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Chapter 1
Introduction

This guide is for Sage CRM Implementers.

Please note that while the document refers to Sage CRM, CRM, or the CRM
system throughout, regional products may use different brand names.

We assume that you have:
»  Experience in carrying out CRM implementations.
= Proficiency in customizing CRM systems.

= A working knowledge of CRM blocks, HTML, creation of Active Server
Pages (ASPs), Include files, cascading style sheets (CSSs), and general Web
design concepts.

= Knowledge of database administration and security concepts.

What is CRM Self Service?

CRM Self Service lets you create a Self Service Web site that integrates traditional
corporate Web sites with Sage CRM.

With CRM Self Service, customers can log onto the Self Service Web site to
perform functions such as viewing account information, reporting problems, or
requesting product information.

The extent of the customer access to corporate data or their ability to perform
these functions is determined by the particular Self Service implementation.

The CRM Self Service application server can be run remotely from the CRM
database server, via a link between Self Service and CRM.

For example, a customer service case entered via the CRM system can be viewed
on the Self Service Web site. This functionality is achieved through ASP pages.
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What is CRM Self Service?

Firewall

CRM
Database

Self Semice
Database

PC / Browser (IE)

Enterprize Server

CRM Self Service Configuration

Chapter Summary

The table below gives a summary of each chapter.

Chapter Summary

Getting Started An overview of prerequisites for Self
Service implementations, what happens
when Self Service is installed, and other
requirements for installing Self Service.

The Self Service Web  Advice on designing a Self Service Web
Site site.

Self Service Security ~ An overview of Self Service security

mechanisms.
Self Service Administration tasks that need to be
Administration in carried out in CRM for Self Service
CRM implementations.
Self Service Examples of Self Service functionality.

Functionality
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Chapter 2

Getting Started

In this chapter you will learn about:

Prerequisites for Self Service implementations.
Installing Self Service.

Requirements for setting up Self Service.

Prerequisites for Self Service Implementations

To run CRM Self Service you will need:

CRM installed on the same server with a valid Self Service license key.

The same server software as for a typical CRM installation. Refer to the
System Administrator Guide for more information.

You may require the Extensibility Module, depending on the functionality
you require on your Web site. Please refer to "Customizing the Self Service
Web Site" in Chapter 3 for more information.

Installing Self Service

During the CRM installation:

You are asked if you want to install a demo Self Service Web site. Select the
Sample Self Service Support site check box to install the site and use it as a
template for the CRM Self Service Web site. For more information on the
demo Self Service Web site, refer to "Planning a Self Service Web Site" in
Chapter 3.

When you install CRM Self Service, the following takes place by default:

A new database called CRMSelfService is created, which contains the Visitor
table, an important table for storing visitor details.

A new option called Self Service becomes available on the CRM
Administration | System home page. This enables you to configure CRM for
Self Service and to maintain Self Service visitor information.

A Self Service tab becomes available when you are in the Person and
Company context. This allows People and Companies in CRM to be enabled
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Setting up Self Service

for Self Service and lets you assign a Self Service logon ID and password to
them.

Setting up Self Service

Once Self Service has been installed, there are a number of tasks that need to be
carried out manually before CRM Self Service is fully functional. Steps include:

= Planning your Self Service Web site.
= Reviewing Self Service security issues.
= Configuring Self Service administration settings.

These are described in more detail in the next chapters.

Now you can...
= Explain the prerequisites for Self Service implementations.
m  Describe what happens when you install Self Service.

= Explain the requirements for setting up Self Service.
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Chapter 3
The Self Service Web Site

In this chapter you will learn about:
= Planning a Self Service Web site.
= Understanding basic Self Service architecture.

= Creating and adding functionality to a Self Service Web site.

Planning a Self Service Web Site

To begin creating a Self Service Web site:

1. Draw up design specifications for the look and feel of the Web site, as well as
for the functionality the customer requires on the site.

2. Review the corporate Web site and determine whether you can reuse any
Web pages, logos, and other images. This will enable you to reflect the look
and feel of the corporate Web site on your Self Service site.

The level of functionality you can include on your Self Service Web site and
the extent to which you can customize depends on whether you have the
Extensibility Module. The functionality available with and without the
Extensibility Module is discussed in "Customizing the Self Service Web Site"
in this chapter.

3. You may want to use the demo Self Service Web site as a template to create
your Web site. You selected the Sample Self Service Support Site check box
during the CRM installation.

The demo site is typically created in:
.\Program Files\Sage\CRM\CRMSelfServiceDemo
It is also available on the IIS Web server under Default Web Site.

Note: We advise that a production system runs the Self Service web
application under a secured web site (not the Default Web Site).

It contains ASP pages that reference CRM blocks, image files, and include
files (including the EWARESS JS file). These files create the basic Self Service
functionality. You will need to carry out further customization according to
your implementation requirements.
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Understanding Basic Self Service Architecture

Note: Before setting up a Self Service Web site, why not take a look at the
Web to Lead feature in CRM. The Web to Lead feature allows you to include
HTML on a customer Web site that will allow users of the customer Web site
to create leads on the CRM server. For more information on the Web to Lead
feature, please refer to the Web Leads chapter in the Systemn Administrator
help.

Understanding Basic Self Service Architecture

Accessing the Site

Before you proceed to customize the Self Service Web site, you need to have an
understanding of basic Self Service architecture.

Registered Self Service users (that is, People or Companies registered in the CRM
system) can log onto the Self Service site, view relevant information, and perform
functions, such as reporting a problem or requesting product information. An
identifier in CRM Self Service that enables access and rights on a per user basis
will authenticate them to perform functions.

Visitor information is stored on the Self Service database in the visitors table:

The EWARESS.JS File

The CRM Self Service application server should be run remotely from the CRM
database server. For example, a customer service case entered in the CRM system
can be viewed on the Self Service Web site. Please also refer to the Security
Overview chapter in the System Administrator Guide.

The EWARESS JS file is the component behind this functionality. This file works
in the same way as a typical SAGECRM.]S file, but it is also responsible for
establishing the link between the CRM database and the Self Service database,
thus ensuring that the databases can communicate with each other.

It is important to note that the EWARESS.JS file (rather than the SAGECRM.]JS
file) is referenced in all Self Service ASP pages. For more information on the
SAGECRM.JS and EWARESS JS files, please refer to the Developer Help.

Customizing the Self Service Web Site

The functionality available in the Self Service site and the extent to which you
can customize it depends on whether you have the Extensibility Module.

Note: The Self Service Web site is a series of HTML based Web pages, so you can
add any standard HTML field types, for example, text entry fields, drop-down
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Customizing the Self Service Web Site

lists, and radio buttons. However, you will not be able to add CRM specific field
types, such as search select advanced fields.

Without the Extensibility Module

Without the Extensibility Module, you are limited to customizing a number of
specific blocks. This may be sufficient, depending on implementation
requirements. The blocks are accessible from

= Administration | Customization | <Entity> | Lists
or
= Administration | Customization | <Entity> | Screens

Please refer to the table below for a description of the Screen and List blocks that
can be customized without the Extensibility Module.

The following table describes some of the blocks referenced in the Self Service
demo Web site.

Block Name Type of Block Description

sscaselist List Object Displays a list of
cases for visitors.

sscaseentry Screen Object Enables visitors to
register new cases
via the Web site.

ssopportunityentry  Screen Object Enables visitors to
create new
opportunities in
CRM, via the Web
site.

You customize Self Service screens and lists from Administration |
Customization in the normal way. Please refer to the Administrator Help for more
information on screen and list customization.

With the Extensibility Module

With the Extensibility Module, you can use the complete set of CRM blocks to
add extra functionality to your Self Service site.

You reference the blocks in ASP pages in the same way as you do within
standard CRM. One difference, however, is that you reference the EWARESS.]JS
file (rather than the SAGECRM.JS include file) on all ASP pages.

Using the CRM interface and ASP pages, you can create new blocks for Self
Service or use existing CRM blocks and restrict them to show less information.
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Now you can...

You can set screens to be editable or read-only, restricting what different users
can do on the page. User passwords can be allocated at Person or Company level.
Refer to the Developer Help for information on CRM blocks.

Typical functionality that you can add to the Self Service site using ASP pages
includes:

= Enabling visitors to view product information via the Web site.
= Enabling visitors to view their visitor profiles and edit them via the Web site.
»  Creating leads based on the information typed by the visitor.

= Contacting visitors directly by the customer service department.

Now you can...
s Plan a Self Service Web site.
s Understand basic Self Service architecture.

= Create and add functionality to a Self Service Web site.
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Chapter 4

Self Service Security

In this chapter you will learn about:

Self Service security.

Application Level Security

CRM offers a number of security and access options at the application level.

Server Level Security. CRM supports all industry server security standards,
and there are a number of methods available to secure the Self Service server.

—  SSL (Secure Sockets Layer) encryption can be employed to secure data
sessions with client users. When an SSL session commences, the server
sends its public key to the browser. In turn, the browser uses this key to
send a randomly generated key back to the server. As a result, there is a
secret key exchange for the session. When IIS uses SSL encryption, CRM
is aware of this and when the client attaches any documents to a form in
CRM it sends through the encrypted sessions.

— A firewall can be used to restrict unauthorized access to the database.
Firewalls are commonly employed to give users secure access to the
Internet and, at the same time, separate a company's Web server from its
internal network. Various types of firewall are available, including
packet filter, proxy server, NAT (network address translation), and
firewalls that adhere to stateful inspection technology standards.

CRM Self Service can run behind a firewall in order to protect the server
from malicious attacks and to allow only certain types of interactions to
take place. The CRM Self Service server can be physically separated from
the CRM server, and a firewall can be installed around the CRM server.

Database Level Security. CRM Self Service users do not have direct access
to the database. The CRM Self Service pages opened by the user send
requests via IIS to the eWare DLL to access the database.

Network Security. CRM supports all industry standard network encryption
protocols.
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Now you can...

Now you can...

= Explain Self Service security.
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Chapter 5

Self Service Administration in CRM

In this chapter you will learn about:

The Self Service administration area in CRM.
Enabling people for Self Service.

Enabling companies for Self Service.

Self Service Administration

The Self Service administration area in CRM contains three tabs.

Visitor List

Visitor List. This tab enables you to view a list of registered
and anonymous visitors and view and edit visitor profiles.

Self Service Configuration. This tab is used for specifying
database connection settings.

Visitor Maintenance. This tab lets you manage your visitor
list, ensuring that it does not get too long or unmanageable.

The Visitor List page lets you:

View a list of visitors to the Self Service Web site.

Visitor List Self Service Configuration  Visitor Maintenance

3 Visitors, Page 1 of 1 Last Name:

ehil Dover Phil. Dover @Presssacl ook.co.uk Phil Dover Presssac Look @) Anonymous

Sheila Murray smurray @optiplex.com Sheila Murray. Optiplex Software Visitors Only
William Agnew William, Agnew @WilsonResources. co.uk William Agnew Wilson Resources Ltd, =

i Filter

&

@ =

Visitor List page showing all visitors

Search for individual visitors by their last name.
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Self Service Administration

Visitor List  Self Service Configuration  Visitor Maintenance

1 Visitors, Page 1 of 1 Last Name:

Murray

Sheila Murray smurray @optiplex.com Sheila Murra: Optiplex Software O Anonymous
Visitors Only
L 2
i Filter
&

@ Help

Visitors List page showing a search result

= View and Edit visitor details, by clicking on the Last Name or First Name

hyperlinks. Note that selecting the Person hyperlink brings you to the Person
Summary page.

Change Visitor
For H Save
Company: _ Persons: =
T v 1 —==1 B [
| Optiplex Software ¥ | | Sheila Murray || j Delete
@ nes]
Visitor Id: 4 Y Previous |__-B Next
@
Details
Salutation: First Name: Last Name:
[sheila Jurray
E-maik Phone: Fax:
Jsmurray@optiplex.com | |
Address1: Address2:
City: Country: Postoode: Company:

[ Create Follow-up Task
Change Visitor page

= View and edit visitor profiles. The type of information that can be viewed
depends on the particular implementation.

Self Service Configuration

The fields on the Self Service Configuration tab are set by default when you
install Self Service, although you may need to change them if you make changes
to either the CRM or Self Service database configurations.

To view the Self Service administration area in CRM:
1. Select Administration | System | Self Service.
2. Select the Self Service Configuration tab.

The Self Service Configuration page is displayed.
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Self Service Administration

Visitor Ligt | Self Service Configuration | Visitor Maintenance
Self Service Configuration j B
Database Driver: Database Server: Database Name: Database user name: Database password:
Microsoft SQLServer MURRAYP-DT CRMSelfService sa @ Help
Ent Database Driver: Ent Database Server: Ent Database Name: Enterprise user name:
Microsoft SQLServer MURRAYP-DT CRM707 53

Session Expires In (Hrs):

Self Service Configuration page

Select the Change button.

Enter the changes and select the Save button.

The table below explains the standard fields on the Self Service

Configuration page.

Field

Description

Database Driver

The type of driver on which the Self
Service database sits.

Database Server

The name of the server on which the
Self Service database sits.

Database Name

The name of the Self Service
database.

Database User Name

The ID of the user who will be used
to connect to the Self Service
database.

Database Password

The password of the user who will
be used to connect to the Self Service
database.

Enterprise Database
Driver

The type of driver on which the
CRM database sits.

Enterprise Database
Server

The name of the server on which the
CRM database sits.

Enterprise Database
Name

The name of the CRM database.

Enterprise User Name

The ID of the user who will be used
to connect to the CRM database.

Enterprise Password

The password of the user who will
be used connect to the CRM
database.

Session Expires In
(Hrs)

How long the Self Service session
lasts for until the user is logged out.
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Enabling a Person for Self Service

Visitor Maintenance

Suppose you want to remove all visitors who have not visited your Web site in
the past six months from the Visitor List.

To remove visitors from the Visitor list:
1. Select the Visitor Maintenance tab.

2. Type 6 in the Delete Visitors field.

Visitor List  Self Service Configuration  Visitor Maintenance

Visitor Maintenance {3 oeete
Delete Visitors who have not visited in more than |& months @ Help.

Anonymous Visitors Only

Visitor Maintenance page
3. Select the Delete button.

You are asked if you are sure you want to proceed with the deletion.

Visitor List  Self Service Configuration Visitor Maintenance

Delete Visitors who have not visited in more than 6 months

A o @3 Confim
Anonymous Visitars Only

Delets

@ o
@ -

Visitor Maintenance page
4. Select the Confirm Delete button.

Visitors who have not logged onto the site in the last six months are removed
from the Visitor List.

Enabling a Person for Self Service

To enable a person for Self Service:

1. Find the person you wish to enable and click on the hyperlink of their name
to display the Person Summary page.

2. Select the Self Service tab.

The Self Service page is displayed.
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Enabling a Person for Self Service

{ ,g Person: Reg Barrow Phone: 1212 736-4430
E‘ Company: Design Right Inc, E-maik info@dri.com

Summary  Quicklook Marketing Notes ~Communications —Opporturiies Cases ~Addresses  Phone/Emal  Sclf Service  Documents  Relationships

Self Service Details H 2
Self Service Enabled [] h
Login TD: Password: @ Cancel

Barrow Barraw
@ -

Language:

| Engish i<
Self Service page before user is enabled
Select the Self Service Enabled check box.

You can change the person’s login ID and password by typing the new
values in the Logon ID and Password fields.

Select the Save button.
The person is enabled for Self Service.

The next time you select the Self Service tab for that person, Self Service and
Person details are displayed.

[ 9 Person: Reg Barrow Phone: 1212 736-3430
AN Company: Design Richt Tnc. F-mai: infoGdi.com

Summary  Quicklook ~Marketng MNotes ~Communications ~Opportuniies ~Cases —Addresses  Phone/fE-mail  Self Service Documents  Relationships

Self Service Details l[l Save
Self Service Enabled
Login ID: Password: @ Cancel
Barrow Barrow

Language: _ @
| Us Engiish v}

Details
Salutation: First Name: Last Name:
Reg Barrow
E-mail: Phone: Faxz
info@dri.com
Addressi: Address2:
City: Country: Postcode: Company:

Self Service page after user has been enabled
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Enabling a Company for Self Service

Enabling a Company for Self Service

You can also enable companies for Self Service. You do this in the same way as
you enable a person, except that you do it while you are in the Company context.

Note: If you disable a company for Self Service, all people linked to that
company who were previously enabled for Self Service will be disabled also.

Now you can...
= Carry out Self Service administration tasks.
= Enable people for Self Service.

= Enable companies for Self Service
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Chapter 6
Self Service Functionality

Logging On

In this chapter you will learn about:

m  The Self Service functionality available

The following examples illustrate a typical Self Service Web site, the functionality
contained in it, and how visitors navigate it. These examples are based on a
demonstration Self Service Web site, which will be available to you if you have
selected the ‘demo’ check box while installing CRM.

The Self Service Web site has been designed for a company called Panoply
Technologies, a Dublin-based wireless and Internet software provider.

For the main part, the examples assume that you are a visitor to Panoply’s Self
Service Web site.

To log onto the Self Service Web site:

1. Type the Self Service address in your Web browser. A typical Self Service
URL will look something like this, depending on where the Web site is
installed:

http://localhost/CRMselfservicedemo/

The Self Service home page is displayed.
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Anonymous Visitors

i Favorites | @ panaply Technologies -8 |y v Page - Safety - Tools v

Panoply Technologies

ABOUTUS SERVICES SUPPORT NEWSLETTER CONTACTUS
=

ABOUTUS
SERVICES
SUPPORT
HEWSLETTER

CONTACTUS

Home | Comtact | Webmaster | Terms | @ Panoply Technologies

% Local intranst ‘- ®mi100% -

Self Service Home Page

Anonymous Visitors

Anonymous visitors are visitors who are not registered as CRM Self Service users
and who, therefore, do not have a logon ID or password to access certain areas of
the Self Service site. The demo site example illustrates what functionality can be
designed specifically for anonymous users.

Anonymous users can be given access to certain areas of the Web site. They
navigate to these areas simply by clicking on the relevant links. Anonymous
users can access the following areas of the Panoply Web site:

= About Us—an information page.
= Services—an information page.

= Support—anonymous users can only get as far as the support logon pages,
but since they are not registered users, they cannot enter the support area.

= Newsletter —a page with specific Self Service functionality.
= Contact Us—an information page.

= Home—the home page.
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Anonymous Visitors

Newsletter

The Newsletter area of the Panoply Self Service site can be designed especially
for anonymous users in a similar way to how the demo site is designed.

To access the Newsletter area of the site:
1. Select the Newsletter tab.

The Newsletter input form is displayed.

Panoply Technologies

Newsletter input form

2. Complete the fields on the input form.

Panoply Technologies

ABOUTUS SERYICES SUPPORT NEWSLETIER CONTACT US

our Newsletter

ABOUT US Request a Brochure or a Hewletter:
SERVICES
SUPFORT Caompany Mame:
NEWSLETTER Leicester Insurance
CONTAGT US First name:
Robert
Last name: E-mail:
[wynn [rwynn@leicesterins.c

Newsletter input form
3. Select the Save button.

When you do this, the information typed by the visitor is registered as a lead
in CRM. From here, the lead can be assigned to a CRM user, the visitor can
be converted to a Person in CRM and the lead can be eventually converted
into an opportunity.
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Registered Visitors

Summary Notes Communications Tracking Relationships

Lead Detail S gene
Description: Source: Opened: Main Product Interest: .
New lead from Seif Service Web Time Manager b cantinue
Details: Wave Activity: Decision Timeframe: oA
“None selected- 1-3months &% Opcoriurity
(=] Add this
Lead Progress “)‘;—’I Sl
Stage: Status: Priority: Assigned to: Tean: Rating: = Group
New Lead In Progress MNormal Brian Little Direct Sales B
; @ =
Territory:
Worldwide

Lead Company Details

Company Name: Web Site: Industry: Annual Revenues: No. of Employees: (1R
21-50

Spepper Wi, Spepper. com Media $1M - g5M
ﬁj Add or Find this Company

Lead Contact Details Lead Address Details

Last name: First name: Address 1: Address 2
McCartney George Arlington House Penny Lane
Salutation: Title: E-maik: Address 3: Address 4:
Mr. Business Development Manager gmceartney @spepper. com

Country Code: Area Code: Phone Humber: Gity: Zip Code:

Liverpaal 00009
Fax Country Code: Fax Area Code: Fax Number: State: Country:

United Kingdom
&l Add or Find this Person

Lead Summary page

Registered Visitors

Registered visitors must already exist as people or companies in CRM, and they
must have been enabled for Self Service and assigned a Self Service logon ID and
password.

The Panoply Web site comprises the following areas:

= About Us—an information page.

Services —an information page.

Support—a page where existing cases can be reviewed.

= Newsletter —a page with specific Self Service functionality.
= Contact Us—an information page.

= Home—the home page.

On the Panoply web site, registered visitors can:

= Review their current cases.

= Loganew case.

= Request product information.
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Registered Visitors

Reviewing Existing Cases
To access the Support area of the Self Service site:
1. Open the Self Service Web site and select the Support tab.
The Support logon page is displayed.

Panopoly Technologies

ABOUTUS SERVICES SUPPORT NEWSLETTER CONTACT US

ABOUTUS
SERWICES
If you are an existing Panoply Technologies customer pleass log on here:
SUPPORT
NEWSLETTER Username: l—
CONTACT US .
Password!

Change Passward
Forgot PasswordsLocked Out?

Support logon page
2. Type your User Name and Password and click the Login button.
A message displays to inform you that you logged on successfully.

A list of your recent customer case issues is displayed. In this example, the
customer has two cases. Closed cases are read-only, but you can access open
cases and change certain details.

Panopoly Technologies

ABOUTUS SERVICES SUPPORT MEWSLETTER  CONTACT US

ABOUTUS wWelcome to Panoply Technologiss Support. You are currently logged in as Reg Barrow
SERVICES

SUPPORT Overview  Report a problem  Request Procuct Information

HEWSLETTER

welcome to Panoply Technologies Suppert You are currently logged in as Reg Barrow,

CONTACT US

Today 0-

e Jonge Unable to run the repert due to a SQL error.

Today 0- If two users try to run the same report at the same time
15:05 10095 we are getting an access violation,

List of customer service issues and opportunities

3. Click on the case’s Created Date to edit the case.
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Registered Visitors

Overviesy  Report a problem Reguest Product Informstion

R efld:
0-10094

Problerm Details:
Unable to run the report due to a SOL error.

Problem details
4. Select the Change button.
The Problem Details input form is displayed in edit mode.

Cwerviewy  Report o problem Reguest Product Informstion

Refld:
|D-10094

Problern Details:

Unahble to run the report
due to a SQL error.

Problem Details in edit mode

5. Add more information or amend the current details, and select the Save
button.

Overviewy  Report a problem  Reguest Product Information

Refld:
|0-10094

Problern Details:

Unable to run the report
due to a SQL error.
... additional information

Changed Problem Details

The case details are changed on the Self Service Web site and the changes are
immedjiately reflected in CRM.
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Registered Visitors

Logging a New Case

To log a new case while you are still logged onto the Support area:

1.

2.

Select the Report a Problem hyperlink.

The Report a Problem form is displayed. As you can see, the case is assigned
a ReferencelD by default.

Owerviewy Report o problem Reguest Product Informstion

Refld:
|D-10096

Froblern Details:

Problem Details input form
Type in the problem details, and select the Save button.

The new case is logged.

Requesting Information

To request information on a specific product while still logged onto the
Support area:

1.

Select the Request Product Information hyperlink.
The Request Information input form is displayed.

Complete the Description, Details, and Customer Ref fields, and select a
product from the Product list.
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Now you can....

Now you can....

Orvepviewy  Report a problem Reguest Product Information

Description:

|Need product training

Product:

Training b

Details: Customer Ref;
Meed advanced system administrator AlZ23

training for two people as they are now up to
speed on ‘general’ level.

Request Information input form

Select the Save button.

The request for information is submitted to CRM, which results in a new
Opportunity being created.

The opportunity can then be assigned to a CRM user and the request for
information dealt with.

Describe the Self Service functionality available
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