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Introduction

The Customer Relationship Management module is designed to allow access to both
customer profiles and customer histories, providing the agent with the best possible
help in dealing with customers’ queries and requests.

Customer Relationship Management fully integrates with the other functions of
Synthesys and allows the agent to view data from a variety of sources.

To the agent the Customer Relationship Management module behaves like another
screen of the callflow. Within this screen the agent is able to search for existing
customers by entering any known details, such as a telephone nhumber or a hame, or
simply the first letter of the surname in combination with wildcards (*).

Once the customer has been identified all information previously collected can be
accessed and will be available to the agent throughout the call. This can include the
customer’s personal details and previous contact with the company, as well as the
reasons for the call, i.e. brochure request, order or query etc. Agents can also attach
notes or documents with information relevant to a customer to a customer record.

In addition to searching for customer details and viewing a customer’s history agents
can create new customer records following prompts in much the same way, as they
would do in a normal callflow run.

Customer interactions can be tracked and viewed in both in-bound and out-bound
calls.
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ASSIGNING CRM

The CRM (Customer Relationship Management) contains the customer data and is
usually placed at the beginning of a callflow, directly behind the traffic light.

e Select Campaigns under the Setup heading of the Synthesys main
screen and open the campaign for which you want to add the CRM.

e In the Campaign Editor, click your left mouse button on the CRM m icon
on the CRM toolbar, to pick up the CRM.

e Place your cursor directly behind the traffic light and add the CRM to your
callflow with a click of the left mouse button.

e Enter a short descriptive name for the CRM.

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

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

Mo control selected.

Control Name [ x]

enter control name ICF!MF\unner

Until you have created the CRM table in the controls Maintenance page, no
information will be displayed.

P P 5
b
i

[ SRRRURURLALARRRURIRIRY (ANURLRAVRRRARRAAAY |

fn
I

See next page for designing the CRM table.
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Creating a new CRM Table

To open the CRM Designer dialog and to set up a new CRM table:

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

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

£ Customer Designer P i 3

=M

BE=]C siome el

[idi Customer D F”w fi | ) ]
Hew.. fana - Enter your unique CRM Prefix
Custamer iz hot represented by any external table.
Evtemd Tebles. For external Data Source
Lot o option, see section ‘CRM &
External Database Link’.
Frefizes .. " Save As .. " Save Il Cancel I
o Next, expand the ‘Tree’ structure, double click on New and create your
CRM table using the property types in the New... window.
EA Customer Designer . = =
=]
=423 Customer Details
[id] Customer ID
-3 Mew ..
MNew .. @‘
Property bype:
 Text " Mame " Enumeration
" Number " Telephone " DatetTime
" Yes/No " Control " E-mail
" Group
Property name Size
o]

Text 40 = Cancel

Save Az Save Cancel

To enable CTI Auto Search you must use a Telephone field to capture the
customer’s telephone number and the Email option to capture the email
address when using Email OB campaigns as part of your recycling rules.

To display the customer’s name when parking/un-parking a call, you must use
the Noetica Name control or the Name field.
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Adding a Noetica Control to your CRM
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In the Customer Designer, highlight New in the tree structure on the left-hand side to
display the ‘New’ window.

e Select Control in the Property type section and from the list displayed

e Select the required Noetica control and click OK.

New ___

I

— Property type

" Tent = Mame
= Mumber = Telephone
i YesiMo £ Control

" Enurneration
T DatekTime
& Group

iMoetica oddress

M oetica CheckBox Control

kol

Moetiza Marme Control
Phoenix Payment Control
Moetica Telephone Control

— Property name I Ok I
INoetica Address Contral
Cancel I

The selected Noetica controls will now be displayed in the Customer Designer.

&Eustomer Designer — =l 5[
=&
[=1“=3 Customer Details i
o Custamer ID tdap | take your address, pleasae ;I
-- Title: LI

P3| Firsth ame
urname
elephone
oetica Address Contral
Linel
Linez
Line3
Line4
Line5
Line6
[8] PostCode
[ Mew ..

i~ Control appearanc

Addlessl

—

E

Caontrol Settings

Prefises ... ||

Save b .. "

Save I‘

Remember to use the Telephone or Email option to capture the customer’s
telephone number and email address to facilitate CTI Auto Search and
emails as part of advanced recycling rules.

Use the Noetica Name control or the Name field, to display the customer’s
name when parking/un-parking a call.
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Editing Noetica Controls

To edit the properties of a Noetica control:

e Click on the Control Settings to open the Settings window.

e Toremove available DB properties, double click on the green tick in the
Name column of Available DB Properties, turning the tick into a red
Cross.

_ Selings =1 E3

Awvailable DE Properties = Properties

nd Line3 Linez . : Stiing = L SIS

af Linea Linea Sting ’I

¢ Lines String e —

e To display the Properties window of a control, click the Properties button

in the Settings window.

In the Address Control Properties window adjust your Address control as required.

Moetica Address Control Properties
i

Shortk.ey Lookup

required postcode format

i~ Mone & Alwaps 1 space

" Find Address  Alwayz 7 long

 Address With Ambiguities

 Alwayz 8 long
" Postcoding

& Full Postcoding

Ok I Cancel | Apply

e Click OK to return to the Customer Designer window.
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Entering Agent Dialogue

To enter the agent dialogue for the individual controls:

e Select the relevant field on the left-hand side of the Customer Designer
window, i.e. Address.

e Type the appropriate prompt on the right-hand side: May | take your
address, please?

&Eustnmer Designer I ] A |

= =

E1-423 Customer Details

- [id] Custamer ID

B Tite @

Firsth ame

Sumname

Telephane Addrassl 4

Mogtica Addresz Control

18] Linet I

18] Line2 |

(8] Line3 I

(8] Lined

(6] Lines |
|

-[8] PasiCode
[ Mew .. I

N i

Control Settings |

May | take your address, pleasae

L |

—Contiol appearance

Prefises ... || Saveds .. " Save || Cancel I

Saving the CRM Table

Having designed your table:
e Click SAVE, to publish your CRM table.

e Click Yes to the message Are you sure you want to modify customer
structure, if you have changed an existing CRM table

Saving a CRM Table under a new Prefix

Using the SAVE AS option, users can save an existing CRM under a new prefix, thus
creating a new CRM table.

This way, the CRM fields of the original prefix are retained, but without the
associated customer data.
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Properties: Settings & Customisation

To configure the appearance of the CRM table:

¢ Right click on the CRMRunner control and select Properties from the
drop down menu.

In Settings, your CRM prefix will be displayed automatically.

¢ Placing a tick into the available options ‘Search’, ‘Insert’, ‘Modify’ and
‘Results’ will enable the corresponding icons and allow agents access to
the associated information when taking live calls.

e Placing a tick against the fields in the CRM table under the specific
headings will display the information to the agents when taking live calls.

Properties x| =
{ Seitings I Search I Insert I tadify | Hesu\tsl Seltings  Search |Insert | Modllyl Hesultsl SearCh: Flelds enabled
ST Coome Dol for customer search.
Useprefic  |NOTEST =l N B/ Cortot 1D
@J’ Title .
8 T ome Insert: Fields enabled to
¥ Has Search buttan J Telephone entel’ new Customer
% HasNew.. buton B details.
¥ Has Modify . button %j Address3
¥ Has Details... buttan Addressd . .
i o 8 address Modify: Fields enabled
¥ Has History... button [ AddressE X
[ Has Notes... button [£1/ PostCode for updating customer
records
Result: Fields displayed
Cancel o | Cancel in the ambiguity list.

e Click OK to display your CRM.
o Enter the text for the CRM into the agent dialogue box.

e Return to the Flow View in the Campaign Editor and save and publish
your callflow, before taking a call in the Agent view.

Good <<Salutation>> May | take your surname please?

Customer |0 [nat nul] [

Marne
Title

Firsthame

surname

Telephone

Address

Linet

Line2

Line3

Line4

Lines

Lines

PostCode
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Viewing & Editing a CRM

To view or edit an existing Customer Relationship Management table:
e Double click on the CRM section in the Campaign Editor

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

e To view or configure the settings in your CRM table, go to Properties,
where you need to tick any newly added fields to display them to the
agents when running a live call.

Good <<Salutation>> May | take your surname please?

Customer 1D [not null] I

Mame
Title

Firsthame

Surname I

Telephone Properties

Address
Line1 I

Delete

View Compulsary Properties

Linez I— Views Database Column Mames
i Seandhe e Frepeiizs

Line3 I Maintenance

Lined I— Assign I;.lelp Far this control
Calculations »

Lines I— Renams Control

Linea I

PostCode I

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

e Pick up the CRM icon m from the CRM toolbar in the Campaign Editor.
e Place it into the callflow and give it a short descriptive name.

e Double click on the CRM section and add a name for the CRM Runner
control.

¢ Right click on the control, select Properties from the drop down menu

¢ Inthe Properties window select the required prefix from the drop down
window.

e Next, tick the CRM fields that should be displayed when taking calls.

Synthesys Customer Relationship Management 10



The CRM Control Gallery
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Available Noetica controls can be activated or deactivated in the CRM Control
Gallery. Only controls that are activated can be added to the CRM table.

toolbar in the Campaign Editor.

Open the CRM Control Gallery via the More Tools option on the CRM

The CRM Gallery window displays a list of available controls.

&ERM Gallery
— List of available controls

_[0]]

— Control appearance

DBComboboxControl
Noetica Address Control
Moetica AFDAddress Control
Noetica CheckBox Control
Noetica DateOfBirth Control
Noetica Edit Control

Moetica Media Control

Noetica Name Control
Moetica Payment Contral
MNoetica Radio Control
Noetica ReferenceNumber Control

.Moetica Telephone Control

Noetica Text Control

iHome:I Work:l

Available DB Properties

ame:

Type

MHumber
Mumber2

Telephone
Telephone

‘ Specify property tipe

I jv

™ Force to appear as control at search mode

| Froperties

Maintenance

| 0K

Cancel

To activate a Noetica control in the CRM:

then click OK.

Double click on the desired control so that is displayed in Bold print and

To remove the control again, double click on it once more.

To enable CTI Auto Search, the available DB properties for the Noetica
Telephone control are set to Telephone in the Type column.

To display the customer’s name when parking/un-parking a call, the available DB
property for the Noetica Name control is set to Name.

Synthesys Customer Relationship Management
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CRM DATA IMPORT WIZARD

The CRM Import Wizard provides a step-by-step guide to importing your customer
records from a csv file.

Select Campaigns under the Setup heading of the Synthesys main screen and open
the campaign that contains the CRM to be used for the import.
¢ Inthe Campaign Editor click the Import CRM "'; icon on the CRM

toolbar.

e Locate and open the file with the relevant customer data via the Select
file to import customer data window.

e Click Next> in the introductory screen of the CRM Import Wizard to move
to the next window, to select the type of file that you wish to import.

To import a comma- separated file, select the comma as the ‘Field delimiter’.

CRM Import Wizard |

Select File Format Options

If your file contains column
headings, tick the ‘File contains
column headers’ box.

File contains column headsrs [

Text string identifier I" vl
=

Field deliriter:

A zelection of the data to be imported iz displayed below: Select the comma to |m port a

Sy s comma-separated (.csv) file.
Az

< Back I Mext > I Cancel I

In the next page of the Wizard:

e Select the CRM prefix to be used for the import from the drop down
menu, then click Next> to move to the next page of the Wizard

CRM Import Wizard x|

Select a Customer Prefix

ERTIE A

< Back I Mext » I Cancel
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In the Check the preview data window of the wizard you can preview your file
columns and database fields.

CRM Import Wizard |
Check the preview data below
and uge the amow to move the order of the databaze fields if required Use the arrow tabs to move the
selected database fields up or
Column headers or data: Database fields: down to match the data columns
P S| | R ﬂ in your file with those in the
Fi 5
‘Igl‘l 3333 Tg{gsrToene CRM ContrOI'
Linel
12'Wwest Way Line2
B att Lined
i =) |iines
Freview of import file data: . . .
| T T T T ] = Place a tick into the box, if you
ks Fredd F.. 1213333 12 West W, Batt H... M. London — I 1
Mis Jon 5 1113333 Esstlene  TowerHa. N M. Lg:d%;l are Impo_rtlng customer C,iata
1 | 2 containing customer ID’s.
< Back I Mest > I Cancel |

In the Database Update Option window of the CRM Import Wizard you can choose
to import the customer data immediately or schedule a CRM data import at a later
stage in the Campaign Manager.

Importing CRM Data Immediately
To import the customer data immediately:

e Tick the Import Now option.

Databse update options x|

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

Do vou wizh to run the import now?
= mpott nowd

" Gcheduls later in Campaign Manager

< Back I Mext > I Cancel

e Click Next>to move to the last page of the CRM Import Wizard, which
provides a summary of all your selections.

e To import the customer data click Finish.

If you need to make any changes, click <Back until you reach the relevant window.
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Scheduling a CRM Data Import

If you wish to run the customer data import at a later stage:

: Noetica

e 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, as you need this, when scheduling the data

import in the Campaign Manager.

Databse update options

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

Do you wish ta run the impart now?

 Impatt now

i+ Schedule later in Campaign b anager

SOWLI2NSYMTHE S SR eportshCRM
Schedules\BRLOAN/BRLOAN_Import1.cpf

=]
=]

I Ment > I

< Back

Carcel I

e Click Next>to move to the last window of the CRM Import Wizard, which
provides a summary of all your selections and then click Finish.

Set-up in the Campaign Manager

% Campaign Manager
File View Help

=10 x|

H=eBo o

@ il ccourts -

1 [ A2 American Express Repor Properties

Report Name |Scheduled CRM Import

I
B G ASD Andrew

{3 BRI Brigitte Examples
=

D I MNONE

{5 BRP Brigitte Report

y Comment ||
(- [B) 01 Ties are Us

1B}, 02 Ties callback

B}, 03 HelpDesk.

Created Date |10/01/2003

Full Name I\\UWLE‘Z\SYNTHESYS\HEpurts\EHM Schedulesh\BRLOAN/BRLOAN_Import

Browss Reports

04 Ties Order

Fepait Tool |CRM IMPORT Servi x| Format [C5v

05 YouchsrExport
G-(8 06 Express Loan
-{Jj BTT Brigitte Dats
1) CRU PellandBales

PFrinter/Export File Name (e.g. %d%m?)

=

for dated filenames|
SWOWLI2ASYNTHESY S \Reports\CRM Schedules\BRLOAN /BRLOAN_Import

b () CTICTI Test Output Servic

{55 DHL DHL Output Tool |<nanes =

#-{Jf) DTS DemonstrationandTrsiningScrip

£ 5 aLa ahi Paramster] |

+ (] HDS HELPDESK Parameter2 |

73 IRL Islington IRL

() Jan Uparads best Tanig save | Delete | Edit Aaport

{5 LOY Loyalty

(] MSE Medses Estates
() mwr Matt

() MOE Noetica

+- {55 PAS Paul Shingles

RS
Ll 3

Ready

B
b
b
B
B
B
b
B [ HIw Highway &4
b
B
B
B
b
b
B

N

CRM data imports can be scheduled in the Campaign Manager, which is accessed
via the Reports module under the Setup heading in the Synthesys main screen.

Select your campaign,
click Add Report and
using Browse
Reports, select the
File path for your
import.

Copy the file path into
the Printer/ Export
File Name field.

e Ensure that the CRM Import Service option has been selected as the

Report Tool.

e Click Add Schedule to set up the frequency for your CRM data Import.

Synthesys Customer Relationship Management
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CRM IMPORT LOG 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 VoucherlD.csv'file. For example:

Customers Updated: O,

Customers Inserted: 30,

Customers Ignored: 0,

Customers Failed: 4,

Total Customers: 34,

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

VoucherlD.csv.sorted.txt
The file VoucherID.csv.sorted.txt contains all records of the ‘VoucherID.csv’ that you
were trying to import.

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

VoucherID.csv.update.txt

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

Synthesys Customer Relationship Management 15
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VoucherlD.csv.log.txt

The file VoucherID.csv.log.txt contains information about the reason why the failed
records of the ‘VoucherlD.csv'file could not be imported. In our example the data for
the CRM field PO18 (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: Dropping 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\VoucherlID.csv.log.BulkCopy.txt for invalid lines

Field P018 value (BR12 2 ER) is too long.
See C:\Documents and
Settings\Brigitte\Desktop\Import\WVoucherID.csv.log.BulkCopy.txt for invalid lines

Field P018 value (SW12 2 ER) is too long.
See C:\Documents and
Settings\Brigitte\Desktop\Import\VoucherID.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

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 -----

VoucherlD.csv.log.BulkCopy.txt

The file VoucherlID.csv.log.BulkCopy.txt. contains all failed records from the
‘VoucherID.csv’ that you were trying to import. You can use this file to correct the
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 ‘VoucherID’.

VoucherlD.csv.log.Differentiate.txt

The VoucherID.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.
VoucherlD.csv.log.DifferentiateUpdate.txt

The file VoucherlD.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.
VoucherlD.csv.log.DifferentiateBulkCopy.txt

The file ‘VoucherlD.csv.log.DifferentiateBulkCopy.txt’ contains 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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CRM DATA EXPORT WIZARD

The CRM Export Wizard, which is accessed via the Campaigns module under the
Setup heading of the Synthesys main screen, provides a step-by-step guide to
exporting your customer records to a csv file.

In the Campaign Editor, select and open the campaign that contains the CRM to be
used for the export.

e Click the Export CRM m icon on the CRM toolbar.

e Inthe Select file to import customer data window select the path and
enter the file name for your customer data export.

e Select the CRM prefix for the customer data that you wish to export in the
Select a Customer Prefix window of the wizard.

CRM Export Wizard - |

Select a Customer Prefix

¢ Move to the Next> page of the CRM Export Wizard choose whether or not
to include column headings and to select the format for exporting the
customer data.

CRM Export Wizard x|

Select File Format Options

File contains column headers [~

Test string identifier: I" -
Field delimiter: =l

¢ Back I Mest > I Cancel

The last window of the CRM Export Wizard provides a summary of your selections.

Click Finish to export the customer data or Back if you need to make any changes.
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CRM DATA UPDATE, USING THE EXPORT WIZARD

The Synthesys Export Wizard allows data from a Synthesys call to be formatted as
necessary and exported to an external data source, for example, a database table or
as a comma separated file.

The Synthesys Export Wizard can also be used to update a CRM, with data collected
during a call. The wizard generates a file, which is then used to reproduce the export
as many times as required in much the same way as reports are generated.

The Synthesys Export Wizard is available from the Campaign Manager, which is

opened by clicking on Reports under the Setup heading of the Synthesys main
screen.

Setting up a CRM Update

To update CRM data using the Synthesys Export Wizard the following steps are
required:

¢ Inthe Campaign Editor add the required fields to your CRM, so that the
information can be entered and updated when the Export is run.

e Before creating the Export, make a note of your CRM Prefix and the CRM
section name.

e In SQL- Phoenix, check the CRM column names and associated codes of
the fields that you wish to update (i.e. Log Number = P017).

¢ Inthe Reports module under the Setup heading of the Synthesys main

screen set your export using the Export Wizard in the Campaign
Manager.

For more detailed information about creating Exports, please refer to the notes on the
Export Wizard in the Creating & Managing Reports section.

Synthesys Customer Relationship Management 19



=
.l Noetica
CRM & EXTERNAL DATABASE LINK

The CRM can be linked to external database tables using the Data Source option in
the right-hand window of the Customer Designer.

To use the External Data Source option, a DSN name needs to be set up
on the server and Noetica will need to add an entry to the CCS_ Interfaces
table, with the Interface Alias being unique.

The CRM has ‘read only’ access to the external tables and therefore
records cannot be modified, added or deleted from the mapped customer.

&Euston‘ler Designer ;IEIEI
Propertiez

Prefi
LA Mew .. [AHA |

Customer iz not reprezented by any external table.

External Tables..

Data Source: I

Frefises ... || Saveds .. Save || Cancel
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Selecting External Data Sources

e Click the Data Source button to display the available DB source or a list of
available DB sources if more than one external source exists.

'+ Customer Designer 1 [ |

Tiee Fropeities

=143 Customer Details :
Ffill Customer 1D Prefi
o[ New [AHA |

Customer is not 1epresantad by any sxteinal table

Extemal Tabiles,..

Data Source

Prefixes Il Save fis Save | Cancel

On selecting the required DB source, the External Tables button will be enabled.

#= Customer Designer —[olx]

Ties Properties

B3 Customer Detals s
il CustomerID Pafi
S Mew. ‘ [enel ‘

Customer s nat represented by any extemal table.

Extemnal Tables |

<CCS_COM_MSS0Ls |

External Tables

Prefises ... | Save As .. Save | Cancel

o Click the External Tables button to open the Select Table dialog.

¢ Locate the desired table from the drop down list and click Select.

Select Table x|

o j| et | — | Select the desired

table from the list of

I (B ank DET able

DE name | DB type | DB size | CRM name | cRMtpe | all available tables

AccountMme varchar a0 Mone String

AccountMo varchar A0 Mone String

B ankMme warchar A0 Mone String The selected table

Branch varchar a0 Mone String

D int 4 Hane Murmerical now represents your

SortCode warchar A0 Mone String H

TheatrelD itk 4 Mane Murnerical Main Customer
table.

Synthesys Customer Relationship Management 21



: Noetica

Binding Customer ID to External Table Column

To start up the Bind Customer ID dialog:

Select Customer ID in the CRM Design table and click the Bind to table

column button on the right hand side.

e |n the Bind Customer ID window, select the column to be handled as
Customer ID.

A= Customer Designer ==
Tree Properties
=3 Customer Details
--[id] Customer ID =1
[ New... - |
e In our example, we have
Bind to tabls column. || n ked
Bind Customer ID : x| C ‘ ’
ustomer ID to the ‘ID
DB name |_DE wpe | _DE si.. [ CRM name [ chRMuppe [ <] column in our DB table.
3¢ 2ccountio varchar 50 Mone Shring
3 BarkNme warchar 50 None String
3 Branch warchar 50 None String
3¢ cuap varchar 50 Mone Shring
b4 | int 4 None Numerical
L T [T Y . P ;I
Adjust CRM Type [Mumerical ~]
CRM Property Mam
o s || oK ] cance |
) = ) = T e

Adding Properties

e To add a table property to your CRM double click New.. in the Tree of the
Customer Designer.
¢ From the table displayed, select the required column (‘DB name’ column)
and click OK or simply double click on the property name.
o Use the CRM Property Name field to define a different name for the
column in the CRM tree.
e Adjust the CRM Type as required, i.e. select ‘Telephone’ for a telephone
number
#1= Customer Designer = =t
Tree Praoperties
=123 Custorner Details
[idl 1D
[#] Accountme
[#] Accountto
[8] BarkNme
[#] Branch
x|
I Insert Group
DE name | DE wpe [ DEsi. | CRM name | CRM twpe [=1
af Accountio warchar 50 Accourtho Shring
g BankNme warchar 50 BarkMme String
g Branch warchar 50 Branch String
af D int 4 D Hurnerical
ot e Do o =
Adiust CRM Type [Swing =]
CRM Property Mam:
!%, Ciode resat I | ’TI Cancel I
e 1T i | Z T Bl
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Adding a Group
To add a group table:

e Double click New.. in the CRM Design Table.

e Tick Insert Group in the window now displayed, enter a CRM Property
name and click OK.

x|
IV Inzert Group
DB name |_DE type | DEsi.. | CRM name | cAMipe [«
V AccountMNme warchar 50 Accountt me String
V AccountMao wvarchar 50 Accountho String
V BankMNme varchar i} BankMNme String
V Branch warchar 50 Branch String E
& 1D int 4 I Numerical
-‘ [T o P PP R [=p] [N s [ P hd
Adust CRHM Type. [Mumerical =
— CRM Property Mame
rplayreh Teset | Ok, I Cancel |

Selecting External Data Sources for a Group

On selecting the group item you will see three buttons in the properties window on
the right: External Tables, Main Table Link and Depending Table Link.

e Click the External Tables button on the right hand side to open the
Select Table Dialog and select the desired table.

Tables already used will no longer appear in the list.

&Eustomer Designer =100 =]
Tree Properties

- D —
g Accounttme Extemnal T ables Move

= % g\ccznntNo b ain T able Link Mone
: ankNme:
. Depending T able Link None

Prefites ... Il Save Az .. I Save Il Cancel
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Binding a Group

The Main Customer table or subsequent parent group table now need to be linked to
the newly added tables.

e Click Main Table Link to select a binding column in the Main Customer
table

e Click Depending Table Link to select a binding column in the newly
added table.

Before releasing your CRM table, check that you have created a link
for the Customer ID, the Main Table and subsequent Group tables.

Settings & Customisation

Having created and released your CRM table:

e Go to Properties of the CRM.

e In Settings select your CRM prefix, if not displayed automatically and tick
the Tab headings that should be displayed in ‘Take Calls'.

e Use the Search, Insert, Modify and Result buttons respectively and tick
the fields in the CRM table that you wish to display to the agent in ‘Take
Calls'.

The New and Modify buttons are disabled, as the CRM has read only
access to the external tables.

Records cannot be modified, added or deleted from the mapped customer.
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CRM MAINTENANCE

Selected CRM history events and unused CRM prefixes can be deleted in the
Campaign Editor, which is opened selecting Campaigns under the Setup heading of
the Synthesys main screen.

CRM History Cleanup

To clean up CRM history events open a campaign and in the Campaign Editor:

¢ Expand the More Tools P option of the CRM toolbar.

e 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
2] Apamz [ZJetoo 2] seE Cler
] AJTEN "l Bzrros [l BFILEZ "l er708
(2] AITENZ Clezzrs [Clersar [ )
7] AITENE Ol eaor [l Baaasz [Tl BRETST
] anT Clecad ] BHELP1 [Tl BRFILE
7] &PPLE [Clecadt [l e1aFsg [Tl BRFLAT
] auto ClecrM [Tl enasgr [Tl BRFsGI
5] auTtoz [l BCRMIM ClsoB BRIET
0 e i
After Before
||7 August 09, 2006 06:06 j ||7 August 10, 2006 06:06 j
Event Types
D Bulk OB D Customer Details Altered D Mate
D CallDeleted D Customer Structure Altered D OJB Call
EI CallQusued Ij Customer Structure Created EI OB Call Failed
D CalRescheduled D Dacurnent E] OBManager Chang
D Callscheduled D I/B Call E] Ophssigned
D Callslept I/B Call Failed E] Predictive Dialler
D Callunslept D Import Customer E] Runner Dial
] Customer Deleted [=] Mew Customer Created [T 561 Queue Result
4 | |
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 Select the date range (After — Before) for the history events to be deleted.

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

CRM prefixes.

Clicking the Delete Events button will delete the selected history events. Clicking
Cancel will close the CRM History Cleanup dialog without deleting history events.
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CRM Delete Prefix

To delete CRM prefixes:

e
ek

Noetica

e Expand the More Tools P option of the CRM toolbar in the Campaign

Editor.

e Click the Delete Prefixes [& 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.

ﬂi CRM Delete Prefixes x|

Select CRM Prefix(es)

ClaprLE Clersar [C1BRzZS [
Clauto [ Ba3332 [T BrIMP [ClBTwe i
Clauros [Tl BHELPL [C1BraaM1 [Clcimis [
[Cleto0 [Tl BaaFso [Tl BRIaNz [Tl czo59 i
[ClBzr708 Cleasqr 7] BRMAME [T czoses [
[Cle3z7s [l sos 7] BRMoE [Tl czo50e i
ClBacr Cler [ClBrRscHE [T czosaw [
Clecas %) Er70E BRTIE 2307 [
Clecmat CleroTq [ClerTIES Ecaa?u [
Flecrm [T ereTsT %) przz1 [T cora [
[ClBcrmIm [Tl BRFILE [Clerz2z [Clcant [
[Tleee [T ERFLAT [T erzza [Cleatnt [
[C1BFILEZ [Tl BRFSGI [Tl erz24 [Tl cadac4q [
N | E— 5

Delete PreFix(es)I

Cancel |

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

e Click Cancel, to close the CRM Delete Prefixes dialog, without deleting

the selected CRM prefixes.

4, CRM prefixes that are still used in a campaign can’t be deleted.

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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TAKING A TEST CALLS ON THE CRM

Use the TestCallflow > icon to run a test call in the Campaign editor.

The CRM will be displayed together with the appropriate Agent dialogue. The exact
appearance of the control will depend on how the CRM has been configured.

BR. July03 - Product Order Line - Synthesys - = x
Take Cals | Custom  Help Style ~ @
@ l> BBl & search | ™ 2 customer History r & ﬁ fHanaup | @ ransfer | =
& vew ﬂb D Modify Detals g &5 Hod
Abort Hext End Customer ‘ D call -
Detals Add ote Custy Diary | €

Take Calls Customer

™

Good Afternoon May | take your surname please?

Customer | q

Customer 1D [not null] IAEORTJI

Name

Title [

FirstName |JDE

Surnatne |Blugg5

Telephone [1z34567850
Address

Line1 IApt‘H

Line2 [12 wiest way

Line3 [London

Line4 I

Line5 |

Linas |

PostCode [swr

Any of the options below that have been ticked in 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. Display customer details.

Notes. Display and add information related to the customer.

History. Access information of a customer’s previous contact with the
company and attach notes and documents associated with the selected
customer

ol o =)

Please see next page for more information about attaching notes and documents.
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Attaching Notes to a CRM Record
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In some cases callflow designers may wish to attach notes or documents to a
selected customer’s CRM history, which than can be accessed and edited by agents

when running a live call.

~y

e To attach a note, click the Notes #&# icon on the Customer toolbar in the

agent view.

¢ Inthe History Notes dialog subsequently displayed click on Create Note,

to enable the text box.
Name |
it o T - =]
surname W Date ‘Tw‘me ‘Dperator Note ‘
Address
Linet [1o Rimand ¥
Line2 lﬁ
Line3 lr
PostCode W
Telephone
Hurnbert li
CheckBox
Choicesivade l(}nh:li
I Wordwrap save Note CancelNote

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

hame

Title lprufi

Surnarme lm
&ddress

Linet 10 Richmond -

Line2 Lutan

Line3 lr

PostCode W
Telephone

Number1 li
CheckBox

Choicestade lGold—

History Notes [FLECT:ELECT _1] [-[O]x]
Date Time Operator |MNote
06/08/2009 [18:18:46 |Brigitte  |Important Note associated with the

selected customer

Create Note ...

If auto pop notes are enabled, the CRM notes page will open automatically
together with the CRM customer record, when running a live 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, click on the History 2"' icon and then the ‘Attach..’ tab.

In the Open File dialogue, you can browse for the document to attach to the
customer’s record.

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

C 4)F BR JulyD3 - roduct Order Line - Syrthesys _mx
™ Take Calls Custom Help Style ¥ @)
-

Q b om

Log  Abort | Next  End
e

Take Cals

Good Afternoon May | take your surname please?

Customer | q

Customer 10 [not null] [xgoRT 4

Name

Title T E— & History for the customer BRTIES_2 [BRTIES] =1ax|

Firsthame (oa

Surname [poges Event | Event. | Event... | Cperat... |Account.. | Campal... |DBEam._|
Telsphane [zsmesn Eﬁ\mport.. 280012, Inserted
Address ——————————————— ! Call.. 30/01/2.. Call189.. Brigite

Wi Apt 11 :Q-‘UE Call 30/0172.. Brochue  Brigite

Lie22 12 West Way fauBcal 0/m/2. Enquy  Brghe

(Lt London (&BCd 300172, Oder Brigitte

e fauBcal 30/m/2. Oider Brigite

Lines [ OBMa.. 30/01/2.. Cal183.. Brigite

Linee (#0mC. 02022, Enquy  Brighe

Fostate swi ENote 02022 Nae  Bighte

[ DBMa.. 02/02/2.. Call189.. Brighe
@Dncu 02/02/2.. Tiesuls  Brigitte

Attach.. Filters» |

To read a note or to view the content of an attached document in the CRM History
window, select and double click on the associated ‘note’ or ‘document’ icon.
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