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CUSTOMER RELATIONSHIP
MANAGEMENT

CRM Maintenance Table

&Eustomer Designer i | Dlﬂ
= |
(=124 Custarner Details

-Jid] Customer 1D B ’ |

|

Default

Bl WorkTelephone
[ 8] Apattment ;I
--[8] Streat

--[8] Borough
[g Town

--[8] PostCode
[__j Mew j

Sting size |4U I l

¥ Editable ™ Cannot be empty ¥ [rides

Prefives ... " Save bz .. II Save l‘ Cancel

CRM Properties Table

Settings  Search | Inzert I Modif_l,ll Hesultsl

t=3,/ Customer Details

------- [id)./ Customer ID->Property00

------ B Title> Propery

------ @J' FirstM ame-»Propertyl2
@J Surname-> Propertyl3

------- [Ell/ HomeT elephone-> Property0d
[El workTelephone-» Property05
|/ Spartment-»Property0f

------- [8) Street->Propenty?

------- [8) Borough->Property0d

[€)/ Towne>Property03

------- [8) PostCode-»Properyll

Cancel |
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CRM

The CRM (Customer Relationship Management) option is used for creating new CRM
accounts and campaigns and for adding, editing and managing CRM tables and
customer records.

The CRM module allows access to customer profiles and histories and enables
outbound calling.

When a CRM table has been created either in the CRM editor or in the Outbound
Wizard, associated Outbound lists are then added in the Output Wizard or Outbound
module of Synthesys 5.

Customers to be phoned are queued and placed into the required Outbound lists in the
Outbound module. It is also in the Outbound module that customer call lists are
maintained and managed.

Under Teams in the Synthesys 5 Management application, agents can be assigned
to particular Outbound lists, reflecting the skill level and expertise of the agents and to
control the distribution of workload throughout the call centre.

Using CRM Details in a Synthesys Webflow

CRM details are typically used in conjunction with Synthesys webflows that are
designed in the Synthesys Interaction Studio.

To use all or selected CRM details as part of a webflow created in the
Synthesys Interaction Studio, for example to enable branching or calculations
on selected CRM information or to display details in the Dashboard, you must
create the corresponding Parameters in the Webflow Properties as part of the
webflow design process.

Please use the Synthesys 5 manual for information about creating CRM
parameters in the Synthesys Interaction Studio.

Synthesys.Net: CRM & Outbound 8



CREATING CRM ACCOUNTS

Starting the CRM Editor

To open the CRM editor

: Noetica

1 Open Synthesys Management by clicking on the Synthesys Workspace

Management icon on your desktop.

T Select the Applications tab and in the Launch Applications screen select

CRM

The CRM editor will open, and in the Select a Callflow screen subsequently displayed,

you can select an existing CRM, or create a new one.

@)
/| calfion Editor

[ Test CallFlow % cg [y | [ 5ereen View e [% D 3} S Subflow 3 Assign DDT
Hsave Gy | &IMain Flow §# New Conclusion | [g] Popup script
Open Paste  Cub Help | Selection Mew | Decision
e Publish &b Beges il ¥ Back to Subflow | < Maintenance -
Calflow Editor Tools

stk ~® @
m ga & Tmpart CRM

) B Export CRM
CRM  Design

Table 2 More Taols -
CRM

Select a Callflow

Please select an existing callflow or click on the "New Callflow button to create a new one:
; E BIN Test Centie
+ E Brvato BCA
E auau
E BR Jub03
E E Brentford Dy Docks
E Brigitte Septemberl5

E Brigitte03
= [
e Cancel Test el | New Calfiow |
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The Select a Callflow Screen

The Select a Callflow screen displays the customer accounts that you are managing
and the CRM campaigns that you have set up.

A CRM is created to manage the customer data for Inbound and Outbound lists and to

give agents access to customer profiles and histories.

The Select a Callflow screen, in which all accounts and campaigns are held

Select a Callflow

Pleaze select an exizting callflow or click on the "Mew Callflow™ button to create a new one:

IE' O All Synthesps Callflows =

N hd
] I Cancel | T ezt callflow =T Eallflu:uwl

E A filing cabinet represents a customer account.

E The open drawer represents a customer account that has been selected.

Gﬁi The arrows show a campaign for which a callflow has been created.
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Setting up a new CRM Account

At the Select a Callflow

1 Click on _MenCalfen | display the New Callflow window.

Account:

I ~| _ewbcoout.. |

Prefix: Hame;

screen:

Dirgcton:

o]

Auta Archive [days) |3D
Auto Purge [days] ISD

Cancel |

g
el

Noetica

9 Click on to display the New Account window and enter the details
of the new account.

T The Account Name, Prefix and Account Manager fields are compulsory and
must be completed.

The Prefix that you enter must be unique and only contain three letters. It is used to
identify all data held against the account and allows easy identification of data held in

database tables.

I n our

New Account

exampl e we

have

Agcount Name: IBrigitte Training

Prefis: IBTH

Address;  |Moetica
7-11 St Johnz Hil

55 Clapham Junction
Londan

Paostcode: ISW1 11TH

M ain Contack IDann_l,l Singer Telephone: |D2D F3268500
Other Contact:l Telephone: I

Fam |nzu 8019515

e-tail: Ienquiries@noetica.com

Wiorld “Wide “Web: Iwww. hioetica. com

ficcount Manager: IBfiQiNE FReimer v l Irwvaice 1D: I

=

Cancel |

entered

account

det ai

The Account Name, Prefix and Account
Manager fields are compulsory and must

be completed.

Once you have entered the required account details, click OK to save the details and
return to the New Callflow window.

Synthesys.Net: CRM & Outbound
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Setting up a new CRM Campaign

Back in the New Callflow window you now need to add a hame for your campaign.

The name entered should reflect the campaign for which the CRM is created, in our
example 6City Breaksbé6.

New Callflow

Account;

IBrigitte Training j Mew Scocount... |

Prefis: Hame:
|BTH |m IEity Breaksd

Directany:
IScripts\ETH\Eﬂ

x|

Auto drchive [days) |3D
Auto Purge [days) ISEI

Cancel |

1 Enter a name for the new campaign into the Name field.

1 Click OKto return to the Select a Callflow screen, where the new campaign
is added to the directory under the new customer account.

You do not need to make any changes to the default Auto Archive and Auto Purge settings, as
these are not used in the current version of the Synthesys Dialler Platform.

Synthesys.Net: CRM & Outbound 12



: Noetica

USING THE CRM MAIN SCREEN

In the Select a Callflow screen, select the required campaign and click OK to display
the CRM Editor Main Window:

Callflow Editor Toolbar. Tools Toolbar. CRM Toolbar.

N F ER July03 (BRJ) - Produd: Order Line (01) Yersion 12,0 - PhDesign - x
/‘ Calllow Editor Style - -H
- (a]la)

g [ Test CallFlow E% d%f I i e [% 8:r S subfiow <& Assign DDI m @ Import CRM

/ Hsave g | & w ¥ New Conclusion | [&] Popup script & Expart CRM

Open i Paste  Cut & PHazlgs Selection S?’Zv;n Dexislon | v o . | e E.)rzsbu‘gen s

Callflows Editor Tools CRM

Finish
B

Design Area in Flow View.

The following sections describe each of the elements indicated above.
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THE TOOLBARS

The CRM editor main screen has three toolbars in Flow View:
9 Callflow Editor Toolbar.
1 Tools Toolbar.
T CRM Toolbar.

f

Callflow Editor Toolbar

The Callflow editor toolbar is used for opening, editing and publishing CRMs and for
moving between screen view and flow view.

Tools Toolbar

The Tools toolbar in the Synthesys 5 is not used, as webflows are created in the
Synthesys Interaction Studio, with DDI numbers being assigned in Synthesys
Management.

CRM Toolbar

The CRM (Customer Relationship Management) toolbar is used to access and design
CRM tables and to import or export customer data.

Via the More Tools drop down menu of the CRM toolbar users can maintain the CRM,
deleting selected CRM history events and unused CRM prefixes.

Please see the next pages for more information regarding the options available using
the Callflow Editor and CRM toolbars.

Synthesys.Net: CRM & Outbound 14
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The Callflow Editor Toolbar

[ Test CallFlow @ 'ig" | Screen Yiew e
E Save d = | Main Flow

Qpen Paste  Cut Help
i Publish : Pages

Callflows Editar

_ L
tf‘p

Description

Open. Display the Select a Callflow window. From this window users can open
an existing CRM or create a new CRM.

Test Callflow. Testing of a CRM before it is published.
Save. Save the currently displayed CRM.

Publish. Publish the CRM to save it to the central server and to broadcast it to
the entire call centre.

Paste. Paste the contents of the Windows clipboard at the cursor /insertion
point.

Cut. Remove the currently highlighted selection and place it on the Windows
clipboard.

Copy. Copy the currently highlighted selection to the Windows clipboard.
Copy Global Block. Copy a selected CRM and save it to the Global Gallery.
Insert Global Block. Pick up a CRM from the Global Gallery.

Screen View. Switch the display to Screen View mode.

Main Flow. Not used in this version, as webflows are designed in the
Synthesys Interaction Studio using web controls.

Help Pages. Not used in this version as Help pages for webflows are assigned
in the Synthesys Interaction Studio.

™ tn (8P & & #dv G
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The CRM Toolbar

& i Import CRIM

&4 Export CRM
CRM  Design
Table &2 More Todls ~

CRM

Option  Description

CRM. Add Customer Relationship Management to be used in a webflow.
Design Table. Opens the CRM Design Table to add any data fields, as required.

Import CRM. Opens the CRM Import wizard guiding users through the process
of importing customer data.

Export CRM. Opens the CRM Export wizard to enable users to export customer
data as a csv file.

MORE TOOLS. To access CRM maintenance and the Synthesys Global
Gallery via a drop down menu:

History Cleanup. Delete specified CRM history events selecting CRM prefixes
and date range.

Delete Prefixes. Delete unused CRM prefixes. A CRM prefix can only be
deleted if it is no longer used in a campaign.

CRM Control Gallery. Not used in the current version, as webflows are
designed in the Synthesys Interaction Studio using web controls.

a8 8 %W 8 B8
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ASSIGNING CRM

The CRM m icon (Customer Relationship Management) is located on the CRM
toolbar in the CRM editor.

9 Click your left mouse button on the CRM icon.

9 Place your cursor between the traffic light and the conclusion flag and drop
the CRM with a click of the left mouse button.

1 Enter a short descriptive name for the CRM.
Custarmer

8i—

1 Open the CRM screen view with a double click of the left mouse button.

1 Enter a name for the CRMRunner control and click OK to add the control.

Ko control selected

Control Name

enter control hame CRMRunner

No information will be displayed until the CRM table has been created in the
Maintenance page and details have been configured in the CRM Properties page.

P O P P P P P P2 PP 2 282 2
ey
i

[ BRRRRARURRRRARURNRAY_ RRRRRURURVIRURLARARY, |

]
CF

See next page for creating the CRM table.

Synthesys.Net: CRM & Outbound 17



Creating a new CRM Table
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When creating the CRM table, carefully check the data fields of the customer file that
you wish to import and ensure that you create the same number of fields in your CRM

table.

9 Click on the Design Tableg} icon on the CRM toolbar or right click on the
CRM control and select Maintenance from the drop down menu.

1 Select Customer Details in the window on the left and enter a unique prefix
into the Prefix window on the right. The prefix can contain up to 6

characters.

&Eustumer Designer

8T 1

[id] Custamer 1D [ Prefi
[ ’]BHTST ‘
Customer iz not represented by any external table.
Entermal Tatles,.. |
Data Source: |
Prefixes " Save Az " Save Il Cancel
T Next, expand the

Enter a unigue CRM
Prefix

For information
regarding External
Database Links contact
your Noetica Account
Manager.

6 Tr e e ONEW tand wreatewoue ,

CRM table using the property types in the N e w évindow.

EA Customer Designer

[= £

= =]

ifil Customer ID
e Mew ...

E1-423 Customer Details

"
New ... &J

Properly type

& Test  Mame " Enumeration

" Mumber " Telephone " DatekTime

" Yes/MNo " Cantral " E-mail

" Group

Property name Size

i [ |
= |
[Test 0= Cancel

Savehs..

Save Cancel

Synthesys.Net: CRM & Outbound
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Saving your CRM Table

g
el

Before saving your CRM table, carefully check that the fields in your CRM match the

data fields of the customer file that you are going to import.

Click Save to save your CRM table.

&Eustomer Designer

= =

=101 ]

[=-“_4 Customer Details

..... [id] Custamer D Prefi:
T Tite “SALSUH

Firsth ame

B Sumame

""" HomeT elephone | Cusztomer iz not reprezented by any external table.

----- whork T elephone
----- [8] Apartment

CRM Designer is about save changes.
Are you sure wou want to modify customer structure?

2

----- [ Mew ...

Cancel I

I s
EOM_MS5EL |

| Savess. . II Save || Lanicel

I f you are
customer

exi st

A

edi tin
reo.

g an
structure

To save an existing
CRM under a new
prefix use the Save
As option.

ng CRM tabl

The subsequent message displayed informs you that you must go to the CRM
Properties dialog and tick any tab headings and CRM fields that you want to be visible

when running > the CRM in the CRM editor, for example to edit customer details.

CR™ Runner

)

wou have added new fields that vou wish ko be visible in vour control please select them in Properties.

Customer description For prefix SALSUR has been altered. CRM is going ko update your existing search params, If

Synthesys.Net: CRM & Outbound
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CRM Properties: Settings & Customisation

To open the CRM Properties dialog:

1 Right click on the CRMRunner control in the section view and select
Properties from the drop down menu.

Placing a tick into the available options Search, Insert, Modify and Results will enable
the corresponding icons to allow access to the selected fields when running the CRM
in the CRM Editor.

;
— — Search: Fields enabled
| Saarchl Insert I Modifyl Hesu\tsl Settings Search ||nselt I Modifyl F\esullsl for Customer SearCh
. - E==W Cuistomer Details
Use prefix IBF!TST J g p— .
B Tite Insert: Fields enabled to
Bl Firsthame
B Sumame enter new customer
¥ Has Search button (Bl Telephons details.
¥ Has New... buttan (81 Apartment
[8]/ Shest
i B h . .
7 Has odly.. bt v Modify: Fields enabled
V¥ Has Detaik... button (€1 Pasteads for u datm Customer
[+ Has Histon... button [/ Email p g
¥ Has Notes... buttan records
Result: Fields displayed
in the ambiguity list.
Cancel | oK I Cancel |

Click OK to display your Customer Relationship Management table.

Customer 1D [not null]

Title

Firstharne

surname

Telephone

Apartrnent

Street

Borough

Tawn

Postoode

Ernail

Click the Flow View‘j’g icon to return to the CRM Editor, then Save and Publish the
CRM.

Synthesys.Net: CRM & Outbound 20



: Noetica

Viewing & Editing a CRM

To view or edit an existing Customer Relationship Management table:

1 Double click on the CRM section in the CRM editor.

1 To add, edit or delete fields in the CRM table, right click on the CRM and
select Maintenance to open the Customer Designer.

I To view or configure the settings in your CRM table, go to Properties and
tick any newly added fields to display them when testing your CRM in the
Campaign editor.

Customer |D [not null

FirstMarme

1

Title I
|

|

surname

Telephone I Properties

Apartment I Delete

St I iew Compulsory Properties
Baraugh I Yiew Database Column Mames

Assign Searchable Properties

Town I i
Mainkenance
Fostcode I Assign Help For this conkrol
Email I — Calculstions »

Renarne Control

Picking up an existing CRM Table

To reuse an existing CRM table prefix, together with all associated customer data:

1 Pickupa CRM icon @ from the CRM toolbar in the CRM editor.

1 Place it between the traffic light and the conclusion flag and enter a short
descriptive name for the CRM screen.

1 Open the CRM screen with a double click of the left mouse button and add
a name for the CRM Runner control.

1 Right click on the control, select Properties and in the Properties window
select the required CRM table prefix from the drop down list.

1 Tick any CRM fields that should be displayed when running the CRM in the
CRM editor.

Synthesys.Net: CRM & Outbound 21



: Noetica

Saving an existing CRM under a new Prefix
Use the Save As option in the Customer Designer dialog if you want to use an existing
CRM, but not the customer data associated with the selected CRM prefix.

1 Click Save As, enter the new CRM prefix into the dialog displayed and click
OK.

1 Gotothe Properties page of the CRM to check that the new prefix is now
displayed.

&Eustomer Designer : \\ ;Iglll

= =

=423 Customer Details

----- [id] Customer 1D Prefi

[ Title ( SAL5UR

Firgth arne

-JE Sumame

----- HomeT elephone I

----- ‘wiorkTelephone Save CRM trmplate

..... [8] Apartment Emal Tables.. |

..... [8] Street Enter a new prefix.

..... [8] Barough [This will be saved in the list of available prefies) SCES_COM_M550L |

----- [ Town Frefi
’7|SALESI

Esented by any external table.

----- [ New ..

ok I Cancel

Saveds .. || Save || Cancel

1 Ifthe new CRM prefix is shown correctly in the CRM Properties page, return
to the CRM Maintenance dialog.

1 Make any changes to the new CRM table as required, before importing the
new customer data.

Remember to go back to the CRM Properties page to tick any newly added fields so
that they will be displayed when testing your CRM in the CRM editor.

Click OK to confirm the changes made, then Save and Publish your CRM.
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CRM DATA IMPORT & EXPORT WIZARD

The CRM Import and Export wizards enable users to import customer data into a
CRM table and to export subsequent changes made to the CRM data to a CSV file.

The respective CRM Import and Export wizards provide a step-by-step guide to
importing and exporting your customer records.

The CRM Data Import

To use the CRM Import facility:

1 Click the Import CRM 1!'; icon on the CRM toolbar in the CRM editor.

1 Select the file containing your customer data from the Select a file window
and click Next> to move to the next page of the CRM Import wizard

1 Select the type of file that you wish to import from the Field delimiter menu,
i.e. comma to import a comma- separated file.

CRM Import Wizard

Select File Format Dptions

File contains column headers [

If your file contains column

Text string identifier; I 'l
=

Field defirniter:

headings, tick the File contains
column headers box.

A zelection of the data to be imported is displaved below:

Select the comma to import a

Mrs Freddy Fry. 121
3333,
A2

comma-separated (.csv) file.

I Mest > I

< Back

Cancel

1 In the next page of the wizard, select the CRM prefix that you wish to use
for the Import from the drop down menu.

CRM Import Wizard

Select a Customer Prefix

ERTIE! fs

Click Next> to move to the next page of
the Wizard
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In the Check the preview data part of the wizard you can preview your file columns

and database fields.

CRM Import Wizard

Check the preview data below
and use the amow to move the order of the database fields if required

Use the arrow tabs to move
selected database fields up or

D atabaze fields:

Calurnn headers or data:
Firsth ame ﬂ

hrs -
Freddy
Fry
121 3333
Line1

Surmame

12 West'wWay Line2
Battersea Line3
Nil Jod [

Preview of import file data:

down to match the data columns
in your file with those in the
CRM control.

Place a tick in the check box
when importing customer data

with Customer ID.

Mrs Freddy F.. 1213333 12west Way Battersea
Mi Juhn S 111 33333 East Lane Tower Ha...
4

M... N... London =
N...IN... London T

3

< Back I Mest > I

Cancel |

In the Database Update Option window of the CRM Import Wizard you can either:

9 Import the customer data immediately or

1 Schedule a CRM data import at a later stage in the Campaign Manager.

Importing CRM Data Immediately

To import the customer data immediately, tick the 6 | mp o r toptibho w 6

Databse update options : 5]

You must choose update database rows or insert row between import process

Do you wish to run the import now?

" Schedule later in Campaign Manager

< Back I Mext > I

Cancel |

The final page of the CRM Import Wizard provides a summary of all your selections.

Check the detail s,

before cli

cking O6Fini

If you need to make any changes, use the <Back button. To abandon the action without

importing customer data, click Cancel.

Synthesys.Net: CRM & Outbound
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Scheduling a CRM Data Import

To run the customer data import at a later stage, select the option Schedule later in
the Campaign Manager in the Database Update Option window of the CRM Import
wizard.

Make a note of the file path displayed or copy it, as you will need to enter this
file path when scheduling the data import in the Campaign Manager.

Databse update options x|

You must choose update database rows or insert row between import process

D you wish ta rn the import now?

= Import mow

% Schedule later in Campaign Manager
e R A oot = Make a note of the file

path, as you need this, when
scheduling the data import in the
Campaign Manager.

< Back I Mext > I Cancel I

In the final page of the CRM Import wizard check the summary provided, before clicking
OFi ni sho.

Set-up in the Campaign Manager

In the Synthesys Campaign Manager, set up and schedule your CRM data import.

=10j %]

ki Campaign Manager
File Wiew Help

Hl~¢2oo

® Alaccounts =]
5 AMz American Express Report Properties

% ::?;E’tzwmmmes Riepert Name [Scheduled CAM Impart 1o [ NGNE )

£1 ) BRP Brigitte Report Comment | Select your campaign,
B, 01 Ties are Us .

By 02 Ties calback Full Name [\WOWLIZ\SYNTHESYS Fepors\CRM 5 chedules\BRLOAN/BALOAN Import click Add Repo rt and

+1- Bl 03 HelpDesk, Created Date [10/01/2006 Browse Fieports .
By 04 Ties rler ] e | using Brow_se Reports,
select the File path for

(Bl 05 VoucherExport
@ 06 Express Loan Printer/Export File Name [e.g. %d%m%y for dated filenames]
-G BTT Brigitte Data WAOWLIZASYNTHESYS Reports\CAM Schedules\BRLOAN/BRLOAN Import i
£ CRU PellandBales yOU rim port'

- [ CTICTI Test Output Servi

[ DHL DHL Output Taol | <nonex =

- [ DTS Demonstrationand TrainingSerip

E

E

E

E

E]@ GLA Ghi Parameterl | Copy the flle pathlntO the
E%%:?@:E:E:K | Paranmete? | Pr|nter( Export File

: Name field.
E
E
E
E
E

- {3 TRL Isingtan TRL
- () Jan Upgrade test Jan08 Save Delete Edit Femort

- [ LOV Loyalty

- ) MSE Medsea Estates
- (3 mwr Matt

+- () NOE MNostica

Ready [ wom %

Ensure that you have selected 6 CRM | mp o r tas ySw Repartd@ld

Click Add Schedule and define the time and frequency for your CRM data Import.
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CRM Data Export

To export customer data from the Synthesys database tables:

9 Click the Export CRM a; icon on the CRM toolbar in the CRM editor.
1 In the Select a file dialog select the path and enter the file name for your
customer data export.
The CRM Data Export
In the CRM Export wizard subsequently displayed:

1 Selectthe CRM prefix that you wish to use for your data export in the Select
a Customer Prefix dialog of the wizard.

CRM Export Wizard x|

Select a Customer Prefix

1 In the next page of the CRM Export wizard, choose whether or not to
include column headings and the format for exporting the customer data.

CRM Export Wizard x|

Select File Format Options

File contains column headers [~
Text string identifier: I -
Il vl

Field delimiter:

Click the <Back button to make
changes or Cancel to abandon
the action without saving any

< Back I Meut » I Cancel | Changes made

Move to the Next> page of the wizard and check the summary provided, before clicking
Finish to export the customer data.
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EXAMPLE OF CRM IMPORT FILES

Stages of CRM Fast Import
CRM Fast Import, when importing data with customer ID, has the following stages:

Sorting stage.

At this stage the Import sorts all records in descending order, considering each record
as a whole string.

Bulk Copy stage or Initial Load stage

At this stage the Import detects that the table is empty and initially loads all the records.
Files without a primary key are handled at this stage as well.

Differentiating stage

At this stage the Import compares all records in the file with records in the table. It skips
records that are compared and selects records that are not compared. If a record with
a primary key exists it is added into filename.csv.update.txt file. If a record with a
primary key is absent it is added to filename.csv.insert.txt file.

Differentiate Bulk Copy stage or Insert stage

At this stage the Import handles filename.csv.insert.txt

Differentiate Update stage or Update stage

At this stage the Import handles filename.csv.update.txt

CRM Fast Import creates the following files:

In our example, we are importing customer data from a csv file called VoucherID. When
importing data with customer ID, the following Import files are created:

VoucherID.log
The file VoucherlID.log contains summary information of the Import operation result for
the Voucher|I D.csvofile. For exampl e:

Customers Updated: 0,

Customers Inserted: 30,

Customers Ignored: 0,

Customers Failed: 4,

Total Customers: 34,

Log File: C:\Documents and Settings\Brigitte\Desktop\Import\VoucherID.log

VoucherID.csv.sorted.txt
The file VoucherlD.csv.sorted.txt contains allr ecor ds of the 6Voucherl D.
were trying to import.

VoucherlD.csv.insert.txt
The file VoucherlD.csv.insert.txt contains all new records to be inserted, i.e. data to be
added to an existing CRM.
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VoucherlD.csv.update.txt

The file VoucherlID.csv.update.txt contains all existing CRM records that have been
updated.

VoucherID.csv.log.txt

The file VoucherID.csv.log.txt contains information about the reason why the_failed
recordsof the O6Voucherl|I D.csvéfile could not be im
the CRM field P018 (representing the postcode) was too long.

2005-04-25 11:02:25: ----- Import started -----

2005-04-25 11:02:25: Sorting ...

2005-04-25 11:02:25: Sorted ...

2005-04-25 11:02:25: BulkCoping ...

2005-04-25 11:02:25: Droping Keys ...

2005-04-25 11:02:25: Dropped Keys ...

Field P018 value (SW12 2 ER) is too long.

See C:\Documents and
Settings\Brigitte\Desktop\Import\VoucherlD.csv.log.BulkCopy.txt for invalid lines

Field PO18 value (BR12 2 ER) is too long.
See C:\Documents and
Settings\Brigitte\Desktop\Import\VoucherlD.csv.log.BulkCopy.txt for invalid lines

Field PO18 value (SW12 2 ER) is too long.
See C:\Documents and
Settings\Brigitte\Desktop\Import\VoucherlD.csv.log.BulkCopy.txt for invalid lines

Field P018 value (SW12 2 ER) is too long.
See C:\Documents and
Settings\Brigitte\Desktop\Import\VoucherlD.csv.log.BulkCopy.txt for invalid lines

2005-04-25 11:02:35: BulkCopied ...

2005-04-25 11:02:35: Creating Keys ...

2005-04-25 11:02:35: Created Keys ...

2005-04-25 11:02:35: ----- Import finished successfully -----

VoucherID.csv.log.BulkCopy.txt
The file VoucherID.csv.log.BulkCopy.txt. contains all failed records from the

6Voucher|I D.csvd that you were tr yarrecgthet o i mpor
records as required and then import them again.

VOUCIM_1,Mr,John,Smith,,001 234 4444 Flat 12 ,Kingston
Rd,Kingston,London,SW12 2 ER,John.Smith@samsons.com
VOUCIM_20,Mr,Justin,Seals,012 234 1111,001 234 3333,Flat 121 ,Beaver
Rd,,Bristol,BR12 2 ER,J.S@samsons.com

VOUCIM_27,Mr,Jeffry,Simons,012 010 4333,222 014 4333,Flat 123 ,Kingston
Rd,Kingston,London,SW12 2 ER,JS@samsons.com
VOUCIM_8,Mr,Jason,Smyth,012 234 4333,222 234 4333,Flat 123 ,Kingston
Rd,Kingston,London,SW12 2 ER,JS@samsons.com
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Differentiate.txt Files

The Differentiate.txt files are created when inserting new records or updating an
existing CRM. The examples below are again based on importing customer data from
a csv file called O0Voucherl DO.

VoucherlD.csv.log.Differentiate.txt

The VoucherlD.csv.log.Differentiate.txt file contains records that failed when inserting
records or updating an existing CRM, for example because the Customer ID was blank
or the number of fields of the record were invalid.
VoucherID.csv.log.DifferentiateUpdate.txt

The file VoucherlID.csv.log.DifferentiateUpdate.txt contains all records that failed when
updating an existing CRM. You can use this file to correct the records as required and
then import them again.

VoucherID.csv.log.DifferentiateBulkCopy.txt

The file &oucherlD.csv.log.DifferentiateBulkCopy.txtécontains all records that failed

when inserting new records into an existing CRM. You can use this file to correct the
records as required and then import them again.
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TESTING YOUR CRM

Use the TestCallflow > icon to run the CRM (Customer Relationship Management)
in the CRM editor to check details or to add or modify customer details, as required.

5 S s Brigitte03 - Product Order - Dr Watson - Synthesys - =2 x
@
J Take Cals Custom Help style - = @
@ P Next | (75} 2> 1] g & search & tistary ‘9 & §Hangup | §8 Transfer | ® Ereak
PREnd & Hew i Modfy (2 &h Hold @rark ) Resthedule
Open Log Abort c I\ Next Rotas  Help Customer D\a\ c tN xl (a\l
ctals | ‘@MOES || Customer Rec jary | €3 Unhold | @ Unpark | () Special Reschedule
Take cans Customer Telephony
Good Morning. Could | take your name, please?
Op Mote: Enter surname and hit search. If customer is not found, click the New icon on the Customer toolbar and enter details.
Customer | 4b
customer 10 [not null] |EPRQD 1
Name
Titls [or
Surname [Watson
Telephone [112233445566
Address
Linet [noetica
Line2 [7-11 st Johns Hill
Line3 [etapham Junction
Lined [London
Lines I
Lines [
PostCade |sw11 TN
AddressStatus fi
Manual Call Calls 1 Time 01:25 Todo 107

Any of the options below that have been ticked when configuring the CRM Properties
page can be accessed via the corresponding icons:

Option Used To

Search. Enables the search for existing customer details.
New. Add a new customer.

Modify. Allows the modification of existing customer details.
Details. Displays customer details.

Notes. Display and add information related to the customer.

History. Access information of a cust
company and attach notes and documents associated with the selected
customer

e e e

Please see next page for more information about attaching notes and documents.
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Attaching Notes to a CRM Record

In some cases CRM designers may wish to attach notes or documents with information
related to the selected customer.

1 To add a note you need to take a test call > and using the Search e
icon, select a customer record.

~
| Click the Notes @& icon on the Customer toolbar in the agent view.

1 In the History Notes dialog subsequently displayed click on Create Note,
to enable the text box.

Harme |
Title History Notes [ELECT:ELECT_1] [0

Date ‘Tw‘me ‘Operator ‘Note ‘

Surname

[History Notes [ELECT:ELECT_1]

Address

Linet

Important Note assaciated with the selected customet]

Line2
Line3
PostCode

Telephone

iE RS T =
HEEENHE
2171812 =
o 5 @
S =3 ]

3

E

E}

a

=

Humber1

CheckBox
Choicesivade

5]
=
a

I™ Wordwrep saveote CancelNote
I Create Nate ...

T Add the note associated with the selected customer into the text box and
click the Save Note button to display the note.

Mame |

Title Prof History Notes [ELECT:ELECT 1] M=
Surname Harries Date Time Cperator (Mote
Address 06/08/2009 |18:18:46 |Brigitte |Important Note associated with the
Line1 10 Richmond selected customer
Line2 Luton
Line3 Beds
PostCode LUZ 75
Telephone
Number1
CheckBox
Choicesiade Gald
Create Note ...
I f d6dauto pop notesd is enabled, t h

together with the CRM customer record, when running the test call.

To open a note manually, click on the CRM Notes icon on the Customer
toolbar.
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Attaching a Document to a CRM Record

To attach a document:

1 Take a Test call > and using the Search ‘ﬁ' icon, select a customer
record.

1 Click the History Ir‘ icon and then the Attach.. tab.

1 In the OpenFile dialogue, browse for the document to attach to the
customerds record.

The document that you wish to attach has to be accessible on a Network
Shared Directory.

BR JulyD3 - Praduct Order Line - Synthesys o

er History 3 ﬁ
o
¢ st o

) @ Search & cus
3

& New & Mo
s Custon
Detals A

Take Cals cu

Abort | Next  End

Good Afternoon May | take your surname please?

Customer | 4 b

Customer 10 [notnull] [xgoRT_4 Al
Name
Title o
Firsthame |JDE
surname ==
Telephone [123a56785%0 & History for the customer BRCITY_2 [BRCITY] [_ O[]
Bddress
Linet Japt1r Event | Event Date and Time | Event Text [opera.. [accou... [camp... [ ot
Line2 |12 Wiest iy B callqueusd  31/03/2008 12:20:1%  Call 7403 quened  Brigitte
Line3 | B call Deleted  31/03/2003 15:04:03 Call 7409 Deleted  Brigitte

i - Buote 26/08/2009 12:49:33  Hote 1005
Iy }Dntument 26/08/2009 12:50:38 Blank. ini 1005
ine
Lines

PostCode Wit l | o
Add Note attach. Filters<<| Close
Ewent Time
[<not active> = Date Time

Dperator Fram |31/73 /2009 |11:02
5 To '
|<Nutm,ve> j 2678 /2009 [12:52

Event Text

|<NntActiva> | Resetvalues| Filter Events

To read a note or to view the content of an attached document in the CRM History
window

1 Double click on the Note or Document in the Event column, to open the
required note or document.
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Accessing Customer History

To access historical events associated with the selected CustomerID:

I Take a test call > and using the Search @ icon, select a customer
record.

1 Click the History -1" icontoopentheHi st ory f or t.hhielogCust omer ¢

& History for the customer BRCITY_2 [BRCITY] H=] 3
Event | Event Date and Time | Event Text | Opera... | Accou,.. | Camp. .. | OF
-! Call Queued  31/03/2009 13:29:18  Call 7409 queued  Brigitte
I Call Deleted  31/03/2009 15:04:03  Call 7409 Deleted  Brigitte
@Nute 26/08/2009 12:49:33  HNote 1005
}Ducument 26/08/2009 12:50:38  Blank.ini 1005
« o
Add Hntel Attach... Eilters<<| Close
Event Time
|<N0t Active> j Date Time
from [31 73 2005 1102
Operator rom 13173 f2009 |11:02
- To I :
|<N0t Actives j 2608 f2000 |12:52

Event Text

|<N0tActive> j Beset\.’atuesl FilterEventsl

9 To display selected information only, click the 6 F i |btttenradd enter the
required search criteria into the Event, Operator ID and Event Text fields.

1 Todisplay all information again, click the Reset Values tab.
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Selected CRM History events and unused CRM prefixes can be deleted in the CRM
editor of the Synthesys Dialler Platform.

CRM History Cleanup

To clean up CRM history events:

1 Expand the More Tools & option of the CRM toolbar.

M1 Click the

History Cleanup )

icon.

In the CRM History Cleanup dialog select the CRM prefixes, the date range and the

specific history events that you wish to delete.

£, CRM History CleanUp x|

Prefix

7] Apamz [T Btoo [T eee Cler

7] AITEN [ClEzrros [JJeFiLE2 [Cler708

] aTENZ [Tl Baera [ZleFsqr [CleroTg

(7] AITENZ [ Cleazzsz [ClereTST

] anT ClBcad CleHELPL [Tl BRFILE

] &PPLE [ClecasT ] Baarsg "l BRFLAT

2] AUt Clecrm [Cleiasct [ClerEsar

1 autoz 7] BeRmMIM Cleos ERIET
. ol
After Before

||7 August 09, 2006 D606 j ||7 Bugust 10, 2006 06:06 j

Event Types

D Bulk OB D Customer Details altered D Mote

D CallDeleted D Customer Structure Altered D OJB Call

D CallQueued D Zustomer Structure Created D /B Zall Failed

D CalRescheduled D Document D ©OBManager Chang
D Callscheduled D I/B Call D Ophssigned

D CallSlept IJ8 Call Failed D Predictive Dialler
D Calunslept D Import Custamer D Runner Dial

D Customer Deleted D Mew Custamer Created D 501 Queue Result
1| | 2l

Delete Events I Cancel I
Prefix In the CRM History Cleanup dialog, tick the CRM prefixes, for the

history events to be deleted.

After / Before

deleted.

Event Types

CRM prefixes.

Select the date range (After i Before) for the history events to be

Tick each event that you want to delete from the history of the selected

Click the Delete Events button to delete the selected history events or Cancel to close

the CRM History Cleanup dialog without deleting any history events.

Synthesys.Net: CRM & Outbound

34



: Noetica

CRM Delete Prefix

To delete CRM prefixes:

1 Expand the More Tools ﬁ" option of the CRM toolbar.

9 Click the Delete Prefixes Il icon.

In the CRM Delete Prefix dialog place a tick into any of the check boxes next to the
CRM prefixes that you wish to delete.

.ﬂ,; CRM Delete Prefizes x|
Select CRM Prefix(es)
[ClappLE [l Brsqr [ClBRZZS i
[ auto 7 pazasz [CleTw [
Clautoz [T BHELP1 [T BRIaN [Clciots [
Fletoo 7 eanFsg [7) BrIanz [T cz059 [
[ClBzr708 [Tl Bansar [7] BrMaME [7] czo50E [
Cle3zz7a Cleos [T BrRHoE ["]czos9c [
ClBaDR Clep [T BRSCHE [T] czosow [
ClBcas [Cler708 BRTIE CZ307 [
[ClBcadr [l BROTO [ClerTIES Ecaﬂn i
ClBcrm [C18rRETST Clerzz1 [Clcors [
[Tl BcrrIm [Tl BRFILE [Clerzzz [Clcait i
Cleee [C1BrRFLAT [ClBrzzs [Cleattt [
[Tl BFILEZ [T BRFSGI [Tl erzz4 [Tl cad4c4 i
N B il
Delete PreFix(es)I Cancel |

9 Click the Delete Prefix(es) button, to delete the selected CRM prefixes.

9 Click Cancel, to close the CRM Delete Prefixes dialog, without deleting the
selected CRM prefixes.

CRM prefixes that are still wused in a

A message will be displayed informing you that the CRM must be removed from
the campaign first, before you can delete the prefix.
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OUTBOUND WIZARD

Creating a new CRM

ff‘tustnmer Designer

=10 =l
=&
(=123 Customer Details
[id] Customer ID
~JE Title
B CTE—
[ Sumame 3
Telephone Praperty typ
% Srest " Test  Name " Enumeration
ET
8 Pzgzme £ Number " Telephone C DatekTime
-[8] Country  Yes/Mo £ Canfral  Group
[ Mew
Property name: Size 'TI
Ermail an =
=

‘ Save s, " Save || Cancel

Adding an Outbound List & selecting a Team
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