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Chapter 1
Introduction

Who this guide is for

This guide is for Sage CRM partners and customers who want to find out about
the new features of the Sage CRM 6.1.

The Sage CRM 6.1 Integration features are documented in the Integration User and
Administration Guide, and in the Integration Developer Guide.

Please note that while the document refers to Sage CRM, CRM, or the CRM
system throughout, all functionality covered is also relevant to SageCRM,
SageCRM for Sage Accpac, and Softline Accpac CRM.

The cross-referenced documents in this guide are available with the 6.1 release.

Summary of Features

The 6.1 features described in this guide include:
s Quotes and Orders

= Outlook Integration Enhancements

= Button Groups

= Calendar Day View layout

= Field Delete

= Customizing through the NET framework
= MS Windows Vista support

= 64 bit operating system support

What's New Guide 1-1






Chapter 2
Quotes and Orders

The following features are new to CRM:
= Quotes and orders have been split into two separate tables.

= Quotes and orders support all the features of main entities, for example Find,
New, and Keyword Search.

= Add free text line items and comments to quotes and orders.

This chapter takes you through a brief snapshot of how you can work with these
features.

Who can | log on as?

To review the new quotes and orders features you can log onto CRM as:

Name User Name Profile

Susan Maye MayeS Sales

This user does not require a password.
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What is the new quotes and orders schema?

What is the new quotes and orders schema?

The “OrderQuote” table, which was a secondary entity in 6.0 and earlier, has
been split into two tables. Quotes and Orders are now separate tables with their
own line items, and represent two distinct main entities.

Legacy quotes and orders will still be available for normal use after upgrading.

The following diagram illustrates the new schema:
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Can | search for quotes and orders?

Can | search for quotes and orders?

Yes. Quotes and orders behave like all the other main entities. You can access
quotes and orders from the Find and New menu buttons, and carry out Keyword
and Advanced searches on quotes and orders.

To search for a quote:

Soe P L
CRM My CcRM for: ARG >

q Tasks \ o
o L_q o = () s 3 Status:
™
L9 \D viewBy: [Week =] (ViewToday | | Tasks to view: ) ¥ Show Overdue Tasks lmm“__l
New
H@EI_MI bio
. w Details: Call Billy Farina
My CRM regarding the conference call. =
o | = Details: Phone Bob Coomber. List View
\ s Remind him of our product L] E s
demo.
T""‘m ‘ §§ Details: Heeting with Alan | o rewrask
i - Gibson. Ensure he is satisfied =
b fosadiar i) -8:00 AM {fxkizy A ) with progress 5o far. @D e
Marketing | 10/22/2008 t- Person: Simon Yaltoy n Appointment
— i — STETSREEE | ) g
Fg 1
L Details: Follow Up on the New
Reports - (Eriday Jun 8) Rl @ Document
. foaa = 10/23/2008 &: Person: Janette Mallet )| S Drop
Company: Pgle Position Inc. -
) Phone: 1 206 624-6680 =R
Log OFf un 5 Details: Phaone and introduce
myself as new account
Sunda manager. Arrange meeting. a Help
anld 10/24/2008 ‘? Person: mm;.gm ]
Phone 1 312 B861-1200
Details: Get the PO

(1) Find | Quote.

The Quote Find page is displayed.
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Can | add products to an order that are not in the price list?

Can | add products to an order that are not in the price list?

Yes. You can add a free text line item to a quote or an order. You can also add
free text comments to existing line items.

To add a free text line item to a quote:

Reports

L)

Log Off

© © © ¢

Quotes: QT-70/2:
‘Opportunity: TimeNExpense Conference Visitor
Company: Express Alpine

Quote Summarv\

Currency: Pricing List: Status: Include In Quotes Totak: Created by: 7 Change
= Active System Ammstmmre Summary
Reference: Opened: Expiration Date:
qr-702 08/03/2007 4:49 AM 08/10/2007 4:50 AM

Description:

Line Items\ =" Comment
Quoted Line Item Quoted Price — Ineitem
Price (€ Discount (€ Sum (€ w i
1 Consulting - Day Single Day 1.00 1,800.00 1,800.00 1,800.00 "
2 Expense Mgr User 1 User 1.00 50.00 50.00 50.00 | may
Ligenses Froes =T Clone
ToTALS S k 1.850.00) ‘\1} it
Discount Type: Percentage Discount %o: 0.00 Discount Amount: €000
O 1,650.00 \;E Evﬁ" Cl
@
New Free Text Line Item'\ 9 o cpg s
Description: Quantity: Quoted Price: Quoted Price Sum: T
It . € . € i

O o-

Find and open an existing quote.
Select the New Free Text Line [tem button.

Add a Description, Quantity, and Price for the line item. These line items will
be included on the printed quote.

Select the Save button.
The free text line item is displayed in the list of line items.

Use the New Comment Line Item action button to add a free text comment, for
example, to add extra information about another line item in your quote. You
can add a Line Number and a Description. For example, if you add the Line
Number 2, then the comment will be positioned as the second line item. If you
have already selected other line items, their line item numbers will be
resequenced. Comment line items will be included on the printed quote.
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Chapter 3
Outlook Integration Enhancements

The following features are new to CRM:

= New Outlook plugin install procedure.

= Display the CRM menu buttons within Outlook.
= View filed e-mails immediately after filing.

= Set synchronization deletion notifications.

= New conflicts window.

= New reset synchronized data function.

= New options for managing updates.

= Synchronize from Outlook to CRM only.

This chapter takes you through a brief snapshot of how you can work with these
features.

Who can | log on as?

To install the Outlook plugin, to set synchronization deletion notifications, to
view the CRM menu buttons within Outlook, to view and use the new conflicts
window, to reset synchronized data, or to view filed e-mails, you can log onto

CRM as:
Name User Name Profile
Susan Maye MayeS Sales

This user does not require a password.

To set new options for managing updates, or to set up synchronization from
Outlook to CRM only, you can log onto CRM as:

Name User Name Profile
System Admin Administrator
Administrator

This user does not require a password.
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How has the Outlook plugin install procedure changed?

How has the Outlook plugin install procedure changed?

The Outlook plugin installation procedure has been improved to provide added
security and to facilitate use of the Outlook plugin with CRM running on MS
Vista.

To install the Outlook plugin:

LI Outlook Plugin install will begin shortly. When prompted please select "Run" to start B continue
.,‘.1 By the install
{:_ IF you have not been prompted after 30 seconds, please click on this Ink: CRMClentSelup.exe

CRM Client - Installshield Wizard x|

‘Welcome to the InstallShield Wizard for CRM
Client

The Instaltshield® Wizard will install CRM Chent on your
computer, Ta continue, click Next.

Befote continuing, plesse make sure that Microsoft
Imeanet £ xplorer and Microsolt Outlock are closed

Log OFf

(1) Select My CRM | Preferences.

The User Preferences page is displayed.

(2) Select the Install CRM Outlook Integration button.
The File Download dialog box is displayed.
Run the download file and follow the install steps of the wizard.

If the plugin has already been installed by another user on the current client,
the File Download dialog box is skipped and the CRM Client InstallShield
Wizard will run automatically to take you through the procedure for installing
the Outlook plugin.

Note: Outlook and IE must be closed to complete the plugin installation.
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Can | use the CRM menu buttons within Outlook?

Can | use the CRM menu buttons within Outlook?

Yes. The default navigation for CRM Outlook Integration is configured to
maximize the space you have to view CRM within Outlook. The Menu buttons
appear as subfolders under the CRM folder or as icons in the CRM group, and
the CRM forward and back buttons are replaced with icons to initiate the Find
and New Pop Out lists.

In 6.1 you can choose between the space-optimizing navigation described above
or the usual menu and navigation buttons on the left-hand side of the CRM page.
These can now be activated via the Full Menu In Outlook setting in My CRM |
Preferences.

To show the CRM menu buttons and the forward and back buttons within
Outlook:

CRM Y Sync View Conflict Log B iew Cortact B Add Contact [2] File E-mail [ Hde CRM ew l

Look for: |

EEELT= S R - CRM - CRM61Build11
3 tnbox

| searchin - cRM

e s SR
3 For Folow Lp w My CRM for: Susan Maye
(53 sent Items CRM ?

| Al Mail Felders

R 1! ¢l » B Recent}| Quick Start | Dashboard | Ca Contacts | Leads | Opportusities
= 241 Malbox - Logan, Diana
5] Deleted Items (49

Login and Session Preferences \

LA Drafts [2]

& (3 Inbox Log Me In To: Empty Recent List for Recent List Pop Out List
g wrkemal Quick Start ’:;d. session: E;;v.mm by: S&.Wum. by
L4 Outboz
[ Sent Items My default Find screen: Show outbound calls In Currency:

# [ Sync Issues son My CRIM:

= (13 Search Folders No

¥ 5 Archive Folders Show Leads Pipe Line: Show Opportunities Pipe  Show Cases Pipe Grid Size:
+ A CRM e Yes Line: Line: 10

Yes No

E-mail Screen Position: Line Item Screen Position:  Default E-mail address:

it Spit Susan Maye <mayes@panoplytech.com>
Report Print Preview Report Print Preview Default £-mail On-screen coaching:
Default Page Size: Default Orientation: i off

Single-Column Diary: Number of Diary Colum@ill:  Full menu in
MNo 4+ Outlook: g
Yes
i Mail
}ﬂ Calendar Date/Time Preferences |
= Calendar View: Diary Start Time Diary End Time: My week starts on:
] contacts Week 08:00 18:00 Monday
] Tasks Date format: Use AM[PI Time Zone:
| ! mm/dd/yyyy Yes (GMT -05:00) Eastern Time (US Canada)
| hlCa@ =

(1) Select My CRM | Preferences and click on the Change button.
(2] Select Yes in the Full Menu In Outlook field.

(3) Click on Save
(4

Refresh the view to apply the new setting.
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Can | easily reply to an e-mail once I've filed it?

The usual CRM menu and navigation buttons are displayed.

Can | easily reply to an e-mail once I've filed it?

Yes. There is a new File And View E-mail button when you file a single e-mail
from Outlook to CRM. When filing multiple e-mails, the Communications tab of
the Person you e-mailed, is displayed.

To file and view an e-mail:

‘fle Ede Yew Go Jooks pctions Help  Adobe POF
(el o -| | isentrecsve
i CRM 4 Sync. View Coniflict L s

Type & quastion forhelp =

ot tofind & g!-@m‘ DA 2 G Q outookiiRMpen !

[ Loak

|cEimes Eoiers New - CRM - CRM61Build8

5 Inbox
4 Unread Mak
| For Fodow Up

1§ Sent Ttems c RM

Find'Now Clear

e | ¢ | Recent
s Hn:um We could not find a person or a company in CRM with the e-mail address
support@webworks.com. You need to manually search for this person or company and add
Administration or update their e-mail address
E-
mail Details | : O
Subject: Address:
Your case 200001119 has been updated suppor t@webworks. com @
[ Sesrch Folders Details:
Archive Folders Hi Diana, New comments have been added to your Support case, Case # DD001115: Cannot change table of contents
= & oM w color, You may view the detais of your Support cases at the oniine Support po...
@) Deleted Items
3 Find My CRM =
O Logoff = E-mail anget\
[ Marketing m Company Parson:
[ My R Team CRM | catecom tnc. A7 [ simon el ar
Ciplem ~ 1206 3439577 § 1206 3939577
3 Reports e
[ Team CRM - Regarding
| maketng Q-
| al =
| 1] calendar Reports Filing Options |
-] contacts %) Status: File by date and time:
i Log OFf Complete = Orignal received gate and tme =]
7] Tasks
| Action: =
(e Emalln =]
| e e =
(1) Highlight the e-mail you want to file, and select the File E-mail button.

The File E-mail page is displayed.
(2) Select the File And View E-mail button.

The E-mail In page is displayed. You can send a reply or carry out other actions
on the e-mail directly from this page

3-4 Sage CRM



How do | know when items are going to be deleted during synchronization?

How do | know when items are going to be deleted during
synchronization?

When you delete items (appointments, tasks, or contacts) in Outlook, these items
are deleted in CRM when you next synchronize. You can now set a notification
to display when over a specified number of items are to be deleted as part of the
synchronization between Outlook and CRM.

Note: This feature applies if the Administration | Users | User Configuration
setting, Synchronize Outlook Deletions, is set to Yes.

To set the synchronization delete notification:

— =lElx]
Type @ quesbon far help ~
! @esck @ A @ () Q| outbokCRMMY CRM = !
CI— o
Favorite Folders
L3 tnbax
| Uhvead Ml
3 For Folow Lp
(4 Sent Ttems
| AllMail Folders
Avrats 2] 4]
1 [ Inbox q‘ c <
L @ Jurk E-mail
;ﬁ Outhos Find serverName [FEELZED UseHTTPS [ | [ ﬁ i-ﬁ_n__
Pending
(=5 Senk Reems H Install Name |,:,..;1|,,adn [7 ShowOverdie | Action:
%1 (24 Search Folders i -] Tesks -
|® Archive Folders el &
|E S rm 6); ) - b
fa] Deleted Items - i» Details: Calldaﬂlv [
3 CRM 3 . Farina regarding =
; ::df L R Warning f syncis to delete more then [0 items the conference call. E o
B - '+ Details: Phone Bab ]
I..__J Marketing N Coomber. Remind -
CaimycrM Team CRM “Email Composition him of our product g e
[ New Toolbar ta display CRM buttans Standard =] demo,
[ Reports @ § Details: Meeting M6 Ne
[ Team (RM Marketing New mail - buttons position: 2 from the left side with Alan Gibson. = A&
(23 Search Folders Ensure he is
= e satisfied with S Ne
) s progress so far.
\K) g - Company: Gatecom il
L] calendar Saturday Phane: 1 206 343 =
[ Log Off An3 Eon
|4 contacts Details: Follow Up @ He
Sunday on the New Quote
| o] Tasks i 10/23/2008 §# Person: Janetre ™
Mallet

(1) In Outlook, select Tools | CRM | Options.

The CRM Options dialog box is displayed.

(2) Check the number in the Warning If Sync Is To Delete More Than field. It
defaults to 10.

Change the number to, for example, 15.

(3) Click on OK.

A dialog box will be displayed if more than 15 records in CRM are going to be
deleted as a result of a synchronization. You can then decide to proceed with
the deletions or to stop them.
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What is the new conflicts window?

What is the new conflicts window?

When conflicts arise during synchronization between Outlook and CRM, you can
view the precise conflicts down to field level using the new CRM
Synchronization Conflicts window. The conflicts window shows all conflicting
items and then allows you to filter conflicting fields within each conflicting item.

oTo use the new conflicts window:

o B oty ]}

+ SearchIn~ Contacts

Conflicts

@ Address Cards List of logged conflicts

O Detabed Address Cards | [Log Date Modified by Type Description
© Phone List 20/06/2007 1601:14  [John Finch |

O By Category
O By Company 9
O ByLocation

O By Follow-up Flag

Open Shared Contacts...

Share My Contacts.. Conflict Details Hide

Customize Current View. .
Field Name Value in CRM

P | H

Value in Outlook

= Mail Chiel Financial Officer ;‘
] Calendar
4| Contacts
[Bafcomses |[F ikErorres 9
2] vosks % s el =
@ Coabg | Dellessected | Copoetas | Hep | oese ||

(1) Click on the CRM button in Outlook and log on to CRM.

(2) Select the View Conflict Log button.

The Synchronization Conflicts window is displayed.

(3) Select the conflict you want to view in the List Of Logged Conflicts panel.

Details are displayed in the Conflict Details panel. The values displayed on the
right-hand side of the Conflict Details panel show the values before the
synchronization took place.

(4) To show fields that are empty and fields where the values are equal in both
Outlook and CRM, you can clear the Hide Empty Fields and Hide Equal check
boxes. The Copy Details button copies the Outlook value to the clipboard so
that it can be reinstated if required.
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Can | reset my synchronized data after an Outlook error?

Can | reset my synchronized data after an Outlook error?

Yes. When you synchronize between Outlook and CRM each synchronized item
is mapped using identification tags. If there is an error in Outlook, the
identification tags could be changed and the mappings would be lost. When
using CRM within Outlook, you can now reset your synchronized mappings
after a system error. The reset clears all previous mappings and the first
synchronization after the reset returns the system to the state it was at when you
first synchronized after installing the plugin. This involves re-mapping all
contacts, appointments, and tasks that were changed in the last two weeks.

To reset synchronization connections:

Type a quastion for help

P@Back 2 | 4 [ | (2 )| outlook LRIy CRM

Favarite Folders

[ Inbox (7)
[ Sent Items

2l Mail Folders

= 85 Personal Folders

(3] Deleted Items

(7| Drafts [13]

11 [ ) Inbox (7)

(g Junk E-mall

[ Outbox

[ Sent Items

1 [ Search Folders

3 (9 Archive Folders
= gcrm

(5 Deleted Items

3 Find

[ Log off

[0 Marketing

[ My CRM

[ Mew

[ Reports

[ Team CRM

L3 Search Folders
= 9 Mailbox

S
Mail

sl

My CRM - CRM

CRM
al&)

nt

rind: I &
My GRM for: >

Calendar [

Calendar\ Tasks\
: - Status:
Lick Appointrent 530am v [30mins ¥ Lick Task
R o Wiz W@ |F B
4 week 16: april, 2007 [E] B viewBy: [Week v (View Today | | Tasks to view: | Al - ?:3‘;’ Overdus Action:

Wednesdsy
fApr 18

| Thursday

Al v

CRM Outlook Plugin

< = on
Confirmation U
. Gatecom @ e ew
06 343-
. . : o e Task
All the connections between the items in Outlook and CRM will be llow Up
permanently broken. Do you want to continue ? Quote New
9 ets ] @ Appointment
ol | Mew E-mail
06 624-
@ Document
Details: Phone and .4 Drop
intraduce rmyself as
new account Y print
manager, Arrangs
meeting.
10/24/2008  {# Person: Annetie M @ Sl
O'Taole =
Company: Maverick
Fapers

Phone: 1 312 861-

Click on the CRM button in Outlook and log on to CRM.
Select Tools | CRM | Sync Info Reset.

Click Yes on the confirmation message to continue.

All connections between items in Outlook and CRM will be permanently
broken. Once the reset has completed, click on the Sync button to re-map your
contacts, appointments, and tasks.
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What options can | choose from for managing synchronization conflicts?

What options can | choose from for managing

synchronization conflicts?

As a System Administrator, you can select rule-sets for managing conflicts that

arise during synchronization.

To select a synchronization conflict rule-set:

Amount of days to password expiring:

50

3

Use IS Auto login:
Mo

Customization ol

Account Lockout Threshold:

Allow User Preferences:
Yes [ 2

Account Lockout Duration (mins):
5 o

Default Domain for 115 login:

Plugin Version: Outlook Plugin Version:
[Plugin/ewarePluginX. cab#version=8,1,0,1 [6.1,0,1 9
Advanced
L izati One Way Synchronization: Synchronize Outlook Deletions: p
No ha Yes ¥ CRM Updates Win (conflicts displayed)
£ Outiook Updates Win (o conficts displayed)
LEI Synchronize Outlook Contacts: Synchronize Outlook Appointments:
Data Management Yes j‘ Yes |
T Auto Sync (In Minutes): Auto-logout: Derencn NETE oI
2 10 Yes ¥ ddjmmyvyy
E-mail and
Documents Use Fileit: Enable security for groups.:
No = Yes |

@

Select Administration | Users | User Configuration, and click on the Change
button.

®

Select a synchronization option from the Managing CRM And Outlook
Updates drop-down menu.

Outlook Updates Win (No Conflicts Displayed). The changes made to
Outlook will appear in both Outlook and CRM. No conflict is added to the
Conflict log. This is the recommended option for organizations that use
Outlook as their primary appointment scheduling tool.

Organizer Updates Win. This only applies to Appointments. The Organizer
refers to the person who created the meeting in Outlook. If any users update
the same record in both systems and the Organizer synchronizes, then the
system behaves as per the Outlook Updates Win setting. If any users update
the same record in both systems and an “Attendee” synchronizes, then the
system behaves as per the CRM Updates Win setting.

CRM Updates Win (Conflicts Displayed). Changes made to CRM appear
in both Outlook and CRM. A conflict is added to the Conflict log. This is the
recommended option for organizations that use CRM as their primary
appointment scheduling tool.

(3) Click on Save.
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Can | synchronize from Outlook to CRM only?

Can | synchronize from Outlook to CRM only?

Yes, as a System Administrator you can now set synchronization to occur from
Outlook to CRM only. Previously, you could select either two-way
synchronization or synchronization from CRM to Outlook only.

To set up Outlook to CRM only synchronization:

' User \

Administration -> Users -> User Confiquration

Amount of days to password expiring:

Allow User Preferences:
Yes it

Account Lockout Duration (mins):
5

Default Domain for IS login:

Outlook Plugin Version:

S0
Account Lockout Threshold:
Users |3—
Use IIS Auto login:
Customization hiai =
Advanced
Customization

G m Outiock to CRM only |
Data Management From CRM to Qutiook onl

6101

Synchronize Qutlook Deletions:
IVES ol

Synchronize Qutiook Appointments:
Yes [

©

User Inactivity Timeout (mins):
]

Use Outlook Plugin:
Yes ¥

CRM always wins:

[Yes =

Synchronize Outlook Tasks:
Yes ¥

v Auto Sync (In Minutes): Auto-logout: Default user date formak:
‘_\] 10 IYES hd dd/mm/yyyy

E-mail and

Documents Use Fileit: Enable security for groups.:

No B IVES -
= I
System
(1) Select Administration | Users | User Configuration, and click on the Change
button.

(2) Select the From Outlook To CRM Only option from the One Way
Synchronization drop-down menu.

(3) Click on Save.
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Where can | get more information?

Where can | get more information?
More information on this feature is available in the:
n  User Guide

»  System Administrator Guide
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Chapter 4
Button Groups

The following new button group functionality is available in version 6.1:
»  Creating button groups.

= Adding buttons to button groups.

= Viewing button groups.

= Limiting access to button groups.

This chapter takes you through a brief snapshot of how you can work with these
features.

Who can | log on as?

You will need an EIS (Enterprise Integration Server) or DPP (Development
Partner Program) license to work with button groups. To create button groups,
add buttons to a button group, or limit access to a button group, you can log on

as:
Name User Name Profile
System Admin Administrator
Administrator

This user does not require a password.

To view button groups, you can log onto CRM as:

Name User Name Profile

Susan Maye MayeS Sales

This user does not require a password.
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How can | create a button group?

How can | create a button group?

You can define button groups that will appear on specific CRM screens and
which will give users access to custom functionality created by you. For example,
say you want to add custom ASP pages to the Cases Summary screen so you can
give users access to extra information relating to the management of cases in
your company. You can create a button group that will act as a place holder for
displaying buttons on the Case Summary screen.

To create a button group:

I
@ t_[):' Administration -> Advanced Customization -> Button Groups
CRM

b k& L5 New Button Group definition

‘ [ erm— ’ New Button Group definition \
28 - Name: Select action:
|Case Summary Buttan Groul m
S ==———=__) V © .;Q
Cancel
Customization @ s
F
Advanced
Customization
&
Data Management
p™1
E-mail and
Daocuments
+
System
(1) Select Administration | Advanced Customization | Button Groups.
The Button Groups list is displayed. Click on the New button. The New Button
Group Definition page is displayed.
(2) Type the name of the new button group in the Name field. For example, Case
Summary Button Group.
(3) Select the CRM screen you want the button group to display on from the Select

Action drop-down list. For example, casesummary.

(4] Click on the Save button.

The new button group is displayed on the Button Groups list.
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How can | add buttons to a button group?

How can | add buttons to a button group?

Once you have created a button group you can add buttons to it that will display
on the relevant CRM screen. For example, say you have created two ASP pages
relating to case management, one that will provide a current list of who is
responsible for all live cases and a second one that provides a current picture of
all recently closed cases. You have created a button group called Case Summary
Button Group and you would like to add two buttons to this group, each of
which will bring the user to one of the newly created ASP pages.

To add a button to a button group:

1 Delete

Users

(Closed Case List

Custatmn ‘:JZ‘::FEI @ Cancel
Custom File:
F T @ +ee
Advanced 8
Custamization
= :
E-mail and Available online only:
Documents D e
= 7 updste @;Jﬂlmnvg field @
System

(1) Select Administration | Advanced Customization | Button Groups.

The Button Groups list is displayed. Click on the Customize button for the Case
Summary Button Group.

(2) Type the name of the new button in the Caption field, for example Closed Case
List, and select Customfile from the Action drop-down list. Type the name of
the associated ASP file in the Custom File field, for example,
CLOSEDCASELIST.ASP.

(3] Select the image you would like to display with the button caption from the

Bitmap drop-down list. For example, DEFAULTBUTTONGROUP.GIF.

(4] Click on the Add button. The new button is displayed in the Desktop HTML
Button Group Contents area. You can use the up and down arrows to position
a new button relative to other buttons you have created.

(5) Click on the Save button. The new buttons are displayed on the summary
screen for any case.
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What does a button group look like?

What does a button group look like?

Once you have added buttons to a button group the buttons will appear
automatically on the relevant CRM screen. Say you have added two new buttons
to a newly created button group on the Case Summary screen. You can view the
new button group by opening the Case Summary page for any case.

To view a button group:

%
>
)

Team CRM
=

Marketing

Reports

®

Log Off

m ' Company: Eurolandia
CRM Person: Kieran O'Toole:

Phone: 1 617 227-1340
E-mail: kotoole@eurolandia.com

Case: 5-1: Default setting change

s | Documents | Tracking | -

For \

'Cumpany: Account: Person:

:Eurulandia \1 1617 227-1338 -Mone selected- Kieran O'Toole \ 1617 227-1340 Bl Continue
Details \ B Hext

|Refld: Found in: SLA: SLA Severity:
19-1 10 Gold Mediurn n Summary

Customer Ref: Report

Description: Area: Source:
| Default setting change Training Phone

dd this
Fist in: Territory: ol -
20

US East
Created By: >
| Kylie Ward [ Manager
List
| Closed Cassg

Status \ i
Priority: Assigned To: Team:
Normal Kylie Ward Customer Service
|Stage: Status:
| Confirmed Closed
Problem Type: Solution Type:
| Customer knowledge Training
|Problem Details: Solution Details: Closed:
| Kigran indicated that a number of default settings do not suit The defaults may be customised, Organise refresher training For Eurlandia
|his nesds, Systern Admin.

G S
Select Find | Case. Search for and open any case.
The Case Summary page is displayed.

The new button group is displayed on the right-hand side of the page above
the Help button.
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Can | limit access to button groups?

Can | limit access to button groups?

Yes. When creating or editing a button group, you can use an SQL statement to
limit access to individual buttons in that group. For example, you might want to
restrict access to buttons in the Case Summary Button Group on the Case
Summary screen to members of the Customer Service team. In this example, the
Case Summary Button Group would be displayed on the Case Summary page
for members of the Customer Service team only.

Note: Buttons in the button group take a user’s existing security rights into
account. For example, a user must have at least View rights to Cases to be able to
open a button group which displays a list of cases.

To limit access to a button group:

e

Properties \
Tiotie Caption:
Action:
Custatlun @ @ Cancel
& Custom File:
Eé = - @ Help
Adwanced
Custornization
G
Data Management
Sensitive:
E-mail and Available online only:
Documents
(= Gﬂzmnvzﬁzll Add
System
(1) Select Administration | Advanced Customization | Button Groups.
The Button Groups list is displayed. Click on the Customize button for the Case
Summary Button Group.
(2] Select the button to which you want to limit access in the Desktop HTML

Button Group Contents area.

(3) Type the limiting SQL statement in the SQL field. For example,
User_PrimaryChannelld=3

(4] Click on the Update button.

(5) Select Save.
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Where can | get more information?

Where can | get more information?

More information on this feature is available in the:

= Developer Guide
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Chapter 4
More Features

The following additional features are new to CRM:
= New style daily calendar view.

= Field delete.

s .NET framework for CRM customization work.
= MS Windows Vista support.

= 04 bit operating system support.

This chapter takes you through a brief snapshot of how you can work with these
features.

Who can | log on as?

To change the appearance of the calendar day view, to use CRM on MS
Windows Vista, or to install and use CRM on a 64 bit operating system, you can

log onto CRM as:
Name User Name Profile
Susan Maye MayeS Sales

This user does not require a password.

To delete fields, you can log onto CRM as:

Name User Name Profile
System Admin Administrator
Administrator

This user does not require a password.

To use the customize CRM using the .NET SDK you need an EIS or DPP license
key.
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Can | change the appearance of the calendar day view?

Can | change the appearance of the calendar day view?

Yes. You can now change the appearance of the calendar day view in CRM. You
can maintain the existing CRM view, or you can set the calendar day view to
display in a new Outlook-type view. The new view organizes appointments and
tasks in columns within the day view, as opposed to displaying them on top of
each other in the existing CRM view.

Displaying items in columns can be great when you have a small number of
concurrent items. However, if you have more than say four items displayed in
this way, each individual column will be limited in the information it can
display. To avoid this, you can set CRM to revert to the existing CRM day view if
there are more than the number of columns that you have specified in the My
CRM | Preferences | Number of Diary Columns field.

To display the new calendar day view:

— L
iy R for: TR >

ard QPSR ETY Contacts | Leads | Opportunities

Tasks |

Find o : - [T ﬁ
=
L 4 Tuesday 22 May, 2007 IBvDavv = Tasks to View: I _ I W Show Overdue Tasks

New |
ol (O -
V - 22/10/2008 k'd Person: Michael Hzllson
My CRM Company: Orange Markel‘s
~ Phone: 44 171 254 1209
(Ba) 8:30 AM Details: Follow up to see
ﬁ when the decision is made
Team CRM 2:00 AM 11/11/2008 w Person: Jim Murphy
Company: Winston
| = Enterprises Ltd.
9:30 AM Phone: 353 1 B0359522
Reports Details: Phone call to Jim to
check he received the
:) 10:00 AM ﬁ lt.k:.mm - mm AM proposal |
First pricing discussion 21/11/2008 | person: Michael Hallson |
Lag Off 10:30 AM Company: Orange Markets

Phone: 44 171 254 1209
Details: Training days

11:00 AM ﬁ 11:00 AM - 1:00 PM Provisional Date end of

Board mestng Attendees: Dale September.

am Foley, Keith Smith, Gene LaCaste, 11:30 AM - 12:00 PM 26/11/2008 Persan: Brenda Mclaughlin o
LA Dave Brandon, Shelley Janes, & = Ccmpan'r

Kenneth Sutciffe. Agenda: - Callect fiight details for Muc - Dub i
12:00 PM Absentees and apologies, - the.« 1737 541 5040

Customer Update, -New FY, - Details: Send new feature

Reauitment, - Carbon Footprint list for new release. Follow-
12:30 PM policy, - Mew Test Cases, - ADB up with phone call next

week.

1002

(1) Select My CRM | Preferences, and check that the Single-Column Diary field is
set to No. Then select My CRM | Calendar, and make sure you are in Daily
View.

(2] The calendar is displayed in the new Outlook-style view.

4-2 Sage CRM



Can | delete CRM fields?

Can | delete CRM fields?

Yes. You can delete custom fields in CRM - i.e. any new fields, which you have
added in version 6.1 onwards. However, caution is advised when updating the
database. It is recommended practice that all users are logged off CRM when a
field deletion is taking place, and a backup of the database is available. Deleting
a field is not reversible. If a mistake is made, restoring the database backup is
recommended.

If the field you wish to delete is not being used anywhere in the system, you will
be asked to confirm that you want to delete the field. If the field is in use within
CRM, you will be presented with either a warning or a refusal to delete. A
warning is a notification that the field is in use elsewhere in the system (in
screens, lists or searches). You can still go ahead and delete the field if you wish.
If the field is being used in reports, scripts, views, groups, escalations,
notifications, workflow, tab SQL, or dashboards you will be refused permission
to delete.

To delete a custom field in the Company entity:

All references to this field will be lost forever are you sure you want to continue?

FieldusedInList

CompanyGrid W =
Confirm
Properties | Ralet

Entry Type Text

(i

Customization
Column Name: comp_locationid

& Caption Office Lacation Cade
ey Max Length 20
Customization Entry Width 20
efault
& .
=
Ig—mall anE:I
E
System
(1) Select Administration | Customization | Company.
The Fields tab is displayed. Click on a hyperlink to open the field you want to
delete.
The Change Database Field Properties page is displayed. Click on the Delete
button. A warning is displayed to inform you that the field is being used in the
CompanyGrid list.
(2] If you are sure you want to delete this field, select the Confirm Delete button.
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Can | customize CRM through the .NET framework?

Can | customize CRM through the .NET framework?

Yes. The implementation of the Sage CRM .NET application protocol interface
(API) allows developers to write applications that can utilize the functionality
provided by Sage CRM.

The implementation of this APl is supported by the tools offered by the Sage
CRM .NET SDK (Software Development Kit). The SDK encompasses the
templates for Visual Studio projects, the skeleton C# code generated by those
templates, and the CRM class library that can be accessed using developer-
written code. Solutions created in Visual Studio are compiled as dynamic link
libraries (DLLs). These DLLs can be copied to Sage’s Custom DotNet folder.

Extending CRM using .NET SDK:

% MyFirstEntity - Microsoft Visual Studio

Fle Edt WVew Project Buld Debug Data Tooks Window Communty Help

RN R - ) 1 [# cwsrebase "

3 iE ik [d =l o« B &
EntitylistPage.cs| EntityDataPegeMew.cs | EnityDatsPage.cs | CrmBase.ce - x | v
.3 > * vl @[

em: = (] MyFirstEntity
em.Collections.Generic: = |y Propertes
&) Assemblylnfo.cs
= G References
a
{3 System
3 System.Data
3 System.md
® (3 Help
4] CrmBase.cs
4] EntityDataPage.cs
4] EnbtyDataPageEdt.cs
o art the <8 EnbityDataPageen.cs
& EnttyLstPage.cs
list ete o] EnbitySearchPage.cs

Froperties. -3
SageCRMNet Reference Properties
=

B Misc

Alases global
= * Copy Local Faise
< >
Find Symbol Results - 1 match found -3 x
3 C:\pocuments and gs tbarrysiMy D ctzyf \EntityListPage.cs - (8, 34) : public class ProjectiistPage 1 SageCrmListPage:

Specific Version Faise

To develop applications with the Sage CRM .NET SDK, you will need:
= CRM installed on a server with a developer license key.

m  The .NET Setup package comprising the CRMDOTNETSETUP.MSI file
and the SETUP.EXE executable.

= Visual Studio 2005.
Servers on which compiled .NET Application Extensions are deployed require:
= Sage CRM 6.1 installation with a developer license key.

m  .NET Framework 2.0.
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Can | use CRM on MS Windows Vista?

Can | use CRM on MS Windows Vista?
Yes.

However, please note that:

»  The CRM server needs to be set as Trusted Site in Vista, if a client machine is
running CRM on Vista.

= Solo clients are not supported on Vista.
s Advanced Search Select icons are not visible in CRM on Vista.

= The Outlook plugin cannot be uninstalled when User Account Control
(UAC) is enabled in Windows Vista. To uninstall the plugin, a user with
administrator privileges must temporarily disable UAC. After uninstalling,
the administrator can re-enable UAC.

CRM on MS Windows Vista:

=5 Eon =)
2 -]

oo B v v b Page v G Tesls v

€ CRM - CRM - Windows Intern et Bxplarer

@O ~ | &) httpyfungm-di/crms1/eware.dil/go

& I@cwmnmm

~ [ é] % || Live search

T 0
oy Gt for: (ST

Recent (IS S Dashboard

Contacts | Calendar | Leads | Opportunities | Cases | Shared Documents | Preferences | Groups | AsP | =

Get Started with Sage CRM! |

)

Click on the Introduction 1o start.

Fersonalise vour system by
choosing options and regional
seftings

Step 3: Quick Tips

Quickly see how to handle
camman tasks

Find
IE Step 1: Take the Tour!

These videos will getyou up to @ Introduction to Sage CRM Finding And Adding
New speed with SageCRM in no time! @ What's New in Sage CRM Information

version 6.0
© My Calendar And Tasks

User Preferences Wizard

Creating a New Task
D Adding a Lead
@ Viewing My Opportunities

Outlook Integration

[

The RecentList
© Hot Keys
Wild Card Search

i

] v

& Local intran

et | Protected Mode: Off FH100% -
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Can | install and use CRM on a 64 bit operating system?

Can | install and use CRM on a 64 bit operating system?

Yes. Some operating systems currently use 64 bit install. While CRM is a 32 bit
application it can be installed on a 64 bit operating system. There is no difference
to the user experience of CRM while running on a 64 bit operating system.

The only significant difference between CRM on a 32 bit operating system and
CRM on a 64 bit system is the install location. On a 64 bit operating system, CRM
will install to the default location for a 32 bit application on a 64 bit system. This
may not necessarily be the Program Files directory.

CRM install location on a 64 bit operating system:

B (o Pregram Files (86 Sage) CRM

Ole Ddt Wew Favortes  Took o
Qe « O - T | 5 Search [ poides | [

Ll

Bgress | ) CiPrograns Piss () SageiCRN B
Fokders ® | Mame = See | Trpe | | mriuees |
Desiton L Cacnmstbl pet-1 Fi Fobier 032007 1350
Iy — = bl Pl Felder DETH{2007 1500
W ooy Cormguame CICAMDoRHe Fir Fdter AT 1359
A 8 3 Py (8 Cewar e Test H bk oAz 1550
o LoD () ysercns Fm b AT 1507
£ bk s ki Fm b 0AJ12{200% 1543
m; T M _Parfe] _deietaDf g IEH  Teat Document SO007 1550 a
2 jm,dcc,_ml L5 CRrn_Part-1_delsteldl.col LN Mool SOUServ...  NUNINT 1AM A
& CACorfig ) CRM_Ssistallllog VED Tauk Dodumenk F0UNI007 13:30 A
L5 CRM_eletall. 590 VR Merosoft S8 Serv...  JOMUNI0OT 13:30 A

£ Cinirhs Aol s
1 Dty Tocks e
% () itmnet Expre
T (L Merssstt S Sarvar
5 £ Mcrosoft.NET

L) Ol Services

= {2 Program Fies (x36] g

) Btk It
% 2 totmret Exphrer
W 2 Sdwen
% (2 Mecroselt Ay Sem
W Mersesht Ofce
¥ 1) mecrosoft ghared
# 1 Merosot S04 Sarver
¥ Merosoft vieud Stude
# () McrosoftNET

£ Mo 4.0

L2 Hetheating

3 Cuttoct Express

10 s (Dvsh Frae space: 631 M) [rezbmee | My Computer

start] |3 8| Emrogram rdes o B[ e
(1) The Program Files directory.

(2] The Program Files (x86) directory.

This is the default install location for CRM on this 64 bit MS Windows Server
2003 operating system.
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What other new features have been added?

What other new features have been added?

Several other new features have been added in version 6.1. These include:

Sage CRM Integration

Synchronize Solutions in Solo

Where can | get more information?

More information on the features described in this chapter is available in the:

User Guide

System Administrator Guide

.NET SDK Guide

Sage CRM Integration Developer Guide

Sage CRM Integration User and Administration Guide

What's New Guide 4-7



