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Course Description

This course is designed to give participants the knowledge and hands-on experience they need to
use the Sales Management Module in the QAD Customer Relationship Management (QAD CRM)
Application.

The Sales Management Module enables organizations to manage sales processes, maintain
customer relationships, and interface customer and sales data with QAD ERP.

Course Objectives

By the end of this class, students will:
« Know how to navigate and use help in QAD CRM.

« Use the Sales Management Module to manage your organizations sales opportunities,
customers and business contacts efficiently.

« Create and use reports in QAD CRM.

Audience

The audience for this course includes QAD employees, customers and partners. Specific organiza-
tional roles include the following:

- Sales Representatives, Administrators and Managers

Customer Service Representatives
Consultants

Power Users

Implementation Team Members

Prerequisites

 An understanding of your organization’s business processes and customer goals
« A working knowledge of your organization’s sales cycle and process
« A basic knowledge of QAD Enterprise Applications, including navigation

Course Credit and Scheduling
QAD CRM Sales Force Automation is a two (2) day class when delivered as instructor led in a
classroom environment.

QAD Web Resources

From QAD’s main site, you can access QAD’s Learning or Support sites.
http://www.gad.com/

MNQAD
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CRM Basics
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QAD Proprietary

In this chapter you gain an understanding of the QAD Customer Relationship Management (CRM)
functionality which is a part of QAD’s Customer Management’s Strategy.

QAD Customer Management Solutions run and measure marketing campaigns, manage sales
opportunities through the sales lifecycle and optimize the order and fulfillment process while
ensuring customer retention by enabling you to anticipate your customer’s needs quickly.

Learning Objectives
By the end of this chapter, you will be able to do the following:
 Describe the QAD CRM Application Modules

« List the benefits of using QAD CRM
 Describe the main records used in QAD CRM - Profiles, Contacts and Opportunities

 Contrast how you accomplish your daily customer relationship activities today and how you
will accomplish these same activities using QAD CRM

MNQAD
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What is CRM

CRM Basics — What is CRM?
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QAD Proprietary 2008-CRM-070

CRM is a strategy or approach that allows you to respond to the market place and your customers
quickly and effectively through tracking and managing your sales, marketing and services
functions easily and effectively.

QAD CRM contains the following modules that share the same data:

- Sales Management: Manage details of existing, new and prospective customers and
opportunities.

- Marketing Management: Build, manage and analyze marketing campaigns and costs.
» Customer Service: Log and assign customer issues for follow up throughout the customer
lifecycle.
QAD CRM shared functionality includes:
« QAD/ERP Integration
- Activity and task management (calendars, emails, scheduling)
 Customer communication through letters and collateral
» Analytics — Reports and Dashboards

MNQAD
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CRM Benefits
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A sound CRM strategy enables your business to be efficient, productive and responsive to the
demands of your Customers and improve your internal communications. QAD CRM provides a
360-degree view of your customer, integrating prospect, customer and partner information at every
touch point.

The Value of QAD CRM:
« Improve internal team and department communications
= Lower costs while attracting and retaining customers
Generate greater customer loyalty
Increase cross-sell and up-sell successes

L]

 Improve sales forecasting
Improve customer responsiveness with access to relevant and timely data
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CRM Records

CRM Basics - Records
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QAD CRM has a number of records that you will manage. Before you see a demonstration of
QAD CRM let’s discuss the three main records: Profiles, Contacts and Opportunities.

Profile:
A business that has an association with your organization.
« A profile can be a customer, prospect, competitor or supplier.
« Profiles form the core of QAD CRM - QAD CRM is “profile centric”.

Contact:
 Contacts are people who work for a profile.
» You communicate with contacts while conducting business-related activities.

» There can be more than one contact specified for a profile and a contact may be associated
with multiple profiles.

Opportunity:
= An opportunity is a business “deal” with stages.

« Opportunities are identified and managed in an effort to convert them into actual business
sales.

MNQAD
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Day in a Life Using QAD CRM

As we view either a pre-recorded demonstration of QAD CRM or your instructor demonstrates
QAD CRM, think about the following questions:

« What do the QAD CRM benefits discussed earlier really mean?
= Can you easily respond to the questions in the above slide?

How will QAD CRM change your day-to-day life and improve your organization’s
relationships with your customers?

Think about your role: Sales, Customer Service, or Marketing how could QAD CRM make
you more productive and help you help your customers.

« If you are a Manager, how will QAD CRM help you manage and motivate your team?

MNQAD
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CRM Basics — Knowledge Check
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Complete the Knowledge Check by
filling in the blanks with the correct
answer or indicating if the
statement is “True” or “False”.

If you are attending Instructor-Led
Training your instructor will discuss
your answers.

Self-Paced Training participants
follow the instructions to log
problems or get help.

The answers to the Knowledge
Check are in the in the back of the
Training Guide.

QAD Proprietary

2008-CRM-110

1 List the three applications that make up QAD CRM:

2 A profile can be a customer, prospect, competitor or supplier. (True or False?)

3 A contact is an individual that works for a profile. (True or False?)

4 List two benefits of CRM QAD:

5 An opportunity is a closed business deal or order. (True or False?)

MNQAD
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Key Points

CRM Basics — Key Points
~ Review the Chapter Key Points

4 Questions?

QAD Proprietary 2008-CRM-120

« CRM is an approach to understand customer requirements and behavior.
« CRM includes studying sales and marketing effectiveness and market trends.

» CRM requires a customer-centric business philosophy to support effective marketing, sales,
and service processes.

» QAD CRM is the tool that allows you to implement your customer-centric strategy using the
following modules:

« Sales Force Automation

» Marketing Automation

 Customer Service

» CRM/ERP Integration
» QAD CRM modules share the same customer data which may be integrated with QAD ERP
 There are many records in QAD CRM but the three main records are:

- Profile: a business that has an association with your organization

 Contacts: people who work for a profile

» Opportunity: a business lead/deal.

MNQAD
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Overview

Getting Started
Overview
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In this chapter you learn how to access, navigate and use help in QAD CRM. You review your
QAD CRM settings and gain an understanding of QAD CRM data security.

Learning Objectives

By the end of this chapter, you will be able to do the following
» Log in and out of QAD CRM.

Navigate QAD CRM.

Use QAD CRM help.

Describe CRM security

- Review your settings

L]

How to access QAD CRM?

Depending on the version, QAD CRM may be accessed as a stand-alone data based (no QAD ERP
Integration), integrated with QAD ERP Standard or Enterprise Edition using the QAD Client or
QAD Remote Sales.

MNQAD
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Log into CRM
1 Launch the QAD Training Environment (VTMS):

a Self Paced Participants - Follow the instructions you received at registration to access the
CRM Log-On Screen

b Instructor-Led - Follow your instructor’s direction to access the CRM Log-On
¢ Stand-alone Data Base - Select the QAD Demo from programs

2 Inthe QAD CRM Logon enter the User ID and Password:

For the purposes of the CRM Sales Management Training Class your business role is account
manager. Your User ID is Account Manager One (AM1) and your password is gad which is
case sensitive.

Enter the following information in the logon dialogue box:
» User ID: AM1 or Demo
- Password: qad

3 Inthe training environment the Application Language field is set to English, however, QAD
CRM does support multiple languages

4 Click OK.

Log out of CRM
1 Select the File/Exit option from the Main Menu. The Shut Down dialogue displays:
2 Select Close, Log off or Restart from the drop-down list.

3 Select the Remember settings check box if you want the system to remember your current
settings at login.

4 Click OK.

MNQAD
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Using the QAD CRM User Interface

Navigating QAD CRM
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To gain an understanding of how to use the navigation features of QAD CRM we have provided an
on-line pre-recorded navigation demonstration as well as an overview in the training guide. If you

are attending an instructor-led training, your instructor will demonstrate the navigation features for
you.

On-line Pre-recorded Navigation Demonstration

To access the QAD CRM Navigation Demonstration:

Navigation Overview
QAD ERP utilizes the .NET Ul interface and business process maps. QAD CRM does not use

.NET Ul or business process maps at this time. When interfacing with QAD ERP you use different
navigation techniques.

MNQAD
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User Interface Components

Tool Bars

f * oADCL
| File View | GoTo Tools Common Help
g Container Information | Send an Email Make a Note €} ddd an Activity ~ '@ Add a Profile ~ Ld
= | . QAC-E3E4 B i Show Column | %l Sort | E‘ElR d Count Send to Campaign
4 QAD CRM Menu ' B
r‘ . Toolbars 3 ||Z Mavigation T
- Alpha Tabstrip E Camman \ISE RD e 01907
A Activities Adolphs Sporting | Filter
- i Athletic Attic | -
i E- COpportunities E coTo .
i Als Sparts DM RD Lewiston 04240
(= [ Addresses et
[ Searcha Prof Anheu_ser-Busd'l E Edit ce - mfapr St Logis 63113
B Al Profiles Anaheim Plaza HCE File Blvd. Anaheim 98777
— Avonlea Hospital Road Avonlea P AZWY|
% Cortact Persg Help
— . |[ACME STEEL ITREET CHICAGO 60111
A Profile Relatio
QAD Proprietary 2008-CRM-150

The screen has a user-friendly interface that includes the following components:
+ Application Menu Bar

Application Tool Bar

Workspace

Sidebar menu

QAD CRM Bar

Tabs and Status Bar.

L]

Recommended Tool Bars - Step-by-Step3

To view the QAD CRM Bar, QAD CRM and a number of tool bars.
1 Click View from the Application Menu Bar to select.

2 Click View | Toolbars to select the Navigation, Common, Go To, Edit, File and Help Toolbars

MNQAD
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Menu and Work Space
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The QAD CRM Menu appears in the sidebar. Menu items may be expanded or collapsed. Click the
name of the menu item you wish to display.

Navigate All Profiles

1 Expand the Sales Management Menu Item.
2 Expand the Addresses Menu Item.

3 Click All Profiles.
4

The Workspace appears. The top half is a browser displaying a list of the data records for the
selected module and the bottom half displays the selected record detail in edit mode.
Depending on the selected menu item the work space may include other information.

Select the letter A.
6 Scroll down and select ACME STEEL.

7  The workspace browser contains two windows: Profile List and Contact List. The contacts for
ACME STEEL appear in the contact workspace browser

8 You can resize the menu and workspace areas by dragging the vertical resize bar to the right or
left. You can also resize the area displaying the bars by dragging the horizontal resize bar up or
down.
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9 QAD CRM lets you select the column labels you want to display in the workspace browser.
Right-Click in the Profile Browser window and choose Show Column.

10 The Select Columns for View dialogue box displays. Use the left and right arrow keys to move
columns from Hide/Show. Select Fax No and move to the Hidden Columns:

11 Click the green Commit check mark to save your change.

MNQAD



18 Training Guide — Customer Relationship Management (CRM)

Help
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To learn more about navigation in QAD CRM go to Online-Help. To access the on-line help:
» The system has a Help button on each screen in the system toolbar.

 There is also a text box above the Help button where you can enter a specific question. The
relevant help file for you question opens in a separate window.

« Help can also be accessed from the Application menu.

Printing Help Topics

You can print help topics. Let’s look up and print information about All Profiles:
1  Select Help from the Application menu.

2 Expand Working with Profiles and Contacts in the sidebar menu.

3 Select Working with Profiles and Contacts | Overview.

4 The Overview Section displays in the workspace.

5 Click Print at the top of the page.

6 The Print Topics dialog box displays.

7 .You can print the selected topic or the selected heading and all subtopics.
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QAD CRM Security

Security in QAD CRM involves the following system features or components:

- Login Security - This is password protected: You are allowed three login attempts. If you have
not entered a valid user ID after three attempts the Logon screen closes.

- Business Units: Each user is assigned a business unit which can be a branch office, subsidiary,
or business partner. A user may be assigned to one or more business units and is allowed to
access data for the assigned business unit.

- Teams - A team is a group within a business unit. Users may be assigned to one or more teams
and are able to access the data of their assigned teams. For example, if you are assigned to the
Northeast Sales Team you are able to view all the sales orders that are entered for your team.

 Permission Groups - are maintained by the System Administrator and control access to system
objects such as menus, programs and screens.

They QAD CRM Administrator is responsible for creating and maintaining user profiles in the
system. This information is discussed here so you have a high-level understanding that your data
and transactions are secure.

MNQAD
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My Settings
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A QAD CRM System Administrator is responsible for setting up CRM users. This setup includes
associating a user with a business unit, permission groups, mail server, language, initial password,
holidays, teams and other information.

As a user you may have access to view your settings and also to change some of your details. The
extent of your access will vary depending your organization.

For the purposes of this class, we review the system and detail settings for AM1 - Account
Manager One or Demo. The changes that we make will be used in exercises later in this class.

Review My Preferences Settings

1 Navigate to Sales Management | My Settings | Preferences. The Preferences Dialogue Box
displays. There are a number of tabs: General, Email, Profile Find Cursor, Report Settings,
Regional Settings, and Activity Settings.

2 Click “?” in the right-hand corner to access Help.

3 InHelp from the Contents Tab, navigate to Defining Preferences and Settings | Setting General
Preferences. Your System Administrator will set these settings for you.

a Instructor-Led Training: Your instructor will review each setting with you.

b  Self-Paced Training: Review each tab in Help.
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4 Do not save any changes. Click the red X to exit.

Review My Details Settings

1 Navigate to Sales Management | My Settings | Details. The Details screen displays your
personal details. Always check this screen to ensure that the information is accurate.

2 Click? in the right-hand corner to access Help.

3 In Help from the Contents tab, navigate to Defining Preferences and Settings | Maintaining
Personal Details.

a Instructor-Led Training: Your instructor will review each setting with you.
b  Self-Paced Training: Review each field in Help.

4 Click the Ext/Direct Tel Field. The Phone/Fax dialogue displays. Enter your phone and click
the green check-mark in the lower right-hand corner.

5 Click Save All the Changes to save and exit.

Important Do NOT change your password.
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Update Personal Details Activity

Activity — Update Personal Details
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Complete the following hands-on activity to test your knowledge on changing your personal
details.

1 Enter a mobile phone number.
2 Enter your work email.

3 Enter your address.

4 Save your work.
5

Logout.
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Getting Started — Knowledge Check

VN

Complete the Knowledge Check by
filling in the blanks with the correct
answer or indicating if the
statement is “True” or “False”.

If you are attending Instructor-Led
Training your instructor will discuss
your answers.

Self-Paced Training participants
follow the instructions to log
problems or get help.

The answers to the Knowledge
Check are in the in the back of the
Training Guide.
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1 QAD CRM supports multiple languages. (True or False?)

2  QAD CRM allows login attempts. After incorrect attempts QAD CRM shuts

down.

3 After selecting a record the QAD CRM workspace contains one or more browser windows in
the upper half of the screen. What is contained in the lower half of the screen?

4 QAD CRM has the following security: login, business unit,

permission group. (Fill in the blank.)

5 QAD CRM Help may be accessed on-line and may also be printed. (True or False?)

, and
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Key Points

Getting Started — Key Points
~ Review the Chapter Key Points

4 Questions?

QAD Proprietary 2008-CRM-210

» QAD CRM and QAD product suite do not share the same navigation. QAD CRM does not use
.NET Ul or process maps.

» QAD CRM supports multiple languages. You are prompted for a language during logon if
your organization uses more than one language.

» Help in QAD CRM is easy to access on-line. You can print on-line help by topic or topic and
all sub-topics.

« Your information is secure in QAD CRM but can also be shared by business unit and teams.
= You are able to review and change your personal details.
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Overview

Profiles - Overview
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In this chapter you gain an understanding of the Profile Record and how to manage your profiles
effectively. The Profiles record forms the core of the QAD CRM system as all contact and
opportunity information is associated with a Profile.

Learning Objectives
 Describe the Profile Record.
« List the data that is contained in a Profile.
« Search for a Profile
» Add a Profile
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What is a Profile?

Prospect, Customer, Supplier?
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o762t s [ O
- [ Customer
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[ Telnor 1) (201 3858378 &y [ Enduser '
Empl| [ Mot Relevart t Contacted: |17}
Email Id: |Ask_Us_Sports @bisgen.com + ] Cther FE=
Web Address: |www,gad.com e [ Partner
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loc Ext A/C Mgr ys 4 O Suplier
Alloc Int A/C Mgr | |Demao s O Unclassified
g
[ Alias Name ] Ask Us Sports w
Cust. No: |2 Establishes
Profile ID:

QAD Proprietary

2008-CRM-230

» A profile is a business or business relationship that has an association with your organization.

« A profile may be a Customer, Competitor, Partner Supplier or any other business or business
relationship that your organization needs to track.

» QAD CRM also tracks complex business relationships. If your Customer is also a Supplier

you would designate both types for this profile. QAD CRM supports the ability for a Profile to
contain multiple Profile Types.

« Your organization defines the types of business relationships by providing the look-up values
for the Profile Type field.

What information is contained in a Profile?

« Profiles either contain or are associated with all the information you need for a 360 degree

view of your business relationship including addresses, contacts, opportunities, installed base
products, contracts and more.

« Information is displayed on-line in the following tabs: Details, Further Details, Addresses,
Activities, Opportunities, Relationships, Internal Contacts, Campaigns, Analysis Codes,
Installed Base, Contracts, User Defined Fields, Attachment, Script and Issues.
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Searching for a Profile

r |
Search a Profile or Contact
Ham Mers Protte Name sddrer1] Town/Ty Fost Gode Tl ef1] Fau iy Emai 3
R L R e TR S M e S A
% Aekibes Avarias Hotp sl S Atlariic R Heeelas e
% Oppatuniiss Erofile tame: o ACME STEEL 00 LAVE STREET CHICAG 0313 TR0
) Ackbesses s = ADLE Engnesring iy Ltd  $¥3 Dorcaster Roed Dormaster [
% Search aProtie o Contact ] dibes rgre oty
O AdPrclies k! | User: AM1
1 ContactFatiarm Y Mo eru = Frythame  Mdde Name Lasthame
[ Prsila Rodationthips Toomjin vl v -
P it =5 Marngemery | YRGS
= My ¥ Acttes [ ipns Sporeng Go 541 BEACCH 5T Newton Cenier [F) C. Loerch L Laeren
b Frces g Gty [ Oppomrses  [|Afen: Atsc e ) e Dusne Bates Dusne oares
il n“; * Adcresses a5 Sports Lewgten L] Jarmie Grahes e Grane
Fl s - ¥ -nl s o :
& B3 MaksirgM S [ Sawsh s Prg|Ahustr dhusch Company 1 lusch Flace - mfors b Lo e Ben Jones [ oret
L hm: o I [[rrorem Pasa e 67 Harbor B, e 28777 Dog sk Deug et
—~EEmin, 5 ot pan rien oo [ —— Avorles PanATN [ Gary Baranck Gary Baranck
- N Bt el R | ACHE STEEL 100 LAKE STREET CHICAGD 0181 Bot Lircigren Bo indoren
+ (3 Sete [ Profie Palaiy ¥
3 _ At Opriemetes Aot Oyrmetsa
W3 Pernots 5alss Data Synchronaation 4 () Cumercins ¢ .
) QAD ERP Iningrabion oy i [ My Settrgs ey
o 2 siajoicioieficintiaiiuiminior grisTiulvdrie ¥
5 Cussomer Conacle ¥ ) Products =- -
T3 Db L= (@ Regom Oetails | Furiner Detals | Addresses | Acinbes | Coportuoes | Astabonshos | Intenal Contacts | Femaris | Campaigrs | Analves Codes | Instaled Sase | Conmoc | 4 %
o et 4 (7 Marketrg Mansgemel — Address delaly Seyrrinten Contact deiaky
I Gbnsnc Dt bpodt # 23 Customer Senvice. Frfie N | Athiete's Comes e s
Al Tachasd Ut ik ]| sz7pananisern Life e ratng: € £ Poston:
% 0) Semngn Swampscott
& ) Runcis Suies Dals 51 W Irdatry:
: uoml
# (3 GAD ERP tegrason 01007 $C Code:
[ Cumomer Conscle — — Company sre '
S Dkt (o i) [on s & e -
o Sowe Enal 1 | Attiete's_Comes Stgen.com | ’ w-:‘tmmmd:i... =
Grou: .
Contacly ' [ Gereec Daty Ircot ieh Address: | wwrw. 8. com :
o (Eecmery ] e I
Freefor ¢ Roghes:
ot oo .
Fenrze: -
Ll Meshame || Atiete's Cormer - i IF—_I
| T Futabibe ciate || -
= o ]
o £ 5 offe 0
» e
Sports. Ao Nankge [User bme zone] GMT-8 [Nade] 8 - Host A31/008 1210 FK 1 reconts seiected CAD CRM 617 Buld §
QAD Proprietary 2008-CRM-240

How many customers, prospects, suppliers, competitors, partners or other business relationships
are you tracking on QAD CRM? You can track an unlimited number of profiles, however, you
need to access your profiles quickly and efficiently.

QAD CRM provides powerful search facilities to help you locate specific profiles. You can search
for specific profiles/contacts using search criteria or you can display all your organizations’s
profiles or profiles based on the first letter of the profile name. The two screens that you use to
locate your profiles are:

« Search a Profile or Contact Screen
< All Profiles Screen.

The navigation and search capabilities of each screen are a little different, but certain QAD
features apply to most searches in QAD CRM. For instance, you can generate a report of your
search results, send information to QAD ERP or export your search from most screens.

Let’s explore the Search a Profile or Contact Screen.

As you use this screen daily it is important that you can quickly to access it.
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Steps — Create a Favorite

Add Favorite
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You can access screens from the CRM Menu or you can create a favorite for those screens that you
will use every day. Favorites appear in the Application Menu Bar under Tools and also in the QAD

CRM Bar (at the bottom of the QAD Menu Bar).

Creating a Favorite

1 Navigate to: CRM Menu | Sales Management | Addresses | Search a Profile or Contact.

2 Right-Click, Search a Profile or Contact.

3 Add Favorite Dialogue Box displays - select Add to Favorites.

4 Save by clicking on the green arrow in the lower right-hand corner.

5 Favorite created in two places:
« Application Menu Bar under Tools
* QAD CRM Bar
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:Search Options in Profiles and Contacts Screen

Search a Profile or Contact

Search a Profile or Contact

Name and Location
Contact

Open/Selected [erectom
Criteria Tab Look for:

M«

[TelNo[1] (prospect.tei[1]) |
Condition
Value -
(508)

Criteria Tab
Selection

You can perform a search based on any of the criteria described above. The Search Criteria is
displayed in the Open/Selected Criteria Tab. Scroll thru and select the criteria by clicking on the
arrow to the right of the Criteria Topic
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Search Criteria

Search Criteria Search By

Name & Location Profile or alias, name, address, town/city, county,
state, post code, country, profile type

Contact Name details, position description, mail groups

Date Date range will display all records created or

modified during the selected period. Can choose
profiles or contacts and search by creation or
modification dates.

Freeform Profile, Contact, Site Address or Transaction
History Fields using a condition

Profile History Text Keyword or phrase

Site Address Any or all of the following fields: Profile Name,
site address, town/city, county, state, post code
and country

QAD Proprietary 2008-CRM-260

The system searches based on information entered in the open or selected Search Criteria Tab.
Information entered into other tabs is not taken into account.
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Using the Search a Profile or Contact Screen

Steps — Search a Profile or Contact
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Scenario

As an Account Manager you may need to view one specific Profile Record or you may need a list
of Profile Records based on search criteria.

In this scenario, you plan a business trip to Orlando, Florida. You want to review your Orlando
Customers and call them before the trip if appropriate.

You need a list of all Customer Profiles in Orlando, Florida.

1 Navigate to the Profile & Contact Search Screen (you can use the Favorite that you just
created).

Scroll to the Name and Location Topic using the Criteria Topic Select Arrows.
In the Town and City Field enter Orlando or use the look-up icon.

In the State Field enter FL or use the look-up icon.

ga b~ W N

In the Type Field use the look-up, review the types and select Customer. Please note that you
could select more than one Profile Type.

6 Click the Search Button at the bottom of the Search Criteria Tab.

7 Two Customer Profiles located in Orlando, Florida are returned to the workspace.
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8 You can review the details of a specific profile by highlighting the profile, right-clicking and
choosing Profile from the drop-down list.

Note If the search does not return any records, you are prompted to create a new Profile.
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Using the Search a Profile or Contact Screen Activity
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Complete the following hands-on activity to test your knowledge on how to use the Search a
Profile or Contact Screen.

Hands-on Scenario

You want to return a phone message from one of your customers, but you can’t quite make out the
name of the customer or the complete phone number. The call was placed from Los Angeles - 213
Area Code. If you can review a list of all profiles in the 213 Area Code you think you’ll be able to
identify the customer’s name.

1 If you have not created a Favorite for the Search a Profile or Contact Screen, do so now.
2 Navigate using your new Favorite.
3 Search for all Profiles in the 213 Area Code. (Hint: Use the Freeform Search Topic.)

Bonus Question You’d like a list and count of all Profiles created in the last 12 months. How
would you get this information using the Search a Profile or Contact Screen.
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All Profiles Screen

All Profiles Screen
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The All Profiles Screen accesses all the Profiles and Contacts in the data base. The screen has three
(3) parts: Profile Browser, Contact Browser and Profile Record Detail:
Profile Browser

« Contains a list of Profiles based on:
- first letter of the Profile Name (A, B, C, etc.)
- all Profiles by selecting the All Button
« searching by using a filter (filters can be stored and re-used).

Contact Browser

- Displays all Contacts for the selected Profile in the Profile Browser Window.

Profile Record Detail
- Displays the details for the selected Profile in the Profile Browser Window in Edit Mode.

Note Pay close attention to the filter option as it works with all other search options. For instance,
if there is an existing filter for displaying Customer Records and you selected the A Button, only
those Profiles beginning with the letter A containing a Customer Type of Customer would display.
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Using the All Profiles Screen
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Scenario

In this scenario you use the All Profiles Screen to gather general information about Profiles and
Contacts. Let’s list your Profile requests and then go through each one.

« Every time you open the All Profiles Screen you would like to see all the Profiles in the State
of California.

« You need a list and a count of all Profiles, sorted by Town/City.
 You want to create a report and export the data to Excel.

Set All Profiles to display Profiles in the State of California

Create a default filter for all California Profiles:
1 Navigation: Sales Management | Addresses | All Profiles.
2 Access the Filter Tool Bar: View | Toolbars | Filter.

3 The Filter Toolbar displays two objects - the Filter Drop-down list with previously created
filters and the Profile Filter Screen Button that displays a dialogue box where you can create,
edit or delete filters.

4 Click the Filter Drop-down list and set it to No Filter.
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5 Click the All Button in the Profile Browser. The Profile Browser displays all Profiles.

6 Notice that the Profiles are not sorted in any particular order. To sort by Profile Name, click
the Profile Name Label. Displayed in the Profile Browser is a list of all Profiles sorted by
Profile Name.

7 Click the Filter Button to display the Profile Filter screen to create a new filter. The Profile
Filter Screen opens the selected Filter in edit mode.

8 To add a new filter click the Add Button in the lower right-hand corner of the screen. The Add
Button is the first button going left to right. A blank Profile Filter is displayed

9 Enter California in the Name the Filter Field.
10 Select the Default Filter Check Box to make this the default view of the Profile Filter Screen.

11 Inthe State Field use the look-up icon and select California and select the green check mark to
save your selection.

12 When you return to the Profile Filter Screen select the green check mark at the bottom of the
screen to close the screen and save your work.

13 The California Filter triggered when you saved your work and the Profile Browser should only
contain those Profiles from California.

Note To learn more about the Profile Filter Screen go to Help | Working with Profiles and
Contacts | Filtering Profiles

Create a list and a count of all Profiles sorted by Town/City

1 Navigate to the All Profiles Screen. Check that there is not an active filter.

2 Click the All Button in the Profile Browser. The Profile Browser is populated with all the
Profiles in the data base.

3 To sort the Profiles by Town/City, click the Town/City Name Label.
4 To obtain a Record Count, right-click in the Profile Browser and choose Record Count.

5 To create a report of the data in the Profile Browser, right-click and choose Report View to
generate a Browser Report.

Export the Browser Report to Microsoft Excel

1 Review the Report. To export the report to Microsoft Excel, click the Export Button in the
toolbar.

2 Choose Export to Application and move to the next screen.
3 Select Microsoft Excel (.xls) and click the green check mark.

4 Review the spreadsheet, format and save in Microsoft Excel.
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Using the All Profiles Screen Activity

Activity — All Profiles
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Complete the following hands-on activity to test your knowledge on how to use the All Profiles
Screen.

Hands-on Scenario

You need a list of all Suppliers.

1 Create a Favorite to the All Profiles Screen.
2 Create a Supplier Filter.

3 Create a Browser Report from your output.

Bonus Question Review the Criteria Tabs in the Profile Filter Screen. What Tab and Field
would you filter on to accomplish the following filters:

 Limit who can access a filter.

 Generate a list of all Profiles that have a high priority for Service Calls.

« Create a filter for the Customers in the State of California, sorted by phone number.
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Adding Profiles

How to add a Profile

File Edit View GoTo Tools Common Help

<F Back = = Forward ~ IQsand Letter (=} Send an Emall Make a Note @, Add an Activity Eﬁadd a Profile ~|Log an Isgue
Quick Profile
Detailed Profile

User: AMT Search a Profile or Contact
- Main Menu | 3 | profie Name serenefil TownjCi_ty'

All Profiles )
Profile Name Address[1] Town/City Fost Code hd Add a P rOfl Ie BUttOn from

Anaheim Plaza Hotel &7 Harbar Blvd, T E _ Com mon TOOI Bar

Avonlea Hospital 56 Atlantic Road £t pdd
Edit

et - [ = Right Click All Profiles
Brower Window

e File | Add (All Profile
Screen)

File | Edit View
EX
FEdit

GoTo Tools
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QAD CRM supplies a Quick Profile Add and a Detailed Profile Add:
- Add a Profile Screen - Quick Profile
» Add a Profile Wizard - Detailed Profile.

There are many ways to access the Detailed Profile Wizard including:
- the Add a Profile button from the Common Toolbar
« right-click in the All Profiles Browser Window
« File | Add from the All Profiles Screen.

The Quick Profile option is accessed from the Add a Profile button.

Warning

» Do not add duplicate Profiles. Search first! Always Search to ensure that you are not adding
duplicate data.

» QAD CRM issues a warning message if the Profile has the same Name and Postal Code.
Profiles with the same Name and a different Postal Code are not considered duplicates.

» QAD CRM does not stop you from adding duplicate data - be careful.
« QAD CRM is not case sensitive, enter data that can be used in letters and memos.
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Using the Profile Add Wizard - Detailed Profile Option

Steps — Profile Wizard

RAProfite Add Wizard B E =
Profile ; —Address Detail gmentation —Remarks
Profile Mame: || | Type: |
Further Details Life: time rating: |
Contacts Industry: |
Addresses e
Analysis Codes |
User Defined Fields Tel Na[1] E] & Company size: |
Emplovees:
Email Id; :
Group: A
web address: [~ ] B -
Sub Group:
[ Blias Marne ” |v_]
Region:
Cust, Not %
Source: |

Profile ID:

Established Date: i, r-21-200 Insert ~ Speling and Grammar

 Add Profile Information

. . . « s B XO
 Review Profile Fields —

QAD Proprietary 2008-CRM-330

The Profile Add Wizard displays the following information tabs: Details, Further Details,
Contacts, Addresses, Analysis Codes, and User Defined Fields.
Note

» The information tabs displayed when adding a Profile are a subset of the information that can
be added.

» When you display an existing Profile you will notice additional Tabs.
» A complete list of all fields stored in the Profile Record is detailed in Help | Working with
Profiles and Contacts | Working with Profiles | Maintaining Profiles.

In the following scenario, we review step-by-step how to use the Profile Add Wizard and explore
some of the data stored in the Profile Record.

Scenario

As an Account Manager you receive information on prospective customers or leads from many
sources including your own research and leads from the Marketing Department. Your
organization’s business process dictates that prospective customers are tracked as prospects until
they have placed an order and all Profiles.
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Prospective customer leads from Marketing or other sources, may include a contact name, a
complete address, the size of the company, number of employees, and other information that is
tracked in QAD CRM. Most of the time you receive very little information. It’s up to you to
research your customer leads and add information in QAD CRM.

This morning you received a lead from the Marketing Department that was generated from a
seminar. The lead contains the following information:
« Company Name: Boulder Industries
Address: 1500 28th Street, Boulder CO 80303
Contact: None Given
Company Size: Around 400 Employees Worldwide - 2 million in revenues
Business: Distribution

Create a Profile for this new lead in QAD CRM so you can easily track and report on all your sales
activities as you contact and research this company. Remember that the data you enter will be re-
used in letters, marketing campaigns, reports, etc. Enter Profile names using upper and lower case,
correct punctuation and abbreviations.

1 Search First! Navigate to the Search a Profile or Contact Screen.

2 Profile Name = Boulder Industries.

3 Click the Search Button.

4 Boulder Industries is not in QAD CRM. You are prompted to add a new profile.
5 Click - Yes.

6 Profile Add Wizard -Account Detail Tab is displayed. The Profile Name field is auto filled
based on your search criteria and the label is in red indicating a required field.

7 Details Information: If there is a button next to the field label, select the button rather than
entering free-form information. If your system administrator has defined a field style, using
the button will open a dialog box which reflects the defined style. If there is a look-up icon,
use the look-up to get the exact spelling of a value.

Enter the Details Information that you know.
« Address = 1500 28th Street, Boulder CO 80303
 Type = Prospect

Company Size = 2-5 Million

Employees = 100-499

Region = US

- Source = Seminar/Conference

8 Further Details: Select Further Details from the sidebar or use the green arrow in the lower
right-hand corner to move to the next tab.

Enter the Further Details Information that you know.
« Ext. Account Manger = AM1 (yourself)
+ Time Zone = MST/MDT (Mountain Time)
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The Ext/Int Account Manager fields may be pre-populated through the Territory Management
Module or you may use the Alloc Buttons or Lookup. The Alloc Buttons display the account
managers based on Territory Management assignments. The Lookup Button displays the
names of all Account Managers.

9 You do not have enough information for the Contacts, Addresses, Analysis Codes, or User
Defined Codes Tabs at this time.

10 Save your new Profile by clicking the green arrow in the lower right-hand corner.
11 You are prompted to send this new Profile to QAD ERP.
12 QAD CRM notifies you that QAD ERP is now updated with this Profile.

13 Click, OK. The Profile displays showing all associated tabs including Campaigns,
Opportunities, Installed Base, Contracts, Script, etc.

14 Review the new Profile. A Contact has been added with a Last Name = Sir/Madam as you did
add a Contact Record for this Profile.

Note Profiles must have at least one Contact. If you do not enter a Contact, the system adds a
generic contact for you.
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Adding a Profile Activity
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Complete the following hands-on activity to test your knowledge on how to add a Profile.

Hands-on Scenario

In a conversation with one of your customers you learned about a company that is a good match
for your organization’s goods and services. Before you start to research this company you want to
add them QAD CRM so you can easily track your sales activities.
1 You know the following information about this company:

- Company Name (use your Last Name Enterprises)

» Address (use an Address in Your Town)

» Email (use your work email)

« Size (300 Employees, 3 Million in Sales)

2 Enter, Save, Send to QAD ERP.

Bonus Question: You know this company does business not only in the United States but also
in Australia. Where would you add this information so you could easily report on it later?

MNQAD



44 Training Guide — Customer Relationship Management (CRM)

Knowledge Check

Profiles — Knowledge Check
~ Complete the Knowledge Check by

(«‘\‘,\ fé&ﬁ filling in the blanks with the correct
= J\ﬁf B answer or indicating if the
/\7\7) z /@ statement is “True” or “False”.
N\
\%)’ﬁ/// <~ | ~ If you are attending Instructor-Led
Training your instructor will discuss
your answers.

~ Self-Paced Training participants
follow the instructions to log
problems or get help.

~ The answers to the Knowledge
Check are in the in the back of the
Training Guide.

O
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1 QAD CRM is Profile Centric which means that all information in QAD CRM must be
associated with a Profile. (True or False?)

2 List four Profile Tabs and two data elements in each tab:
Example: Opportunity Tab - Stage Date, Sales Person

3 Profile Name and make a Profile unique.

4 Ifyou do not locate a Profile using the Search a Profile or Contact Screen you are prompted to:
a Add a New Profile
b Try again with different search criteria
¢ The Profile closest to your search criteria is returned

5 Your system administrator can help you enter fields in the correct format by defining the field
style. You can choose the button to the left of the field and a dialogue box will open in the
correct style for you to enter the field information. Name a field that is set up this way in the
QAD CRM Training environment:
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When you add a Profile, QAD CRM will also add a generic Contact if you do not add a
Contact. (True or False?)

Favorites are created in two places: Application Tool Bar and the

QAD CRM is not case sensitive. Why is it important to be case consistent and have data entry
standards when entering Profiles in QAD CRM?

Filters can be created and stored for future use. (True or False?)

The All Profiles Screen displays the following windows: Profile Browser, Contact Browser
and the
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Key Points

Profiles — Key Points
~ Review the Chapter Key Points

4 Questions?

QAD Proprietary 2008-CRM-360

= The Profile Record is the center of QAD CRM. All data in QAD CRM must be associated with
a Profile.

There are two search screens:
- Search a Profile or Contact
« All Profiles Screen

Always Search for a Profile BEFORE adding!
» Do not add duplicate data.

» QAD CRM will give you a duplicate Profile message if you try to add a Profile/Postal
Code combination that already exists.

The Profile Name is the only required field in the Profile Record.

A Profile may be a Supplier and a Customer - complex business relationships are maintained
using multiple profile types.

You may send new Profiles to QAD ERP.

L]
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Overview

Contacts - Overview
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In this chapter you gain an understanding of the Contact Record, how to manage your contacts
effectively, and how the Contact and Profile Records work together. Contacts are people who work
for or are associated with a Profile.

Learning Objectives

By the end of this chapter, you will be able to do the following:
 Describe the Contact Record
- List the data that is contained in a Contact Record
- Search for a Contact
» Add a Contact
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Contact Detalls
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A Contact is a person who is associated with one or more Profiles.
It’s important to remember that Contacts are people vs. organizations. Those business

activities that need interaction with a person should be associated with a Profile and a Contact.

Your organization maintains relationships with Profiles through Contacts.
Internal Contacts are people who work for your organization and have an association with a

Profile. Internal Contacts are added and maintained using the Internal Contact Tab on a

Profile. Internal Contacts must be in the User File.

What information is contained in a Contact?

» Contact Records contain a mixture of personal and business information. Personal information
includes how to best communicate with the individual as well as information that includes

their hobbies and family members.

- Information is displayed on-line in the following tabs: Details, Further Details, Activities,
Mailing List, Activities, Relationships, Campaigns, User Defined Fields, Attachments, and

Scripts.
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Searching for a Contact
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QAD CRM provides the same search facilities to help you locate specific Contact Records that
you used earlier to search for Profile Records. You can search directly for the Contact Record or
you can search for the Profile that the Contact is associated with. The two screens you use to locate
your contacts are:

« Search a Profile or Contact Screen
» Contact Persons Screen.

You already know how to use the Search Profile or Contact Screen and the All Contacts Screen
from the Profile Chapter. Navigation in the Contact Persons Screen is very similar to the All
Profiles Screen.

Let’s step through the navigation for both of these screens using a scenario.
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Steps - Searching for a Contact

Steps — Searching for a Contact

Search a Profile or Contact

Name and Location TIM BROMWIN TIM BROMWHN ACME STEEL

¥
S
E

Contact

Last Name: | .

P

| Contact Persons

[contact Mame — First Name Middle Mame Lask Mame
!

—J|TIM BROWN TIM BROWN
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Scenario

You receive a cell phone message from one of your customers - Tim Brown asking you to contact
him. You want to understand the status of the account and review your last interactions with Tim.
Let’s search for and review Tim’s company and personal information.

Profile & Contact Search

1 Navigate to the Profile & Contact Search Screen

2 Scroll to the Contact Topic using the Criteria Topic Select Arrows.
3 Enter Brown in the Last Name Field.

4 Click the Search Button.
5

The Contact Record for Time Brown displays. You cannot open the record by double-clicking.
Right-Click and a list of options appear.

6 Choose the Contact option to display the Contact Record for Tim Brown.

Note If you choose the Profile option the Profile would open and the Contact would also display
and you could drill into the Contact Record.
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Contact Person

1

2

Let’s try the same Search only this time let’s use the Contact Persons Screen.
Navigate to the Contact Persons Screen. Ensure there are no active Filters.
Select the letter “t”.

All Contacts with a first name beginning with the letter “t” display in the Contact Browser
Window.

Select the Tim Brown Contact Record and the details for the selected record display in the
Contact Detail window in Edit Mode.

Right-click on the selected Contact Record and a list of options display. Choose the Copy
Details Option to copy and associate the Contact to another Profile. The Copy Contact
Dialogued Box displays:

Click the Select Profile Button. The Search Profile and Contact Screen displays. Search for
“Grace” and choose the Grace Resellers Profile.

Review Tim Brown as a Contact associated with ACME STEEL and Tim Brown as a Contact
associated with Grace Resellers. What do you notice?
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Adding Contacts

Adding Contacts

Teltio[1] [, 614-432-7000 x 1000 )

Profile Name Address(1] Town/City Post Code el No[1] Email 1d | Contact Hame First Name  |Middle Name L]
anaheim Plaza Hotel &7 Harbor Blvd. anaheim 98777 Jim Barber Jim £
Avonlea Hospital 56 Atlantic Road Avorlea P48 AZW
ACME STEEL 100 LAKE STREET CHICAGO 60111 708-990-9999 e
ABLE Engineering Pty Ltd 599 Doncaster Road Doncaster 05713 onkac
Acme Parts Company 1313 Acms 5t Marristown o711l Edit Contact
[Auko Manufacturing 1000 Bucksye Drive Columbus 43010 614-432-7000 % 1000 e Copy Contact
american Steel Company 123 Bluz Mound Road Waukesha 53186 262-797-1000 Delate Cantact
Automative Technologies 13 Balbos Industrial Pk San Diega 93051-8667 612-449-3041
Acme Quality Products | Refresh
Bmj e Show Column
| TellalelciolelFla|H T3k ILIMIN il | &) sont
[ Details | Further Detais | Addresses | Activiies | Oppard @ A" P rOfI I es Screen Juser | B, Rerord count | Serip | Tssues |
-~ Address detail F——
Brofile fame: | Auto Manufacturing
3 - Export
1000 Buckeye Orive e Select Profile . . . =
Ate 42 & 745
Columbus Search
OH . . . |
e Right-click in Contact Browser

=
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There are a number of ways to add a Contact to a Profile. Remember all Contacts must be

associated with a Profile. Typically you would add a Contact at the time you add the Profile or you
may update the Profile with additional Contacts later.

The example above displays adding a Contact to a selected Profile by right-clicking in the Contact
Browser from the All Profiles Screen.

Warning

» QAD CRM allows you to add duplicate Contacts. A Contact can be associated with more than
one Profile.

« For instance, a Contact may be the owner of one company and a consultant at another. Both
organizations are your customers so you want to track both contact relationships.

 Be cautious when adding duplicate Contacts, ensure that your actions make sense. Search
First! - before you add Contacts.

- Be aware of your organization’s data entry standards. Make sure that the Contact fields are
camera ready and can be used in letters, emails and other public facing documents.

Let’s add a contact to an existing Contact and review some of the contact fields.
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Adding a Contact to an Existing Profile

Steps — Adding a Contact
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Scenario

While visiting the Custom Homes and Buildings, Jim DeLaRoca your main contact introduces you
to his manager Mark Flynn. Add Mark as a Contact associated with the Custom Homes and
Buildings. There are a number of ways to do this. For our example below, we add the new Contact
from the All Profiles Screen.

1 Search first to see if Mark Flynn already exists.
2 Display Custom Homes and Buildings in the All Profiles Screen.
3 Right-Click in the Contact Browser and choose Add Contact from the drop-down menu.

4 The Contact Record displays open to the Contact Details tab. The Contact Address field is pre-
filled with the Profile Address.

5 Add the information address, phone, etc. (use your own address) Use the buttons next to the
fields to take advantage of any field styles that may be predefined and use the look-ups to
choose the correct information. Save your work.

6 After adding Mark Flynn, we have enough information to indicate that he reports to Jim
DeLaRoca. Right-click on Jim DeLaRoca in the Contact Browser and choose Edit Contact.

7 Click the Further Details Tab and locate the Reports To Field. Using the look-up icon, select
Mark Flynn. Save the record.
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8 Refer to Help | Working with Profiles and Contacts | Maintaining Contact Details | Adding
Contacts for a complete list of the fields that are included in the Contact Record and Tabs.
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Contacts Activity
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Complete the following hands-on activity to test your knowledge on how to use the locate, add,
edit and report on contacts.

Hands-on Scenario

Your customer Margaret Smith informs you by email that she has been promoted to General
Manager of the Medical Supply Company. She asks you to direct further correspondence to her
replacement Andrew Billings. Andrew will take over as the Product Manager. Andrew is working
from his home office in Denver, CO. He may be contacted by email (abillings@medco.com), or
phone (303-420-5678). In addition he can receive mail either in his home office or at corporate.
Andrew is reporting directly to Margaret.

1 Please update Margaret Smith’s record as to her new position - also add any information that
may be missing from her Contact Record such as employee status (current/primary or former),
contact times.

2 Add Andrew as a Contact - (make up an address for Andrew’s home office in Denver, 80202).

Bonus Question Margaret Smith serves on a non-profit board with Ann Blake who works for the
Electronics Mart. Document this relationship.
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Knowledge Check

Contacts — Knowledge Check
~ Complete the Knowledge Check by

\,\ fé&ﬂ filling in the blanks with the correct
= J\i\«?f /(?‘;‘ answer or indicating if the
/ S S /@ statement is “True” or “False”.
[ i
\kg | "> | ~ Ifyou are attending Instructor-Led
Training your instructor will discuss
your answers.

~ Self-Paced Training participants
follow the instructions to log
problems or get help.

~ The answers to the Knowledge
Check are in the in the back of the
Training Guide.

O
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1 A Contact is a person that may be associated with more than one Profile (True or False?).

2 An Internal Contact is associated with and maintained from the Tab on the
Record.

3 An easy way to associate a Contact with another Profile is to use the Copy Details Option
(True or False?).

4 List four Contact Data Field with a field descriptions, and the Contact Tab where they are
displayed:

Example: Field: Source, Description: Where did we hear about this Contact?, Tab: Further
Details

5 Last Name, First Name, Contact Name, Position, and Mail Groups are all Search Fields on the
Search for Profile or Contact Screen (True or False?).
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Key Points

Contacts — Key Points
~ Review the Chapter Key Points

4 Questions?

QAD Proprietary 2008-CRM-450

» A Contact is a person who must be associated with a Profile.

« A Contact may be associated with more than one Profile. An example is a Contact who works
for one Profile and is a consultant to another.

» There are two search screens:
» Search a Profile or Contact
« Contact Persons Screen

» Always search before adding data, this includes Contact Records as well as Profile Records.
This is important in tracking earlier relationships with a Contact.
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Overview

Activity Management - Overview
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In this chapter you learn how to communicate with your Profiles, Contacts and Internal Contacts
using Activities, Tasks, Emails, and Letters in QAD CRM.

Learning Objectives

By the end of this chapter, you will be able to do the following

« Describe Activities and Tasks.

List the Activity Types.
Add and process an Activity.
Add a Task.

L]

« Describe a Contact Note.
« Explain how to send an Email.
« Explain how to send a Letter.

MNQAD



Activity Management 61

Working with Activities and Tasks?
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The QAD Customer Relationship Management (QAD CRM) Application describes Activities as
business related activities and Tasks as “to-do’s” that you may assign to yourself or others. You
can schedule both for a particular date, but Activities such as Appointment and Telephone also
have due time. Tasks have a due date but not a time.

Accessing Activities and Tasks

The Activities Module ensures that your sales and marketing teams always have the relevant
customer, market, and sales information at their fingertips. This module is available in both Sales
Management and Marketing Management: Main Menu | Sales Management | Activities or Main
Menu | Marketing Management | Activities.

When you choose Activities from the application menu, the Activities calendar displays in the left
portion of the workspace. The calendar display is defined by the view you select - Day, Week,
Work Week, Month or All.

The Task Area is not displayed in the All View. The All View displays all activity records,
irrespective of the day, week, and month in a list that can be filtered as there may be a great many
records.

To further clarify your results, the All View also utilizes a strike through format for those activities
that have already been processed and activities are color coded according to the default settings.
For instance, red color indicates overdue activities and blue color is for high-priority activities.
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Note The All View does not display the Task Area or the calendar.

You may integrate the QAD CRM Calendar with Micro Soft Outlook. Integration with Lotus
Notes is scheduled for a future release.

Adding Activities

There are many ways to add an activity including:
- Right-click in the Activity Tab Window from the Profile, Contact, or Opportunity Records.
« Right-click in the Calendar from the Activity Module.
 Use the Add an Activity from the QAD CRM Toolbar.

The Activity Type Dropdown will display a list of activity types: Telephone, Appointment, Letter,
Email or Script.

The Telephone and Appointment types appear in all of the Calendar Views and the Activity Tab on
the Profile, Contact and Opportunity Records. The Letter and Email types appear on the All View
in the Calendar and the Activity Tab for the Profile, Contact and Opportunity Records. Scripts
have their own tab on the Profile and Contacts Records.

Note We will discuss Scripts in a later chapter.
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Adding an Appointment
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Let’s add an Appointment together and discuss the fields and processing.

Scenario

Your customer Margaret Smith at Medical Supply Company would like a demonstration of the
new product line. She is free next Tuesday from 1:00 p.m. until 3:00 p.m. and would like you to
come to her offices. Create an appointment and invite Barry Whitehead a CSR with your
organization.

1 Navigate to the Medical Supply Company Profile and select the Activity Tab.
2 Right-click in the Activities Tab and select Add |Appointment.

3 The Appointment Screen opens to the Appointment Detail Tab. The Profile, Contact, and
Responsible fields are filled. The Contact field contains the default contact - Margaret Smith.
If you wanted another contact you would have to choose Select Contact.

4 Although the Location Field has a drop-down list associated with it, you may also type in a
value. Type in Medical Supply Company.

5 Contact Time Zone, Organizer and Priority are filled in.

6 Add the Categories of Key Customer and Strategies for reporting purposes.
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7 You could mark this is a Private Meeting by selecting the Private Checkbox but for this
meeting that would not be appropriate.

8 Click the Further Details Tab and add the User Barry Whitehead.

9 Save the appointment. Do NOT notify the attendees now as we are not integrated to a mail
server in this environment. When appointment notification is sent out to internal users it is
reflected in their activity calendar.

10 View the new appointment in the Activities Calendar, Profile, and Contact. Select the All
Activities View (if the appointment does not appear, select File | Refresh and try again).

11 Right-click on the Appointment in the All View, choose edit and change the priority to A-
High. Save.

12 Notice that the Appointment changes color to blue based on it’s priority.
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Processing an Appointment

Steps — Processing an Appointment
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After creating a telephone or appointment activity you are required to process it either on or before
the scheduled date. When you process an activity you document what happened and next steps.
You may even create a follow-up activity. When you process activities, you create transaction
history records.

Scenario

You just returned from the Demonstration with Margaret and her team. They were quite impressed
with the new products and would like you to return next week for another presentation this time to
Margaret’s manager. Let’s set the new presentation up and record our results.

1 Navigate to the Appointment and double-click to open.

2 Update the Contact Notes, Outcome and select Follow-up Activity to create another demo.
3 Save the new appointment.

4 Open the appointment and check the appointment history.

Note You can also Process the appointment by right-clicking the appointment, and selecting
Process from the menu. Opening the appointment or right-clicking on the appointment will take
you to the Process Activity Screen.
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Adding an Appointment Activity
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Complete the following hands-on activity to test your knowledge on how to add and process an

Appointment.

Hands-on Scenario

Every month you meet with your top customers. Set-up a lunch appointment with Ann Blake of
Electronics Mart. During lunch Ann mentions that she wants to talk with the Product Manager and
ask him some questions about the future of the products - create a follow-up.

1
2
3

Create a lunch appointment.

Process the appointment.

need to set-up a telephone activity.

Bonus Question How to you view all of your team’s open activities.
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Create a follow-up activity - a conference call with the Product Manager. Please note that you




Activity Management 67

Managing Tasks
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Tasks are “to-do’s” that you can assign to yourself or to others in your team through the Activities
Module. Tasks assigned to you display in the Task Area on the Activities Calendar. Tasks assigned
to others display on their Activities Calendar. You can view all Tasks created by you by selecting
the correct Task View.

Tasks records have different views. Right-click the Task Area to select the required view from the
options.

You can select the number of Tasks you wish to display by selecting the Options button available
just below the Tasks area in the workspace.

You close a Task by selecting the Check Mark next to it. Closed Tasks are displayed with strike-
through text.

You can associate a Task with a Profile, Contact, Opportunity, Campaign, Installed Base or Issue.
When you associate a Task to a record, you are allowed to open the associated record from the
Task. The Task does not appear on the record.

Note Task Email Reminders functionality is disabled in the training environment but can be used
if your production environment is integrated with Micro Soft Outlook (
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Adding a Task

Steps — Adding a Task
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Tasks are added by Right-clicking in the Task Area of the Activity Calendar. Let’s add a Task
together.

Scenario

In reviewing the new product features you believe some of your customers may benefit from the
new release. There may be some benefits in giving one presentation vs. many. Create a Task to
review your accounts and associate the Task with those Customers that should attend the
presentation.

1 Main Menu | Sales Management | Activities.
2 Choose the Calendar Day View from the Application Toolbar.

3 The Task Area displays in the lower right-hand corner. Right-click and choose Add from the
menu.

4 The Task Detail Screen displays. There are five (5) required fields: Subject, Responsible, Start
Date, Priority, and Status. Responsible, Start Date, Priority and Status are pre-populated with
default values. Enter the following:

» Subject = New Feature Release Review
- Responsible = Default (Your User ID) You can assign to another User in this field
» Due Date = Choose a Future Date
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Start Date = Default Today’s Date (click the check mark)
Comments = New Feature - Customer List

Priority = Change to A-High
Status = Change to Open
Associate it With = Acme Steel, Auto Manufacturing

5 Save the Task. The Task displays in the color blue as it has a Priority of A-High.
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Adding a Task Activity

Activity — Adding a Task
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Hands-on Scenario

Create a Task for Barry Whitehead (CSR) to review the customer service records for Grace
Resellers. You are particularly interested in how many calls they’ve made. You’d like this done
ASAP.

1 Create the Task.
2 Assign to Barry.
3 Associate with Grace Resellers.

Bonus Question In the training environment you are not able to send emails, however if you
were in a production environment could you send and email reminder to Barry?
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Emails, Letters, and Contact Notes

Emails — Letters — Contact Notes
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QAD CRM support many different methods of communication. We have learned how to add
activities to our calendars and create tasks for ourselves and other team members. We can also

send emails and letters using templates or attach a note to a Profile/Contact to add information that
may not be associated with a communication event.

Email Communication

In order to send emails from QAD CRM, you must be integrated with the Microsoft Exchange

Server. Assuming integration is set-up, you can compose an email as an Activity or by selecting
the Send an Email Button in the Toolbar.

When you send an email through the Activities module, it automatically gets included in the
Profile Transaction History. Whey you send an email using the Send an Email button you must
request that the email is saved in the selected Profile transaction history.

Send a Letter

Similar to email communications you may generate a letter as an Activity or by using the Send a
Letter button in the toolbar. When you create a letter in QAD CRM you create a Microsoft Word
document (.doc) based on a template. The template includes the required format and fields that are
merged with the information from the selected CRM record.
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Letters created through the Send a Letter button are generated immediately. Letters created as
Activities are only generated only when they are processed based on their scheduled dates.

Make a Note

The Make a Note button from the tool bar gives you the ability to add information to the
Transaction History for a Profile/Contact. Once you make a note and save it, you can view it from
the Profiles module in Activities/History.

Notes may include comments, imported files or attachments.

Note Refer to QAD On-Line Help or the QAD Customer Relationship User Guide for more
information on Notes.
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Knowledge Check

Activity Management — Knowledge
Check

-~ ~ Complete the Knowledge Check by
2 f{.ﬁa filling in the blanks with the correct
) J\i\«?f 4 answer or indicating if the

)
/ S S /@ statement is “True” or “False”.

\ \ -
\, S ‘%,///f/ ~ |If you are attending Instructor-Led
Training your instructor will discuss
your answers.

~ Self-Paced Training participants
follow the instructions to log
problems or get help.

~ The answers to the Knowledge
Check are in the in the back of the
Training Guide.

O
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1 How do you add a Task?
d Right-Click in the Task Area located in the CRM Calendar.
e Select a Profile and right-click on the Profile.
f  All of the above.

2 List two types of Activities that appear on your Calendar.

3 When you Process an Activity (telephone or appointment) you indicate that the activity is
closed or completed. (True or False?).

4 The value in the Field for both Tasks and Activities may change the display
color.

5 When you associate an Activity or Task to a Profile, Contact or Opportunity, the Activity/Task
appear in the associated record. (True or False?)
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Key Points

Activity Management — Key Points
~ Review the Chapter Key Points

4 Questions?

QAD Proprietary 2008-CRM-560

- The following Activity Types are available in QAD CRM:
» Telephone
+ Appointment
o Letter
+ Email
« Script
Tasks are “to-do’s” that assign to yourself or to others.

Some Activities appear on the internal QAD CRM Calendar and can be integrated with Micro
Soft Outlook

« You can associate most activities and tasks to records within QAD CRM for easy navigation
and follow-up.

Activities become part of the Profile/Contact Transaction History.
You can add Notes to the Transaction History without adding an Activity.
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Overview

Opportunities - Overview
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In this chapter you learn how to manage your business opportunities using QAD CRM.
Opportunities begin as business leads generated by your sales organization and marketing
department.

Learning Objectives

By the end of this chapter, you will be able to do the following
Describe the Opportunity Record.
List the data that is contained in an Opportunity Record.

Search for an Opportunity using the Opportunity Screen, Profile Opportunity Tab or Customer
Console.

Discuss the business opportunity management process stages.
Add an Opportunity.
Maintain an Opportunity.

L]
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What is an Opportunity?

Opportunities = Business Deals

—
n Opportunity Details - E]@
|ﬂDetaiIs |Further Details | Activities | Enquiry | Quote | orffer || Other Stages | Role Plavers | analysis Codes | User Dffined Fields | attachment: |
Select Profile ... #3tage; | ENQUIRY w| — DOescription
ioming: FENGLIRY
[ Select Contact ... ”Jlm Barber [v] Positioning: IJLI%TE B
Auto Allocate,,, | demo Py | Mext stage date:|0RDER
INSTALLEDBASE
Short Description: Probability: | INVOICED
= LOST
Type: e Praject Probability: | DEAD
Source: ,'i-' Currency: | us {USD) [v
Reference: P Effective Date; i Apr-16-2009, Thu _:j
[] Patticipate in Forecast Caleulate Amaunt: (%) Systern () User provided
Forecast Date: §‘5' Apr-16-2009, Thu Currncy Skage Amount: usD
Due date: |7 4pr 162009, Thu Stage Amount: LsD
Cpportunity 10 ‘Weight O e aer BT,

e dd=s lle X0

QAD Proprietary 2008-CRM-580

» An Opportunity is a business “deal” that must be managed effectively to turn the prospective
“deal” or lead into an actual sale or order.

» Opportunities must be associated with a Profile, Contact and Sales Representative.

- Typically Opportunities are managed through a staged business process which may include:
identifying, follow up, sending quotes/negotiating deals, finalizing orders, and offering post-
sales service.

» QAD CRM supports the staged business process through the values defined in the required
Stage Field: Enquiry, Quote, and Order. QAD CRM also supports user-defined stages. In our
training system we’ve added the following stages: Installed base, Invoice, Lost and Dead.

What information is contained in an Opportunity?
= Opportunity Records contain information related to the business deal.

- Information is displayed on-line in the following tabs: Details, Further Details, Activities,
Enquiry, Quote, Order, Other Stages, Role Players, Defined Fields, Attachments, and Scripts.
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Searching for an Opportunity

Searching for an Opportunity

= Copy Detals £ Delete | . Refresh e Show Colurn | 24 Sort | B2 Record Count Sendto Campaian | B Paste Special : Filter Na Filter - [Erier i [(DProfile - & contact -
Nnnartunitiac
Praject F
dotage Date Due dste  Creats Date Currency Opportunity [0 Probability Probability Refersnce Sales Person Source Stage Positioning Participal
02-26-200902-20-2008 12-18-2008 USD QP-704 95% 100% 5033798 = —_
§ 03042009 12-19-2008 12192008 LD QP05 95%  L0D% 5033626 FX opportunity Fitter E] =
| 02-25-200912-19-2008 12-15-2008 USD  OP-T06 95%  100% 5033610
| 0z-26-2009 01-15-2009 01-15-2009 USD oP-707 5% 100% 501051 Filter name: Created By User 1D |Default Filker Personal Create Date Record 1D [AJ
03-04-200901-26-2009 01-26-2009 USD 0P-708 95% 100% 5033827 Enquiries System nadsfamz Ko Mo 11-04-2008 OQP-6882-609.
| 02-26-200901-26-2009 01-27-2009 USD OP-709 95% 100% 5Q1052 Enquiries and Quotes System nadsfamz Ko Mo 11-04-2008 QP-6882-609;
4 01-27-2009 01-27-2009 01-27-2009 USD QF-F10 95% 100%, Enquiries created this month System qadsfame ho Mo 11-04-2008 QP-6662-609;
[ 01-27-200901-27-2009 01-27-2009 USD OP-711 95% 100%) Opportunities created this month System qadsfame ho Mo 11-04-2008 QP-6662-609;
3| 02-20-2009 01-27-2009 01-27-2009 USD QP-F12 100% 100%4 Opportunities due this month System qadsfamz Na Mo 11-04-2008 QP-6552-609;
Orders System qadsfamz Na Mo 11-04-2008 QP-6582-609;
<m] Orders year bo date System  qadsfame o Mo 11-042008 Qpreaazreoe‘[v]
| Details | Further Detals | Activities | Enauiry | Quots | Order | Other Stages | Role Players | Analysis Codes
E —— | [l petails | Further Details | Freeform Query | Analysis Codes | Products | Profile Analysis Codes || Permission | Sort
E file ... #5tag=: | OFDER:

’ Short Description: ABLE Engineering Pty Ltd L4 C reate a FI Ite r OStdge e

1 Type: P o
Source; s Obyteam

Reference: |S033798 /:f: hd SO rt Col u m n S Pe]

e

Participate in Forecast call

e | »  Locate from Profile

Opportunity I10: ‘Weighted Fol

e Customer Console
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QAD CRM Opportunities may be accessed from the Opportunity Screen, the Opportunity Tab in
the associated Profile Record, and the Customer Console if CRM/ERP Integration is active and the
Opportunity Stage is set to Quote or Order. Opportunities that are in the Enquiry Stage can not be
viewed in the Customer Console.

Opportunity Screen - Sales Management | Opportunities

All the Opportunities for your organization are listed in the Opportunity Screen in the Opportunity
Browser Window. You can create a filter to locate a sub-set of Opportunities. The filter may be
stored for future use.

You can sort the Opportunities in the Opportunity Browser Window by clicking on the column
heading. You can also change the order or the fields displayed in the Opportunity Browser
Window (as you can with any browser window) by using the Show Column feature.

Profile Record - Opportunity Tab

Opportunities must be associated with a Profile, Contact and Sales Representative. The
Opportunity Tab for each Profile has a list of all Opportunities associated with that Profile. You
can sort and report on the Opportunities from the Opportunity Tab.
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Customer Console

The Customer Console provides an all-around view of a customer record, as the screen displays a
combination of data from both QAD ERP and QAD CRM.

The Customer Console can only be used if QAD ERP/CRM Integration is active. In addition,
Opportunities are displayed in the Customer Console depending on the Opportunity Stage field
(Quote Stage or beyond).
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Using the Opportunity Screen - Opportunity Filters

Steps — Using Opportunity Filters

Prtkadd A Edit = Copy Detals £ Delete | o Refresh s show Column | £ 5o | [ Record Count send to Campaion | B8 Paste Speial } Filter [Enquiries created this month

Mo Filter

Enquiries

Enquiries and Quotes

Enquiries created this manth
Opportunities created this month
Opportunities due this manth
Orders

Orders year to date

Quotes

Main Menu
=177 Sales Management
[ Activiies
[ Opportunities
%13 Addresses
+ [ Cumencies
#1177 My Settings
%[5 Products
Q Reparts

Projsct
Stags Date|Dus date | Create Date Currency Opportunity 1D Probabilly Probabily Referen

Sales last year to date
Sales year to date

4[5 Marksting Mansgement
%[ Customer Service

[ Tooks and Utiitiss <[w]

#-[) Setlings Details | Further Details | Activities | Enquiry | Quote | Grder | o

+1-[77) Remate Sales Data Sync| .

DO AP g | e P =1 « Report on Product Line —
[ Customer Console Lisk Price:
[ Dashboard 1000
[ Scripts

[ Generic Data Import

e Enquiry Stage

e Export to Excel

QAD Proprietary 2008-CRM-600

Let’s walk thru the Opportunity Screen, create, and use filters so you can review your
organization’s Opportunities in an effective manner.

Scenario

Management has asked you to report on Opportunities that are in the Enquiry Stage for Product
Line 1000. You want to create an Excel Spreadsheet with all the information about these
Opportunities. Let’s get started!

1 Navigate to the Opportunities Screen and click on the Filter Dropdown in the Toolbar.

2 Review the existing filters displayed in the drop-down list. None of the filters appear to give
you the results you need.

3 You need to add a new filter. Click the Filter Button next to the Filter-Drop Down. The
Opportunity Filter Window displays. Select the Add Icon.

4 .Ablank Opportunity Filter Dialogue Box displays. Enter the following:
Detail Tab: Filter Name = Enquiry Opportunities Product Line 1000
Further Details Tab: Stage = ENQUIRY (use lookup icon)
Products Tab: Enter CVS list of Product Lines = 1000 (use lookup icon, select first line)

5 Save the filter.
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Right-click in the Opportunity Filter Window. Choose Export from the drop-down list and the
Export Wizard displays.

Select Applications and click the green arrow at the bottom of the Export Wizard.

Choose Microsoft Excel from the list of displayed applications and click the green check mark
to save.

The Opportunity Filter Results are exported to Microsoft Excel where you may save the
results and/or manipulate them.
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Opportunity Management

Steps — Adding Opportunities for an Existing
Customer

I TN P S
Profile Mame Address[1] Town/City Post Code [Tel Wo[1] Fax Mo Email 1d # | Contact Name FirsH]
Consigned Inventary Custome No Intransit Locations Chicaga 60195 __| Bertha Blaise Bert]
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i_anadian Supply Corp, iZentral Distribution Centre  Willowdale M7E 9F2  416-920-4833 416-920-4855
Centre D'affaires 2204 rue de Rivoll Montreal ROW PEZ  T14-023-023% [v
A 2]
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iZolossal Conglomerates LTD 02-19-2009 02-19-2009 02-19-2009 | . pefresh ® ReVIeW O pportu n Ity
Colossal Conglomerates LTD  02-20-2009 02-20-2009 02202009 | — 3.00
Colossal Conglomerates LTD 03-04-2009 03-04-2009 03-04-2009 :" o elmn Detal I S u L.on
Colossal Conglamerates LTD 03-04-2009 03-04-2009 03-04-2000 | &4 Sort
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Export
Report 13 i
e Follow-up Activity
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Managing business opportunities is an integral part of business generation efforts. Every
organization has a business and selling process to ensure their success. Many of these processes
are designed based on the business sector.

QAD CRM is designed to accommodate and enhance your organization’s selling process. You can
manage a list of opportunities, specify opportunity details, identify key people involved in the
opportunity, maintain quotes and orders, and keep a historical record of all customer activities.
Typically the opportunity management process has the following stages:

« ldentifying Opportunities
Following Up on Opportunities
Sending Quotes and Negotiating Deals
Finalizing Orders
Offering Post-Sales Service.

The Opportunity Stage Field is a required field. The value of this field indicates where the
opportunity is in the management process. The ENQUIRY, QUOTE, and ORDER Stage Values are
required when using QAD CRM. Your organization may also add other stage values to help you
manage your Opportunities.
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Identifying and Adding Opportunities - Existing Customer

Opportunities are identified for new or existing customers. Depending on your organization’s sales
process when an Opportunity for a new customer is identified it may be referred to as a lead or a
prospect.

It is most important that you enter any identified Opportunity into QAD CRM so you can manage
and record your actions and progress in turning the Opportunity into an order.

In the below Scenario we identify and add an Opportunity for an existing customer.
Scenario

You receive a call from Jim Barber at Auto Manufacturing. Jim just read about the new line of
automotive products and would like to learn more about the new NOMAD (TM) Cooling System.
You promise to send him some literature and to call him after he has had a chance to review the
product literature in more detail. Make sure you create a follow-up telephone activity.

1 Navigate to the Auto Manufacturing Profile and select the Opportunity Tab.
2 Right-click in the Opportunity Window and choose Add from the menu.
The Opportunity Details Screen displays. A number of fields are either pre-filled or defaulted Let’s

review and update the fields in the Opportunity Record starting with the Details Tab.

Fields flagged with an “*” are pre-filled based on information in the Auto Manufacturing
Profile or the User ID of the individual adding the Opportunity.

 *Profile = Auto Manufacturing
» *Contact = Jim Barber
« *Auto Allocate = Defaults to Your User ID

You can change this field to another Sales Representative by using the look-up or the auto-
allocate button which selects an account manager based on territory allocation.

« Short Description = NOMAD Cooling

The Short Description field can be positioned using the Show Columns feature so you can
easily identify what products are being considered from the Opportunity Browse Screen.

 Type = Automobile Industry
- Source = Customer Inquiry

Enter the Type and Source Fields with the help of the look-ups provided or simply type a
value in. These fields are primarily for analysis and reporting.

» Reference = leave blank

The Reference Field may be populated by using the look-up, typing in a value, or system
generated with the ERP Quote Number when an Opportunity is sent to QAD ERP and the
Reference Field is empty. Please note that Opportunities are sent to QAD ERP when they
Opportunity Stage has progressed beyond the ENQUIRY Stage.

- Participate in Forecast = Selected by Default

Unselect this field if you do not want the Opportunity to be considered in the Sales
Forecast. There may be times when you want to enter the Opportunity in QAD CRM for
easy tracking but do not want to report on the Opportunity until you have more
information.
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Forecast Date = Today’s Date
Due Date = Today’s Date + 2 months
Opportunity ID = System Generated

The Opportunity ID is generated when the Opportunity is saved. The Opportunity Id is
used within QAD CRM and is not integrated with QAD ERP.

Stage = ENQUIRY

The Opportunity Stage Field determines where the Opportunity is in the Opportunity
Management Process. Typically an Opportunity follows the path of ENQUIRY, QUOTE,
and ORDER, however, there is no set order. An Opportunity can be entered as an Order.
As previously mentioned, QAD CRM allows you to add custom Opportunity Stages that
match your business process.

Positioning = Literature Sent

Next Stage Date = One week from today

This is an approximate date when the opportunity is likely to progress to the next stage.
Probability = 70%

A sales representative assigns the probability based on the likelihood of translating an
Opportunity into an actual sale. The value in this field acts as a weight on the ENQUIRY
and QUOTE Stages. An accurate Probability ensures a more realistic Forecast. An
example is an Opportunity valued at $10,000 with 80% probability has a forecast value of
$8,000.

Project Probability = 70%

The value in this field acts as a separate weighting factor that works cumulatively with the
Probability value and can modify the sales forecast. This field could be used by the Sales
Manager when the Sales Manager thinks the Sales Representative is overly optimistic
about closing the sale.

Currency = Defaulted to US

Effective Date = Today’s Date

This date is used by the system to calculate the exchange rate.
Calculate Amount = System

By selecting System, the next three fields are populated by the system.
Currency Stage Amount, Stage Amount, Weighted Forecast Amount
Refer to the QAD CRM User Guide definitions of these fields.
Description = Opportunity for the new NOMAD Cooling System

3 Save the Opportunity.

4 Review the Opportunity from the Detail Tab. Notice the Stage is set at ENQUIRY and the
Opportunity ID is system generated

5 Select the Activity Tab. Right-click and add the Telephone Follow-up Activity for next week.
Save and review the Activity. Note that the Activity is automatically associated with the
Opportunity. Review the Activity on your Calendar.

MNQAD



Opportunities 85

Adding an Opportunity - Recap:

We accomplished the following:
« Added an Opportunity in the ENQUIRY Stage.
« In the Positioning Field indicated that we have sent literature.
 Added a Telephone Task to review the literature in one week.

We need more information to:
 Add any Product information or pricing.
 Update the Role Players for the Opportunity.
« Add SWOT (Strengths, Weaknesses, Opportunity, Threat) Information
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Adding an Opportunity as a Lead Activity

P add aProfile BIEX]
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State: | f| |petais | Futher Detais | Addresses | Activies |‘Opportunities | | Inkernal Contacts | Remarks | Campaigns | Analysis Codes | Installed Base | Contract 4 ¥
Post Code: Project
—_— Stage Date Duedate | Create Date Currency Opportunity ID | Probahility | robability Reference
Caurtry: E}
Type:
Source! y
4
Ermall 1d: [
4 e Add a Profile Wizard
e Add an Opportunity
» Add an Activity
<] i —
{3 contact ~ | & Telephone ~ L2 Email » 3 web Addross - ] X @
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Opportunities are added to existing Profiles or they are added with a new Profile and Contact.
When you identify a new Profile/Contact and Opportunity at the same it may be called a lead.

In the following hands-on activity you identify a new Profile/Contact and add an Opportunity at
the same time. Remember an Opportunity must be associated with a Profile and Contact. When
adding a new Profile, don’t forget to Search First!

Hands-on Scenario

You attend a trade conference where new ideas in your field are presented and you network with
competitors, industry experts and potential customers. You are particularly interested in following
up with a James Greenwald from Denver Auto Suppliers.

You discussed Product Line 1500 - Automotive Products with James and want to follow-up with
him concerning the NOMAD Cooling System and the 1DCL Disk Brakes but James may be
interested in the entire product line.
His business card reads:

James Greenwald

Vice President

Denver Auto Suppliers

3200 Colfax Avenue
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Denver, CO 80278

Phone: (303) 345-6798

Cell: (720) 880-5620

email: jgreenwald@denverauto.com

1 Add James and the prospective Opportunity - the “Lead” into QAD CRM.

2 This Opportunity should be in the Enquiry Stage as you do not have enough information to
make this a Quote?

3 Make sure you add at least one follow-up activities. You can add more than one depending on
your business process.

Bonus Question After you save the Opportunity can you see it in QAD ERP? Explain your answer.
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Managing an Opportunity - Follow-Up - Enquiry to Quote Stage

Steps — Enquiry to Quote

[Opportunities.

Project
 Profile Mame Stage Date Due date  |Create Date Currency Opportunity ID Probability Probabilicy Reference Sales Person Source Stage

| CENTURY HALLMARK. 02-17-2009 02-17-200902-17-2008 USD -

Change to
Change Opportunity Stage: | QUOTE ‘v
—3elect Opportunity Positioning (QUGTE =
ORDER
(%) Preliminary ECEE[[)
() Final Quate
() Deferred
£ Ju
e - - — Select Opporturity lines listed below ta copy them to stage QUOTE
| Details | Further Details | Activifles | Enquiry | ubte | Order | Other St
Product Ling Product 1D prod_desc List Price Cost Price
1000 02-0005 - MECHANICAL PENCIL (5MM) BLISTE 2,50 oo

Product Line Product 10 Product Description
1000 02-0005 MECHANTCAL PENCIL (SMM) BLISTE

e Process Activity
e Add Products

[2]

e Change Stage to Quote v X0

e Create follow-up Activity

QAD Proprietary 2008-CRM-640

Now that an Opportunity is identified, is in the Enquiry Stage, and included in the Sales Forecast,
it is the Sales Representative’s responsibility to move the business forward and turn the
Opportunity into a Sales Order. QAD CRM is designed to help facilitate this process.

The scenario below illustrates how a Sales Representative can easily add pertinent information
about the Opportunity while meeting with the Customer and Processing an open Telephone
Activity. The Sales Representative gains enough information to change the Opportunity Stage
from Enquiry to Quote.

Scenario

A week has passed and Jim Barber of Auto Manufacturing has received and hopefully read the
information you forwarded concerning the NOMAD Cooling System. It’s time to call Jim. In this

scenario we access the Telephone Activity that we created and actually record all our work in the
system while processing the activity.
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Navigate to the Telephone Activity in the All View of your CRM Activity Calendar. Right-click on
the activity and choose Process from the Menu.

1 Locate Jim’s phone number from the Activity. You can record your conversation with Jim
directly into the Opportunity on QAD CRM by opening the Opportunity from the Associate it
with field. Double-click on NOMAD Cooling (this is the Opportunity Short Description).

2 Asyou chat with Jim click on the Further Detail Tab in the open Opportunity and record the
Strengths and Weaknesses of this opportunity.

3 You ask Jim if he’s investigated any of the competition. Click on the Role Players Tab and
record Jim’s answer by entering the Competitor he’s researched. The Competitor must be a
Profile in QAD CRM. Right-click on Competitor and choose Add. Click Select Competitor,
the Profile Search Screen will appear. Search for a Profile Type of Competitor and add the
Profile if it doesn’t exist (Profile Name = Coolant Competitor).

4 Jim is explaining which products he is interested in. Select the Enquiry Tab, right-click, and
choose add to add these Products to the Enquiry.

5 Choose the NOMAD Cooling System Product ID 10-15000-01 and 10-15000-08 for 100 Units
each.

6 Right-click and choose change the Opportunity Stage.

7  The Opportunity Change Screen appears with the Stage set to QUOTE and the Preliminary
Radio Button “on”. Select the Opportunity Lines (Products) that you want to copy to the
QUOTE stage. (Make sure you select BOTH Opportunity Lines.) Save.

8 QAD CRM natifies you that the Enquiry Lines are converted to a Quote.

9 Select the Quote Tab to see that the two lines are now moved to the QUOTE Stage of the
Opportunity.

10 Select the Details Tab and check the Reference Field. The Reference Field now contains the
ERP Quote Number. When the Opportunity was moved to the QUOTE Stage it was sent from
QAD CRM to QAD ERP. QAD CRM was updated with the ERP Quote Number.

You can view the Sales Quote in the ERP Sales Quote Browse Screen by searching with the
ERP Quote Number in the Reference Field. You can also view the Sales Quote by using the
Customer Console. We review the Customer Console in a later chapter.

11 Save the Opportunity Record. You return to the Process Activity Record where you launched
the Opportunity. Update the Telephone Activity with the results of the call.

12 Using the look-up, populate the Outcome Field as Successful and select the Follow-up
Activity in the lower right-hand corner. Create an Appointment 2 weeks out for a
demonstration of the NOMAD Products. Save the new Appointment and return to the Process
Activity Screen.

13 Save the Telephone Activity Record. The Telephone Activity is Processed and Closed.
Processed and Closed Activities are displayed with strike-thru text.

Managing an Opportunity - Enquiry to Quote Stage - Recap:

We accomplished the following:
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Processed and Closed an Open Telephone Activity.
Updated the Opportunity with pertinent information from our customer.

Added Products to the Opportunity and moved the Opportunity from the ENQUIRY Stage to
the QUOTE Stage.

Located the ERP Sales Quote Number in the Reference Field.
Added a follow-up Activity.
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Steps — Printing a Quote

n Opportunity Details - Auto Manufacturing

| Detals | Further Detais || Activities | Enquiry | Quote | Order | Other Stages | Role Players | Analysis Codes | User Defined Fields || Attachment |

Quote ID!Profile
QP-103 Auto ManuFacturing

3 |

Conkack
Jim Barber

Total Amount (USD)
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................................................................................................. Product Line! Product ID
aibie s Bl B sl e e 1500 10-15000 -01

1500 10-15000 -05

Add
Edit
Copy Details

Delete

Refresh
Show Column

Sart

Record Count

Quioke Prink

Repork Yiew
Export
Reports

Product Descripl
MOMADITM) CO
MOMADITM) CO

QAD Proprietary

2008-CRM-650

QAD CRM supports the printing of Sales Quotes. Your System Administrator can design a Word
Template that you may use to print, save, and send to your customers.

Scenario

Although we verbally discussed pricing with Jim Barber we want to confirm the quote in writing.

1 Navigate to the Opportunity for Auto Manufacturing.

2 Click the Quote Tab and high-light the NOMAD Cooling Opportunity. Right-click and select

Quote Print from the Menu.

3 The Quote Printing Options Dialogue displays. Choose the Header and Lines Templates,
check the Create History Record Box, enter a Subject, and any notes.

4 The Sales Quote displays. For the purposes of this class do not save or email the quote.
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Managing an Opportunity - Quote to Order Stage

Steps — Quote to Order

'Opportunities

Project
Profile Narne Stage Date Due date  Creaks Date Currency Opportunity 1D Probisbiliy Probabiliy Reference Sales Person Source stage
Sunimerland Sports Leagues  02-23-2008 02-23-2009 USD. ~
CENTURY HALLMARK 04-30-200902-17-200302-17-2009 Usp | Change to
Change Opportunty Stages [oR0ER. [ ]
~ Select Opportunity Positioning [ORDER. =
LosT
(O Expected DEAD
O Provisional |
& Fim
() 5ale or Return
3 | ) applications | ReD
Detals | Further Detais | Activities 'Enqr' [ Cther 5| D Exhibkion
O site Trial
Quote ID Profile Contact
QP77 Summerland Sparts Leagues
~ Select Opportunity lines listed bedow to copy them ko stage ORDER-————————————
Product Line Froduct 1D prod_desc Lisk Frice: Cost Price
1000 ac1001 Turtle Fur Snow Manster Cap 19,97 1.0
g3 m| £
[]Send Order To QAD ERP v X3
QAD Proprietary 2008-CRM-660

Your product, industry, customer, and sales process will decide the time and effort necessary to
turn a sales quote into a sales order. In the previous scenario we turned a Sales Enquiry into a Sales
Quote.

Let’s move to the next logical stage and change the Sales Quote into a Sales Order using QAD
CRM.

Scenario

Jim would like to move forward but he also believes the product should be discounted. In
reviewing the preliminary quote, you are willing to offer Jim a 15% Discount on the NOMAD
Cooling Systems if he commits to an order today.

Update the Preliminary Quote with the proposed discount and save the Quote. Change the sales
stage to ORDER.

1 Navigate to the Auto Manufacturing Nomad Cooling Opportunity.

2 Select the Quote Tab and open the first Opportunity line by high-lighting the line and double
clicking.

3 Enter 15 in the Disc% field. Save. Repeat for the next line.

4 Select the Quote Tab and right-click. Choose Change Opportunity Stage in the menu. The
Change To Screen appears.
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5 Populate the Opportunity Stage as ORDER and select the order type: Expected, Provisional,
Firm, Sale or Return, Applications/R&D, Exhibition, or Site Trial. Choose an Order Type of
Firm for this scenario.

6 The check box to send the Order to ERP is checked. Save the Opportunity and QAD CRM will
notify you that a Sales Order is created in QAD ERP.

7 Select the Order Tab and review the Order. Select the Details Tab and check the Reference
Field. The Reference Field is now updated to the Sales Order Number that is in QAD ERP.
Please note that Sales Quotes begin with ‘SQ’ and Sales Orders begin with ‘SO’.

Managing an Opportunity - Quote to Order - Recap:

We accomplished the following:
 Changed the Opportunity Stage from QUOTE to ORDER.
» Generated a Sales Order in QAD ERP.
« Located the ERP Sales Order Number on the Details Tab of the Opportunity.
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Managing an Opportunity to Sales Order Activity
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. - ..
Fam < Add an Activity L b
v X0
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In this activity you manage the Opportunity for Denver Auto Suppliers until you close the “deal”
and the Opportunity is a Sales Order.

Hands-on Scenario

You follow-up with James concerning his interest in your automotive products. Process the
activity you created in the previous activity and move the opportunity to the next sales stage -
Quote.

1 Process the follow-up Activity. During this activity James requests a little better price than list.
2 Review the pricing in the Enquiry Stage and change it. Give James a 10% Discount.

3 Move the Opportunity to the Quote Stage. What is the Sales Quote Number? Write it down.
Sales Quote =

4 Print the Sales Quote. (Do not save the printed quote.)
5 Log an activity to demo the products to James in one week.

6 One week later process the activity. James was very impressed with the product and placed an
order.

7  Change the Opportunity Stage to Order. Write down the Sales Order Number =
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8 Add an Analysis Code to the Opportunity.
9 Make sure that you have entered any SWOT information for the opportunity.

Bonus Question How would you export all Opportunities with an Opportunity Stage of Enquiry or
Quote to an Excel Spreadsheet?
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Knowledge Check

Opportunities — Knowledge Check

-~ ~ Complete the Knowledge Check by
2 f{.ﬁa filling in the blanks with the correct
) J\(g&f 4 answer or indicating if the

)
/ S S /@ statement is “True” or “False”.

)\ A .
\k‘@/j <~ | ~ If you are attending Instructor-Led
Training your instructor will discuss
your answers.

O

~ Self-Paced Training participants
follow the instructions to log
problems or get help.

~ The answers to the Knowledge
Check are in the in the back of the
Training Guide.
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1 An Opportunity must be associated with a Profile, Contact, and Sales Representative (True or
False?).

2 List the Opportunity Stage values that are predefined in QAD CRM.

g
h

3 The Opportunity Reference Field contains the following values:

a
b
c
d

e

ERP Sales Quote Number
User Defined Value
Blank

ERP Sales Order Number
All of the above.

4 Opportunities in the Enquiry Stage may be viewed in QAD CRM (True or False?)
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Key Points

Opportunities — Key Points
~ Review the Chapter Key Points

4 Questions?

QAD Proprietary 2008-CRM-690

- Opportunities are business “deals” that are managed from identification until they are turned
into sales orders, lost, or postponed.

- Opportunities are in the Sales Forecast if the Include in Sales Forecast Check Box is checked
on.

« An Opportunity must be associated with a Profile, Contact, and Sales Representative.

- The Opportunity Stage is a required field that enforces opportunity management and your
organization’s selling process.

- Opportunities that are in the Quote or Order Stages are sent to QAD ERP and assigned a Sales
Quote Number and a Sales Order Number.

» Quotes may be printed from QAD CRM.
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Overview

Reports & Dashboards - Overview

Reports
List

Available Reports

:Activity Summaty Report Ackivity Summary Repart

rstory Repor: Hstory Report

\Installed Base Report Installed Base Report

pactsummary.p
rpreack.p
vinst.p

QAD Proprietary

Dt name Py Catbows - oo it M conponares - fras - A ven -

Forecast Sales of this year

5l

Rt activity

I Top 5 oppornnitios

Activity brpe | Stalus Cloand

mmmmmmm

‘‘‘‘‘‘‘‘‘

Browser Reports
Standard Reports

Dashboards

5|
B gl

2008-CRM-720

In this chapter you learn how QAD CRM helps you generate the information you need to make
strategic decisions by reporting on and analyzing your customer relationships and business

opportunities.

Learning Objectives

By the end of this chapter, you will be able to do the following

- List the reporting tools available in QAD CRM.

« Explain Report Categories.

« Create, run, and save Browser Reports.
« List the available Standard Reports.

» Run and filter Standard Reports.

« Discuss the Reportwriter.

« Create charts and graphs.

« Describe a Dashboard.
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How do | report on my data in QAD CRM?

Reporting Functionality

101

Browser Reports

| Standard Reports

|Mame
inctivity Summary Repor|
éH\stnry Report
;Installed Base Repart

|Planned Activity Repart
|Profile Summary Repart
|Synchronisation Status
EUser Surmmary Report

e Browser Reports
e Standard Reports
e Export

e Reportwriter/Query Builder

Add Report using QAD CRM Repart Writer
Edit QAD CRM Generated Report

Add External Repart

Edit External Report

Delete Report

Run this report

. Refresh

& Show Column

Sort

Record Count

Report View

Export I

Search

Procedure bo Run
pactsurmmary . p
rprcact.p

rplnact.p
Fsum.p
CSUMMary.p
rSUMMAry. p

QAD Proprietary

2008-CRM-730

QAD CRM users may report on their data using the following:

» Browser Reports

L]

Reports Screen

Delivered Standard Reports

Export data to defined output channels
Report Writer and Query Builder

User defined external reports.

The Reports screen displays the saved reports available for your re-use in QAD CRM.

You also create reports using the Reportwriter tool from the Reports Screen.

The Reports Screen is available from both Sales Management and Marketing Management. The
Sales Management navigation path is:

Main Menu | Sales Management | Reports

Report Categories

Reports are filed or saved under report categories which are pre-delivered or defined by your
System Administrator. Report Categories allow you to categorize your reports for quick access.
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The training system has two Report Categories defined - Browser Reports and Standard Reports.
Other common categories include Dashboard Reports, External Reports, or subject categories such
as Customer or Profile Reports.
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Browser Reports

Browser Reports

"Se"ar'éh a Profile or Contact

Profile Mame Address[1] TowniCity Post Code .Tel Mo[1]
Mame and Location 3 Anél'{aim plazg HDEE.I _ﬁ%ﬂé{b‘jf.ﬂﬁdl Anahslm 98777

Avonlea Hospital 56 Atlantic Road Avonlea P48 Azw
Profile Mame: ACME STEEL 100LA + 7 Refresh 60111 705-990-9999

T N & |
|a ™ ABLE Engineering Pty Ltd 599 Dn E«—I Shaw Column 03713
DA\ias name Acrne Parts Company 13134 AL Sort 07111
. Sor

Address[1]: Auto Manufacturing 10008 2% 43010 614-432-7000 x 1000

American Steel Company 123 Bl ﬁ[ Record Count 53186 262-797-1000
.'I.'uwn,l’City: Automotive Technologies 13 Balb| Report iew 93051-8667 612-449-3041
- Acme Quality Products

B | Export
C_uunt}f: ! | Repart »
| ] Send To QAD ERP
.St.ate.: = Address Label ta Clipboard
Lttt Run from any browser window
Courtry _ by right-clicking, select Report

View

_T_vpe=

o Na

——onkack!
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You may run browser reports from any browser within the system. Right-click and choose Report
View to display a browser report.

Browser Reports are a quick and easy way to retrieve data from the system. The reports can simply
print the contents of the browser or you have the option to format the contents into a more
sophisticated report.

Formatting a Browser Report

» A browser report is displayed according to the data in the browser window. You can use the
Show Column feature to re-arrange or omit columns from the browser and your report output.

» Once the data is in the Report View you may use the Report View formatting toolbar to format
the report:

Saving a Browser Report

Browser Reports can be saved and re-run. When you save a Browser Report on the Test System
save the Report to the Browser Category.
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Running a Saved Browser Report
There are two steps to running a saved Browser Report.

1 You must be in the browser where the report was created. For instance, the above example of a
Customer Profile Report requires that you are in the Profile Browser.

2 You may access the saved Browser Reports from the Browser Report drop-down in the report
view. You must be in the Report View (right-click, Report View).
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Creating, Formatting, and Saving a Browser Report

Steps — Browser Reporting

Country Analysis

0.0%

AUS 263
Wcan 77w
M Esp 1.3%
M Fre 3.8%
GER 25%
| Bir] 1.3%
W 1sR 25%
M ITa 1.3%
M EN 1.3%
| JELS 1.3%
us 3.8%
usa FOEH
Total  100.0%

e (Create Profile Browser
Report

e Customers Only

e Format into 3-D Pie Chart
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Browser Reports can be simple or complex, but they are easily generated by QAD CRM end users.

Scenario

Your manager has requested a report that breaks down the number of Customer Profiles by
Country. This type of analysis is easier to understand iff produced in a chart or graph. Let’s create
a 3-D Pie Chart.

1 Navigate to the All Profiles Screen, set filter to No Filter, and right-click to select the Report
View.

2 The Report View contains a list of All Profiles including Suppliers, Customer, and End Users.
You are only interested in Customers.

3 Inthe Report View select Filter from the Toolbar. Choose Simple Filter. Enter the following
values in the Customer Filter:
 Field = Customer Type
- Condition = Contains
» Value = Customer
Save the filter.

4 Choose Graph from the Toolbar to launch the Graph Designer. Select Pie and click the 3-D
Icon for a 3-D Pie Chart.
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5 Select the Data Tab and choose the Country Field.

6 Select the Format Tab and Type in a Title for the Pie Chart. Save. Save the Browser Report as:
« Name = Customer Profile Analysis
« Description = Customer Country Profile Analysis

7 Navigate to the Reports Screen and select the Browser Report Category.

Note If the Browser Report title does not display, fresh the screen (File | Refresh).
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Browser Reporting Activity

Activity — Browser Reporting

Forecast Date Analysis

10/22 f2002
W 12772009
W 1282009
W 222008
2342009
W zj17/2009
W zj19,z2009
W zj20/2009
W zjes/z009
W 22009
3442009
3/13/2003
3 W 3232009

Forecast Date

1

"’@“ PO &ﬁoﬁo@q&@}@qo"@

,@,\ n}“)\ '\\ i
B,
F re?as?Date

e Orders Year to Date

e Forecast Date Analysis
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In this activity you create a Browser Report using the Opportunity Browser.

Hands-on Scenario

Your manager has asked you to report on the number of orders year to date and when they were
originally forecasted. A 3-D Bar Chart would draw attention to any discrepancies.

1 Create a browser report using an existing Filter - Orders Year to Date.
2 Format the Graph and Save.
3 Re-run the Report/Graph.

Bonus Question When you format the number of columns for a Browser Report using the Show
Columns feature, do these settings get saved with the Browser Report?
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Standard Reports

Standard Reports

Available Reports Procedurs ta Run
Erowser Reports Activity Summary Report " Acivity Summary Report T pactsummaryn
[ standard Reports | History Report History Report rprcack.p
Installed Base Report Installed Base Report rinst.p
Opportunity Report by Sales Rep Opportunity Report by Sales Rep popanalysis.p
Flanned Activity Report Flanned Activity Report rplnact.p
Profile Summary Report Profile Summary Report pprofsum.p
Synchronisation Stabus Report Synchronisation Status Report PSYNCSUMMary,p
User Summary Report User Summary Report PUSErSUMmMary ,p
e Running
e Filtering

e Saving
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QAD CRM delivers the following eight (8) Standard Reports to help you manage your
organization. The names of these reports indicate the nature and scope of the data extract. Standard
Reports display using Crystal Reports and Microsoft Excel depending on the report.

 Activity Summary Report
History Report

Installed Base Report
Opportunity Report by Sales Rep
Planned Activity Report

L]

Profile Summary Report

Synchronization Status Report
User Summary Report.

Running Standard Reports
Standard Reports are run directly from the Reports Screen. There are a number of ways to run a
report from the Report Screen. Select the report and do one of the following:

« Click Run this report on the toolbar.

« Right-click and choose Run this report.

« Click File | Run this report.
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Filtering Standard Report Output

QAD CRM allows you to filter the output from Standard Reports depending on the report. The
following reports allow you to define filter criteria from the Report Viewer by clicking the Filter
button:

- Activity Summary Report

- History Report

- Planned Activity Report
Synchronization Status Report
« User Summary Report.

The following reports when run from the Reports screen display a filter window where you define
the selection criteria before the report runs:

- Profile Summary Report
« Opportunity Report by Sales Rep
« Installed Base Report.

Note When QAD CRM is integrated with QAD ERP the Profile Summary Report uses data from
both applications and the filter settings display an additional filter called QAD ERP options.
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Using the Profile Summary Report

Reports
 List |
— Reports of Ca Standard Reparts
Avalialitc SR e Description Procedure to Run Category QAD CRM Generatad Quer
Depucer Do Activity Surmary Report Activity Summary Report packsummary.p Standard Reparts no 7
Standard Reports Histary Report Soolisslss = = e Sl S ——
Installed Base Report n Profile Summary Report g |=!
- Oppartunity Report by Sales R
Planned Activity Report m Q Profile 1D Profils Mamd Address[1] |Address[2] Address[3] TownyCity |Past
Profile Surmmary Report
Synchronisation Status Report
User Summary Repart QAD ERP Options
[ ] [
-Options
Profils Detalls [#] Opportunities
R u n [#]user Defined Fields Oppartuniby Lines
Contacts Sales Analysis
[¥] addresses [“]Relationships
Fllter [“]Planned Activities [¥] Campaigns
History Analysis Codes
Oal @Last |5 [“]installed Base
Activity Summary Contracts
Save
Report nare: | one v [savesetings | &« & o X 3
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The Profile Summary Report allows you to define data filters for QAD CRM data and QAD ERP
data before the report runs. The report is displayed using Crystal Reports.

Scenario

Once a quarter you run a Profile Summary Report for each of your customers. This report gives
you a 360 degree view of all activity for the Profile. Today you want to run a Profile Summary
Report for ACME Steel.

1 Navigate to the Reports Screen. Select the Standard Reports Category and the Profile
Summary Report. Right-click to Run this report.

2 The Report Filter Screen Displays. Click Select Profile and display the Find Profile/Contact
Screen. Select ACME Steel.

3 Review the Basic Filter selection criteria and de-select the following filters and move to the
next screen - ERP Filters:
» User Defined Fields
» Addresses
» Campaigns
« Contracts

4 De-select the following ERP Filters and Save - click the green check mark:
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« Installed Base
Service Contract

5 You are prompted to Save the Report Settings so you may re-run the report again. Save the
report using the settings above.

6 Review the report in the Crystal Report Browser. You can hyper-link to each section of the
report from the left hand column, print the report or save the report results.

7  The Acme Steel Profile Summary Report appear in the Reports Screen - Standard Reports
Category for easy access.
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Standard Reports

Activity — Standard Reports

[ 0AD CRM Report
i Fle Edt Wew Optins Help
. - = = 1 .
i I Save Export | Bl page Setuy Print | % Closs i — =
E | Export | S R _Lnl]ppurtunily Report by Sales Rep I BE
- oy Opportunity € Dusda
- — = this yvear [v
oy % List of
List Activities of: [first quarter [ Jam members (@ Mysel (O My team members OMy team
sscond quarter .
third quarter ’
Activiby types; [12st quarter Appointment i “Stage Amount
last year S Currency From To
this vear <rip .
Includs Activity summer|next year us (UsD) [v] [0 [9,999,599.00
on :
o ar after Frofile typs i B x
an or beFore  |overdus [i g
e =

Prababilty
0.00 % and above
Reference

e Activity Summary Report |
o O Om

e Opportunity Report by Sales

[FHistory Qall @last s
Re Plarmed Activities
p [l opportunity Text
[Clswor
[CIwinfLoss Reason
Report name: | none [¥] [Sovesettings | & & v X @
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In this activity you run and filter both types of standard reports: filter setting screen and filters
defined in the report viewer.

Hands-on Scenario

Your manager has asked for a report detailing all your activities and the activities for your team for
the year. You also want to see an Opportunity Report that has all the opportunities for this year by
Sales Representative (in the Training System you will have limited data).

1 Run the Activity Summary Report (filters are set in the Report View).

2 Do not save the report settings.

3 Run the Opportunity Report by Sales Rep (filters are set in the filter screen).
4 Save the report settings and re-run the report from the Reports Screen.

Bonus Question Are you able to hyper-link to specific profiles and opportunities in the
Opportunity Report by Sales Rep?
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Exporting Report Data

QAD CRM allows you to choose the output channel for your data by using the Export option. You
can export directly from a browser screen, from the browser report view, or from standard report
output.
There are multiple ways to launch the Export Wizard:

« Choose Export from the File menu.

- Right-click and choose Export.

« Click Export on the toolbar from the report display.

The Export Wizard prompts you to choose one of the following output channels:
 Application
« Disk File
 Microsoft Exchange Folder
- Mail Recipient
Printers
You are allowed to export your data to the following applications from the VTMS (Training)
Environment:
 Acrobat Format (.pdf)
Crystal Reports
Internet Explorer - HTML or XML
Microsoft Excel
Microsoft Word - Document or Rich Text
WordPad
 Notepad

What is the Reportwriter?

« The Reportwriter is another report writing tool available to QAD CRM. Typically power users
or reporting experts will use the Report writer to generate user-defined reports that are based
on queries.

« A System Administrator defines the queries that the report is based on using the Query
Builder.

 The Reportwriter and Query Builder are discussed in the System Administrator Training.
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Dashboard Functionality

Dashboard Functionality

| Dashboard I
{ Dashboard name My Dashboard - Edt Refresh Components = Print = View =
e E
Forecast Sales of this year Orders of this year
e
. . ; T
(] (]
(3m| (3] [<lu) (2]
E E
Recent activity Top 5 opportunities
Activity type / Status Closed overdue 1m0
Appointment 1
' Main Menu | Dashboard -
Telephane 4 1 an o
Total 8 2
orpoo
v “
A mi [ m| [2]
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» The Dashboard is a user defined screen that provides an overall view of your CRM
environment.

» The Dashboard screen may be composed of a maximum of four separate views or components.
« Typically a Dashboard is created and maintained by a System Administrator or power user or
reporting specialist.

Navigate to: Main Menu | Dashboard and choose My Dashboard from the Dashboard Name.
Review the information displayed in the dashboard.

How to maintain and create Dashboards is covered in the CRM User Guide and in the System
Administrator Training.
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Knowledge Check

Reports & Dashboards — Knowledge
Check

-~ ~ Complete the Knowledge Check by
2 f{.ﬁa filling in the blanks with the correct
) J\i\«?f B answer or indicating if the

~
- /@ statement is “True” or “False”.

<
‘%/// <~ | ~ If you are attending Instructor-Led
Training your instructor will discuss
your answers.

~ Self-Paced Training participants
follow the instructions to log
problems or get help.

~ The answers to the Knowledge
Check are in the in the back of the
Training Guide.
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1 Report Categories are used as file drawers or containers to help us organize and access our
saved reports quickly. (True or False?)

2 When you save a browser report you can access the report from any record browser in QAD
CRM. (True or False)?

3 Inthe Browser View Report you can remove fields, change fonts, sort and group data, and
create

4 Name the Standard Report that uses both QAD CRM data and QAD ERP data if integration is
active. .

5 Name three (3) applications that you can export your data to for reporting:

f

g
h

6 Dashboards may contain a max of components.
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Key Points

Reports & Dashboards — Key Points
~ Review the Chapter Key Points

4 Questions?

QAD Proprietary 2008-CRM-820

» QAD CRM has a number of reporting tools and options including:
» Browser Reports
- Delivered Standard Reports
» Exporting data to a variety of output channels (including Microsoft Excel and Word)
» Reportwriter Reports based on Queries
» Browser Reports are created and launched from record browsers.
- Saved Browser Reports may be accessed from View Report.
- Standard Reports are predefined and use Crystal Reports or Microsoft Excel to display output.
- Dashboards are typically created by System Administrators.

- Dashboards may contain up to five components (charts, graphs) and give users a view of their
CRM business - opportunities, forecast, activities, etc.

« Standard Reports use two types of filters, one filter is part of the report viewer and the other
filter must be defined before your run the report.

- Reportwriter Reports work together with Query Builder and are usually defined and
maintained by System Administrators, power users, or reporting specialists.
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Overview

Advanced Topics - Overview

| Detals | Further Details | Addresses | Activities

Customer Console

Sales order PO

] Record Court

Eﬁ Higrarchical Relationship e humber Hame Address1
Addresses ¥
[=-§¥ Parent-Colossal Conglomerates S o R e ————————————
2} sub-Electronics Mart i i < (o T
'?—' SubElectrizal Devi Sales Order &) G Activity
ub-Electrical Devices e e Go To QAD ERP Sales Quote
: Sub-Universal Industries 3 =
is (exacthy) 5033792 | Refresh ales Order
Order date seal| Show Column Tnvoice
g} son cl

Installed Base

is {exactly) [ b Contract
" " eport View
Script Details Quote " Relationship
; Expart
|ls (exactly) IL] Comparative Sale
Fresform query | search

| Fuist |

Owner Application .

Account

Sales History

[begrs [+] Statistic

Description: | Custormer Survey
Date entered: [bap-04-2009, M

Status: O Live
Camments; Mew Script

Ship-To
End User

= Profile Relationships ||

e Using Scripts
e ERP/CRM Integration

e Customer Console
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This chapter contains a number of QAD CRM advance features that build on the knowledge
gained earlier in the training.

Learning Objectives

By the end of this chapter, you will be able to do the following
- Define Profile Relationships
« Explain and use scripts
+ Use the Customer Console
» Explain the ERP/CRM Integration
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Profile Relationships

Profile Relationships

| Details | Further Details | Addresses | Activities | Opportunities | Relationships | Internal Contacts | Remarks | Campaigns | Anabysis Codes | Installed Base | Contracts |

=B Hierarchical Relationship | Profile | Contact || Opportunities || Installed Base |

-1-§8 Beverages-worldwide
[2h Beverages-fsia

[ Beverages-EMEA

Address[1]

Beverages-Worldwide 24 Main Street

Beverages-EMEA 24 rue de Yarnnes

e What is a Profile Relationship?
e Adding/Viewing Relationships

e Main Menu | Sales Management |Addresses | Profile
Relationships

Hierarchical
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The organizations that you do business with may relate to one another in an organizational
hierarchy. For instance, there may be a parent company with many subsidiaries.

Your organization may want to manage all related companies under one account management
structure or at the very least understand how the entire customer organizations are doing business
with you.

The Relationship Tab on the Profile Record allows you to represent your Profiles Relationships.
You can add, maintain and delete organizational hierarchies. The Relationship Tab allows you to
see all Profiles, Contacts, Opportunities and Installed Base Records (products installed at the
profile site) for those Profiles that are related.
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Steps - Profile Relationships

Steps — Profile Relationships

[ Profile Details - Colossal Conglomerates LTD g[ﬁ]

é"l':')'éEgii;é Further Details | Addresses | Activities | Opportunities | Relationships | Internal Contacts | Remarks | Campaigns | Analysis Codes || Installed Base | Contract 40

= | Contact | Opportunities | Installed Base |

Rielatinnshind Drn
Attach Hierarchy

Add Hierarchy

Add Sub Hierarchy

ame Address[1]

Rename

=4 Delete

Refresh

e Create Relationship:

v Hierarchy

3|

| | Include Sub Hierarchig ‘/ Su b H | e rarchy
Hierarchical |Oneta One

{3 Contact = | @Telephone z 2 Fal= @Web addres|] ® VleW Pr0f||eS, ContaCtS, Opportunltles @
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When Profiles are related in the hierarchy all contacts, opportunities, and installed base products
can be viewed from the Relationship Tab of each of the Profiles.

Scenario

Your customer Colossal Conglomerates LTD has just purchased the following organizations that
you do business with:

« Electronics Mart
« Universal Industries.

You’ve also learned that Electrical Devices out of Chicago is a spin-off of the Electronics Mart
organization.

Let’s set up these relationships!
1 Navigate to the Profile for Colossal Conglomerates LTD. Select the Relationships Tab.

2 Right-click on Hierarchal Relationships and Add Hierarchy. Name the Hierarchy: Parent-
Colossal Conglomerates.

3 Right-click in the Relationships Profile Tab and add the Profile Colossal Conglomerates.

4 Review the following Colossal Conglomerate information:
» Opportunities Tab
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« Relationship Opportunity Tab f
- Relationship Contact Tab

Note The information contained in the Colossal Conglomerate Record is also displayed in the
appropriate tab under Relationships.

5 Electronics Mart and Universal Industries are both companies that report to Colossal
Conglomerate. Right-click the Parent-Colossal Industries and Add a Sub-Hierarchy named
Sub-Electronics Mart.

6 High-light Sub-Electronics Mart in the Hierarchal Relationships and attach the Profile in the
Relationship Profile tab (right-click).

7  Repeat for Universal Industries. Make sure that they are both equal “subs” in the Hierarchy.

8 Electronics Mart is the “parent” company of Electrical Devices. Right-click on Sub-
Electronics Mart and add Electrical Devices.

9 Ifyou click on the Relationship Installed Base Tab in Colossal Conglomerates you will see the
products that are installed in both Colossal and Universal.

10 Navigate to any of the Profiles in the hierarchy and check the Relationship Tab. Check and un-
check the include Sub Hierarchies box at the bottom of the screen - what data do you see?

Profile Relationship Activity

In this activity you setup the Profile Relationship for the Worldwide Medical Profiles that you
added in the Review Exercise.

Hands-on Scenario

You want to have a view into all the Profiles associated with Worldwide Medical. You can name
the Hierarchy and Sub-Hierarchies what makes sense for your organization.

1 Add the Profile Relationships for the Worldwide Medical Companies.
2 Create a report of all Contacts for the Relationship. Format the report - add title, etc.

Bonus Question: How would you add an existing hierarchy?
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Activity - Profile Relationships

Activity — Profile Relationships

Worldwide Medical Profiles
e Parent
e EMEA
* Asia

Setup Profile Relationship
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MNQAD



Advanced Features 123

Scripts

Scripts
i —

| List |

= a KFCSUM [Summary Of Preliminan waste Survey For KFC ]
- % Default Section
? Wwhat iz your store reference / Mumber?
? “Wwhat i pour current method of ' aste Digpozal?
? How many of theze waste containers do you have?
? How many pickups ¢ collections do you have per week?
? |2 thiz number of pickups / collections adequate?
? How many waste containers do vou uge per week?
? |2 your rubbizh curently looze or compacted?
? Since your waste iz cumently loose, if 8 compactor was recommended, would you have room for one’? &ppr)
? Does your current general waste include all your zardboard or do you seperate out cardboard?
- @] LOGIX [Logis - 5 Step Pracess |
+] % INITIAL SURVEY
+ % Presentation and E valuation of Results
+-¥& DUE DILIGENCE i
+ % Delivery of Process lmprovement HOW to use SCI‘IptS7
+ % M anagement Reporting

5@ Delivery Method How to add a Script

What is a Script?
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A Script is a series of predefined questions designed to streamline and add consistency to your
communications with your customers.

Typically System Administrators or Power Users will create scripts for use in various departments.

For instance, Customer Service would enter service related questions in a script that would be used
by customer service representatives to survey the customer base.

Sales may use a script during a new product release to queue sales representatives as to the
important questions to ask a customer. Sales might also find a script useful to query customers on
re-order amounts for certain products that a customer re-orders on a regular basis.

Using Scripts

1 Script Creation - developed first in a prototype phase called test.

2 Attaching or Scheduling the script to a target: activity or add in Script Tab.
3 Processing the Script.

4 Analyzing script responses.
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Integration with QAD Enterprise Applications

ERP/CRM Integration

s and Switches

I Setting;|
=7 QAD ERF Contral Settings For Transferring Sales Order information from QAD ERP. (7054)
=17 BAD ERP Control Setting
i I3 Users
5] Multiple Currency
|5 Product :
= —Transfer Sales Order Information from QAD ERP to QAD CRM
5] Address
o - Transfer QAD ERP Sales Order information to QAD CRM
; 4 Transfer RMA orders to QAD CRM
151 Installed Base
= Ccal Create Histary
h_j Cal Quote Transfer Transaction Comments From QAD ERP to QAD CRM
11 Contract f
; | Contract Quate Camment Type: | .
= [ Initial Data Transfer from r T . OVe rVIeW
P Comment Language: 2
15 Users L |
(75 Multiple Currency —Transfer Sales Order Information from QAD CRM o QAD ERA - -
& i = Integration Points
= Transfer QAD CRM Sales Order information to QAD ERP
5 Address
i u'—j Sales Quate Create custamer in QAD ERP iF QAD CRM sales order customer not Found
|5 Sales Order
5 Installed Base Service name: |lve_aAS gv
= Cal CIM script File: | /dr01/scripts/client_cim_linu: s |
: hj Cal Qucts User: ;adrﬁin |
I Contract T

|5 Contract Quate essic ] oo
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QAD CRM runs in stand-alone mode as a CRM Application or can be integrated with QAD ERP
applications.

Your system administrator will setup this integration according to your business rules and
processes. For instance, your organization may want to restrict the flow of data from QAD CRM to
QAD ERP for certain processes.

Once integration is defined and setup the data synchronization is automatic. Database and session
triggers update the data.

In the Training Environment when we add a new Profile we are asked if we want to send this
Profile to QAD ERP. However, when we change the Opportunity Stage from Enquiry to Quote the
Quote is automatically sent to QAD ERP.
The following modules may be integrated:
 Product
Address
Sales Quote
Sales Order
Installed Base
- Call
Contract

L]
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 Contract Quote

- Call Quote

+ Multiple Currency
« Users

As a sales or account manager you would not set this integration up but there would be times when
you may want to have access to the data that is in QAD ERP.

In the next chapter we review the Customer Console and how you can easily toggle and share
information between QAD ERP and QAD CRM.
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Customer Console

Customer Console

Customer Console

Number Name Address1 Address2 Address3
Addresses ¥ piooooon Colossal Conglomerates LTD Lite 1000 Colneal Building Colossal Industrial Park 15000 Product
Sales Quote ¥ GoTo 3 ‘ ; Activity
s Drder = 50 Ta QAD ERP [ salesquoe |
Crtder el A w1 zalssorder
_is exact] w | 5033823 E .
; E i S| Showe Column Irnvice
Order date
. &) sort Call
e w |
El Record Count Installed Base
Sales order PO
— | Contract
is (exactly) Report Yiew
Relationship
Quots Expart
. B LIMEIEIIe Comparative Sale
is (exartly) . n
Freeform query Account
Cwner Application . Sales Histary
Skatistic
Ship-To
End User

Main Menu | Customer Console

Last Mame Postion Department Mail groups

Blaise
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The Customer Console is uses data from both QAD ERP and QAD CRM. This application or
module truly provides a 360 degree view of your customer when QAD ERP integration is enabled.

The Customer Console Screen is designed and operates much like the Search a Profile or Contact
Screen.

The Customer Console searches QAD ERP based on your input and returns the appropriate data.
You also have the option to Go To QAD ERP or to Go To a particular screen in QAD ERP such as
the Sales Order or Sales Quote Screen.

Note You must have access to QAD ERP and QAD ERP integration must be enabled in order to
use the Go To options.
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Customer Console Activity

127

Activity — Customer Console

h Customer Console

Number Mame: Address1 Address? Address3
fddresses ¥ 00000 Colossal G LD i Buiding. Colossal Industrial Park. 15000 Production Drive
Sales Quote 9l |
Sales Order 2
Order value
\Tn live: United States (3) - QAD Enterprise Applications

File Edit Tools Workspace MWindow Help
‘Vemce\\ndus(ry‘/\ew HC\JS\DmerMem\enance 2 |Custumer Maintenance X
| [Menu Search ] W GoTo = ¥ Actions ~| L Copy | () Print ] Preview
{3 Distibution CustomerAddress
‘ [ (7 Manufacturing
) Financiels Customer: 01000000
- I -
| = Customer senices Home | Colessa Congletetss LTD) ]
® () Master Data Address] Suite 1000 Colossal Building ]
5 Additonal Modules Address| Colossal Industiial Park ]
E-E Supply Chain Address] 15000 Production Drive ]
B Processes City] Evanston 2] state]IL ] Post| 080878 Fomat| 0 7]
GG Detro Conter County: Urited States of America usA_ o County]
# () Collections
= Aitention] Bertha Blaise [2}{ Chuck Smith ]
7 Administration E] s —1 et
& (5 Addn ¥ Telephone] 1-800-333.3000 Ew] BEE [2}] 1-800:3338000 Ext 321 ]
() Demo Collections FawTelew ey ] Added: 11121991 [+
#( Bookmarks =1
[ Uiities jctitonegDoly
#{5) Uploads/Dovninads Sort Name: Calossal Conglomerstes LTD
| « Salespsnl: WLINC Muliple: G T QAD ERP
Ship Vis: GROUND olo
B = AR Acct 1200
Resale: P313768 - H
g R Dat AD ERP
B i Remarks: ALL SHIPMENTS PER CORP CONTRACT 4003081 eview ata In
[ peete | [ padc | [ Nes |
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In the Training Environment QAD ERP integration is enabled.

Hands-on Scenario

In the Opportunity Module you Changed the Opportunity Stage from Enquiry to Quote and from
Quote to Order. You also have added a number of Profiles in QAD CRM and sent those Profiles to

QAD ERP. Let’s Review our work.

1 Check that the Sales Quotes are in QAD ERP for each of your opportunities. Search on the

Sales Quote number.

2 Review the new profiles by searching on Customer Number.
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Knowledge Check

Advanced Topics — Knowledge Check
~ Complete the Knowledge Check by

\,\ f{.ﬁa filling in the blanks with the correct
= J\(g&f /(?‘;‘ answer or indicating if the
/ S S /@ statement is “True” or “False”.
) é,// D> )
\k( | "> | ~ Ifyou are attending Instructor-Led
Training your instructor will discuss
your answers.

~ Self-Paced Training participants
follow the instructions to log
problems or get help.

~ The answers to the Knowledge
Check are in the in the back of the
Training Guide.

O
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1 You do not need a logon to QAD ERP when you Go To QAD ERP from QAD CRM. (True or
False?)

2 Scripts are considered activities in QAD CRM. (True or False?)
3 The list the information shared among Profiles that have relationships defined:

j
k

4 The Customer Number in the Profile is updated when the Profile is added to QAD ERP. (True
or False?)

5 The integration between QAD CRM and ERP is enabled on-demand from QAD CRM. (True
or False?)
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Key Points

Advanced Topics — Key Points
~ Review the Chapter Key Points

4 Questions?

QAD Proprietary 2008-CRM-930

- Profile Relationships are set up in hierarchies and show the relationships between customers.

« You can add hierarchies to a relationship or you can attach existing hierarchies to a
relationship.

« Once a Profile Relationship is set-up, all Profiles in the relationship share the following data:
Profiles, Contacts, Opportunities, and Installed Base from the Relationship Tab.

- Scripts may be used by all roles in your organization - sales, marketing, customer service, etc.
- Scripts are a series of questions that when processed record the answers in QAD CRM.

« Scripts may be attached to a target (Profile/Contact) from the Script Tab or they may be added
as an Activity.

» The Customer Console allows you to easily verify and share information between QAD CRM
and QAD ERP.

Final Activity

In the Final Activity you get an opportunity to practice everything you’ve learned about Sales
Management using QAD CRM.

Please use Help to research any questions you may have.

Good Luck!
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Scenario

You’ve been asked to turn-over all of your customers in the State of Kansas to Craig Rice. Please
update your Profiles and add yourself as an internal contact for each of these customers. You will
also need to schedule a meeting with Craig to go over each of customers.

You receive an email from one of the Sales Representatives in New York with information
concerning a potential customer in California which is your territory. The prospect is Sterling-
Waverly which is owned by the Sterling Industries in New York. Enter the following information
in the system concerning this prospect or lead: (make up the information below)

« Profile Name & Address
- Contact Name - phone number
- Set up the relationship with Sterling Industries

« Create an activity to record the information that your receive from the NY Sales Rep or add a
note to record this information.

- Call the potential contact and set-up a meeting. Send some literature.

Your receive a call from Jim Barber of ACME Steel concerning the Mechanical Pencil
Opportunity -- Jim would like a Quote. Update the Enquiry to 1000 items, give him a discount and
print the quote.

Check to ensure that the new profile you just entered is in QAD ERP.
Run a the report that will tell you everything about ACME Steel - print it.

Create chart that shows how many Opportunities are in each Opportunity Stage.
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