maimizer com (555) 7750873 (555) 775-0800 Ext fax
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Checking the Peg Board

The Peg Board works with the calendar to show you each user’s
current status. At a glance, you can check to see if a specific user is in
the office or is busy. You can also sign users in and out of the Peg
Board.

» To check the Peg Board

n In the left navigation pane, hover your mouse over User
information.

E From the pop-up, select WhereAbouts.

The Peg Board dialog box opens listing users and their current

status.
Peg Board %]
User list
Status User Remarks Name Address Book Entry
Out _Bilie Holly
In  Celine Dancer
I COMPANY
In Daniel Brown
Out  JoeNapoii  Booked until 7.00 PM ; Customer Service Me.. Chen, Melanie Amelia Liguors South
In  Jon Bowser
Out Lou Jones Booked until 7:00 PM : Customer Service Me. Chen, Melanie Amelia Liquors South

Out  Lucy Garcia Booked until 7.00 PM : Customer Service Me...  Chen, Melanie Amelia Liquors South

In Mark Bertolli
In Matt Graham
In Miranda Corell

Out  Wonda White

ﬂ To change a user’s status manually, click on a user name and
modify the status for the user.

& User Status -- Webpage Dialog =]

User: Celine Dancer

The Peg Board Status for this user:

‘@/iCheck this user's calendar to update the Peg Board

In

Out

Remarks concerning this user's whereabouts:

cance




242 | Maximizer Web Access
User’s Guide



Index

A

access rights 150, 192, 235
for Address Book entries 22
account managers 28—29
accounting notes 98
ACT! databases 238
Action Plan Library permissions 93
Action Plans 93
scheduling 94
templates 93
Active X controls 123
activities
in automated campaigns 170, 172, 179
in entries 96
in opportunities 145, 147
Activities tab 96
adding
Address Book entries 20
appointments 91, 119
automated campaigns 162
coloring rules 79
column setups 76
customer service cases 186—187
documents 104
Favorite Lists 72
Hotlist tasks 86, 119
indicators to dashboards 210
knowledge base articles 200
notes 100
opportunities 142
to Favorite Lists 74
to the Company Library 107, 109
user-defined fields 42
addition, in user-defined fields 47
Address Book
maximum size 229
preferences 228
Address Book entries 10, 16
access rights 22
Action Plans for 94
activities for 96
adding 20, 22, 131
appointments for 88, 90
defaults 60
documents in 104
email for 113, 117
email reminders for appointments with 90
global edits 69
Hotlist tasks for 84
importing 238

Index 243

in automated campaigns 175
in Favorite Lists 72
logging notes for 98
modifying 18, 24
reminders for appointments 234
searching for 61
user-defined fields for 36
viewing 18, 113, 135
Address Book list 18, 229
Address Book page 7, 17
Address Book permissions 26
advanced export to Microsoft Excel 223
alarms
default settings 233—234
for appointments 90—91
for Hotlist tasks 85
aligning territories 30
all fields search 62
column setups in 76
Allow export privelege 223
Allow import privelege 238—239
alphanumeric user-defined fields 37
functions for 48
alternate addresses 24
AND operator in formula user-defined fields 59
appointments 88
access rights 235
adding 91, 119
in Action Plans 93
in Hotlist 84
in My Work Day 12, 238
logging notes for 232
personal 120
viewing 90, 96
arithmetic in user-defined fields 47
assigning
customer service cases 189
Hotlist tasks to users 87
territories 29—30
attachments in email 116, 172
automated campaign templates
messages 166
automated campaigns 159
activities in 170
adding 162
merge fields 168
messages 166
resuming 178
status 177
subscribers in 175
suspending 177



244 | Maximizer Web Access

User’s Guide

templates 159
testing 179
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for dashboard indicators 210
color scales 223
coloring rules 79

applying 81

creating 79

in export to Microsoft Excel 223
column reports 224
column setups 76

campaigns 160

creating 76

customer service 182
for Hotlist 84
in all fields searches 64
in export to Microsoft Excel 223
in Favorite Lists 72
retrieving 78
columns, sorting by 10
comma-separated files 238
Companies 16
adding 20
Contacts in 21
Company Announcement Authors security group 12
company announcements 12, 238
Company Library 106
adding to 109
company announcements in 12, 238
organizing 107
sending email from 110
Company Library page 9, 106
comparing values in formula user-defined fields 58
competitors 143
completing
activities in opportunities 147
Hotlist tasks 85, 232
complex sales 138
conditional formatting 223
confidence rating 142

Confirm when creating Contact, in Microsoft Outlook 131—132
Confirm when saving email, in Microsoft Outlook 131, 134

Contacts 16

adding 21
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Escona Tutorial 3
ETF file format
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expired knowledge base articles 199
exporting
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reports in Reporter 221 global edits 69
to Microsoft Excel 223 GoldMine databases 238
group indicators 209
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adding/removing entries 74
at Address Book startup 18, 74 history notes 98
column setups in 76 holidays, in Calendar 234
creating 72, 238 Hotlist 84
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of documents for searches 67 in Calendar 89
of knowledge base articles 202 in customer service cases 186
of reports in Reporter 221 in My Work Day 12, 238
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functions for 208
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248 Maximizer Web Access

User’s Guide

monitoring
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notes 98
adding 100
default 101
email messages in 236
in the Company Library 108—109
logging 98, 127, 231
preferences for 231
searching by 66
types 98
Notes tab 99
notifications
for appointments 91
numeric user-defined fields 38
functions for 56
in advanced export to Excel 223

o

On Schedule success factor 147
One email, option in email 117
ongoing campaigns 175
opportunities 10, 138
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team members with edit rights 144
teams
quotas for 155
templates
for Action Plans 93
for automated campaigns 159
for email messages 121
for email notification 150, 192
quotas 154
territories
aligning 30
assigning manually 29
quotas for 155
setting up 28

Territory Management 28
aligning territories 30
matching territory rules to entries 28
unaligning entries 30
territory status 28—29
testing automated campaigns 179
Text function 51
text, email format 116
time zone
in personal preferences 230
when logging in 230
timed notes 99
timer 232
title bar 10
Total unique clicks 164
Total URL Visited, automated campaign statistic 173
transfer log notes 99
TXT file format 67
for automated campaign messages 166
for automated campaigns 168
for knowledge base articles 202

U

unaligned entries 30
undoing searches 68
unfinished activities, in Calendar 234
Unique opened emails 163
Unsubscribed, automated campaign statistic 173
Unsubscribes 163
unsuccessful Address Book entries

retrieving lists for automated campaings 174
URL

for Maximizer Web Access 3

for Microsoft Outlook integration 129

for Reporter 220
URL Visited Unique, automated campaign statistic 173
URL Visited, automated campaign statistic 173
User-defined field setup permissions 42
user-defined fields 36

coloring entries by 79

creating 42

default settings for 229

displaying 76

folders for 41

formula 47

in automated campaigns 164

in customer service cases 187

in opportunities 143

modifying 44

searching 62

setting up 40

sorting 41

types 37
User-Defined Fields tab 37



users
appointments for 89—90
displaying in groups 229
Hotlist tasks for 84—85, 87
notifying about cases 150, 192
selecting to monitor cases 192
selecting to monitor opportunities 150
status of 241
user-defined fields for 36
viewing information on 240

Vv

validating, email/ fax 162

Value function 52

View bar 10

View in Address Book 18, 138

viewing
appointments 90
automated campaigns 163
customer service cases 183
dashboards 204
documents 104
Favorite Lists for entries 75
knowledge base articles 197
opportunities 139

subscribers of automated campaigns 174
virtual directory 219

w

web access sites 3

web browsers 5, 219

websites, for Address Book entries 18
week numbers, in Calendar 234
weekly list view, for Calendar 88, 233
weekly view, for Calendar 88, 233
WhereAbouts 241

Windows Server 230

work days 235

working hours 233

X

XLS file format 67
XLS, file format 202
XML file format 67
XML, file format 238

Y

Year function 55
yes/no user-defined fields 38, 45
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