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Labeling Conventions 

 
1. Please pay special attention to those areas that are highlighted in yellow. 

 
2. The click path for menus is defined by the > sign between menu selections, for example 

File > Print. 
 

3. Buttons and Links are in single quotes, for example the ‘Records’ menu. 
 

4. Definitions or items that are being defined / explained are in Bold Italics followed by the 
definition or explanation. 

 
5. Because the system is highly customizable the screen shots may exactly not match your 

view. 
 
 

Note: Your access to certain features and functions is determined by your security 
profile (set by your Administrator).  Depending on your access privileges, you may 
find that some of the options described in this document are not displayed.  If you 
have any questions about your security privileges, please contact your sales 
representative. 
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INTRODUCTION TO ADMINISTRATION 
 
This guide has been developed for the purpose of documenting the features of the CRM 
application and to assist the administrator with the functions of the system.   
 
Below are the available Administration functions (depending on your level of administrative 
access all of these may or may not be available).   
 
To get the most out of this manual it is recommended that you go through it while you are logged 
into the system and click through the functions as you go read about them. 
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Much of the maintenance for users and WorkGroups can be accessed via the Administration 
button in the top banner of the application.  There are several levels of administration 
authorization.  Access to administration features will vary according to your level of 
administration authorization. 
 
The application is constantly being updated and improved.  The pictures of the screen may vary 
slightly from what you see on your computer. 
 
This manual is also a good reference for the more technical user. 
 
In addition to the features documented here there is another level of administration privileges 
referred to as Super-Admin.  These privileges are reserved for the data center and development 
team.  Occasionally you will need to have Super-Admin enable a feature before it will be 
available to you.  For example, you will not be able to manage WorkGroups or send bulk email 
until Super-Admin has enabled these features. 
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ADMINISTRATION FUNCTIONS DEFINED 
 
Not all administration features will be available to all users.  Certain Admin Privileges affect 
customer billing and will only be turned on by request – several of those are highlighted in RED. 
 
Here is a brief overview of the administration functions.  Each of these will be covered in detail 
in this document. 
 
Campaigns - maintain campaigns in terms of Campaign ID, Campaign Name and other Sales & 
Marketing information (including Survey Scripts). 
 
Message Board/Events - maintain home page(s) and event(s) -- these are assigned to individual 
users as part of their logon specifications. 
 
Organization - maintain Group/Organization information including main contact name and 
demographics. The application has four levels of lead assignment:  Group/Organization and 
Account Manager, Partner and Partner Rep. 
 
Account Managers- maintain the list of Account Managers and associated demographics 
(Group/Organization the account manager is associated with, contact information including 
email and whether or not this Account Manager has a logon.  The indication of whether or not 
this Account Manager has a logon is useful because if they do not have a logon they can’t receive 
leads. 
 
Partners - maintain list of Partners and their information including main contact name and 
demographics. 
 
Partner Reps - maintain Partner Rep name and demographics associated with each Partner. 
 
Email Notification Content – there are four categories of email notification 
 
General Email Notification Content –used for all notifications which don’t fall under Daily 
Email, Express Email or Callback/Event Notification Email. 
Express Email Notification Content - maintain Express Email Notification template content in 
terms of sender and basic message.  This is primarily used to notify reps that they have a new 
lead. 
 
Daily Email Notification Content - maintain Daily Email Notification template content in terms 
of sender and basic message.  The system will send daily emails to let the user know they’ve got 
leads and should logon to the system. 
Callback/Event Notification Content - maintain Callback/Event Email Notification template 
content in terms of Workgroup, Type of Follow-up, Start Time, End Time, Meeting Location, 
Phone, Type of Meeting, Company, Attendees and associated Marketing Campaign. 
 
The content of these emails can be customized by type and by workgroup. 
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Track User Activity - query by Workgroup/User Type/Date Range to view individual user 
activity by # Logons, # Records Created and # Records Updated.  This is especially useful for 
call center managers. 
 
Track Library Activity - provides detail about Library use, including downloads.  
 
Security Levels – provide access to pre-determined and customized levels of security (pre-
determined features are those that are most likely of use to users of that type).  When setting up a 
user it is quick and easy to select a pre-defined security level and then modify it later as required.  
Pre-defined security levels include: 
Account Manager  
Administrator  
Business Partner  
Global User  
Group/Organization  
Partner Rep  
 
Logon Management - maintain User Logons including privileges (eg Email, Custom Forms, 
Lead Nurturing, Workflow Automation etc.), Homepage, data access restrictions and other key 
data elements.  This is a key function and is covered in detail in the Logon Management section. 
 
Reference Tables - maintain pull-down values appearing in key tables.  For example things like 
Lead Status, Lead Source, Sales Stage etc are all customizable by the user through these 
reference tables. 
 
Custom Forms – create, edit and maintain all custom forms associated with the workgroup.  The 
custom forms are an easy to create / easy to use feature that allow you to essentially create a 
database within a database.  You get to define the fields and layout.  All the fields in the custom 
forms are searchable.  It’s a great way to extend the functionality of the system.  Some examples 
of custom forms include:  
Patient Records 
Mortgage Applications 
Manufacturing Specifications 
Insurance Application & Records 
Call Center Scripts 
Real Estate Listings   
 
You can also easily map your Landing Pages to custom forms (with an easy to use tool built into 
the system – see the next item below), which will bring your landing page data into your 
WorkGroup. 
 
Map Web Forms to Custom Forms - allows fields from a landing page or web form to be 
directly mapped to a custom form.   
Step 1 – create a landing page 
Step 2 – create a custom form with the same fields as you have on the landing page 
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Step 3 – use this tool to map the Landing Page to the Custom Form.   
 
It takes about 10 minutes to map a landing page to a custom form. 
 
Downloadable Fields - defines what fields are available for downloading purposes.  The system 
makes it easy to get your data both in and out of the system.   
 
Customize Pages - allows Labels, Click-Actions and Section Orientation / Placement / Visibility 
for various pages including:  

• Banner Menu 
• Home 
• Search 
• Add New Record 
• Record Update 
• View Profile 
• Edit Profile 
• Add / Edit Contact 
• Add / Edit Opportunity 
• Add / Edit Appointment / Call Back 
• Add / Edit Campaign 
• Add / Edit Activity 
• Assign Record 
• Merge Record 

 
This is an easy to use tool to allow you to customize your pages.  If your users aren’t going to use 
a feature you might as well turn it off.  If you want a particular section at the top of the page just 
a couple of clicks of the mouse and it’s there.  If you want to rename a field just click on the field 
and type in the new name. 
 
Customize Labels - defines which groups of field labels are used for the various pages and can 
be specified as a default for the workgroup.  Additionally, the default for the workgroup can be 
overridden for individual users so that each user can have their own set of labels for their fields. 
 
Account Manager Round Robin Queue - manage those account managers available for round-
robin assignment.  
 
Partner Rep Round Robin Queue - manage those partner reps available for round-robin 
assignment 
 
Required Fields – define what fields are mandatory in the following areas 
Add New Record / Add New Contact 
Edit Profile / Record Update 
Add / Edit Opportunity 
Add / Edit Appointment / Call Back 
 
Postal Assignments - defines what ZIP5/ZIP3 are auto-assigned to Account Managers and/or 
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Partner Reps [applies to certain web forms] 
 
State/Country Assignments - defines what States/Countries are auto-assigned to Account 
Managers and/or Partner Reps [applies to certain web forms] 
 
Workgroup Messaging – creation and management of a workgroup message that appears in a 
popup window when users login to that workgroup  
 
Lead Nurturing Tracks – creation and management of Lead Nurturing or “Drip Marketing” 
tracks.  Each track can have multiple emails. 
 
Email Verification - provides verification of user emails.  This is mandatory before using the 
system to send emails.  This confirms that you are indeed the owner of that email account. 
 
Manage Workgroups –maintenance of user’s workgroup parameters [may be set up as 
create/maintain or maintain only] 
 
View Marketing Activities - tracking of records with prior marketing activity and provides an 
option to back them out 
 
Email Message Templates - provides for creation and maintenance of Email Templates 
 
Dashboard Settings - allows for maintenance of Dashboard Report settings.  Define which report 
/ chart will be visible on the dashboard. 
 
Web Links - Defining workgroup web links.  Web links provide additional information for the 
current record.  For example,  
MapQuest is an optional weblink that can provide driving directions. 
LinkedIN is an optional weblink that can provide additional information about one of your 
contacts. 
 
Currency Support - allows a change to single or multiple currencies 
 
Automation and Workflow Management - defining business rules for both Call Stat functions 
and/or Profile Summary reference tables.  For example, you may have a call stat button that 
marks the record that a call was placed today, puts a reminder in your calendar to call the 
prospect again tomorrow and sends the prospect an email saying you tried to reach them. 
 
Home Page Shortcuts - Manage available shortcuts at the Workgroup level.  Any of the reports 
that are available can be turned into a shortcut on the home page.  This is an easy way to make 
sure the things you do most often are only 2 clicks away.  For example, a sales forecast can be a 
shortcut. 
 
Home Page Searches - Manage available searches at the Workgroup level.  Any search that 
you’ve done can be saved as a ‘Home Page Search’.  The system has a powerful search engine 
that you can use for things like – leads without assignments, industry analysis, territory analysis, 
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etc. 
 
Home Page Dashboards - Manage the available dashboads at the workgroup level, part of the 
information center of the home page.  This is where the charts and graphs are displayed.  
 
Bounced Email Messages - Manage bounced emails for any email sent from within the system: 
standard and HTML email messages, templates like newsletters and lead nurturing tracks..  
 
Quote Settings - Manage the options available with the quoting system.  
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CAMPAIGN MANAGEMENT 
 
The Campaign Management function is where you set up the marketing campaigns.  Organizing 
records by campaign makes it easy to search and assign records.  It also provides a means to 
measure marketing ROI. 
 
You get to Campaign Management via the Administration or Campaign function in the top 
banner of the application.  Campaigns can be Added, Edited and Deleted via this function.   
 

 
 
This table controls the pull-down values in the Campaign field on the Search page.  It is 
important to note that the application internally stores the Campaign ID in the individual record 
in the database and does a table look up to display the Campaign name.  This allows for the user 
to change the Campaign name at any time. 
 
The Campaign record contains a lot of marketing type of information that can be stored and 
retrieved regarding an individual campaign.   
 
There are two mandatory fields: Campaign Name and Campaign ID.  The Campaign ID must be 
unique within the workgroup. 
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There are two special custom forms that can be dynamically associated with a particular 
campaign:  Feedback and Sales.  A Feedback custom form allows for a series of questions and 
answers regarding a lead at the bottom of the Sales Update page.  The Sales custom form allows 
for a custom set of fields to appear as part of the Sales Progress area on the Sales Update page.  
These are discussed in more detail in the Custom Forms section. 
 
The Days Until Reassigned in the 1st field in the Campaign Detail can be used to notify Account 
Manager or Partner Reps that “x” number of days remain until lead may be reassigned (this is not 
an automatic feature).   
 



 
(RETURN TO TABLE OF CONTENTS) 

 

 
Campaign Management  14 

 

For example, if this field is set to 10 days then the application tracks the lead from the day that it 
is assigned and displays the number of day remaining until the counter is 0.  As the counter is 
scheduled to reach 0, the Account Manager and/or Partner Rep will be notified (if they have the 
Email Notification feature turned on).  
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MESSAGE BOARD  
AND EVENT/LIST MANAGER 

 
The Home page includes: 
Dashboard for Charts & Graphs 
Message Board / Bulletin Board for messages 
List/Event Manager for lists (some examples include current events, current commodity prices, 
current insurance rates, current mortgage rates, specials, deals, etc). 
 
The Message Board/Events Maintenance function is where you set up the Home Page(s).  This 
can be reached via the Administration function in the top banner of the application.   
 
Multiple Home Pages (including Lists/Events) can be set up and assigned to the individual user 
at logon setup time.  You may want a different Home Page for internal personnel versus partner 
users.  
 
If you have access to more than one workgroup, it is important to double-check that you are 
editing the correct message board(s) and associated events for the correct company by 
confirming that the appropriate Workgroup name appears in the drop down box at the top of the 
Message Board List page. 
 
 

 
 
Add an Message Board - To set up a new message board, click the Add Record tab on the 
Information Board List page to open a window for the new message board.  This is a full HTML 
editor so it can contain variable size type, graphics and even video.  The message board is 
uniquely assigned for each workgroup.  If multiple message boards are available to the 
WorkGroup, then the message board can be assigned at the individual level through the Internal 
Security page. 
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Edit an existing information board - To edit an existing message board, go to the Message Board 
List page and click on the message board you wish to edit. You can enter new text or change 
existing text.  When you are finished, press the submit button to make the changes take effect. 
 

 
 
Delete an information board - To delete an existing message board, go to the Message Board 
List page and click on the message board you wish to delete.  When the message board opens, 
scroll to the bottom of the page and click delete. 
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Upload a logo - It is possible to include a logo or other small graphic in the upper left-hand 
corner of an Message Board. To add a logo so that it is included in the drop-down list for the 
message board, click on the Upload Logo tab on the Message Board List page. Browse for the 
document name on your computer or network and once it appears in the filename dialog box, 
press Upload. 
 

 
 
Event/List Tracker Management - To add, edit and delete events, access the Message Board List 
by clicking the Message Board List tab on the main Information Center page and then click on 
the ‘add event’ for the Message Board you’d like to modify. Alternately, you can access this are 
by going to the Message Board/Events Maintenance section in the Administration area. 
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ORGANIZATION / GROUP  
ASSIGNMENT TABLES 

 
The application has four levels of lead assignment:   
Organization/Group 
Account Manager 
Partner  
Partner Rep  
 
For internal purposes you can setup a two level hierarchy by assigning an Account Manager to a 
particular Group/Organization such as a district, region or division.  An Account Manager must 
belong to a Group/Organization and assignment is at the Account Manager level only. 
 
For external purposes (or for an alternative internal purposes a you can setup a two level 
hierarchy by assigning Partner Rep to a particular Partner.  Partner Reps must belong to a Partner 
and assignment is at the Partner Rep level only. 
 
User access at these assigned levels is controlled by the relationship of these tables to the user’s 
logon privileges.  This will be covered in more detail under the Logon Management section of 
this document. 
 
The Administration function Organizations is where you set up an internal group or 
organizational level such as a region, division, district, etc.  This can be reached via the 
Administration function in the top banner of the application.  
 

 
 
The Organization add/edit page contains data that can be collected about an Organization for user 
“informational” purposes.  The Organization Name field is the only required field.  An 
Organization needs to be set up before creating and assigning Account Managers. 
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If a user logon is restricted to the Organization assignment level then that logon must be set up as 
a Partner level logon and the first name and last name on that logon must exactly match the first 
name and last name of the first name and last name fields on the Organization page.  This will be 
further explained in the Logon Management section of this document. 
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ACCOUNT MANAGER ASSIGNMENT TABLES 
 
The Administer Account/Account Manager function is where you set up an Account Manager 
associated with a particular Group.  This can be reached via the Administration function in the 
top banner of the application. 
 

 
 
New Account Managers can be added via the Add Account Manager tab or by Import tab.  
Existing Account Managers can be edited or deleted via clicking on the edit hyperlink on the 
right hand side of the page, which will take you to the Account Manager Maintenance page. 
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The Account Manager edit page contains data that can be collected about an Account Manager 
for user “informational” purposes.  The Account Manager first name and last name are required 
fields.  An Account Manager needs to be “linked” to a Organization via the Organization field 
pull-down table. Organizations need to be set up before creating associated Partner Reps. 
 
Until this page indicates ‘Has Logon’ equals ‘Yes’ this user will not be able to see assigned 
accounts. 
  
If a user logon is restricted to the Account Manager assignment level then that logon must be set 
up as an Account Manager level logon and the first name and last name on that logon must 
exactly match the first name and last name of the Account Manager page.  This will be further 
explained in the Logon Management section of this document. 
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PARTNER ASSIGNMENT TABLES 
 
The Partner function is where you set up a Partner company and contact.  This can be reached via 
the Administration function in the top banner of the application.  
 

 
 
New Partners can be added via the Add Record tab.  Existing Partners can be edited or deleted 
via the Partner List page. 
 
The Partner edit page contains data that can be collected about a Partner for user “informational” 
purposes.  The Company field is the only required field.  A Partner needs to be set up before 
creating and assigning Partner Reps. 
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Until this page indicates ‘Has Logon’ equals ‘Yes’ this user will not be able to see assigned 
accounts. 
 
If a user logon is restricted to the Partner assignment level then that logon must be set up as a 
Partner level logon and the first name and last name on that logon must exactly match the first 
name and last name of the Primary Contact on the Partner page.  This will be further explained in 
the Logon Management section of this document. 
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PARTNER REP ASSIGNMENT TABLES 
 
The Partner Rep function is where you set up a Partner Rep associated with a particular Partner.  
This can be reached via the Administration function in the top banner of the application. The 
following is the detail on the Partner Rep page: 
 

 
 
New Partner Reps can be added via the Add Partner Rep tab or via the Import tab.  Existing 
Partner Reps can be edited or deleted via the Partner Rep List page. 
 
The Partner Rep edit page contains data that can be collected about a Partner Rep for user 
“informational” purposes.  The Partner Rep first name and last name are required fields.  A 
Partner Rep needs to be “linked” to a Partner via the Company field pull-down table. Partners 
need to be set up before creating associated Partner Reps. 
  
If a user logon is restricted to the Partner Rep assignment level then that logon must be set up as 
a Partner Rep level logon and the first name and last name on that logon must exactly match the 
first name and last name of the Partner Rep page.  This will be further explained in the Logon 
Management section of this document. 
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Until this page indicates ‘Has Logon’ equals ‘Yes’ this user will not be able to see assigned 
accounts. 
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DAILY EMAIL NOTIFICATION CONTENT 
 
If the you choose to have Daily Email Notification  
This feature needs to be activated at the workgroup level. 
It needs to be turned on in the individual user logon. 
A template must be set up to define the basic content and other key data.   
 

 
 
Daily Email Notifications are prepared and sent to individuals at 1am each day. 
 
Email Notifications can be produced for any of the four assignment level personnel:   
Organization (main contact) 
Account Managers 
Partner (main contact) 
Partner Reps 
 
The Email Notification contains the following events: 
New Leads the prior day (input via load process or manual add) 
Leads reassigned the prior day 
Lead expiring (see description of this feature in Campaign Management) 
Call Backs today 
 
Description of Email Notification Content fields: 
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Company – the name of the workgroup that this Email Notification Content belongs to 
From Name – What is to appear in the From Name of the individual Email Notification 
From Address – this address needs to be set up when the signing up for the application 
Body – what appears in the Email Notification preceding the four items listed above 
 
The following is what a sample Daily Email Notification would look like that was sent out by the 
application at 3 AM EST: 
 
From: "Alive Sales & Marketing Department" <emailnotifcations@client.com> 
To: "Mike Jolly" <mike.jolly@alive.com> 
Subject: Leads Notification 
 
Company: Alive 
 
[Please do not reply to this e-mail, this is an unattended e-mail account] 
 
This is to notify you that a sales opportunity has been posted on our lead management system. 
 
Go to http://www.client.com/login and log into using your user name. 
If you have any questions, please contact Sandy Perko at sperko@alive.com 
 
      - 1 New Lead(s) assigned on 17-Jul-2010 
           - Leeds Consulting Group: Bill Jones 
 
      - 4 Re-assigned Lead(s) on 17-Jul-2010 
           - Heads Up Technologies: Frank Smith 
           - Inet Inc.: Sally Fields 
           - Intervoice Inc.:Sharon Young 
           - Motorola: Bob Lang 
 
      - 3 Lead(s) must be followed-up immediately 
            - Analog Modules: Dick Mason 
           - Comtech Systems: Nancy Wills 
           - Dynacs Engineering Co. Inc: Ronda Taylor 
 
Organization and Partner main contacts will receive a “recap” of their respective Account 
Managers or Partner Reps if they have Email Notification activated.  
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EXPRESS EMAIL NOTIFICATION CONTENT 
 
If the you choose to have Express Email Notification  
This feature needs to be turned on in the individual user logon. 
A template must be set up to define the basic content and other key data.   
 

 
 
Express Email Notifications are prepared and sent to individuals immediately at the time that a 
lead is manually assigned online.  If a group of leads is assigned manually then no Express Email 
Notification is sent. 
 
Email Notifications can be produced for any of the four assignment level personnel:   
Organization (main contact) 
Account Managers 
Partner (main contact) 
Partner Reps 
 
Description of Email Notification Content fields: 
Company – the name of the workgroup that this Email Notification Content belongs to 
From Name – What is to appear in the From Name of the individual Email Notification 
From Address – this address needs to be set up when the signing up for the application 
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Body – what appears in the Email Notification preceding the four items listed above 
 
The following is what a sample Express Email Notification would look like: 
 
From: "Alive Sales & Marketing Department" <emailnotifcations@client.com> 
To: "Mike Jolly" <mike.jolly@alive.com> 
Subject: New Lead 
You have a new lead. Please see below for details. 
 
Please do not reply directly to this e-mail message, as this is an unattended e-mail account. 
 
Workgroup: Alive 
 
Please remember to update the status of this item by going to 
http://www.YourLogonSite.com/login 
 
Campaign: LM TEST 
Initial Status: WARM 
ID: none 
Company: Heritage Marble Of Michigan Inc 
Address:  
City:  
State:  
Zip:  
 
Contact: Richard Cross 
Sales Comment:  
18-Jul-2010   4:53 PM EDT – Support Account Manager Reassignment from John King to Don 
Budge 
 
28-Jun-2010   12:25 AM AEST – Support (Send transaction from Ed Jones to Sally Fields) 
 
Organization and Partner main contacts can receive copies of the Express Email Notifications of 
their respective Account Managers or Partner Reps if they have Email Notification activated.  
But they will be not be combined like the Daily Email Notifications, rather they will be 
individual emails of each individual sent to the respective Account Managers or Partner Reps.  
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TRACK USER ACTIVITY 
 
The Track User Activity function allows the user to query by Workgroup/User Type/Date Range 
to view individual user activity by: 
Number of Logons 
Number of Records Created 
Number of Records Updated 
 
This is what the Track User Activity query page looks like: 
 

 
 
This is a sample of what the Track User Activity Report looks like: 
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TRACK LIBRARY ACTIVITY 
 
Tracking Library Activity allows the administrator review activity by user, as seen in the sample 
below. 
 

 
 
The library is a convenient place to store all of your digital assets. 
Product literature 
Customer testimonials 
Digital advertising 
Electronic Invitations 
Sample letters 
eBooks 
Whitepapers 
Case studies etc.  
 
It is a good idea to keep track of who is using these resources and who was responsible for the 
current version of the document in the library. 
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SECURITY LEVELS 
 
In order to help in the set up and standardization of user logons across a workgroup the 
application has a Security Level template feature that allows you to predefine a set of security 
privileges for a particular set of users and then use that template when creating future user 
logons. 
 

 
 
The Security Levels template feature can be reached by clicking on the Security Level tab in the 
upper left-hand corner of the Logon Management page.   
 
Click on one of the pre-configured security levels to open it.  Click ‘Save As’ and give it a 
unique name.  That security level is now visible to the entire workgroup from the Logon 
Management Page. 
 
This makes creating a user logon fast and easy.  If you want to go back and modify the privileges 
select the security level you want to change from the Security Levels page, make the changes and 
click submit.  The application will ask you if you want to “Apply to all users with this template?” 
 
The Security Levels template will allow for pre-defining all of the privileges below plus the 
Label Set and Companies field. 
 
The following is the Security Level template page: 
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(RETURN TO TABLE OF CONTENTS) 

 

 
Security Levels 34 

 

 
 
 

 
 
 
 
 
 
 

 
 
All of the available choices on the Security Levels page will be defined in the next section on 
Logon Management. 
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LOGON MANAGEMENT 
 
The Logon Management function is where you set up the individual user logons.  This can be 
reached via the Administration function in the top banner of the application.  Logons can be 
Added, Edited and Deleted via this function.  
 
Individual logons can be edited by clicking on the edit hyperlink.  There are three logon pages 
that define a user’s privileges: 
Privileges 
Internal  
User profile  
 
Below is the main Logon Management page: 
 

 
 
To edit a user’s privileges click on any of the three hyperlinks – Privileges, Internal or User 
Profile. 
 
To add a new user logon, click on the New Logon tab on the Logon Management page.  You’ll 
notice that his page is nearly identical to the Security Levels page except that the Security Levels 
section in the upper left hand corner has been replaced with the User Information. 
 
The Add Logon page contains settings the following functions (starting from the left column top 
to bottom and then the right column top to bottom): 
User Information 
Home Page 
Adding Records 
Viewing/Editing Records 
Adding Editing Records 
Calendar and Callback / Events 
Workgroup Access 
Searching Privileges 
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Reporting 
Email Settings 
Library 
Administration 
Integration Options 
Offline / Mobile Access Privileges 
 
This page is for setting up the basic logon information plus user privileges at the individual user 
level. 
 
Each section will be explained in detail. 
 
User Information Fields: 
 
First/Last Name is the Name of the User 
Account that is being created/modified.  
This is the name that appears on the Home 
Page when user signs in.  If the user is being 
set up at one of the four user levels 
[Organization Contact, Account Manager, 
Partner Contact, Partner Rep] then the 
First/Last Name in the appropriate level 
table must exactly match the First/Last 
Name of their logon record. As an example, 
if a user called Brian Smith is accessing the application at the Account Manager level then he 
must have a record in the Account Managers Page (accessed from Administration) showing a 
First/Last Name of Brian Smith and he must also have a logon with access to that workgroup 
with a User Type of Account Manager. 
 
Username is what they'll use to login must be unique (across all users of the application).  It is 
strongly suggested that the users individual email address be used as the Username for 
uniqueness and ease of remembering one’s Username. 
 
New Password can be anything but it is recommended for ease of implementation that the 
temporary password for all users be set to some common value such as ‘password’ or the name 
of your company.  The first time the user logs in they will be required to change this initial 
password setting.  If a user has forgotten their password as an administrator you can reset it.  The 
user’s current password is encrypted and cannot be viewed.  For security reasons the new 
password is temporary.  When the user logs into the system using the new password they will be 
instructred to enter a new password. 
 
Group is just for customer identification purposes in order to identify a group of users within a 
database. 
 
User Type – Defines a type of user. Access to certain features (e.g. record assignment) is 
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restricted base on user type.  Select from 
• Administrator – to manage logons and workgroup configuration 
• Global User – access to all records in the workgroup 
• Organization – typically a sales or marketing manager 
• Account Manager – a sales rep with access limited to assigned records 
• Partner – a business partner sales or marketing manager 
• Partner Rep – a business partner sales rep with access limited to assigned records 

 
Default Label Set can be set to Standard Set or customized for a particular company(s).  The 
default label set is the set of labels on the fields that is used when a label set has not been defined 
for a workgroup.  The selected label set is used when the user logs in to a workgroup.  Labels are 
typically the same for everyone in the workgroup.  Changing your labels will change it for 
everyone in the workgroup.  If you'd like personalized labels you can 'Save As'. 
 
User Status defaults to active.  A user can be made Not Active, which prevents them from 
logging into the system.  The user logon can be deleted by setting the Status to Delete – this will 
make the logon not accessible to the user or the admin level. 
 
Set Security sets the privileges for the user based upon either a standard or custom security 
template. Using Security Templates makes it quick and easy to set up a new user. 
 
Advanced Admin Privileges 
 
Last Template shows the last Security Template for this user. 
 
Allow Multiple Logons allows a user to logon multiple times concurrently. 
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Home Page Fields: 
 
Add / Edit / Delete Message Boards  
allows the user to update the message 
board and the events / list manager 
section of the home page / information 
center. 
 
Add / Edit / Delete View Dashboard 
Charts allows the user to view and add 
reports and charts to the home page / 
information center. 
 
Adding Records Fields: 
 
Add New Records allows the user to add and import records. 
 
Add Call Back allows the user to add a call back when adding new records. 
 
Import Records allows the user to import records, append comments to records, view imported 
records and manage import records templates. 
 
Import Records – Import to a Custom Form allows the user to import records to a custom form 
attached to a record. 
 
Import Records – Match to Existing Contacts this is a de-duplication feature; it allows the user 
to match existing contacts and add additional contacts to a record instead of creating a new 
record for the contact.  For example, suppose XYZ Company had 10 employees.  You could 
either have 10 records for those employees or you could use this feature to put all 10 employees 
in a single record for XYZ Company. 
 
Import Records – View All Imported Records allows the user to view details of imports and 
back out imported records for the workgroup, included other user’s imports for the workgroup. 
 



 
(RETURN TO TABLE OF CONTENTS) 

 

 
Logon Management 39 

 

Viewing / Editing Records Fields: 
 
Access to ‘Record Update’ Page - 
allows the user to access the 
‘record update’ page for a record. 
 
Access to ‘Edit Profile’ Page - 
allows the user to access the ‘edit 
profile’ page for a record. 
 
Show Custom Forms Section – 
Turns on or off the display of the 
"Custom Forms" section on the 
"Record Update", "Edit Profile" 
and "View Profile" pages and the 
"Contacts" popup dialog page.  
This setting works in conjunction 
with the configuration of the 
display of sections in the "Record 
Update", "Edit Profile" and "View 
Profile" pages (see the "Customize 
Pages" feature in the 
"Administration" page) 
 
Show Attached Files Section – 
Turns on or off the display of the 
"Attached Files" section on the 
"Record Update", "Edit Profile" 
and "View Profile" pages.  This 
setting works in conjunction with 
the configuration of the display of 
sections in the "Record Update", 
"Edit Profile" and "View Profile" 
pages (see the "Customize Pages" 
feature in the "Administration" 
page) 
 
Show Profile Summary Section – 
Turns on or off the display of the 
"Profile Summary" section on the 
"Record Update" and "View 
Profile" pages.  This setting works 
in conjunction with the 
configuration of the display of 
sections in the "Record Update" and "View Profile" pages (see the "Customize Pages" feature in 
the "Administration" page) 
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Show Call Center Stats Section  - Turns on or off the display of the "Call Center Stats" section 
on the "Record Update", "Edit Profile" and "View Profile" pages.  This setting works in 
conjunction with the configuration of the display of sections in the "Record Update", "Edit 
Profile", "View Profile" and "Search" pages (see the "Customize Pages" feature in the 
"Administration" page) and also in conjunction with the "Call Center Stats" setting for the 
workgroup (see the "Manage Workgroups" feature in the "Administration" page). 
 
Show Opportunities Section - Turns on or off the display of the "Opportunities" section on the 
"Record Update" and "Edit Profile" pages.  This setting works in conjunction with the 
configuration of the display of sections in the "Record Update" and "Edit Profile" pages (see the 
"Customize Pages" feature in the "Administration" page) and also in conjunction with the "Track 
Opportunities" setting for the workgroup (see the "Manage Workgroups" feature in the 
"Administration" page). 
 
Show Callbacks / Events Section - Turns on or off the display of the "Callbacks / Events" 
section on the "Record Update" and "Edit Profile" pages.. This setting works in conjunction with 
the configuration of the display of sections in the "Record Update" and "Edit Profile" pages (see 
the "Customize Pages" feature in the "Administration" page) 
 
Show Lead Highlight Comments Section - Turns on or off the display of the "Lead Highlight 
Comments" section on the "Record Update", "Edit Profile" and "View Profile" pages.  This 
setting works in conjunction with the configuration of the display of sections in the "Record 
Update", "Edit Profile" and "View Profile" pages (see the "Customize Pages" feature in the 
"Administration" page) 
 
Show Cases Section - Turns on or off the display of the "Cases" section on the "Record Update" 
and "Edit Profile" pages.  This setting works in conjunction with the configuration of the display 
of sections in the "Record Update" and "Edit Profile" pages (see the "Customize Pages" feature 
in the "Administration" page) and also in conjunction with the "Add / Edit / Delete / View Cases" 
setting for the user and with the "Access To Case Management" setting for the workgroup (see 
the "Manage Workgroups" feature in the "Administration" page). 
 
Show Quotes Section - Turns on or off the display of the "Quotes" section on the "Record 
Update", "Edit Profile" and “Add/Edit Opportunity” pages.  This setting works in conjunction 
with the configuration of the display of sections in the "Record Update", "Edit Profile" and 
“Add/Edit Opportunity pages (see the "Customize Pages" feature in the "Administration" page) 
and also in conjunction with the "Access to Quotes" setting for the workgroup (see the Manage 
Workgroup features for additional details). 
 
Add / Edit Contacts - Allows a user to add a contact to a record and allows a user to update 
contacts associated with a record 
 
Add Custom Form - Allows a user to attach a custom form to a record, contact or opportunity 
 
Edit Custom Form - Allows user to attach a custom form when adding a record.  Also controls 
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whether a sales form or feedback form displayed in the "Record Update" page is updateable; 
whether custom forms attached to a record are updateable and whether a custom form displayed 
in the "Opportunity Edit" page is updateable. 
 
Delete Custom Form - Allows a user to delete a custom form attached to a record, contact or 
opportunity.  Also allows a user to delete a custom form (from the "Manage Custom Forms" 
feature in the "Administration" page). 
 
Edit Highlight and General Comments - Allows a user to update lead comments (background 
information) on the "Edit Profile" page 
 
Assign Records - Allows a user to assign records to other users. 
 
Allow Partner View - For users with "User Type" equal to "Partner Rep", and for features that 
include a list of partner reps (e.g. assign record, add / update records, add / update callbacks), 
allows the user to assign to other partner reps for the same partner to which the user belongs. 
 
Share Records - Allows a user to share access to records. 
 
Clone Records - Allows a user to clone a record 
 
Archive Records - Allows a user to search for archived records, archive a record or records, 
restore archived records and merge records. 
 
Delete Records - Allows a user to delete a record or records 
 
Clone Opportunities - Allows a user to clone an opportunity 
 
Add / Delete Marketing Activities  - Allows a user to add and delete marketing activities 
 
Add / Edit / Delete / View Cases - Allows a user to add, view, update and delete cases 
 
Delete Email Messages - Allows a user to delete email messages associated with a contact 
 
Allow "Click to Dial" for Phone Numbers - Allows the user to one of the integrated dialing 
programs.  Features range from simple dialing to advanced call center functions like Predictive 
dialing with advanced reporting.  You may also use tools like Skype & Telify in Firefox for 
click-to-dial. 
 
Add to Lead Nurturing Tracks – Allows the user to add contacts to lead nurturing tracks. 
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Adding / Editing Records and 
Opportunities – Field Edits 
Fields: 
 
Initial Status - Read-Only – When 
checked, makes Initial Status read-only 
once it has a value. 
 
Campaign - Read-Only - When 
checked, makes Campaign read-only once it has a value. 
 
Lead Source - Read-Only - When checked, makes Lead Source read-only once it has a value 
 
Enforce Required Fields - When checked, enforces required fields on the Edit Profile and 
Record Update pages and on Add / Edit Opportunity page. 
 
Disable Adding Sales Rep Comments / Notes - When not checked, allows the user to add sales 
rep comments to a record and edit existing sales rep comments (if 'Allow Edit of Existing Sales 
Rep Comments / Notes' is checked) 
 
Allow Edit of Existing Sales Rep Comments / Notes - When checked, allows editing of existing 
sales rep comments.  When this field is check you’ll see all of the HTML tags in the Sales Rep 
Comments / Notes. 
 
Calendar and Callback / Events Fields: 
 
Add / Edit Callback / Event – Allows a user 
to add a new callback to a record.  Also 
allows a user to mark a callback as completed 
and to update a callback.  
 
Delete Callback / Events - Allows a user to 
delete a callback 
 
Available for Callback / Event Assignment - Indicates that the user can be listed in lists for 
callback assignments 
 
Access to My Calendar Only - Removes access to the group calendar and group calendar 
callbacks when checked, enables access to the individual calendar. 
 
Access to My Calendar and Group Calendar - Enables access to the group calendar and group 
calendar callbacks and individual calendar when checked 
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Logon Management 
Right Side of the Page 
 
Workgroup Access Field: 
 
Workgroups - The 
Workgroups field allows for 
the assignment of a user to 
one or more workgroups via a 
single logon.  Note that logon 
privileges defined in the 
Logon Management page 
apply to all workgroups that the user is given access to.  If a user needs different levels of access 
to one or more workgroups then multiple logons must be established.  Only the Global User and 
Administrator can have access to more than one Workgroup from a single logon. 
 
Have Access To - This is the workgroup(s) that are available to the Username that is currently 
being configured. 
 
Searching Fields: 
 
Search Type - If "Search 
Type" is "Advanced 
Search", "Power Search", 
"Sales" or "Call Center", the 
user can search company 
revenue, employee size, 
keyword, custom forms, title code, function code, campaign 
 
If "Search Type" is "Advanced Search", "Power Search", "Sales" or "Call Center", the user can 
search for fields in the "Assignment" section 
 
If "Search Type" is not "Sales", the user can search probability, lead value, forecast date  
 
If "Search Type" is "Advanced Search", "Power Search" or "Call Center", the user can search 
industry code (sic code) 
 
If "Search Type" is "Power Search" or "Call Center", the user can search for fields in the "CRM 
Management" section 
 
If "Search Type" is "Power Search" or "Sales", the user can search for fields in the "Opportunity" 
section 
 
Search Custom Forms - Allows a user to search for records based on data found in custom 
forms 
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Download Records - Allows a user to download records using custom download templates from 
the "Search Results" page.  Also allows a user to manage download templates from the search 
results page and to download contacts from the "Contacts" page. 
 
Create Public Search / Download Templates - Allows a user to create public saved searches.  
Also allows a user to create public download templates used to download records from the 
"Search Results" page. 
 
Access to Public Saved Searches- Allows a user to access and run public saved searches. 
 
Create Searches For Other Users (only active for Administrators) - Allows a user to save a 
search for another user (user saving search must have a "User Type" setting of "Administrator") 
 
Reporting Fields: 
 
Run Reports - Allows a user to access 
reports from the home page and search 
results 
 
 Add / Edit / Delete Custom Reports - Allows a user to create, edit and delete custom reports . 
 
Email Settings Fields: 
 
Send Email Message - Allows a user to 
send an email message to the primary 
contact or any contacts from the record 
update, edit profile or view profile pages. 
 
Receive Email Messages - Allows a user 
to receive email notifications. 
 
Receive Email Notification Messages - 
Controls whether an express email notification message is sent to a user who is an account 
manager or a partner rep when a record is assigned 
 
Send Bulk Email Messages - Allows a user to send email messages to contacts from the "Search 
Results", "Accounts" and "Contacts"  pages  
 
Bulk email Messages Allowed: 
Per Day – Sets a maximum limit on email messages per day.  
 
Per Search - Sets a maximum limit on email messages per search.  
 
Add / Edit / Delete Group Email Templates - Allows a user to add, update and delete group 
email message templates. 
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Access to Group Email Templates - Allows a user to access and use group email message 
templates when sending email messages. 
 
Library Fields: 
 
View Library - Allows a user to view the 
library. 
 
Add Files - Allows a user to upload files 
into the library. 
 
Add / Edit Public Folders and Files - Allows a user to manage folders and files in the library. 
 
Add / Edit Private Folders & Files - Allows a user to manage private folders and files in the 
library.  
 
Delete Files - Allows a user to delete files and folders from the library. 
 
Administration Fields: 
 
Access to Administration - Allows 
access to things like Logon 
Management, Workgroup 
Management, Custom Forms etc. 
 
Add / Edit / Delete Logons - Allows a 
user with the "Access to 
Administration" privilege to manage 
the logons for a workgroup. 
 
Manage Custom Labels - Allows a user with the "Access to Administration" privilege to 
customize pages in the application and customize the labels for fields in the application. 
 
Add / Edit / Delete / Assign Campaigns - Allows a user to add, view, update and delete 
campaigns.  Also allows a user to create a new campaign when importing records and to assign a 
campaign to records in search results. 
 
Add / Edit / Delete Custom Forms - Allows a user with the "Access to Administration" privilege 
to add, update and delete custom forms and add, update and delete web form to custom form 
mappings. 
 
Set Required Fields - Allows a user with the "Access to Administration" privilege to set required 
fields.  Required fields are those that must be completed prior to submitting the record for 
updating in the database.  
 
Add / Edit / Delete Reference Table Values - Allows a user with the "Access to Administration" 



 
(RETURN TO TABLE OF CONTENTS) 

 

 
Logon Management 46 

 

privilege to set manage reference tables.  Reference tables allow you to modify things like drop 
down lists.  For example, Lead Status = Hot, Warm, Cold. 
 
Track User Activity - Allows a user to view the "Administration" page and to report on user 
activity for a period of time and for a particular workgroup or workgroups. 
 
Track Library Activity - Allows a user to report on library activity for a period of time. 
 
Integration Options Fields: 
 
Upload Contacts to eMarketing System - 
Allows a user to upload a record or records 
or contacts to an e-Marketing system. 
 
Upload Contacts to Lead Nurturing System- Allows a user to upload a record or records or 
contacts to a CRM system. 
 
Offline / Mobile Access Privileges Fields: 
 
Offline client access - Allows a user 
to access an offline application that 
can be used to access data when not 
connected to the internet.  
Downloading online data into the 
offline client is required – then periodic sync’ing keeps the data the same on both platforms.  It 
has the same look & feel as the online client. (requires installation of separate add-on module on 
user’s PC)  
 
 Mobile access - Allows a user to access their data through their cell phone browser or PDA.   
Works well for iPhone, Blackberry, iTouch and other mobile devices. 
 
Outlook Sync access - Allows a user to synchronize their offline data and online data.  Typically 
used in conjunction with the Offline Client Access module. (requires installation of separate add-
on module on user’s PC)  
 
Email History access - Allows a user the ability to upload Outlook emails from the user’s PC to 
the assigned records on the server (requires installation of separate add-on module on user’s PC)s  
 
Advanced Privileges Fields: 
 
Access to File Update Maintenance - Allows the user to replace specific fields in the system, 
including custom fields.  This cannot be undone.  It can’t be backed out.  
 
Access to Opportunity Load - Allows the user to take a set of opportunities and load them into 
the opportunity section of the record for a company.  This is a valuable tool for importing data 
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from another CRM system.    
 
Please remember that existing Logons can be edited by clicking on the hyperlink on the main 
Logon Management page. 
 
After setting up the user logon page the administrator will be presented with the Internal Security 
Logon page (also available for existing logons by clicking on the hyperlink on the main Logon 
Management page) that further defines the users access to a particular workgroup. 
 
Below is an example of the Internal Security page.  For Admin level logons that have access to 
more than one workgroup the user will be presented with a “summary” level page showing all 
workgroups. 
 
The Internal Security attributes for each workgroup can be viewed by clicking on the Settings 
hyperlink.   [If the logon has access to only one workgroup then this page will not appear and it 
will automatically display the detailed Internal Security page below] 
 
 

 
 
The individual Internal Security level can be edited by clicking on the hyperlink.  Below is an 
example of the detailed Internal Security level for a single workgroup: 
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The Set Bulletin Board pull-down establishes what Bulletin Board will be presented to the user 
when they log into a particular Workgroup via this user logon.  
 
The Label Set pull-down establishes what Label Set will be used for this Logon/Workgroup. 
 
The Campaign/Geography Access function restricts Workgroup access by campaign(s), State(s), 
Zip code(s) and County(s).  Multiple selections can be made by holding down the CTRL key for 
individual selection or the SHIFT key for range selection. 
 
NOTE - These additional restrictions are usually used only at the Global workgroup level since 
access at the Group, Account Manager, Partner, Partner Rep level are already restricted to only 
those records assigned to that particular level. 
 
The Library Private Folders Access function allows the user to be set up to view previously set 
up Private Folders in that Workgroup [this is a function within the Library maintenance options]. 
 
The Reports function can be used to explicitly define what reports this logon will be allowed to 
see for this Workgroup. 
 
The Email Template Print Folder Access function allows the user to be set up to view Email 
Templates folders that have been set up as private in this Workgroup [this is a function within the 
Library maintenance options]. 
 
The Group/Partner Access function allows for an Admin type logon to be restricted at the 
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Group/Partner or Account Manager/Partner Rep level [this should only be used for User Type = 
Administrator level logons].  This can be used for the purpose of setting up other level of access 
such as one that might have access to several Groups such as a regional manager. 
 
After setting up the Security Logon page the user will be presented with the User Profile page 
(also available for existing logons by clicking on the User Settings hyperlink on the Home Page): 
 
Key fields on the User Profile page: 
 
The following fields are for informational purposes only and are not required within the 
application: 
 
Company 
Title 
Phone 
Fax 
Mobile 
Address 1 
Address 2 
City 
State/Prov 
Zip/Postal Code 
Country 
 
 



 
(RETURN TO TABLE OF CONTENTS) 

 

 
Logon Management 50 

 

 
 
Company – name of the company the user works for. 
 
Title – user’s business title. 
 
Phone – the user’s primary phone.  
 
Fax – user’s fax number.  
 
Email address – is the email address that the application will use if the user has Email 
Notification or Express Mail activated. 
 
Default Page – an individual user can set what page is used when they click on the company 
name in the Search Results page or from the Accounts Page. 
 
Appointments & Call Back Appointments & Call Backs home page link – determines whether 
the Call Backs/Events hyperlink appears on the user’s Home Page 
 

• Filter Call Backs/Events – determines whether the user can view all Call Backs/Events 
for the records they have access to or just the ones that they have created 

• Add to Sales Rep Comments/Notes – determines what the Call Backs/Events are 
appended to the Sales Rep Comments/Notes field 

• Prompt to send email notification for added or updated appointments and callbacks 
– determines whether the user will get a auto-email every time that they update a Call 
Back/Event 

 
Outlook Sync – determines whether a record is to be automatically created when there is no 
match during the Outlook Sync option or whether it should be put in the File Cabinet for later 
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manual matching by the user [Outlook Sync must be enabled in the user’s logon profile for this 
to be activated in addition to installation of a special add-on module on the user’s PC] 
 
Address 1 – first line of the address of the user. 
 
Address 2 – second line of the address of the user. 
 
City – city of the user. 
 
State / Province – state or of the user. 
 
Zip/Postal Code – zip code of the user. 
 
Country – provision for entering country of user. 
 
Time Zone – is used by the application to establish the correct user date/time [this is used in 
many functions with the application including date/time stamping as for displaying the correct 
date/time in the Call Back/Events function] – the Adjust for daylight savings time add an 
additional our during the standard daylight savings time period 
 
Date Format – determines whether month or day shows first. 
 
Calendar Before/After Hours – is a special parameter that pertains to a special function within 
the application for certain users who measure response times for support type activities 
 
Group Calendar Display – determines whether all group list names are displayed or only ones 
with assigned Call Backs/Events 
 
Show Preview Pages – determines whether a pop-up appears when you mouse over a contact or 
company. 
 
Spell Check – determines whether Spell Check in turned ON/OFF 
 
Spell Check Language – determines which dictionary is to be used [US or UK] 
 
Message Ticker – determines whether or not the user sees the scrolling ticker on the top banner.  
The message ticker can be configured in the Automation and Workflow Management tool. 
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Email Signature – this determines whether Email Signature is activated in the send email 
function from the Contact page [Send Email must be turned on in the user’s logon profile] 
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MANAGE REFERENCE TABLES 
 
The basic reference “pull-down” tables that can be maintained are: 
• Record – Lead Status 
• Record - Initial Lead Grade 
• Record – Lead Source (the application stores the List Source Code in the database and not the 

text value) 
• Record – Interest Fields 1-12 (if turned on) 
• Record - Probability (Sales Update page – contains percentages in decimal values) 
• Record – Lead Sales Stage 
• Opportunity – Opportunity Type 
• Opportunity - Opportunity Source 
• Opportunity – Status  
• Opportunity – Solution Type 
• Opportunity – Custom 1-4 
• Opportunity – Solution 
• Contact – Title Code 
• Contact – Job Function 
• Contact – State 
• Contact – Country 
• Contact – Contact Method opt-in/out 
• Appt / Call Back – Type 
• Activity – Marketing Activity 
• Activity – Marketing Status 
• Case – Status (Custom field on the Case Management detail page) 
• Case – Origin (Case detail page) 
• Case – Priority 
• Case – Type 
• Case – Case Reason 
• Case – Close Reason  
 
These tables can be maintained for each workgroup within an individual database.   
 
Reference Tables file maintenance is accessed by clicking on the Administration function in the 
top banner of the application and then selecting the hyperlink called Manage Reference Tables. 
 
The following is an example of the Reference Tables file maintenance page: 
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Select the Company/Workgroup (if you have access to multiple ones) and the Reference Table 
you want to modify.  Additional entries can be add via the Add Record tab, Edited via the edit 
hyperlink or actually deleted via the delete hyperlink. 
 
Each table has the ability for the user to sequence the order that the entries will appear in the 
page pull-down field. 
 
Some tables as noted above store the code value and not the actual text value in the application 
DB.  These are fields that traditionally were imported directly from Telemarketing firms and this 
cut down on the possibility of misspelling the text names.  It also make it possible to say change 
the text value in List Source without having to file maintain all of the values for that List Source 
Code. 
 
User will not see any changes to these table values until they log into the application again 
because session variables including tables are set at logon time. 
 
The names of the Reference Tables above can be renamed in the Custom Labels function by 
choosing the Label Group: Manage Reference Tables. 
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MANAGE CUSTOM FORMS 
 
Custom Forms are forms that can be attached to a record to hold variable information.  This is an 
extension of the basic application and allows for customization for you special requirements.  
One of the unique features of Custom Forms is that it allows for the “extension” of the 
application’s basic search capabilities to many of the fields on the Custom Forms.  
 
Types of Custom Forms: 
 
Supplemental Form – can be attached to a profile when records are manually added to the 
application or anytime after adding a record 
 
Web Form – developed the same way as Supplemental Forms but can be made available for 
direct web input into the application database (via a special plug-in development tool) 
Sales Update Form – developed the same way as Supplemental Forms but can be linked “in-line” 
into the Sales Update page (instead of just being an attachment via a pop-up this form appears as 
if it is part of the actual Sales Update page) and can be made variable by individual campaign  
 
Feedback Form – this form appears “in-line” at the end of the Sales Update page and can 
contain a series of questions regarding the lead (used for Sales Feedback purposes) 
 
Sales Opportunity Form – this form appears in the Sales Opportunity section of the Edit Profile 
and Record Update page and can be customized for a particular workgroup 
 
Custom Forms are built via a unique tool that was developed for use with this application.  This 
is only available to personnel that have Manage Custom Forms enabled and have been trained in 
the use of the tool and the resulting forms.  The following is the main Custom Form page: 
 

 
 
The Custom Forms page lists all the custom forms that are available for a particular workgroup.  
If the user has access to more than one workgroup then the individual workgroups will appear in 
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the Workgroup pull-down table.   
 
The New Forms tab brings up the basic parameters page for defining a Custom Form.  
 
The Import Form tab allows the user to import (copy) custom forms from another workgroup (if 
they have access to more than one workgroup).  
 
By clicking on the edit hyperlink the basic parameters page for the Custom Form are displayed: 
 

 
 
Edit page fields: 
 
 Form name – name of Custom Form (can be modified after being created) 
 
 Destination – [an internal application field] 
 
 Automatic Numbering – whether individual question should be numbered or not 
 
 Update General Comments – whether entire Custom Form should be written to the 

Campaign Survey/Responses field in the Lead Detail 
 
 Spell Check Textarea Fields – Enable/Disable automatic Spell Check on this custom form 
 
 Date Format – define data form to be used for form fields [mm/dd/yyyy or dd/mm/yyyy] 
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 Form Type – designate whether a Custom Form is Supplemental, Web, Sales, Feedback or 
Sales Opportunity 

 
 Link Sales Form To: - if Custom Form type is Sales then what campaigns it applies to 
 
 Link Feedback Form To: - if Custom Form type is Feedback then what campaigns it applies 

to 
 
By clicking on the design hyperlink the basic parameters page for the Custom Form are 
displayed: 
 

 
 
Page Tabs: 
 
 Custom Forms List – takes user back to the main Custom Forms list page 
  
 Add Section – this allows for the creation of sections within the custom form. 

 
 Preview Form – this allows for viewing what the form will look like to the user 

 
 Compile Form – this compiles the form and makes it available for selection by the user(s). 

Forms should be developed and finalized before compiling them into a “production” mode 
Questions and answers should never be deleted from a compiled custom form once “live” 
data is input as all data will be lost. 
 

 Save Form As – this allows for the “cloning” of an existing form within the workgroup list of 
Custom Forms (when this feature is used the saved form will be in the un-compiled mode) 

 
 Upload Logo – allows for upload of a company logo to be used when displaying the Custom 

form 
 

 Edit Profile Fields – allows for inclusion of basic fields on the Custom Form 
 

 Copy/Import Questions  – allows for copying and importing questions from other custom 
forms into an existing custom form 
 

 Import Responses – allows for importing of responses into radio or multiple choice type 
questions [file must be one column of responses and be in .txt fomat] 
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The following shows what a Supplemental Custom Form would look like after creating the 
Section Header above (the Section Header can be edit by clicking on the Edit Section hyperlink): 
 

 
 
Questions can be added to a Section by clicking on the New Question hyperlink: 
 

 
 
Field types: 
 
The following can be selected from the Choose Form Type page: 
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 Label – This allows for setting up the display of a text value label [no input values will be 
associated with it] 
 

 Text – basic text field 
 
 Textarea – field for input of large amount of text (user can defined size of field and box) 
 
 Radio – for use where user will select one response 
 
 Checkbox – for user where user can select more than one response 
 
 Single Select – pull-down box where user select one table entry 
 
 Multiple Select – pull-down box where user can select multiple table entries (by holding 

down the CTRL and SHIFT key) 
 
 Summed Question – this allows for the setup numeric values with an automatic total field 

(fields are set up as Sub Questions): 
 

 

 
 
File Upload – option for allowing user to upload a file via a Custom Form 

 
Checkboxes should be used whenever possible for multiple responses type questions versus a 
Multiple Select type field because a user my “wipe out” multiple responses by clicking on one 
entry while not using the CTRL or SHIFT key. 
 
To select a particular type of field the user clicks on the field name hyperlink and a pop-up page 
will allow for the setting up of the parameters for that fields type.   
 
The following is a sample page that has been filled in for a Checkbox type field: 
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Field Descriptions: 
 
 Section – defines what Section that this field belongs to 
 
 Question – Question or field tag to be displayed with this field 
 
 Deactivate – Once a Custom Form is compiled and is being used for data collection a field 

can be “deactivated” (Question or field tag as well as answers will be grayed out on the 
Custom Form and further editing will be turned off) 

 
 Type – Such as Checkbox, Text, Radio, etc 
 
 Number of Columns – the number of columns that will be used to display the answers for 

this particular field 
 
 Required – whether this is to be a required field on the Custom Form (marked with a check 

and requiring entry in this field for the Custom Form to be submitted 
 
 Read Only – remove update capability on this individual field 
 
 Order – order of this field within the section 
 
 Map to Field - Custom Form fields can also be mapped directly to key fields within the SQL 

database (this requires technical knowledge of the actual SQL DB field names) 
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The following is the design page for a basic Supplemental form showing a Main Section header 
and a sample of the different kinds of fields that can be created with a Custom Form: 
 

 
 
For those field types that have responses these can be added by clicking on the Add Response 
hyperlink next to each field question/field tag.  This will pop-up a definition page as follows 
(example is for the Checkbox field above): 
 

  
 
Field Descriptions: 
 
 Display Value - response value that is displayed on the Custom Form 
 
 Internal Value - response value that is stored internally in the DB field (this is for use in 

scripting where a unique answer such as “Phase/Definition” my be desired versus just 
“Definition” 
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 Deactivate answer – this will gray out a particular answer on the Custom Form and allow for 

display of prior selection of this answer but will not allow further selection or editing of this 
answer 

 
 Set as Default – ability to set this value as the default value 
 
 Order - sequential order of this field within the response for this question/field tag 
 
 Add another response – this allows you to bring up another blank Add Response page when 

you click on Submit instead of having to go back to the custom form and click on the Add 
Response hyperlink again 

 
Editing of existing answers can be edited by clicking on the individual answer (or in the case of 
Single or Multiple select on the edit hyperlink next to the answer). 
 
The Feedback type Custom Form is “attached” to the bottom of the Sales Update Page and can 
be used to capture feedback from sales and marketing personnel.  The Feedback type Custom 
Form can be assigned by Campaign via the edit hyperlink on the Custom Forms page.  The 
following is an example of what might be coded in a Feedback Custom Form: 
 

  
 
The following is what this Feedback type Custom Form would look like at the bottom of the 
Sales Update page (partial page): 
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The Sales type Custom Form is displayed in the middle of the Sales Update Page right below the 
standard Sales Progress section.  The Sales type Custom Form can be assigned by Campaign via 
the edit hyperlink on the Custom Forms page.  The following is an example of what might be 
coded in a Sales Custom Form: 
 
 

 
 
The following is what this Sales type Custom Form would look like in a Sales Update page 
(partial page): 
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The Opportunity type Custom Form is associated with Opportunities [Opportunties is a function 
that can be turned on/off by workgroup.  If Opportunities is Enabled then am Opportunities 
section will appear in the Edit Profile and Sales Update page right below the Sales Progress 
section of the page: 
 

  
 
Clicking on the ADD button will bring up the Add Opportunity page: 
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Multiple Opportunities can be set up per record.  All of the field tags are controlled by the 
Custom Labels function and the pull-down field values can be set up and maintained via the 
Manage Reference Tables function.   
 
The following is what the Product Details pop-up looks like when you click on the Add Item 
button above: 
 

 
 
The Product table can be set up and controlled via the Manage Reference Tables and includes the 
Unit Price.  The Recur/# of Months feature is an option that can be set up in the Workgroup 
record. 
 
The following is a sample of what a filled out detail Opportunity and Product Detail section 
might look like: 
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The Opportunity type Custom Form allows for additional custom fields to be displayed in the 
Opportunity Details section above (just below the four standard custom fields).  These can be 
built in the same way as the other type of Custom Forms. 
 
Profile Fields 
 
This feature is primarily used with Web type Custom Forms. 
 
The Custom Forms contain an additional tab called Edit Profile Fields that allows for the 
inclusion of some of the applications standard fields on the Custom Form. 
 
The following is the Edit Profile Fields page: 
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In the example above, the field Campaign ID would be included at the top of the Custom Form 
and a value of “ID-001” would be written to the Campaign ID field in the record and be a 
required field.  The Lead Grade field would be hidden. 
 
The following is what the Custom Form would look like in design mode: 
 

 
 
The following is what the Custom Form would actually look like if selected via the hyperlink on 
the Custom Forms page: 
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You can attach custom forms at the Record level, Opportunity level and also at the Contact level.  
Custom forms of either Supplemental or Web may be attached at the contact level and you can 
then use the SEARCH function to search contacts and custom forms details at the Contact level.  
This provides very powerful & flexible capability for forms at the Record, Opportunity and 
Contact levels.  
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MAP WEB FORMS TO CUSTOM FORMS 
 
This tool makes it easy to get the data from your landing pages into your account. 
 
It is important that you build a custom form that matches the targeted web form to be mapped.  
For example here’s a custom form named ‘Landing Page’. 
 

 
 
Be sure to ‘Compile’ your landing page, otherwise it won’t be available to the Web Form to 
Custom Form Mapping tool.  You may confirm that your page is compiled from the Custom 
Forms List Page. 
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Once your Custom Form has been created and compiled, click on Map Web Forms to Custom 
Forms from the Administration Page:  
Provide name (arbitrary) 
Provide description 
Insert a valid web location, which will be displayed after the user clicks the ‘Submit’ button 
(required).  This will typically be a “Thank You” page or the web page that you want presented 
after the user submits their form. 
 

 
 
Next, select the Custom Form that you have built to receive the mapped fields 
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Insert either the HTML file used for the web form or the web url.  The wizard will attempt to 
map automatically.  If the form is a simple html this should be successful.  If not, you will need 
to manually map the correct fields.  People use a wide variety of tools to create landing pages, 
which makes it difficult for the tool to accurately map all landing pages correctly.  To insure that 
you are capturing all required fields it is recommended that you map the fields manually.  The 
content of the ID section of the field must be entered exactly as it is in the landing page / web 
form. 
 
To map the fields of the Landing Page / Web Form enter the field names one at a time click the 
Add button after typing each name.  Select the Web form field and the matching Custom form 
field and click Add> to identify those as ‘Matched Fields’ and add them to the list of Matched 
Fields.  
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Landing Page Code Insertion:  
 
Once the fields have been mapped, either automatically or manually (above), The wizard 
produces Directions and Code for adding HTML to the web form / landing page.  The code 
produced can be seen in the example below.  
 

 
 
Just copy and paste the code into your landing page to have the data from the fields in the 
landing page flow into your WorkGroup. 
 
You can map hidden fields in the landing page to the custom form and database fields if desired.  
This is useful for keeping track of how visitors arrived at your site and into your database. 
 
For example, if you want to associate this landing page with a particular campaign can can have 
a hidden field mapped to the custom form which can be mapped to the campaign field in the 
database. 
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You can also assign data to the custom form directly.  This is especially useful if you’re using the 
same landing page for multiple campaigns. 
 
To assign a custom form to a campaign click on Administration > Custom Forms.  Select the 
custom form you want to work with and click Design.  Click on ‘Edit Profile Fields’ 
 

. 
 
 
From here you can manually assign the same data every time the custom form is submitted.  For 
example you could give every record a ‘Current Lead Status’ of ‘New’.  This is also where you 
can assign a campaign to every record.  Be sure to check the ‘Active’ checkbox and ‘Hidden’ 
unless you want that visible on the form. 
 
 

 
 
These are just a few of the available fields. 
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DOWNLOADABLE FIELDS 
 
The Downloadable Fields function defines those fields that show up in the Custom Downloads 
feature of the Search Results page.  This can be reached via the Administration function in the 
top banner of the application.   
 
 
 
This is a 
partial list of 
fields that 
can be 
downloaded. 
 
There are 
two more 
pages of 
fields. 
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If you have special interest fields turned on and you want to download that data you’ll want to 
Add a New field to the download list.  This menu is available from the ‘Available Fields for 
Downloading Page’, which you selected from ‘Downloadable Fields’ in Administration. 
 

 
 
From the search results click on ‘Manage Download Templates’ at the bottom of the search 
results page. 
 

 
 
You can either select one of the previously defined download templates or you can create a new 
one.  To create a new template click on ‘Add Download Template’. 
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The user can then Save this Custom Download Template and then retrieve if from the Manage 
Downloads pop-up (prior page).  Download Templates can be made Public for use by all 
authorized users of the workgroup but only the creator of the Download Template can edit/delete 
it. 
 
The fields listed on Custom Download page are controlled by the Downloadable Fields function 
in Administration.  
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The order of the fields displayed on the Download Custom fields page as well as whether or not 
they are part of the default download template are controlled by the ‘Downloadable Fields’ 
function. 
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CUSTOMIZE PAGES & CALL STATS 
 
Perhaps one of the more powerful elements within Administration is the “Customize Pages” 
function, which provides the ability to change labels/fields, turn off sections, re-orient sections, 
enable “Click-Actions” and more.  
 
Seen in the example below, you have the ability to modify the view on the following pages:   

• Banner Menu 
• Home Page 
• Search 
• Add New Record 
• Record Update / Sales Update 
• View Profile 
• Edit Profile 
• Add / Edit Contact  
• Add / Edit Opportunity 
• Add / Edit Call Back Event 
• Add / Edit Quote 
• Add / Edit Campaign 
• Add / Edit Activity 
• Assign Record 
• Merge Record 

 

 
 
 
For example we’ll look at one such page to modify, “Record Update / Sales Update” page, 
perhaps one of the first areas to review with new users.  
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In the following view you see the 1st HALF of the ‘Record Update’ (Sales Update) view.  This 
includes the current Workgroup and Label Set, which is very important.   
 

 
 
 
You will notice the UP/DOWN arrows on the left, which allow you to re-orient each section, and 
also the check-box at the right, which allow you to turn-off or turn-on each section.  
 
If the Default-Label-Set is established in the ‘Manage Workgroups’ function, the administrator’s 
label set will automatically default to that label set, unless otherwise defined in the “Internal 
Settings” for the Administrator (or logged on user).  
 
You can change, turn off or turn on any visible label as well as engage specific ‘Click Action’ 
within the Call Stats area.  You can also easily see the levels of security currently deployed in the 
upper right section, in this instance with  

• Group 
• Account Manager 
• Partner 
• Partner Rep 

 
For those user-defined Call-Stats currently enabled, when you click on the blue ‘Define Call 
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Stats Click Actions’ you will be able to invoke specific actions when a user checks a box 
(without waiting for the Green GO button to be clicked).  The only Click-Action currently 
enabled in this example is the ‘Schedule Appt’, as seen in the page after the following.  
 
‘Click Actions’ 
 

 
 
In this example, when a user checks the box ‘Schedule Appt’, the ‘Add Appt/Call Back’ will 
immediately pop open and allow the user to schedule an appointment, prior to updating the 
record (by clicking on the Green GO button).  
 
There are six options with ‘Click Actions’ 

• Attach Form 
• Add Notes 
• Add Appt/Call Back 
• Add Opportunity 
• Add Case 
• Assign Records 

 
Be careful to NOT be redundant with both Click-Actions and also the use of business rules with 
‘Automation and Workflow Management’  
 
Additional fields are available beyond what you see on the customize pages.  These are called  
Special Interest Fields.  These are requested through your sales representative and provide three 
new sections of optional fields, a total of 18 fields or six in each section.  Section one is ‘Single 
Select’, two is ‘Multi-Select’ and three is ‘Text’.  All can be queried on the SEARCH page. 
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CUSTOMIZE LABELS 
 
The Custom Labels pertain to the set of field label values that are to be used for a particular 
logon.  There is a standard template that the application uses called Standard.  This template can 
be copied and renamed to a unique name and then modified to contain whatever values you want 
for a particular Database or Workgroup. 
 
Custom Labels are accessed by clicking on the Administration function in the top banner of the 
application and then selecting the hyperlink ‘Customize Labels’. 
 
The following is an example of the Custom Labels file maintenance page: 
 

 
 
The Current Label Set pull-down will give you access to Standard and all of the custom label set 
that have been created and assigned to workgroups/companies that you have access to per your 
logon. 
 
To create a new custom label set you need to click on the Current Label Set pull-down and select 
either the Standard or another one that you have access to copy.  Then click on Save As… tag 
and type in the name that you want to call the new custom label set.  You will be prompted to 
Identify what workgroup(s)/company(s) you want to assign the new current label set to.  Admin 
users can only view those custom label sets that have been assigned to workgroup(s)/company(s) 
they have access to. 
 
The column called Custom Label is the actual fields tag names that are displayed in the 
application. These include individual field tags as well as section and other field tags.  Clicking 
on the Custom Label tag on the page will allow the user to sort the Custom Label in ascending or 
descending in order. 
 
The pull-down field called Label Group will allow you to “filter” the Current Label Set to 
different groups of fields such as: 
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You can move from one page to the next by using 
the Page Results feature in the lower left-hand 
corner of the page.  You can also type in an 
explicit page number and press the Enter key on 
your keyboard. 
 
The Label Name column is the name of the name 
of the field internally in the application and the 
Database Field is the actual SQL name for the 
field.  These fields are not available for update by 
the user. 
 
You can modify the field labels by clicking on the 
edit hyperlink to right of the Custom Label field 
tag you want to modify.  The following is the page that is displayed when you click on the edit 
hyperlink. 
 

 
 
To modify the field tag, type in a different value in the Label Alias field and click on Submit.  
This will modify the field tab name for any user who has their Logon Label Set set to the Current 
Label Set that you are modifying.  Users will not see these changes until they log into the 
application again because session variables including field tags are set at logon time. 
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REQUIRED FIELDS 
 
This function allows for the setting up of required fields.   
 
This applies to: 
Manual Add a Record page for all users 
Certain fields in the Sales Progress section of the Edit Profile and Sales Update pages if user has 
Mandatory Fields turned on 
Certain fields in the Opportunity section of the Edit Profile and Sales Update pages if user has 
Mandatory Fields turned on 
Certain fields in the Case Management section of the Edit Profile and Sales Update pages 
 
The following is a view of the Set Required Fields page: 
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ACCOUNT MANAGER ROUND ROBIN QUEUE 
 
Round-robin is a method of lead distribution whereby leads are distributed among a group of 
account managers by the order in which they were received.  For example, without additional 
conditions, if there were 2 reps the first lead would go to the first rep, the second lead would go 
to the second rep, the third lead would go to the first rep, the fourth lead would go to the second 
rep and so on. 
 
The following page shows the management interface that allows you to select those account 
managers who will participate in ‘Round Robin’ assignments (all or a subset).  
 
This also allows you to select three options of ‘Never’, ‘Always’ or ‘User Choice’ for this Round 
Robin.   In addition you can check the box that only assigns a lead “IF” the account Manager in 
question is logged in at the time.  
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PARTNER REP ROUND ROBIN QUEUE 
 
Similar to above, this same Round-Robin assignment option is available for Partner Reps also. 
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POSTAL (ZIP CODE) ASSIGNMENTS 
 
This function is basically used for US geographic assignments only. 
 
This function is primarily used in conjunction with: 
Landing Pages 
Leads coming into the system by email 
Custom web forms that allow for the automatic assignment of the Account Manager and/or 
Partner Rep by ZIP3 or ZIP 5. 
 
Basic page: 
 

 
 
Logic level can be set up and ZIP3s and/or ZIP5s can be assigned to them.  The Logic level is 
then built into and referenced by the custom web form so that when records are add to a 
WorkGroup they will be automatically assigned. 
 
Add Record allows for the manual input and maintenance of ZIP5/ZIP3 assignments: 
 

 
 
When custom web forms are developed, the user usually provides a file of their Account 
Managers and/or Partner Reps by ZIP5 or ZIP3 for loading into the above table. 
 
Here is what the Zip Code Assignments page would look like after a ZIP5 was set up: 
 



 
(RETURN TO TABLE OF CONTENTS) 

 

 Postal (Zip Code) Assignments 88 

 

 
 
The Default setting is used to designate a default Account Manager and/or Partner Rep 
assignment if there is no ZIP5/ZIP3 match in the Zip Code Assignments table. 
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STATE/COUNTRY ASSIGNMENTS 
 
This function is primarily used in conjunction with: 
Landing Pages 
Leads coming into the system via email 
Custom web forms that allow for the automatic assignment of the Account Manager and/or 
Partner Rep by State/Country.  Unlike the Zip Assignment function above this can be used for 
non-US based records. 
 

 
 
Logic level can be set up and County/State can be assigned to them.  The Logic level is then built 
into and referenced by the custom web form so that when records are add to a WorkGroup they 
will be automatically assigned. 
 
Add Country allows for the manual input and maintenance of Country assignments: 
 
The Country assignments would act as the “default” if there was a match on Country and no 
match on State. 
 

 
 
Add Country allows for the manual input and maintenance of State assignments: 
 



 
(RETURN TO TABLE OF CONTENTS) 

 

 State / Country Assignments 90 

 

 
 
Here is what the Country/State Assignments page would look like after the above set up for 
Canada and province of Ontario: 
 

 
 
The Default setting is used to designate a default Account Manager and/or Partner Rep 
assignment if there is no Country or State match in the State/County Assignments table. 
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WORKGROUP MESSAGING 
 
This feature, designed to complement the existing Information Board and Event Tracker / List 
Manager areas, is designed as a tool for alerting all users in a WorkGroup to time-sensitive 
information and action items. 
 
WorkGroup Messaging 
 
It is important to note that the WorkGroup Messaging feature triggers a pop-up message upon 
log in for all users in the particular WorkGroup as well as a hyperlink to the message on each 
user’s Home page.  If you wish to tailor different messages to various sub-groups of users, use 
the Message Board and Event Tracker areas.  In the case of the WorkGroup Messaging function, 
the pop-up will appear for all users when they log into the system the first time after it is 
activated.  The user then has a choice to click the “do not show this message” for the pop-up box, 
which will prevent the pop-up window from launching when they log in and will also remove the 
hyperlink to the message on the home page.  When a message is updated, only those users with 
the message still turned on will see the updated message.  However, if a new message is 
activated, all users will see the new message in the pop-up box when they log in. 
 
Creating and Activating a New WorkGroup Message 
 
Creating and activating a new message will trigger the pop-up message for all users upon login; a 
hyperlink will also be displayed on the Home page for each user in that WorkGroup.  Both the 
pop-up window and the hyperlink to the message on the Home page will be displayed until the 
user checks the box to turn them off or the message is made inactive by the Administrator. 
 
Important!  It is imperative that you click the Update Message button to save any changes or 
additions you have made to the message body before you Activate the message.  If you do not 
update the message before activating, the additions and changes will be lost. 
 
To Create a New Message: From any page, select Administration in the top navigation bar and 
then click on WorkGroup Messaging to launch the message interface.  If you have access to 
multiple WorkGroups, start by making sure that the WorkGroup for which you wish to create the 
message is displayed in the WorkGroup drop-down box (messaging is WorkGroup-specific).  If a 
message is already Active, click the Cancel Message tab above to cancel the current message. 
Enter a Subject for the message (this will appear as the page Title of the browser window).  Then 
enter the new or revised message text in the message box using the text tool to add formatting.  
Modify the window size to define the size of the pop-up window your users will see containing 
this message.  Use the Preview Message tab to ensure that the message is displayed as desired.  
Click Update Message to submit the changes. Finally, click Activate Message; the message will 
appear in a pop-up window for each user when they log into the system. 
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Making Changes to an Active Message 
 
Updating an active message will display the updated message to all users who still have the 
current message pop-up window active.  To determine whether a message is active or inactive, 
refer to the Status field at the top of the messaging window).   
 

 
 
To Update an Active Message: in the WorkGroup Messaging interface, make the necessary 
changes to the copy in the text box as well as the title and/or window size, if necessary.  You can 
use the Preview Message button just as you would with a new message.  To launch the changes, 
click the Update Message button. 
 
Canceling an Active Message 
 
Once an active message is canceled, it will no longer be displayed for any of the users for that 
WorkGroup.  However, the text will be saved in the text box until it is updated or deleted so that 
it can be re-used for a future message if needed.   
 
To Cancel an Active Message: If a message is Active, as shown in the Status field of the 
WorkGroup Messaging area, click the Cancel Message button.  This will deactivate the current 
message.  The Status field will then display “Not Active.” 
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Notes on HTML Formatting 
 
The text tool integrated into the WorkGroup Messaging area provides an easy-to-use 
WYSIWYG tool for formatting the message text, including defining font type, style, size and 
color.   You can also use the clickable icons to insert tables or add email or URL hyperlinks.  
Alternately, you can enter HTML code directly into the text area HTML. To enter HTML code 
directly, click on the “< >” icon in the text area toolbar to view the HTML source code (this icon 
is the third from the right; see Figure 2).  However, please note that the <body> and <html> tags 
will not apply to the pop-up window.  
  
If you wish to include images in your WorkGroup message, the HTML tags for the images must 
be referenced using an absolute URL which points to the location of the image on your 
company’s own server (or elsewhere on the internet). 
 
Copy and paste from Microsoft Word is not supported.  Microsoft word puts invisible characters 
in their documents, which can produce unpredictable results. 
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LEAD NURTURING TRACK MANAGEMENT 
 

Lead Nurturing, sometimes referred to as ‘Drip Marketing’ and may be turned on at the 
WorkGroup level as well as enabled as a user privilege.  The following page shows the first step 
when adding a Lead Nurturing track.  You need to provide the name of the track and assign that 
track to all users or a sub-set of users to allow them to use the track.  
 

 
 
 
Now you will see the first track ‘Sample Track 1’.  Please note, this track is not yet active.   
 

 
 
From this page you can edit and delete tracks.  You can also duplicate tracks by choosing ‘Save 
As and giving an existing track another name. 
 
There are three key options from the ‘Edit Lead Nurturing Track’ page 

• Add Email Step’  
• Add Callback Step 
• Activate Track 
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You can change the name of the track from the Edit Lead Nurturing Track Page.  To activate this 
track, click on ‘Active’ from the ‘Track Status’ dropdown menu.  After making the any changes 
on the Edit Lead Nurturing Track Page you must click Submit for them to take effect. 
 
Below is the ‘Add Email Step’ page, which invokes the email message template function.   
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From this page you specify:  

• The name of this email Step 
• The number of days after the previous the email should be sent 
• A description and who the personalized email will come from (typically the logged-in 

user) 
 
At this point you will be able to select a previously created email template or you can type and/or 
cut-paste your to create your first ‘Email Step’ within your Lead Nurturing track.  The email 
editor does not support copy & paste from Microsoft Word.  Microsoft Word has invisible 
characters that are incompatible with most HTML email editors including this one. 
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Selecting the option for a Call Back then allows you to insert a Call Back in the same fashion, 
automatically appearing in the calendar and being enabled in the view of the assigned person at 
the time designated.  This is a useful feature for sales reps, it will remind them to call their 
customer after sending the Lead Nurturing email.   
 

 
 
You can assign an individual to a Lead Nurturing track at the Contact page level as seen below, 
by simply clicking on the  ‘ADD’ button at the bottom of the contact level and selecting the 
Track and start date.  You may also select OPTIONS and ‘Attach to Lead Nurturing Track’ from 
the search contacts results.  This allows you to select an entire search results or individuals by 
checking the checkbox next to their name.  The next section provides a complete tutorial on 
using Lead Nurturing. 
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Here is where you would select OPTIONS and ‘Attach to Lead Nurturing Track’  
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A TUTORIAL ON USING LEAD NURTURING 
 

There are two ways to add contacts to a lead nurturing track, either individually or in groups. 
 
Before adding contacts to a Lead Nurturing Track, the track will need to be set up beforehand as 
described in the previous section ‘Lead Nurturing Tracks Management’. 
 
To add a group of contacts go to the search engine and select ‘Search Contacts’ (you can’t add 
contacts to a lead nurturing track from the Search Records results).  Enter your search criteria 
and select GO.  You’ll get your search results.  Then select ‘Attach to Lead Nurturing Track’ 
from the Options menu. 
 

 
 
A window will open and you’ll be asked to select the following: 

• The Lead Nurturing Track 
• The start date and 
• Whether you want just the records you’ve put a check mark next to or all the records in 

the search result.   
 
After you make your selections click submit and you’re finished.  Those records will be added to 
the Lead Nurturing Track. 
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In this example we are sending customers an email after they’ve seen a demonstration.  But what 
happens if they decide to purchase our product or service?  We don’t want to keep sending them 
emails about the demonstration.   
 
At that point we’ll want to start a new track about the various features of our product.  But before 
we start a new track we’ll want to pause/stop the old track.   
 
To pause/stop a track, search for one or more people and select Pause Lead Nurturing Track from 
the options menu.  Again you’ll select the track you want paused and whether or not you want 
just the contacts with the checkmark next to their name or the entire search results. 
 
 

 
 
You can also add an individual contact to a lead nurturing track.  To do that, start by finding the 
contact either through  

• The search engine, available from the Search button in the upper right 
• The ‘Quick Search’ from the home page 
• One of your personal shortcuts 
• By clicking on accounts or contacts and either searching or clicking on the letter for their 

name.   
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Clicking on the contact will open their record.  Select the contact you’d like to add to a lead 
nurturing track by clicking on their name. 
 

 
 
This will open the contact information window where you’ll be able to add, pause or delete them 
to/from a lead nurturing track. 
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Clicking add, pause or delete will take you back to the assign, pause or delete lead nurturing 
window. 
 

 
 
To see the results of your lead nurturing programs and monitor their progress select the lead 
nurturing report from the list of pre-defined reports. 
 

 
 
This will show you a summary of all your reports. 
 
 

 
 
Then click on the track name to drill down to the detail – contact, current step, next step, next 
date, campaign etc. 
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MANAGE WORKGROUPS 

 
The Manage WorkGroups function allows the Administrator to enable different functions for 
each of the WorkGroups they have access to. 
 
The Manage WorkGroups function [if enabled for the Administrator] is accessed from the 
Administration Menu > Manage WorkGroups hyperlink: 
 
 

 
 
Clicking on the edit hyperlink for any of the WorkGroups the Administrator is authorized to see 
(based on their Logon privileges) will display all of the WorkGroup settings that can be set for 
all user of a WorkGroup. 
 
The settings at the WorkGroup level apply to all users of that WorkGroup. 
 
To add a WorkGroup click the Add WorkGroup button. 
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Left Side Column Settings 
 
Database – Selected the database where the WorkGroup will be located. 
 
Populate Tables From – This gives you the option of using a previously created WorkGroups 
tables as the basis for the new WorkGroup. 
 
WorkGroup Name - Name that he new WorkGroup is to be called 
 
Skin / Custom Stylesheet – This allows the WorkGroup to have custom colors.  This provides 
users with the ability to match this system to their corporate colors. 
 
Default Label Set – Because label sets can be customized you are provided the option of 
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selecting the default label set for this WorkGroup.  Click on the magnifying glass to see all of the 
available label sets. 
 
Banner Logo - This is the logo that appears in the banner on each page.  Click on the magnifying 
glass to see all of the available logos.  If you have the appropriate privileges you can upload the 
logo from the WorkGroup list page. 
 
Banner Statement - This is the text that appears just below the banner / logo on each page.  In 
the screenshot of the WorkGroup List page (two pages back) the Banner Statement is “Your 
Web-Based CRM Appllication”. 
 
Banner Statement Font Color - Font color for the Banner Statement allows you to type in the 
hexadecimal value for the color – for example #ffff99 equals orange.  The color palette hyperlink 
allows you to choose from a pallet of colors so that you don’t have to type in the hexadecimal 
value for the color. 
 
Banner Statement Backgroud - Background color for the Banner Statement allows you to type 
in the hexadecimal value for the color – for example #ffff99 equals orange.  The color palette 
hyperlink allows you to choose from a pallet of colors so that you don’t have to type in the 
hexadecimal value for the color. 
 
Banner Background - Background color for Banner allows selection of the color from a pull-
down list of colors.   
 
Search/Login Button - Color of Search/Login button allows selection of the color from a pull-
down list of colors. 
 
Section Font Color - Font color of the section headers [such as Contacts, Profile Summary, 
Attached Files, etc.]  Allows you to type in the hexadecimal value for the color – for example 
#ffff99 equals orange.  The color palette hyperlink allows you to choose from a pallet of colors 
so that you don’t have to type in the hexadecimal value for the color. 
 
Section Background Color - Background color of the section headers allows you to type in the 
hexadecimal value for the color – for example #ffff99 equals orange.  The color palette hyperlink 
allows you to choose from a pallet of colors so that you don’t have to type in the hexadecimal 
value for the color. 
 
Active Status - Active/Inactive – Value of Inactive means users do not have access to 
WorkGroup 
 
Mapping URL - Allows for selection of a mapping application for use with the address mapping 
hyperlink. 
 
Offline Client Access - Access to the Offline Client Add-On module.  Requires installation of 
additional software on user’s PC. 
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Mobile Access - Access to the Mobile Add-On module.  Requires installation of additional 
software on user’s PC. 
 
Collaboration - If Collaboration = Disabled then on the Event Report users will only see Events 
that they are an Attendee for and also assigned the record. 
 
View All Event Records - Allows WorkGroup users to see all Events associated with the records 
they have access to. 
 
HTML Email – allows the user to send HTML email. 
 
Record Email Logging - Turns on the Email History feature in the Contact detail page. 
 
Link Account Manager/Rep – Allows Account Manager to view Partner Rep records. 
 
Timestamp Assignments - This creates a Date/Timestamp message in the Sales Rep Comments 
field every time a record is assigned or reassigned 
 
Timestamp Campaigns - This creates a Date/Timestamp message in the Sales Rep Comments 
field every time the campaign is changed for a record 
 
Clone Multiple Leads - This allows for the cloning of multiple leads via the Search Results page 
(default is only single lead clone via the individual lead detail pages). 
 
Email - This is allows for Daily and Express email at the WorkGroup level.  This parameter must 
be set to Enable for individual users to have Daily or Express Email. 
 
Lead Nurturing – allows access to the Lead Nurturing features. 
 

Right Side Column Settings 
 
Calendar - This determines how / if the Calendar will be available – can be set to no Calendar, 
Basic Calendar, My Calendar or both My Calendar and Group Calendar 
 
Charts – An option for backward compatibility allowing users to select either the new charts or 
original charts. 
 
Event Logging for Event/Callback - This creates a Date/Timestamp message in the Sales Rep 
Comments field whenever the Event/Callback is added or changed 
 
Track Downloads - This creates an audit trail that records who and what was downloaded (audit 
trail is only available to support personnel and is kept for 90 days) 
 
Track Opportunities - Enables the Opportunity function.  Some of the things opportunities track 
include: products, price, quantities, forecast date, win probability, and sales stages.  Also allows 
the user to attach files and notes to opportunities. 
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Opportunity Discounting - Adds the ability to discount by percent in the Opportunity function 
(discounts are controlled by the Opportunity Discount table in Manage Reference Tables) 
 
Opportunity Product Recurring Revenue - Allows for the ability to set up Recurring Revenue 
by individual product line. 
 
Opportunity Not in Stock Capability - Allows users to set up a product line with a non pre-
defined product by filling in the Product Description and/or Product Code and manually entering 
the price. 
 
Display Opportunity ID - Display an internal Opportunity ID (unique sequential number created 
by the application) that displays in the Sales Opportunity section of the detail page 
 
Lead Status Aging - If Enabled, then any change to the Lead Status field will have a date/time-
stamp in the Sales Rep Comments field.  In addition, for any Lead Status values that that have 
Tracking set in the Lead Status Reference table, if the Lead Status does not change within “X” 
number of days as set in the Lead Status Aging – Number of Days field in this parameter - an 
auto email notification will be sent to the Account Manager listed on the record.  For example the 
email might remind them to update the status of their lead. 
 
Sales Stage Aging - Tells you how long the records have been sitting in their current stage.  This 
is useful for analyzing the sales cycle.  See the sales stage aging report.  You'll need to turn on 
tracking in the reference tables in order to track it. 
 
Audit Fields - This function turns the Lead Status Aging or Sales Stage Aging ON/OFF.  If ON, 
then the number of days before sending an automatic email to the Account Manager can be set. 
 
Call Center Stats - Call Stats feature displays up to 18 user definable field tags (tags can be 
viewed and changed via the Current Label Set> Label Group: Call Center Stats) – if Custom 
Label is blank then that Call Stat will not appear.  Updating one of the call stats fields by the user 
can be made mandatory by clicking ‘Mandatory Update’.   If ‘Add to Comment’ is checked then 
any call stats field that is checked is recorded in the Sales Rep Comments section.  Defining the 
call stats actions can be accessed via the Customize Pages and clicking on ‘Define Call Results 
Click Actions’. 
 
Access to Call Tracking - Tracks information about calls - similar to opportunity.  This is a 
customer specific implementation and requires programming from the development team.  You'll 
need to turn on tracking in the reference tables in order to track it. 
 
Contact Name Hyperlink - Determines whether Contact Name hyperlink appears in the Search 
Results page 
 
Account Link - Determines whether Accounts hyperlink appears in the banner 
 
Access to Case Management – Provides access to system for recording cases - similar to the idea 
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of opportunities.  Case tracking includes: case owner, assignee, company, key contact, subject, 
description, type, status, priority, origin, reason, due date and attached files. 
 
Access to Automation and Workflow Management – provides a menu in the Administration 
section allowing access to the automation and workflow management tools of the system.  These 
tools are easy to use and don’t require knowledge of programming.  For example, if you wanted 
to setup and autoresponder you could use these tools to say anytime a new record comes into the 
system and the campaign is = XYZ send a particular email. 
 
Phone Number Hyperlink – turns phone numbers into Hyperlinks for use with various Power 
Dialers.  Click on the phone number and it will dial the phone number through the provider 
chosen in the ‘Phone Number Hyperlink Provider’. 
 
Phone Number Hyperlink Provider – these are companies that have integrated their dialing 
solutions with the application.  You will need either a software product from that company or 
logon credentials from that company to be able to use this feature. 
 
Required Logon URL - Ability to define a custom URL for access to this WorkGroup 
 
Redirect to URL - Ability to redirect access via the standard URL to the required URL (if set to 
Yes the user will be redirected to log in via the required URL,  if set to No the user will be told 
that their username/password is not valid) 
 
Restricted IPs - Ability to restrict access to application only from determined IPs or ranges of IPs 
 
Allow Restricted IPs - Activates the Restricted IPs function 
 
Locale – Provides controls for currency formatting, choices are US, UK, France, Germany. 
 
Reports – Allows you to define which reports the WorkGroup has access to.  Also allows 
inclusion of custom reports. 
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VIEW MARKETING ACTIVITIES 

 
The View Marketing Activities page allows for the maintenance of the Marketing Activities 
function from an Admin perspective. 
 
The View Marketing Activities function allows the Admin User to view what Marketing 
Activities have been set in a WorkGroup and by whom: 
 

 
 
The Admin has the ability to remove the Marketing Activities by clicking on the Back Out 
hyperlink for each one. 
 
Marketing Activities can be added two ways: 
 
Clicking on the ADD button in the Marketing Activities section of the Contact page [primary or 
secondary contact] this allows for adding a Marketing Activity to a single contact. 
 
 

 
 
 
Clicking on the Add Activity in the Options Menu on the Search Results page allows adding a 
Marketing Activity to one or more selected records in the Search Results. 
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Marketing Activities and Marketing Status can be defined in the Reference Tables. 
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EMAIL MESSAGE TEMPLATE MANAGEMENT 

 
The application includes a powerful email tool complete with mail merge, email history logging 
for each contact and email bounce management.  The ability to send bulk email will not be active 
until it has been enabled by Super-Admin. 
 
Email message templates can be used for Lead Nurturing Tracks, sending individual emails and 
sending emails to groups of people.  Email templates are useful for sending newsletters through 
the system.  Email message templates are also available from Automation and Workflow 
Management.  Using the Automation and Workflow Management tools email templates can be 
used as the email for an AutoResponder. 
 
Creating an email template for merging with data in the system is as easy as writing an email and 
selecting the fields you wish to insert.  After writing your email in the email editor select an 
insertion point in the email and select a merge field from the Insert Merge Field dropdown and 
then click Insert.  In the image below you can see the first name inserted after the word ‘Dear’ in 
the newsletter example below. 
 

 
 
You can also insert custom forms into your email.  Select the insertion point, select the form you 
wish to insert from the Insert Custom Form dropdown and click Insert. 
 
The email message template editor is a complete HTML editor.  You can add graphics, video, 
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links etc. to create professional looking email messages. 
 
You can also create merge templates with Microsoft Word.  This following section explains the 
security parameters associated with the functionality as well as detailed instructions for creating 
mail merge templates for your users.   
 
Authorization is Required 
to Send Email 
 
To provide users with the 
capability to send email,  
relevant privileges in their 
Logon Profile need to be 
activated.   
 
In Administration > Logon 
Management, placing a 
checkbox next to ‘Send 
Email Messages’ will 
provide the user with the 
ability to send emails from 
the Profile or Sales Update 
pages.  Remember to click Submit to make the change take effect.  Users with the Send Email 
permission will also have an Email Signature box displayed on their User Settings page. 
 
In order to merge documents 
from Library when sending 
email, in addition to the 
parameters discussed above, 
users must have View 
Library permission (listed in 
the Library section of the 
Privileges page) turned on in 
order to have access to the 
Add Merge Documents area 
of the Send Email interface.  
 
The ability to add, move and delete template folders and documents is controlled by the Library 
privileges section.  Users with permission to create Private Folders may also designate a template 
folder as Private, in which case only those users given access to that folder in the Internal page of 
the Logon Profile will see that template folder displayed. 
   



 
(RETURN TO TABLE OF CONTENTS) 

 

 Email Message Template Management 114 

 

To create a template folder 
 
To use Mail Merge Templates in the Send Email function, the templates must be stored in 
specially defined Template Folders in the online Library.  To create a template folder, go the 
Library and click on New Folder.  Click Yes for the “Is template folder?” setting.  You can also 
designate the template folder as Private if you wish; however, note that you will need to add 
access to this folder in the Logon Profile for all users whom you wish to grant access to the 
merge documents in that Private folder.   
 

 
 
The small document icon to the right of the folder name identifies folders as template folders.  
Note that template folders can only be defined at the root level.  Template folders can be 
renamed and deleted just like any other Library folder.  
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Creating mail merge templates 
 
To provide users with templates for mail merges, you need to first create a Mail Merge Template 
Document in Microsoft Word and then upload it to a template folder in the Library (see 
preceding section).  Begin by downloading the file of available merge fields by going to any 
contact, clicking on the Send Email icon and then clicking on the View Merge Fields tab. 
 
This window 
displays a list of 
Standard Fields, 
which are the merge 
codes that must be 
used in the Word 
template.  For easy 
translation into the 
terms in use in the 
WorkGroup you are working in, it also displays the Custom Equivalent for each field, which is 
the Custom Field tag that corresponds to that standard field. 
 
Click on the Download Merge Fields tab to save a copy of the merge fields to your local 
computer.  The file must be 
saved in comma separated 
(.csv) file format. Be sure to 
make a note of where you have 
saved the file. 
 
Create the Word document 
 
Next, open a new Microsoft 
Word document and add the 
standard text you wish to 
include in the merge template.  
Alternately, you can open an 
existing Word document you 
wish to use as the basis for the 
Merge template and edit the 
text. 
 
Insert merge fields 
 
In Word, go to Tools>Letters and Mailings>Show Mail Merge Toolbar.  In the merge toolbar 
(see Figure 5), click on the Open Data Source icon and browse for the .csv document you saved 
in the earlier step. Click OK when the file is displayed in a pop-up.  
 
Place your cursor in the location in the Word document where you wish to insert data from the 
online database and then click on the Insert Merge Fields icon in the Merge Toolbar.  This 
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displays the names for all available merge fields using the Standard Field names.  Highlight the 
field you wish to use and click Insert.  Repeat for as many fields as you wish to add and then 
click Close.  Repeat in other places throughout the document as needed. 
 
Upload new template to Library 
 
Save the document to your local computer.  In the online system, go to the Library, open the 
Template Folder you created in the earlier steps of the process and then use the Upload File 
button to Browse for the Microsoft Word template document you created on your local system 
and upload it to the template folder.  Your users with Send Email and View Library privileges 
will now have the template available for use in the Send Email interface. 
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MANAGE DASHBOARD SETTINGS 
 
There are a number of standard reports that have been enhanced to have the ability to create a 
predefined graphical representation of the data on the user’s Home Page. 
 
Here are the standard reports that are available as charts on the home page.  Many of these 
reports have (Graph) after the name of the report. 
 

 
 
 
These graphic reports can be added to the Home Page / Information Center / Dashboard by 
clicking Chart Report and then Save to Dashboard.   
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These reports can also be added and 
edited via the Add Report button on the 
Manage Dashboard Settings page. 
 
 
 
 
 
 
 
 
The Add Report page looks like this: 
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The parameters are: 
• Report Name – name that will appear as chart name on Home Page 
• Available Reports – list of available reports for charting (see list above) 
• Chart Type – several type of charts are available 

 

 
 
Chart Size – small and large (small will display two up depend on mix of small and large) 
Display Order – order that charts will appear on the Home Page (left to right and top to bottom) 
 
Here is an example of a set up for the Lead Aging chart: 
 

 
 
He is what it would look like on the Manage Dashboard Settings page after being set up: 
 

 
 
Here is what the Home Page would look like with the Industry Analysis Marketing Report. 
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WEB LINKS MANAGEMENT 
 
Web links support integration between your database(s) and other web-based applications such 
as: 

• Google Search 
• Google Maps 
• Google News 
• Google Mail (Gmail) 
• Yahoo Maps 
• MapQuest 
• QuoteWerks 
• LinkedIn,  
• Spoke 
• Hoover's 

 
Authorized administrative users can add, update and delete the web links that display on the 
Record Update page for a record by clicking on Administration at the top of any page and then 
going to the Manage Web Links section.  Only those users with appropriate administrative 
privileges can access this function to add, update and delete web links.  
 
To add, update or delete web links, click on Administration at the top of any page and then click 
on Manage Web Links to display the existing web links. 
 
Add a new web link - To add a web link, click on the Add Web Link tab above the Web Link 
List. Select the type of web link, enter the label, description, web link, the field and click Submit.  
 
Required Fields - When 
adding a web link, the 
type, label and web link 
fields are required.  
 
Standard Web Links - 
Standard web links are 
pre-defined web links for 
common, web-based 
applications including 
Google, Yahoo, Hoover's 
and MapQuest. Simply 
elect one of these standard 
web links and the system 
will populate the Web 
Link field below with the 
appropriate code; no 
additional changes are 
needed for the web link.  
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Insert Field - To add a custom web link, enter the appropriate code in the Web Link field. You 
can add elements to the link that will be populated with information from the Record by selecting 
the relevant field from the Insert Field pick list. The list of fields includes all of the available 
fields from the Record. 
 
If you select one of the fields from this list, you can see the format for the placeholder in the web 
link. For instance, selecting Company adds the following to the web link: {!Company}. When 
the web link is displayed on the Record Update page, the {!Company} placeholder is replaced 
with the name of the company from the Record.  
 
Update an existing web link - To update an existing web link, click on the edit hyperlink to the 
right of that web link on the main Web Link List page. Enter any changes to information for the 
web link and click Submit to save changes.  
 
Delete an existing web link - To delete an existing web link, click on the delete hyperlink to the 
right of that web link on the main Web Link List page. You will be asked to confirm that you 
want to delete this web link. If yes, click OK. If not, click Cancel. 
 
Record Update page - If you have defined any web links, the Record Update page will include a 
Custom Links section. Clicking on the link(s) in this section will open a new browser window for 
the link. 
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CURRENCY SUPPORT 
 
For International deployments when currency other than the US Dollar is required, you have the 
ability to change or add currency support, including multi-currency support.   
 

 
 
To change simply ‘edit’ the existing state, or for multi-currency simply check the box ‘Support 
multiple currencies’ and the following page will be displayed. 
 

 
 
There are 3 options: 

• Support multiple currencies 
• The default currency can be overridden at the record level. 
• Default currency for the WorkGroup can be overridden by user preference. 

 
It may be important to override the default currency for quotes and opportunities. 
 
Different users in the WorkGroup may wish to use different currencies.
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To add a currency click ‘Add Currency’ and the following page will be displayed. 
 
 
 
All fields on this page are 
required.   
 
Select the currency from 
the drop down menu.   
 
Enter the name of the 
currency, the symbol and 
the current exchange 
rate.   
 
You can add as many 
currencies as necessary. 
 
 
 
 
Here’s a currency list with 5 currencies. 
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AUTOMATION AND WORKFLOW MANAGEMENT 
 
Business rules may be established to accomplish several functions or steps with one click action.   
 
For example, using the Automation and Workflow Management tools, email templates can be 
used as an AutoResponder. 
 
Used in conjunction with Call Stats and/or Profile Summary selections (Lead Status, Sales Stage, 
etc.) you can accomplish many tasks with the Automation and Workflow Management tools. 
 
To provide you with examples and ideas there are several Workflow Process steps already 
established in your WorkGroup.   
 
You may ‘Add Workflow Process’ by clicking the ‘Add Workflow Process’ button, or simply 
‘edit | delete’ an existing process. 
  

 
 
To see the details of one of the Workflow Processes click on the + next to the name of the 
Workflow Process.   
 
Below you’ll see the first process, ‘Initial Prospecting’ expanded to show the details.   
 
There are two components to Automation  

• A condition that if true executes actions 
• The actions that will result if the condition is true. 

 
The condition to be evaluated as either true or false is on the left.  On the right are one or more 
actions.  
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In the ‘Initial Prospecting’ Workflow Process’ the condition that is being evaluated is when the 
checkbox is checked, ‘Send Intro Email & Whitepaper’ then the condition is true and the actions 
will be performed. 
 
In this case the actions are to perform are many: 

• Update the record 3 ways 
o The Lead Status will be updated to ‘Have Not Reached’ 
o The Lead Value will be set to ‘0’ 
o The Sales Stage will be set to ‘Initial Prospecting (0%)’ 

• A Callback Event will be added for tomorrow 
o The Event Name will be ‘Follow-up’ 
o The Type of Event will be ‘Phone Follow-up’ 
o The Start Time will be ‘ Tomorrow’ and although it isn’t shown here you are able 

to specify the exact time of the Event.  It will be added to your calendar built into 
the CRM system. 

 
All of the values for Lead Status, Lead Value, Sales Stage etc. are user definable in the Reference 
Tables so you can set those values to whatever is required. 
 
To ‘Edit’ this process click on the edit button in the upper right.  While editing this process you 
have option of changing both the ‘Condition’ and the ‘Resulting Actions(s)’.  
 
You’ll notice that you have the option of defining which type of records this Workflow Process 
applies to: 

• Existing Records 
• New Records (useful for creating an autoresponder) 
• Both New & Existing Records 
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For the example below this Workflow applies only to existing records. 
 

 
 
In this page below we’ve chosen to edit the ‘Condition’.  You may ‘Reset’ and clear this current 
condition or you may simply set the Field and Operator.  As you can see you have a wide variety 
of fields to choose from to set the condition. 
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The field is Lead Status, Lead Value etc.  The choices for operator are =,  < > (does not equal),  
>,  <, >=,  <=, was updated or was checked. 
 
You can string multiple Conditions together – for example, if this is a new record, for the ABC 
Campaign and the Lead Source equal to Google Adwords then the resulting actions should take 
place – send the introduction email and schedule a follow up phone call for tomorrow. 
 
Let’s review editing the Resulting Actions in the Workflow.  The page below displays when you 
click Edit Action for the ‘Update Record’.   
 
As you can see there are many options beyond the 3 that we’ve chosen to update.  For example, 
you may add a forecast date, the probability, the campaign this contact came from and more.  
The custom field allows you to enter free form text.  Using the custom field is a handy way to 
know which conditions were met on this record. 
 

 
 
In the case of this ‘Edit Action’ you can update 11 items on this record with this single Workflow 
step. 
 
Let’s examine the options for Editing the ‘Add Callback / Event’ action. 
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We can specify  

• The type of follow up (since the type of follow-up is defined in the reference tables this 
can be anything required). 

• The Event Name 
• The Location 
• The Start & End Time 
• The Phone 
• The Attendees – this event will be added to other attendee’s calendar. 

 
Here’s an example of setting up an autoresponder to someone who fills out a Landing Page that 
is assigned to ABC Sample Campaign (to see how to map a landing page to the CRM system see 
the chapter Map Web Forms to Custom Forms).   
 
To start click on Administration > Automation and Workflow Management > Add Workflow 
Process.  Give the new Workflow Process a name and select ‘Applies to New Records’. 
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When you click Save it will take you to the ‘Edit Workflow Process’ page.  Click ‘Edit’ on the 
Condition side of the Workflow.  Make the following selections: 

• Field    Campaign 
• Operator   = 
• Value  ABC Sample Campaign 

 
After you’ve made your selections click the ‘Insert’ button.  You’ll notice that in the box above 
the Field selection you now see the programming for the current condition. 
 

 
 
In this case the campaign is equal to STY.  You’ll recall that when setting up a campaign you are 
required to submit both a ‘Campaign Name’ and a ‘Campaign ID’.  In this case the Campaign 
Name is ABC Sample Campaign and the Campaign ID is STY. 
 
That is the first half of the workflow.  For all new records that are assigned to the ABC Sample 
Campaign the ‘Resulting Action(s)’ will take place.  Now let’s define the resulting actions. 
 
After you clicked Save no the Edit Condition Page you were taken to the ‘Edit Workflow 
Process’ page.  Click the ‘Add’ button on the ‘Resulting Actions(s)’ side of the page. 
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This takes you to the ‘Add Action’ window where you’ll select ‘Send Email’ and click ‘Next’. 
 

 
 
This will take you to the ‘Add Action – Send Email’ page. 
 
On this page you’ll be able to specify who is sending the email and select the email template.  
Click Save and you’ve created an AutoResponder. 
 
There are endless possibilities for 
Automation and Workflow 
Management.   
 
Using the Automation and Workflow 
Management tools will improve your 
efficiency. 
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HOME PAGE SHORTCUTS 
 
You may save a Shortcut for a WorkGroup that will appear on the home page for logins of that 
WorkGroup. 
 
There are several ways to create a shortcut.  First, click on Administration > Home Page 
Shortcuts > Add Shortcut. 
 

 
 
At this point you’ll be presented with ‘Add Home Page Shortcut’ page.  Enter the name of the 
shortcut and select from the list of available reports and click submit (obscured by the dropdown 
in the image below).   
 

 
 
 
Next you’ll need to specify the users that will be able to see the shortcut link on the home page 
from the Edit Home Page Shortcut page.  You can specify users individually or you can use the 
checkbox to have the shortcut displayed on the home page of all users. 
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You can add or subtract users at anytime by selecting Edit from the ‘Home Page Shortcuts’ page.  
You can also delete your shortcuts from this page. 
 
 

 
 
You can also create a shortcut directly from Reports.   
 
Click on Reports and select the report you’d like to turn into a shortcut.   
 
Once your report has been generated you can click on the ‘Create Shortcut’ button to add this 
report to your list of shortcuts on the home page. 
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Now the shortcuts for both the graph and the tabular report are displayed in the shortcuts section 
of the Home Page / Information Center. 
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HOME PAGE SEARCHES 
 
You may save Searches for a WorkGroup so they show up on the Home Page / Information 
Center.  You can apply user-level security to individual searches.  There are several ways to save 
searches.  Let’s take a look at adding searches from the Administration Page.  Click on 
Administration > Home Page Searches.  That will bring up the ‘Home Page Searches’ page, then 
click on ‘Add Search. 
 

 
 
That will bring up the ‘Add Search’ page.  Enter a name for your search and click on the ‘Search 
Criteria’ link.   
 

 
 
The ‘Search Criteria’ will bring up a new window with the familiar search engine.  Enter as 
many search criteria as you like (e.g. Campaign, Lead Source, Geography, SIC Code, Record 
Last Updated, Partner etc) and click the GO button. 
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After entering your search criteria you’ll be returned to the ‘Add Search’ page where you’ll have 
the choice to ‘Apply Security for Users Using this Search’.  It is strongly recommended that you 
always click ‘Yes’ to apply security.  The reason being that the user who creates the search may 
have access to records that another user using the search doesn’t have access to.  If you click no 
to ‘Apply Security for Users Using this Search’ you will bypass the security and allow users with 
access to this search to see records that they otherwise wouldn’t have access to. 
 

 
 
When you click submit the ‘Edit Search’ page will be displayed where you’ll have the ability to 
select the users who will have this search visible on their Home Page / Information Center.  You 
can select either individual users or all users. 
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To delete the search go to the ‘Home Page Searches’ page and click on the delete link. 
 

 
 
Another way to save searches to the Home Page / Information Center is through the search 
engine.  Click on the Search button in the upper right hand corner, enter your search criteria and 
click GO. 
 
This will take you to the ‘Search Results’ page.  You can save this search to your home page by 
clicking on the ‘Save Search’ button. 
 
This will bring up the ‘Save Search’ window where you’ll be able to give the search a name, 
make it public for everyone in the WorkGroup or save it just for you.  You’ll also have the option 
of applying security. 
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This search will now be visible on the home page.  If you click on ‘My Searches’ you’ll have the 
option of either using or deleting one of your saved searches. 
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HOME PAGE DASHBOARDS 
 
You may save a specific report/chart for individual users within a WorkGroup. 
 

 
 
To add a chart click the ‘Add Report’ from the ‘Home Page Dashboard Reports’ page.  This will 
take you to the ‘Add Home page Dashboard Report’ page.  This is where you’ll name your report 
and select the report you want displayed from the available reports in the dropdown menu.  You 
can also apply a search filter from the list of public saved searches, specify the chart type, chart 
size and display order. 
 

 
 
 
After clicking ‘Submit’ you’ll see the ‘Edit Home Page Dashboard Report’ page.   
 
The ‘Edit Home Page Dashboard Report’ page will allow you to make changes to your previous 
selections and decide who will have access to the report. 
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BOUNCED EMAIL MESSAGE MANAGEMENT 
 
Bounce management is a lead management best practice.  There are two very good reasons to 
manage your bounced emails. 

1. Mail servers may block all mail from you if you repeatedly send mail to a bad address on 
their domain. 

2. For response tracking, you need to subtract out the bounces for an accurate report. 
 
Bounce Management is built-in to the email-marketing component of the CRM system.  That 
means you can manage bounces anytime you send emails from the CRM system, examples 
include: 

• Standard emails,  
• HTML invitations 
• Newsletters 
• Lead nurturing etc. 

 
To access the Bounce Manager click on Administration > Bounced Email Addresses.  This menu 
takes you to the Bounced Email Addresses page. 
 

 
 
The top menu includes the following options: 

• Select page – selects all records in the list 
• Clear page – de-selects all records in the list 
• Enable email addresses – marks the selected email addresses as good 
• Disable email addresses – marks the selected email addresses as bad 
• Delete bounce records – deletes the selected bounce records 

 
This page lists all bounced email addresses sent from the WorkGroup.  Each record in the list 
contains the following: 

• Name of the contact associated with the email address 
• Email address 
• Soft bounces 
• Last soft bounce date 
• Hard bounces  
• Last hard bounce date 
• Send Email Enabled 
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The ‘Send Email Enabled’ attribute indicates whether or not you want to send email to that 
address.  Yes means that you are still sending email to that contact.  No means you are not. 
 
The Disable / Enable link will mark the email address as bad or good in the contact record.  A 
bad email address will not receive email. 
 
The Delete link will delete the record of bounces for this email address.  It will not delete the 
email address nor will it disable sending email to this address.  If you don’t want to send email to 
this address you must click ‘Disable’.  The contact name and email address in the image below 
have been removed for privacy. 
 

 
 
The bounced email list is sorted by the hard bounce count so that the email addresses with the 
greatest number of hard bounces show first. 
 
By clicking on Disable email you are Update Primary Contact Information Page with a Bad 
Email Checkbox. 
 

 
 
The contact page now includes a checkbox field that indicates if an email address has been 
marked bad.   
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The user can mark the email address as good from this page.   
 
That this field only displays if the email address has been marked bad. 
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QUOTE SETTINGS MANAGEMENT 
 
In order for the Quote system to be available to the user it must be enabled at the WorkGroup 
level, the User level and activated in Customize Pages. 
 
Here’s where you’ll find it in Manage WorkGroups. 
 

 
 
Here’s where you’ll find it in the Viewing / Editing Records section of Logon Management for 
individual users. 
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You’ll also need to make sure there’s a checkbox in the Quotes section under Customize Pages. 
 

 
 
Once all of that is completed you are ready to begin. 
 
To start you’ll want to enter basic information for the Quote on the ‘Quote Settings’ page 
available from Administration > Quote Settings. 

• Company Name 
• Address, City, State, Zip 
• Terms 
• Etc. 

 
You can upload a logo from this page.  You can also change the color of the header. 
 



 
(RETURN TO TABLE OF CONTENTS) 

 

 Bounced Email Message Management 146 

 

 
 
From the ‘Quote Setting’s page you can also create, edit and delete Quote Templates.  To create 
a quote template click on ‘Add Quote Template’. 
 

 
 
This is a complete HTML editor with the ability to insert fields from the quote generator so you 
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have the ability to create a completely customized quote.  Some of the fields available to insert 
into the quote include the following. 
 

 
 
 
In addition to Quote information you can also include contact information, sales, company, user 
fields and more. 
 
Once you’ve got your templates set up are you are ready to use the quote generator.  If you are 
familiar with the opportunity management system the quote generator operates in a similar 
fashion. 
 
You access the quote generator from the Record Update / Sales update page. 
 

 
 
Click Add to access the ‘Add Quote’ page. 
 
A Quote number is automatically generated.  You’ll need to provide a Quote name and select 
which of the contacts for this record the quote is going to.  You’ll also have the following 
options: 

• Taxable 
• Discount Available 
• Use a Quote Template 
• Create an Opportunity 

 
If you select the checkbox for ‘Create Opportunity’ this quote will automatically create an 
opportunity with the Products you have listed in the Quote. 
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To add products 
from to the Quote 
click the Add 
button and either 
select a product 
from the dropdown 
menu or click the 
magnifying glass 
and you’ll see 
‘View Products’ 
page where you 
can select a 
product. 
 
When you click 
submit the Quote 
will appear in the 
Quote section of 
the Record update 
page. 
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To edit or delete the quote click on the Quote Name. 
 
To Print or Email the Quote, click on the Quote Name and click Create PDF from the Edit Quote 
page. 
 

 
 
You can then either ‘Create PDF’ which will create a PDF that can be saved, printed or sent via 
your desktop email program. 
 

 
 
Or you can click Create PDF & Send Email, which will create the PDF and open the CRM email 
client so you can send it from within the system.  The Quote system uses the standard HTML 
email client so you can either write an email or use a pre-defined Email Template. 
 
 


